BF

3DES

ACD
AD
ADSL
AHT
ANI
APG
AQT
ARM
ASA
ASR

AVVID

AW

AWDB

BBWC
BHCA
BHCC

BHT

GLOSSARY

Triple Data Encryption Standard; b U 7/ 57— ¥ B 5 E #E

Automatic Call Distribution; B B35 45 AL

Active Directory; 777 47 T4 L7 kU

Asymmetric Digital Subscriber Line; FExtFr7 & # /L INAFE #

Average Handle Time; V-3 4L BR IR

Automatic Number Identification; ¥{E & &5

Agent Peripheral Gateway; =—Y = > h XY 72 F )L F— =LA
Average Queue Time; P ¥ = — 1 o Ikl

Agent Reporting and Management; =— = b LAR—F 4 7B I OVEH
Average Speed of Answer; EE)EEAE— R

Automatic Speech Recognition; H 8% &= 78i#%

Cisco Architecture for Voice, Video, and Integrated Data; ' A2 D& H, ET 4, T—F OHET —F
T Fx

Administrative Workstation; 7 KNI > UV —7 X7 —3 3

Administrative Workstation Database; 7 KX > V—J A7 —3 g v T—HFX—2

Battery-Backed Write Cache; N> 7 U RNy 77 v 7XFA4 F Fxvia
Busy Hour Call Attempts; fc#AEREE M4
Busy Hour Call Completions; f# i IE5E T

Busy Hour Traffic; ix#FF T 7 1 v 7
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BOM
bps

Bps

CAD

cC

CCE

CG

CIPT OS

CIR
CMS
ConAPI
CPE
CPI
CRM
CRS
CsD
Ccss
csv
CTI
CTI OS

CVvP

D
DCA
DCS

DES

Bill of Material; BOM
Bits per second; £  /#

Bytes per second; /XA k /b

Cisco Agent Desktop
Contact Center; =¥ 7 k B ¥ —
Contact Center Enterprise

CTI gateway; CTI 7' — ~h 7 = A

Cisco Unified Communications Operating System; A2 =7 7 K aI o=/ —3 3 VX F

V=T T VAT A

Cisco Independent Reporting; > A2 £ T 4 X T b LiR—FT 47
Configuration Management Service

Configuration Application Programming Interface; =7 ¥ = L — 3 3 > API
Customer Premises Equipment; % & NA% 25

Cisco Product Identification tool; ¥ A = 8453k A1 — v

Customer Relationship Management; # A ¥ ~v— J L —L a3y 7 v xR B
Cisco Customer Response Solution; ¥ 22 H AL~ —IEE Y Ja— g

Cisco Supervisor Desktop

Cisco Content Services Switch; > A2 a7 h—E R 2 A vF
Comma-Separated Values; 71 >~ [XH) Y {&

Computer Telephony Integration; 2> Ea—¥% T L7+ =— AT b —T 3 v
CTI Object Server; CTI A7 ¥ = 7 | H—n

Cisco Unified Voice Portal; > 22 =7 7 A K iRA A R—Z )L

Dynamic Content Adapter; ¥ A 7 v/ a7y FTXTH
Data Collaboration Server; 7—# 2 7KL —3 3 ¥ #—nN

Data Encryption Standard; 7 — 4 fif 512 %
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DHCP
DID
DiffServ
DMP
DMz
DN
DNP
DNS
DSCP
DSL
DSP

DTMF

ECC

HA WAN
HDS

HSRP

|
Iccs

ICM

IDF
IDS

IntServ

Glossary W

Dynamic Host Configuration Protocol; # 4 7 I v 7 AA s a7 4 F¥alb— gy 7r bhajl
Direct Inward Dial; [E#tEN @ &S

Differentiated Services; 7Bk — b *

Device Management Protocol; 7 /3 AEHE T 1w K 21
Demilitarized Zone; FE 3 HHy

Directory Number; 7 1 L' 7 U {5

Dialed Number Plan; % 1 ¥ /L3 5

Domain Name System; KA A v X—Lh AT A

Differentiated Services Code Point; ZRH{LY—E A 23— K KA > b
Digital Subscriber Line; 7 ¥ & VI AFE #

Digital Signal Processor; 7 ¥V #Z V57 vt v ¥

Dual Tone Multi Frequency; 7 = 7/ ~—Y ~ /L F A #

Extended Call Context; yisE =2 —/L = 7 F% A |k

Highly available WAN; /~1 74 Z U 7 1 WAN
Historical Data Server; & A kU #)L 5 — & H—X

Hot Standby Router Protocol; &> N A& 3N A JL—& T fajb

Intra-Cluster Communication Signaling; > N7 7 A% ala=r—var 7)o

Cisco Unified Intelligent Contact Management; > A2 =77 A R A 7T V¥ b a4 7 k<
IV AV b

Intermediate Distribution Frame; 5 [ fid fp/%
Intrusion Detection System; {2 AR T AT L

Integrated Services; ¥t & — B &
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IPCC
IPM
IPPA
ISN
IVR

IXC

JTAPI

kb
kB
kbps

kBps

L
LAMBDA
LAN

LCC
LDAP
LEC

LLA

LSPAN

MAC

Internet Protocol; f % —% v k 7 u b2

Cisco IP Contact Center; v A2 [P 2% 7 h B & —

Internetwork Performance Monitor; f > ¥ —3 v hU—27 N7 p—< L A =X

Unified IP Phone Agent; = =7 7 A N IP Phone =—< = |
Internet Service Node; f > ¥ —%* v b y—ERX /—F
Interactive Voice Response; & 7 H &) 5 E 2

Inter-Exchange Carrier; & HEBE®/E &40

Java Telephony Application Programming Interface; Java 7 L 7 + =— API

Kilobits; ¥ m E > k
Kilobytes; % = /31 b
Kilobits per second; ¥ =t v ~ /#

Kilobytes per second; ¥ = /31 k /#

Load Adaptive Message-Base Data Archive; AffEHIGHIA v B — VX=X T —& T —H AT

Local Area Network; m— /L = U7 %y hU—7

Logical Contact Center; il =% 27 F o 7 —

Lightweight Directory Access Protocol; 74 U =A b T4 L7 NY T &R Fr bhan

Local Exchange Carrier; #Igi@ (5 41
Longest Available Agent; ixRIGE FJRET— = |k

Local Switched Port Analyzer; 2— 4 /v AL v F K K—hk 7FF 4%

Media Access Control; A7 4 7 7 7 & Al
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Mbps
MC
MCs
MDF
MDS
MED
MGCP
MoH
MR
MRCP

MTU

NAT

NDIS

NIC

OAMP
OPC
os
ou

P

PAT
PerfMon
PG

PHB

Glossary W

Megabits per second; A A& /b

Management Center; & ¥t o % —

Media Convergence Server; A7 7 2 /38— x VA H—

Main Distribution Frame; ANEd S

Message Delivery Subsystem; A > E— Y EEV T A7 A

Minimum Expected Delay; &/ T IR 4E

Media Gateway Control Protocol; A7 47 7— D=4 a2 bu—)L 7 a haji
Music on Hold; {£ &%

Media Routing; A7 47 V—T 4 7

Media Resource Control Protocol; A7 47 VY —X 2 bhma—)L 7 hajin

Maximum Transmission Unit; fx Kfzik=> = k

Network Address Translation; %~ F 7 —2 7 KL 2 Z5#
Network Driver Interface Specification; £ v NV —27 KT AR A ¥ —T = A A1k

Network Interface Controller; * > hV—2 f X —T A A 2 fr—7

Operations, Administration, Maintenance, and Provisioning; fR~FiEHEH L T r Y a =07
Open Peripheral Controller; &—7"> XY 7 =F )L ar tun—7
Object Server; =7 ¥ =7 k #—

Organizational Unit; KEAEkHAL

Port Address Translation; 8n— bk 7 K L A Z5#4
Microsoft Windows Performance Monitor; Microsoft Windows /X7 +—~< > X £=4#
Peripheral Gateway; XU 7 = Z /L 7 — h U = A

Per-Hop Behavior; &> 72 D55 F 1
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PIM
PLAR
PPPoE
Progger
PSPAN
PSTN

PVC

QoS

RAID
RIS
Rogger
ROI
RONA
RSPAN
RSVP
RTD
RTMT

RTP

S

S1. S2, 83, &

U s4
SAA

SCCE

Peripheral Interface Manager; XY 7 = J /)L f VX —T =2 f A v X —T ¥

Private Line Automatic Ringdown; B f[alft HEY U o 7 H o o

Point-to-Point Protocol over Ethernet; £ —% x> b EOKRA > MY —K A b Fm ban
Peripheral gateway, router, and logger; XU 7 =/ ©— U = A L—&_ L Logger
Port Switched Port Analyzer; " — bk AA v F K K—k 7F 714 W

Public Switched Telephone Network; /A% % & A2 a4

Permanent Virtual Circuit; AT 5¢ [ & B¢

Quality of Service

Redundant Array of Inexpensive Disks; {&Ali#% 7 + A 7 IZ LB LET LA
Real-time Information Server; U 7 /L% A AP — 3

Router and Logger; /L — % ¥ X U Logger

Return on Investment; #% & F|{§ 5%

Reroute On No Answer; S EREFL—T ¢ 7

Remote Switched Port Analyzer; YV £—F 24 vF K FK—k 7FF74 Y
Resource Reservation Protocol; U YV —AF#~7'm k2L

Real-Time Distributor; Y 7V Z A 5T 4 AU Ea—X

Real-Time Monitoring Tool; Y 7 V& A AN E=F U 7 Y —)L

Real-Time Transport Protocol; Y 7 V& A 5 FT 2 AKR—k 7Fm haj

Severity levels for service requests; ¥ —tE X V7 A DU ETT 4

Service Assurance Agent; ¥ —E A{RFE=—T = K

System Contact Center Enterprise
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SCCP Skinny Client Control Protocol; Skinny 7 74 7k 2 hr—/ 7 haj
SCI Service Control Interface; % — E A Hlffll A v X —T7 =4 A

ScCsi Small Computer System Interface; /Nl = Vo — & HJEUBEERA V¥ —T = X
SDL Signal Distribution Layer; > 7 7 /A5 L A ¥

SE Systems Engineer; > A7 Ax Yy V=7

SIP Session Initiation Protocol; &~ ¥ g VBith 7 1 k=2 v

SLG Service Level Goal; —t 2 L ~L H &

SNMP Simple Network Management Protocol; i % v NV — 27 EHE 7' 1w k2L
SPAN Switched Port Analyzer; 2 vF K R—k 7FF 4 ¥

SRND Solution Reference Network Design; ¥V =2 —>a > U7 7 LA Fy hT—27 FTHA
SRST Survivable remote site telephony; /XA STV UE—h YA F T LT 4 =—
SSL Secure Socket Layer; ¥ =7 Y7y k LA

SuUs Microsoft Software Update Services; Microsoft >~ 7 b o = 7 B ¥ — b X

T

TAC Cisco Technical Assistance Center

TAPI Telephony Application Programming Interface; 7 L 7 + =— API

TCD Telephony Call Dispatcher; 7 L7 4 =— a—JL 5 4 ARy F ¥

TCP Transmission Control Protocol; faib il 7' = ~ =1

TDM Time-Division Multiplexing; F£/y %1% &

TES Task Event Services; Z A2 A X |k $—E R

TFTP Trivial File Transfer Protocol; sV E7)V 7 7 A Mgk 7w hal

TLS Transport Layer Security; N7 > AR —F LA ¥ X2 VT 1

TNT Takeback N Transfer; FEOVE L

TOS Type of Service; —E A & A 7

TTS Text-To-Speech; 7 F A h Y — A & —F
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U

UDP User Datagram Protocol; = —% ¥ —X 7 7 . Fu hau

Ul User Interface; +—% 4 VX —7 = A A

URL Uniform Resource Locator; = =7 4+—A U Y —X a/r—4

\",

V3PN Cisco Voice and Video Enabled Virtual Private Network; 3 A 2% 5 5 A 0NFIH A RERNN—F ¥ )L 7
FAR—h Ry hT—7

VLAN Virtual Local Area Network; N\—F ¥ /L v —H /LT U7 Ry hU—7

VMS CiscoWorks VPN/Security Management Solution; CiscoWorks VPN/ £ ¥ 2 UV 57 4 Y J 2 — =
Ve

VolP Voice over IP; R A A A —/3— [P

VPN Virtual Private Network; S—F ¥ /L I 4 X— K X v hU—7

VPNSM Virtual Private Network Services Module; N—F ¥ /L 7T A X— K Xy hT—F —ERX EV a2 —
L

VRU Voice Response Unit; & 75 hin & 44 &

VSPAN Virtual LAN Switched Port Analyzer; /N—5F ¥/ LAN 2 A v F K K— bk 7F 7 A #F

VXML Voice XML (Extensible Markup Language); & F{LiE~—2 7 v 7' 5k

W

WAN Wide Area Network; VA K =U 7 vy hU—7

Wus Microsoft Windows Update Services; Microsoft Windows 7 > 77— k #—E X

X

XML Extensible Markup Language; #LiE~—72 7 v V' 558
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