NI
CISCO.

Global/Multi PG Deployment Configuration

First Published: September 6, 2017

Introduction

From 11.6(1) release onwards, Cisco Packaged Contact Center Enterprise (Package CCE) deployments support a global
or multi PG deployment model with a remote data center and remote sites.

This model has a centralized or distributed main data center. It also has a remote data center that is generally in a
different geographical location. The remote data center gives you local access in that geographic region. This remote
data center allows you to handle your global workload without creating another contact center instance.

The remote site requires a separate Cisco Unified Communications Manager (Unified CM) cluster and a separate Cisco
Finesse cluster along with Cisco Unified Customer Voice Portal (Unified CVP) call server (part of the main data center)
and Cisco Unified Contact Center Enterprise (Unified CCE) Peripheral Gateway (Agent PG, VRU PG and MR PG).

The intended audience of the document should be able to perform system-level configuration of Cisco Collaboration
components and deployments and be familiar with Cisco Collaboration products.

The configuration information is based primarily on system testing performed in the 11.6(1) Packaged CCE test bed
during Cisco Collaboration Systems Release 12.0(1).

Design

For information on design considerations and guidelines for deploying Packaged CCE, see:
https://www.cisco.com/c/en/us/support/customer-collaboration/packaged-contact-center-enterprise/products-
technical-reference-list.html.

Topologies

This section provides information about the Cisco Packaged Contact Center Enterprise deployment. Remote 1 is remote
site for Data Center A comprising vVCUBE, Cisco Virtualized Voice Browser (Virtualized Voice Browser) along with Remote
1 agents. Remote 2 is remote site for Remote Data Center comprising VCUBE, Virtualized Voice Browser along with
Remote 2 agents.
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Topologies
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m  Unified CCE/Cisco Unified Intelligent Contact Management (Unified ICM): 11.6 (1)_installer_3973_build_738

m Cisco Finesse: 11.6.0.99000-343

m Cisco Virtualized Voice Browser (Virtualized Voice Browser): 11.6.1.10000-3

m  Unified CVP: 11_6_1_Build_324

m  Cisco Unified Intelligence Center: 11.6.0.99000-912

m  Unified CM: 12.0.99834-5

Call Flow

Main Data Center

= Unified IVR leg: Customer > vCUBE/CUBE (ISR G3) > Unified SIP Proxy (LAX) > Unified CVP (LAX) > Unified SIP
Proxy (LAX) > VXML/Voice Browser (LAX)

= Agent1lleg: Customer-> vCUBE/CUBE (ISR G3) > VXML/Voice Browser > Unified SIP Proxy (LAX) > CVP (LAX)
> Unified SIP Proxy (LAX) > Unified CM (LAX) > Agent 1 (1st preference local agent)
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Configuration Task Flow

Remote 1 Site

m  Unified IVR leg: Customer > REM1 vCUBE > Unified SIP Proxy (LAX) > Unified CVP (LAX) > Unified SIP Proxy
(LAX) > Voice Browser (Remote 1) (Unified IVR)

m  Agent 1 leg: Customer > REM1 vCUBE > VB > Unified SIP Proxy (LAX) > Unified CVP (LAX) > Unified SIP Proxy
(LAX) > Unified CM (LAX) > Agent 1(1st preference Remotel Agent)

Remote 2 Site

= Unified IVR leg: Customer > REM2 vCUBE > Unified SIP Proxy (LAX) > Unified CVP (HON) > Unified SIP Proxy
(LAX) > VB (Remote 2) (Unified IVR)

m  Agent 1 leg: Customer > REM1 vCUBE > VB > Unified SIP Proxy (LAX) > Unified CVP (HON) > Unified SIP Proxy
> Unified CM (HON) > Agent 1(1st preference local agent)

Configuration Task Flow
This section provides the high-level tasks and related information to create a remote data center.
Prerequisites:
= Configure the main site.

= Install but do not configure the remote site applications, such as Unified CM, Cisco Finesse, Unified CVP, and
Unified CCE PG.

Step 1 Sign-in to Unified CCE Administration, go to System > Deployment.

Unified CCE Administration

Home General Access

Overview Cafl Agent Trace Administrators

Application Gateways Departments

Deploymen|  context Service Roles
Unified CCE M ,—Hlﬂlll"'
Log Collection

Peripheral Gateways
Settings
Single Sign-On (SSO)
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Configuration Task Flow

Step 2 Click + to add a remote site.

Unified CCE Administration

Home Manage w

System Deployment

Add Remote Site

Main ©

Deployment Type Packaged CCE: 2000 Agents o

Step 3 Enter the CCE PG details. Click Next.

Unified CCE Administration
Home Manage m

System Deployment

Add Remote Site

Specify Remote Site Information

* Site Name HON-DC
* Side A PG Hostname/IP Address ~ HON-PG-AX

* Side B PG Hostname/IP Address | HON-PG-BX

* Select PG Client types to Configure
¥ Agent ¥ VRU &  Multichannel

Step 4 Enter the CVP, Unified CM, and Finesse Cluster access and click Submit.

Unified CCE Administration
Home  Manage w

System Deployment

Add Remote Data Center

CCEPG cve

PG user creation on CM

Instance creation on PG for Side A

Instance creation on PG for Side B

Jtepi Client installation on PG side A

Jtapi Client installation on PG side B

CVP Call Server, VXML Server and Media Server creation on OAMP
Finesse SQL User creation on AW side A

Finesse SQL User creation on AW side B

PG Database configuration task

Peripheral Gatewsy creation on PG side A

Peripheral Gatewsy creation on PG side B

CT1 Server crestion on PG side A

CTI Server crestion on PG side B

Configuration of CT] Server and AW database connection on Finesse Primary

Saves Machines to Inventory

LECLLELLCLLCLCCLees

Restarting of Finesse Tomcat service on Finesse Primary

©2017 Ci500 Systems, inc. Al fghts reserved. UniBed CCE v11.6.1.0.0.3747 il
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Known Issues

Step 5 To configure and integrate the remote data center with the main data center, use the built-in dayl and day 2
scripts of the deployment wizard.

Unified CCE Administration
e —

System Deployment

Administator (adminisirator@APL.COM) — Adminisiator v *2lil1:

[

Home  Manage

Deployment Type | Packaged CCE: 2000 Agents o @

Main HONDC ©

# Reconfigurs @ Delete
Side A Side B

Unified CCE PG Unified CVP Unified CCE PG Unified CVP
A\ 1 Alert 0 Alerts A 1 0 Alerts
‘hon-pg-ax.apl.com hon-cvp-1ax.apl.com hon-pg-bx.apl.com hon-cvp-1bx.apl.com
Address: 104,250 Address: 1042401 Address: 10.4.3.50 Address: 10.4.3.101
Version® 11.6(1) @ version: 11.6(1) @ Version: 11.6(1) @ Version® 11.6(1) &

Finesse Primary Unified CM Subscriber Finesse Secondary Unified CM Subscriber
0 Alerts B 0alents 0 Alerts 0 Alerts
hon-fin-1ax.apl.com hon-ccm-stx.apl.com hon-fin-1bx.apl.com hon-cem-s2x.apl.com
Adadress: 10.4.2.T1 Address: 10.4.2.21 Address: 10.4.3.71 Adaress: 10.4.3.21
Version: 11.6(1) @ #2| Version: 12.000) @ Version: 1.6(1) @ Version: 12.0(0) &

Other

+ Add Machine

Known Issues

Identifier Headline Severity

CSCve84249 Deletion of PG/CG component via API fails when we have any 6
related folder open in the machine

CSCvf24265 Finesse shows incorrect msg about device not accessible when 3
we tried to login 2001 from rem site

CSCvf31905 PCCE - PG order is not unique for Main and remote site might 6
mislead customer

CSCvf39189 Incorrect alarm seen for CVP VM related to server group 3

Obtaining Documentation and Submitting a Service Request

For information on obtaining documentation, using the Cisco Bug Search Tool (BST), submitting a service request, and
gathering additional information, see What’s New in Cisco Product Documentation.

To receive new and revised Cisco technical content directly to your desktop, you can subscribe to the What’s New in
Cisco Product Documentation RSS feed. The RSS feeds are a free service.



https://bst.cloudapps.cisco.com/bugsearch/bug/CSCve84249
https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvf24265
https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvf31905
https://bst.cloudapps.cisco.com/bugsearch/bug/CSCvf39189
http://www.cisco.com/c/en/us/td/docs/general/whatsnew/whatsnew.html
http://www.cisco.com/cdc_content_elements/rss/whats_new/whatsnew_rss_feed.xml
http://www.cisco.com/cdc_content_elements/rss/whats_new/whatsnew_rss_feed.xml
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THE SPECIFICATIONS AND INFORMATION REGARDING THE PRODUCTS IN THIS MANUAL ARE SUBJECT TO CHANGE
WITHOUT NOTICE. ALL STATEMENTS, INFORMATION, AND RECOMMENDATIONS IN THIS MANUAL ARE BELIEVED TO
BE ACCURATE BUT ARE PRESENTED WITHOUT WARRANTY OF ANY KIND, EXPRESS OR IMPLIED. USERS MUST TAKE
FULL RESPONSIBILITY FOR THEIR APPLICATION OF ANY PRODUCTS.

THE SOFTWARE LICENSE AND LIMITED WARRANTY FOR THE ACCOMPANYING PRODUCT ARE SET FORTH IN THE
INFORMATION PACKET THAT SHIPPED WITH THE PRODUCT AND ARE INCORPORATED HEREIN BY THIS REFERENCE.
IF YOU ARE UNABLE TO LOCATE THE SOFTWARE LICENSE OR LIMITED WARRANTY, CONTACT YOUR CISCO
REPRESENTATIVE FOR A COPY.

The Cisco implementation of TCP header compression is an adaptation of a program developed by the University of
California, Berkeley (UCB) as part of UCB’s public domain version of the UNIX operating system. All rights reserved.
Copyright © 1981, Regents of the University of California.

NOTWITHSTANDING ANY OTHER WARRANTY HEREIN, ALL DOCUMENT FILES AND SOFTWARE OF THESE SUPPLIERS
ARE PROVIDED “AS IS” WITH ALL FAULTS. CISCO AND THE ABOVE-NAMED SUPPLIERS DISCLAIM ALL WARRANTIES,
EXPRESSED OR IMPLIED, INCLUDING, WITHOUT LIMITATION, THOSE OF MERCHANTABILITY, FITNESS FOR A
PARTICULAR PURPOSE AND NONINFRINGEMENT OR ARISING FROM A COURSE OF DEALING, USAGE, OR TRADE
PRACTICE.

IN NO EVENT SHALL CISCO OR ITS SUPPLIERS BE LIABLE FOR ANY INDIRECT, SPECIAL, CONSEQUENTIAL, OR
INCIDENTAL DAMAGES, INCLUDING, WITHOUT LIMITATION, LOST PROFITS OR LOSS OR DAMAGE TO DATA ARISING
OUT OF THE USE OR INABILITY TO USE THIS MANUAL, EVEN IF CISCO OR ITS SUPPLIERS HAVE BEEN ADVISED OF
THE POSSIBILITY OF SUCH DAMAGES.

Any Internet Protocol (IP) addresses and phone numbers used in this document are not intended to be actual addresses
and phone numbers. Any examples, command display output, network topology diagrams, and other figures included in
the document are shown for illustrative purposes only. Any use of actual IP addresses or phone numbers in illustrative
content is unintentional and coincidental.

All printed copies and duplicate soft copies are considered un-Controlled copies and the original on-line version should
be referred to for latest version.

Cisco has more than 200 offices worldwide. Addresses, phone numbers, and fax numbers are listed on the Cisco
website at www.cisco.com/go/offices.

Cisco and the Cisco logo are trademarks or registered trademarks of Cisco and/or its affiliates in the U.S. and other
countries. To view a list of Cisco trademarks, go to this URL: www.cisco.com/go/trademarks. Third-party trademarks
mentioned are the property of their respective owners. The use of the word partner does not imply a partnership
relationship between Cisco and any other company. (1110R)

© 2017 Cisco Systems, Inc. All rights reserved.
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