Configure Outbound Dialer for UCCX Agent
Based Predictive
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| ntroduction

This document describes how to configure an Outbound Campaign for Agent-Based Predictive for Unified
Contact Center Express (UCCX).

Prerequisites
Requirements

Cisco recommends knowledge of these topics:

 Cisco Unified Border Element (CUBE) configuration
» Unified Contact Center Express (UCCX) configuration

Components Used

The information in this document is based on these hardware and software versions:

« UCCX version 12.5.1.11002-481
e CUCM version 12.5.1.11900-146
* |SR4451 version 17.03.04a

The information in this document was created from the devices in a specific lab environment. All of the
devices used in this document started with a cleared (default) configuration. If your network islive, ensure
that you understand the potential impact of any command.

Background Information



Specific requirements for this document include:

» Finesse Agent on Ready mode.

» |ISR4451 with CUBE basic configuration and PVDM for Call Progress Analysis (CPA) functionality.
* Internet Telephony Service Provider (ITSP) integrated with CUBE.

 Unified CCX Outbound license

On UCCX Outbound Dialer feature, there are five types of campaigns:
Agent-Based:

» Agent Direct Preview

» Agent Progressive

* Agent Predictive
IVR Based:

* Progressive
» Predictive

Note: In this document, you focus on the configuration for Agent-Based Predictive



There are some services on UCCX that must be in service:
* Outbound subsystem
» Unified CM Telephony subsystem
* RmCm subsystem

* Unified CCX Database

Note: Navigate to Cisco Unified CCX Serviceability Menu > Tools > Control Center Networ k
Services

Configure

Network Diagram

Thistopology diagram shows the interaction of UCCX, Finesse, CUCM, and CUBE for outbound
campaigns.
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Configurations
UCCX configuration

1. Log into the CCX Administration:
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2. Then click on Subsystem Menu > CM Telephony > Call Control Group:
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Then Click on Add New:

alal,  Cisco Unified CCX Administration
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admin

status
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3. Fill out the mandatory fields marked with asterisks such as the Description, number of CTI ports, Group
Type, Device Name Prefix, and Directory Number, and click Add:
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admin

Descipbion®

Humber Of CTI Ports® o
Media Termination Support” ) Yes @Ho
Growp Type® @ inbound ) Qutbound

Device Name Prefix”

Starting Dérectory Number®

Device Pool (Defaunt ~ |

DN Calling Search Space | Mame ~ |

Location (Hua_None v |

Partiticn | Mone J|




Note:

* On Group Type select Outbound.
» Onceyou click Add the Status changes to In Progress, UCCX beginsto create the CTI Ports.

Thisisthe expected output you receive after you click Add:
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Status La|

@ Status ; Ready
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Description® oo, oul

Humber Of CTI Ports® 100

Madia Termination Suppor® ) Yes @MNo

Group Typa* @® Cuthaund
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e 1_2042,hr1_2043 hr1_2044.hr1_2045 hr1_2046,

List of CTI Ports e 1_2047 vr1_2048 hr1_2040hr1_2080,hr1_2081,
hr1_2052,hr1_2053 hr1_2054,hr1_2085 hr1_2086,
KT1_2057 hr1_2058 hr1_2050h11_2060,hr1_2061,
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hT1_2067 hr1_2088 hr1_2089hr1_2090 hr1_2091, |
hT1_2002,h71_2093 hr1_2004 hr1_2095 hr1_2096,
1T1_2087,h71_2098 hr1_20981_2100,h11_2101, @

Device Pool | Default ~ |

4. Navigate to Subsystems Menu> RMCM > Contact Service Queuesto create the Predictive CSQ:

alli, Cisce Unified CCX Administration
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Then click Add New:
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5. Fill out the mandatory fields marked with an asterisk such as Contact Service Queue Name, and select the
most appropriate options for your specific environment, then click Next:




alml,  Cisco Unified CCX Administration
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~ Status
(@) status :Reagy
Contact Sendce Queus Name* It
Contact Serice Queue Typk Voick
Contact Queuing Crileria FIFQ
Automatic Wrapup® (OEnabled @ Disabled
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Resource Pool Selection Modal® Resowce Sills v '|
Sendce Level* s |
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Promipd - Mo Selection - v
| Mext | | Cancel |

@ *- ingicates required item

Thisisthe expected output:

whul,  Cisco Unified CCX Administration
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Contact Service Quewe Mame*

Contact Senice Queue Type Woice

Contact Queving Criteria FIFQ

Automatic Wrapup® OEnatlea @ Disabied
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Resource Pool Selection Model* | Resource sums ~ |

Sendce Level” 5

Senice Level Percentage” o |

Prompd [ Mo Selection - + |
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6. Then click Next, select the required skills, and add them, and finally click Add:

sl Cisco Unified CCX Administration
CISCO  For Cisco Unified Communicalions Solulions

System  Applications  Subsystems  Wizards  Tools  Help
Contact Service Queue Configuration

[3_ Add e Cancel G Show Resources

Contact Sarvice Queus Mame 555
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English o
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Select Required Skills
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7. Now configure the Outbound section, so navigate to Subsystem Menu > Outbound > General:

Cisco Unified CCX Administraion  + § Go




all,  Cisco Unified CCX Administration
CISEe  For Cisco Unified Communications Solusons:

Systen  Applications  Subsystems  Wizards  Tocls  Help

General Configuration

0 Cliar

Status

~
@ Status : Ready

Customer Dialing Time Range (hhmm)*

Start Time 1200 AR~
Endl Time 11:00 P v~
Cutbound Call Timecut* (saconds) 60

Dialing Prefix

Long Distance Prifi

Intermnational Prafix

Local Area Code

Do Mot Remove Local Anea Code When Dialing

Aut Answer Enabile for predictive and progressive campaigns
Azsigned C30s Awailable CS0s
AgeniBas eaDire ey

~

bl ¥ | AgeniBasecPredicive A
AgentBasedProgresie(100) El
csq1(10) - w

% of Logged in Agents for Qutbound | 10 v

Note: Here you need to add the Predictive CSQ created in the previous step to the Available CSQs
section and click update.



8. Navigate to Subsystem Menu > Outbound > Campaigns to create the Agent-Based Predictive
campaign:

alsal. Cisco Unified CCX Administration
CISC0  For Cisco Unified Communications Solutions
System  Applications  Subsystems Wizards  Toots  Help
Cisco Unified CM Telephony » |
RmCm 3
Chat and Email »
Outhound L3 General
Database ¢ Campaigns
HTTP ‘ Area Codes

Cisco Unified
X}

5.4,

eMail SIP Gateway Configuration

Cisco Media

MRCP ASR 3

Copyright © 1899-2021 Cig
All rights reserned MRCRTTS

This produd contains. cryptographic features and is subject to United States and local country laws. goveming import. export, transfer and use. Delivery of Clsco aryptographic products does not imply third-party aushonty to impor, export, distribute or use enciyption.
Importers, exporers, disinbulors and users are responsible for compliance with ULS. and local counlry laws, By using this product you agree to comply with applicable laws and regulations. if you are unable to comply with U.S. and local laws, retum this product
immadiately

Asummary of US. laws ¢ g Cisco may be found at hitp twww cisco combwwiisaporticrvptatoolistarg hbmi.
M you requare further assisiance please contact us by sending email to export@disco.com.

Click on Add New
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9. Then select the Agent-Based Campaign Type, and also select the Dialer Type of Predictive, and then click
Next:

admin  Aboul  Logoul

wlaln  Cisco Unified CCX Administration SEER Cisco Unified CCX Administraion v | Go
€1S€0  Fyr Cigco Unified Communications Solutions admin  Aboul  Logout
System  Applicalions  Subsysters  Wizards  Tools  Help
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‘ Hext @ Cancel

Select the type of the campaign
Campaign Type* | Agent Based v

VR Based

Select the type of dialer for the campaign
Diater Typa®
Direct Preview
Frogresshe

[ s e |

@ *- indicates required item

10. Then fill out the mandatory values marked with an asterisk like Campaign Name, Start and End Time,
Campaign Calling Number, and other desired values according to your specific needs.



ahulis  Cisco Unified CCX Administration
€IS€0  For Cisco Unified Communications Soluions

System  Applications  Subsystems  Wizards Tools  Help
Agent Predictive Campaign Configuration

gm @ Cancel

Stans
[@ Status : Ready

Autematic Impan of Contacts
Status | Nod Configured.

Parameter Mame Parameter Value Suggested Value
Campaign Hame* |
Enabled” O Yes @ No
Description | |
Star Time (himm)® [go0 | (AN~ Central Daiht Time
End Time (hh:mm)* E Caniral Dagight Time
Campaign Galling Number [ |
Masimum ANEmMPLS to Dial Contadt® 3
Callback Time Limit* 15 Minute(s) 15
Callback Wigsed® [ Tor same day V] Reschedube for same ime nexd business day
Configuration Continues:
~ Dialing Options
Lines Per Agent{1-3)* [
Maimur Lings Par Agent{1-3)* 10
Predictive Cormrection Pace(10-1000)° [0 ] 100
Predictive Gain® 10 ] 10
Call Abandon Limili0-100)* i = 3
Handie Low Volume as Voice @ ves Ono
Angwiing Maching Treatmert @® Transter To VR O End Call Transfer To VR
Trigger :(Selec Trigger v
AppMame
Anandoned Call Trestment @ Transter To VR O Abandon Call Transfer To VR
T —
AppHame
~ Dial Settings
Ho Answer Ring Limit* [15|seconaisy 15
Anandoned Call Wail Time* [z |seconais 2

Mo Answar Delay*

Busy Signal Detay*
Cuslomer Abandoned Delay®
Dialer Abandoned Delay*

Assigned CS0s

'

C—
C—
[0 minutets)
[0 winutes

Available CS0s

60
60




Note: It isimportant that you click on Enable "yes" in this section.

Thisisthe expected result:



Agent Predictive Campaign Configuration
Q Save @ cancel S imponContacts T Delete AN Contacts ] open Printasie Repon
Status L]
(@) status : Roacy

Audomalic Impodt of Condacks
Status - Not Configured.

Parameter Name Parameter Value Suggested Value

Campaign Name® AgentBasedPredictive

Enabled” @ ves O No

Diescription AgentBasedPredicive

Stan Time (R mm)* 100 AM | Central Daylight Time

Ena Time (hhmem)* 1100 PM ~ | Central Daylight Time

Campaign Calling Mumiber* 1800

WMarimum Aftemnpts to Dial Contact 3w 3

Caliback Time Limit* 15 inuters) 15

Callback Missed* Reschedule for same time next business day « Reschedule for same ime nex business day
Dialing Gptions

Lines Per Agent{1-3)* 15

Waximum Lines Per Agant(1-3)° X

Prediciive Correction Pace(10-1000)* 100 100

Pradicti Gain* 1.0 10

Call Apandon Limiti0-100)* 3.0 6] 3

Handie Low Volume as Voice @ves Oino

Angwobiing Machand Trialrim ) Transfer To VR & End Cail Transtir Ta VR @
Abandoned Call Treatment O Transter To VR (& Abandon Call Transfer To VR

11. Add the proper Predictive CSQ on Assigned CSQs and click Add.

Dial Setngs

No Angwer Ring Limi® 15 Second(s) 15

Abandoned Call Wail Time® 2 Second(s) 2

Retries

No Answer Delay® L] Minuteds) &0

Busy Signal Delay* L] Minuteds) 60

Customiar Abandoned Delay* o Mirdais) 1]

Dialar Abandaned Delay* o Mirdais) 1]
Asgigned CS0s FAdailable CS03

edittive * =]

Cmaal Import Confacts | | Delete All Contacts | | Open Printable Report @

- indicales required lem

12. Findly, navigate to Subsystem Menu > Outbound > SIP Gateway Configuration, and type the
specific P Address of the CUBE that handles the outbound calls:

wlmli,  Cisco Unified CCX Administration
CIS€0  ryr Ciseo Unisied Communications Solutions
Spstem  Applications  Subsystems  Wiards  Tools  Help
SIP Gateway Configuration

B Update 6 Cancal

Sabu

]
@mm [ Ready

Gateway Configuration

Gateway HostnamelP Agdress" 10.210.70

Cisco Unified CCX Administration v | Go

Gateway Port® 060

Local CCX Port®

Local User Agent® Clsco-UCCX

Transpor Protocsl® ® voe O TCP

Call Progress Analysis Configuration

Parameter Name Parameter Value Suggested Value

Minimum Silence Period (100 - 1000)° 375 Milliseconds 75

Ancalysis Period (1000 - 10000)° 2800 Milliseconds 2500

Maimum Time Analysis (1000 - 10000} 3000 Willisgconds 3000

Minimurm Valid Speech Time (50 - 500)° 1z Milliseconds 12

Manimum Term Tone Analysis (1000 - 50000)° | 15000 Miliseconds 15000
Update | | Cancel

CUBE Configuration



Add global configuration on CUBE under voice service Voip and add the CPA global parameters:

<#root>

voi ce service voip

ip address trusted 1ist

ipv4 0.0.0.0 0.0.0.0

mode border-element
no supplementary-service sip refer ---->This command avoids to send Refer SIP message to ITSP
allow-connections sip to sip

cpa timing live-person 2501

cpa timing term-tone 15500

cpa threshold active-signal 18db

Note: Make sure you do not need to configure allow trusted list, otherwise you need to configure
each ip address of the UCCX and CUCM here.



Configure dspfarm services on the voice card:

<#root>

voi ce-card 0/1

dsp services dspfarm

Configure the dspfarm profile and enable Call Progress Analysis (CPA):

<#root>

dsp services dspfarm

dspfarm profile 1 transcode

description dialer-1ab

codec g729abr8

codec g729ar8

codec g71lalaw

codec g711lulaw

call-progress-analysis <-- This 1ine enables CPA on the dspfarm
maximum sessions 10

associate application CUBE <--Remeber to use CUBE application here



Note: On the cube router for thislab the PVYDM isinstalled on the slot 0/1:

<#root>

#sh inventory

---Qutput omitted

NAME: "subslot 0/1 db module 0", DESCR: "PVDM4-64 Voice DSP Module" PID: PVDM4-64

---Qutput omitted

Configure the inbound dial peer:

<#root>

di al - peer voice 10 voip



description dialer IncomingDP

session protocol sipv2

incoming called-number . <--This dot means that the dial peer receives any digit
dtmf-relay rtp-nte

codec g71lulaw

no vad

Note: Remember there are so many waysto receive acall on adial peer, thisisonly an example for
thislab using incoming called-number command.

Configure the outbound dial peer pointing to the ITSP:

<#root>

di al - peer voice 400 voip

description ** DIALER ITSP SIDE **
destination-pattern 9001$%



session protocol sipv2

session target ipv4:10.4.14.4 <--ITSP IP Address
dtmf-relay rtp-nte

codec g71lulaw

no vad

Note: Remember that you need to point to the ITSP IP and create the proper destination pattern for
your specific dial plan.

Configure the dial peer that pointsto the CUCM agent:

<#root>

di al - peer voice 500 voip

description ** DI ALER AGENT SIDE **

destination-pattern 1026 <--Agent Extension, this can be a range of extensions.
session protocol sipv2

session target ipv4:10.2.10.30 <--1P Address of the Call Manager

dinf-relay rtp-nte

codec g711ul aw



no vad

Note: Thisdial peer isonly an example for thislab and it is being sent to a specific agent extension
registered on the CUCM.



Note: Unified CCX does not support the translation or modification of the phone number that it
usesto dial out outbound calls. Any "voice translation rules’ configured in the gateway that
modifies the phone number are not supported.

Verify

Verify the dspfarm is up, active and associated and also the CPA is enabled:

<#root>

#show dspfarmprofile 1

Dspfarm Profile Configuration

Profile ID = 1, Service = TRANSCODING, Resource ID = 1
Profile Description : dialer-Tlab

Profile Service Mode : Non Secure

Profile Admin State :



uUP

Profile Operation State :

ACTI VE

Application : CUBE Status :

ASSCCI ATED

Resource Provider : FLEX_DSPRM Status : UP

Total Number of Resources Configured : 10

Total Number of Resources Available : 10

Total Number of Resources Out of Service : 0

Total Number of Resources Active : 0

Codec Configuration: num_of_codecs:4

Codec : g7l1llulaw, Maximum Packetization Period : 30
Codec : g7llalaw, Maximum Packetization Period : 30
Codec : g729ar8, Maximum Packetization Period : 60
Codec : g729abr8, Maximum Packetization Period : 60

Call Progress Analysis : ENABLED

Verify the agent goes to Talking State on Finesse and the BA Campaign is the AgentBasedPredictive:

il ciseo Finesse Talking =) 0
cisco ‘ = ~ e m= - €
Callback
BA AccountNumber BA Status : OUTBOUND
BA Campaign | AgentBasedPredctive BA Response
Call Variable 1 Call Variable &
My History Call Variable 2 Call Variable 7
Call Variable 3 Call Variable 8
nl Call Variable 4 Call Varisble 9
Call Variable 5 Call Variable 10
My Statistics
t Agent Team Surmmary Report U A

o

Manage Chat

and Email

Troubleshoot

The easiest way to troubleshoot is to collect debugs on CUBE with this configuration:

conf t

service timestamps debug datetime Tocaltime msec
service timestamps log datetime msec

service sequence-numbers

Togging buffered 10000000 debug

no logging console

no logging monitor

default logging rate-limit

default logging queue-Tlimit

voice iec syslog



exit

Debug voice ccapi inout <-- CCAPI debug allows to verify the dial peers matched.
Debug ccsip messages <--Enables SIP messages logs
Debug ccsip error <--Enables SIP Errors logs

Note: Another way to collect logsis by enabling traces on the UCCX side, for this refer to the Tech
Note on UCCX Tracing Levels on the Outbound voice calls section for more information.

Once you collect the CUBE logs you need to validate you are matching the correct dial peers for three legs:

<#root>
I ncom ng Di al - peer =

10 <--First Leg

Qut goi ng Di al - peer=



400 <--Second Leg

Qut goi ng Di al - peer =500

<--Third Leg

There are three legs:

* thefirst leg comesfrom UCCX,
* the second leg goesto ITSP,
 and the third leg goes to the CUCM

R e T e T =

CUCM with agent ext UCCX Qutbound Dialer CUBE with CPA
10.2.10.30 10.2.10.20 10.2.10.70

ITSP
10.4.14.4

INVITE w/ SDP (100 INVITE)

100 Trying (100 INVITE)

INVITE w/ SDP (101 INVITE)

|
INVITE w/ SDP (101 INVITE)

100 Trying (101 INVITE)

100 Trying (101 INVITE)

180 Ringing (101 INVITE)

180 Ringing (100 INVITE

200 OK w/ SDP (101 INVITE)
ACK (101 ACK)

200 OK w/ SDP (100 INVITE)
ACK (100 ACK)

UPDATE (101 UPDATE)
200 Ok (101 UPDATE)
UPDATE (102 UPDATE;
200 Ok (102 UPDATE) _ |
REFER (101 REFER)

202 Accepted (101 REFE R)
NOTIFY (103 NOTIFY)
INVITE w/ SDP (101 INVIFE)

First Leg «—

'
Third
Leg

100 Trying (101 INVITE)

200 Ok (103 NOTIFY)

180 Ringing (101 INVITE

NOTIFY (104 NOTIFY)
200 Ok (104 NOTIFY) »

200 OK w/ SDP (101 INVITE)
ACK (101 ACK)

~
Second Leg



Note: The Analysis described in this section describes only specific segments of the SIP messages
that you need to troubleshoot.

Onthefirst leg, it isimportant to check that CPA is sent with the correct CPA parameters configured on
UCCX on the SIP Invite message:

<#root>

---Qutput omtted

--unique_boundary
Content-Type: application/

X-Ci sco-cpa

Content-Disposition: signal;handling=optional
Events=FT,Asm,AsmT,Sit
CPAMinSilencePeriod=375
CPAAnalysisPeriod=2500
CPAMaxTimeAnalysis=3000



CPAMinValidSpeechTime=112
CPAMaxTermToneAnalysis=15000
--unique_boundary--

---Qutput omtted

The 200 ok SIP message on the first leg also needsto say that the CPA is enabled:

<#froot>

---Qutput omtted
--uniqueBoundary
Content-Type: application/

X-Ci sco-cpa

Content-Disposition: signal;handling=optional

event =enabl ed <--This nust be enabled for CPA

--uniqueBoundary--

Thefirst Update SIP message on the first leg indicates that the CPA event has been detected:

<#root>

---Qutput omitted

Content-Type: application/

X-ci sco- cpa

Content-Disposition: signal;handling=optional
Content-Length: 26

event =det ect ed

status=

CpaS

The second Update SIP message also on the first leg indicates that the CPA event is Live Human Speech:

<#root>

---Qutput omitted

Content-Type: application/



X-ci sco- cpa

Content-Disposition: signal;handling=optional
Content-Length: 154

event =det ect ed

st at us=LS

<-- This indicates it is Human speech

pickupT=2510
maxActGlitchT=0
numActGlitch=0
valSpeechT=190
maxPSSG11itchT=0
numPSSG11tch=0
silenceP=380
termToneDetT=0
noiseTH=35
actTh=2097164

The Refer SIP message on first leg indicates where to send the call to on the Refer-To header:

Refer-To: <sip:2000@10.2.10.70>



Note: Just in case the issue persists, open a Cisco TAC Case, and attach the CUBE logs collected
for further troubleshooting along with sh tech of your CUBE. For the UCCX side, you need to
collect UCCX Engine traces and Finesse agent side logs.
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https://www.cisco.com/c/en/us/support/docs/voice/session-initiation-protocol-sip/111980-cpa-00.html
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