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See Also:

CallManager
Cisco Customer Response Solutions Getting Started Guide  IP IVR
Cisco Internet Service Node Installation Guide
ICM Installation Guide for Cisco ICM Enterprise Edition
CTI OS System Manager's Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Installation Guide: Cisco Desktop Product Suite
Cisco Collaboration Server Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Cisco Media Blender Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Cisco E-Mail Manager Installation and Configuration Guide for Cisco ICM/IPCC Enterprise & Hosted
Editions

IPCC Enterprise

IPCC
IPCC
1. CallManager 4 IPCC Enterprise Cisco CallManager
2. IPIVR 5 IPCC Enterprise Cisco IP IVR
3. ICM 6 IPCC Enterprise Cisco ICM
4, 7 IPCC Enterprise
5. CVP 8 IPCC Enterprise Cisco CVP
6. Agent/Supervisor Desktop 9 IPCC Enterprise Agent Desktop

Supervisor Desktop

7. 10 IPCC Enterprise
8. 11 IPCC Enterprise
N

A IPCC Enterprise
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IPCC Enterprise

30

¢

B IPCC Enterprise

CallManager

CTI

CTI

CTI

CTI

CTI

CTI

CTI

CTI
CMJTAPI
IP IVR JTAPI
CTI

IVR

IVR

VRU

CM PG
CMPIM

ID#
ID#

IP IVR PIM

ID#
ID#

CTI

VRU

Cisco IPCC Enterprise Edition
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CCs
CallManager |IP IVR CVP ICM CEM CTIOS CAD

IPIVR

IPIVR
IPIVRTG #
CM PG
CM PG

CM PG

MR VRU
MR PG
Collaboration MR PIM
ID#
ID#
E-Mail Manager MR PIM

ID#
ID#
Blended Agent PIM
ID#
ID#
BA
BA
BA
ConAPI
SvC #
#1
SG #
#2
SG #
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IPCC Enterprise Cisco CallManager

e  Cisco CallManager P.4-2
e IPCC Enterprise Cisco CallManager P.4-2
e IPCC Enterprise CallManager P.4-3

CallManager Administration P.4-3

IPCC Enterprise IP Phone P.4-4

CTI P.4-5

CTI P.4-6

JTAPI Phone CallManager PG IPIVR JTAPI P.4-7
S

IPCC Enterprise 7.0(0) CallManager
Call Manager 4.0(1)
CallManager

Cisco CallManager
Cisco CallManager Bulk Administration Tool

Cisco CallManager
Cisco Internet Service Node Configuration and Administration Guide

Cisco IPCC Enterprise Edition
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Cisco CallManager |

M Cisco CallManager

Cisco CallManager

IPCC Enterprise

CallManager PBX CallManager TCP/IP
H.323 Media Gateway Control Protocol MGCP
CallManager
CallManager Cisco Media Convergence Server MCS
CallManager IPCC CallManager Microsoft
Internet Information Server 1IS Web IP
IP
Cisco Voice Gateway
CallManager Cisco IP-IVR Java Telephony Application
Programming Interface JTAPI JTAPI
Java

Cisco CallManager

CallManager Cisco CallManager
CallManager IPCC
IPCC CallManager
e CallManager CallManager
e CallManager CallManager
e CallManager BAT
See Also:
CallManager
Cisco CallManager Bulk Administration Tool
Cisco IPCC Enterprise Edition
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Cisco CallManager

IPCC Enterprise

IPCC Enterprise CallManager

CallManager

IPCC Enterprise

CallManager
CallManager
1. IP Phone Cisco IP Phone
Cisco IP
Phone
2. CTI IP IVR 4.0(x) IP IVR
CTI IP IVR
Call Manager
CallManager
Administration
3. CTI IPIVR
IP IVR 4.0(x) CTI IP IVR
4. JTAPI CallManager PG
JTAPI Phone IP IVR CTI 1
IP IVR 4.0(x) IP IVR JTAPI IP
IVR

CallManager Administration

CallManager
Administration

CallManager
Administration
CallManager

CallManager
Administration
Start >
Programs > Cisco
CallManager >
Administration
Web

http://<callmanagerse

rvername>/ccmadmin

Cisco IPCC Enterprise Edition
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M IPCC Enterprise CallManager
IPCC Enterprise IP Phone
CallManager IP Phone
IPCC Enterprise Cisco IP Phone  Cisco CallManager IP
Phone  CallManager Administration
3
a. IP Phone
b. Cisco IP Phone  IP
Cisco CallManager
Cisco CallManager
C. CallManager Bulk Administration Tool Cisco IP Phone

Bulk Administration Tool
Cisco CallManager Bulk
Administration Tool

CallManager IP Phone IPCC Enterprise
IP Phone
1. CallManager Administration Device > Adda Device
2. Device Type Phone Next
3. Phone Type Cisco IP Phone Next
4. MAC Address MAC IP Phone  MAC

Settings > Network
Configuration > Select

5. Device Pool Default
6. Insert 1
OK
7. Directory Number
ID
8.
IPCC Call Waiting
IPCC
Call Waiting Call Waiting forward on
busy
A
Cisco CallManager
1 Cisco CallManager
Call Waiting Enable CallManager
CallManager Administration
9. Insert CallManager
OK
10.

Cisco IPCC Enterprise Edition
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IPCC Enterprise CallManager ||
IP Phone IP Phone
IP Phone  Cisco CallManager IP Phone
IPCC Enterprise IP Phone
1. Settings
2.
3. Settings > Network Configuration > Select
4. Alternative TFTP Yes
5. Save Exit
6.
CallManager Extension Mobility
Cisco CallManager Extension Mobility
Cisco IP Phone Cisco IP Phone
Extension Mobility IP Phone
IPCC Enterprise Extension
Mobility IP Phone IP Phone Extension
Mobility Cisco CallManager
CTI
CTI
CTI
CTI
1 CTI
IPCC Enterprise CallManager PG Cisco JTAPI
IP IVR
CTI CTI
IPCC PG IPCC
CTI
CTI
A
IP IVR 4.0(x) IP IVR CTI IP IVR
Call Manager
IP IVR CallManager

Administration

CTI
1. CallManager Administration Device > Add New Device
2. Device Type CTI Route Point Next

Cisco IPCC Enterprise Edition
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Cisco CallManager |

M IPCC Enterprise

CTI

CallManager

3. Device Name

)
CTI IP IVR CTI
5 IPCC Enterprise Cisco IP IVR
ICM 6 IPCC Enterprise
Cisco ICM
Description CTI
Device Pool Default
Insert CallManager
OK
Directory Number
Call Waiting On
N
CCM 4.0(1)
9. Forward All Forward Busy Forward No Answer Forward on Failure ICM
10. Insert
11. CTI Route Point Configuration
12. CTI
2 IP IVR
2 IVR
CTI ACD PBX CTI
IP IVR CTI
IPCC Enterprise IP IVR
S
IP IVR 4.0(x) CTI IP IVR
Call Manager IP IVR
CTI
1. CallManager Administration Device > Phone
2. Add a New Phone
3. Phone Type CTI Port Next
4. Device Name
Cisco IPCC Enterprise Edition
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IPCC Enterprise CallManager ||
)
CTI IPIVR CTI
Description Post Route Port
Device Pool Default
Insert CallManager
OK
Directory Number
Call Waiting Off
N
CCM 4.0(1)
10. Insert
OK
11.
JTAPI Phone CallManager PG IP IVR JTAPI
CallManager Java Telephony Application
Programming Interface JTAPI IPCC JTAPI Cisco CallManager
JTAPI IPCC
JTAPI IPCC Enterprise
1 ICM CallManager PG 2 IPIVR IP IVR
JTAPI
S
IP IVR 4.0(x) IP IVR JTAPI IP IVR
CallManager CallManager PG JTAPI
CallManager Administration
S
CallManager PG JTAPI 6 IPCC Enterprise
Cisco ICM
CallManager PG IP IVR JTAPI
1. CallManager Administration User > Adda New User
2
3. UserlD CallManager PG ID
4.  User Password Confirm Password
Cisco IPCC Enterprise Edition
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M IPCC Enterprise CallManager
5. PIN IP Phone Confirm PIN
)
CallManager PG IPIVR JTAPI
ICM IP IVR CallManager PIM
PG JTAPI
6. Enable CTI Application Use
7. Insert
8.  Application Profiles Device Association
9.  Select Devices
10.
CallManager PG IP Phone CallManager PG
IPIVR PG IP IVR
11. No Primary Extension
12. Update
13. CallManager PG IP IVR PG IPIVR

[l Cisco IPCC Enterprise Edition
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IPCC Enterprise Cisco IP
IVR

IPCC Enterprise Cisco IP IVR
CvP IPIVR IPCC
IPIVR CVP
8 IPCC Enterprise Cisco CVP
N
IPIVR IPIVR IP Queue Manager
IPCC
IP IVR
e |PIVR P.5-2
e |PCC Enterprise IP IVR p.5-3
IP IVR P.5-3
e |PCC Enterprise IPIVR P.5-4
P.5-4
IP IVR JTAPI P.5-6
CTI P.5-7
ICM P.5-8
VRU P.5-9
P.5-10
ICM IPIVR P.5-10
ICM IPIVR p.5-12
Application Engine P.5-13
JTAPI pP.5-13

Cisco IPCC Enterprise Edition
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H PIVR
S
IPCC Enterprise 7.0(0) IP IVR
IP IVR 3.5(x) IP IVR
JTAPI IP IVR
CallManager IP IVR
IP IVR
Getting Started with Cisco Customer Response Applications Guide
Cisco Customer Response Application Administration Guide
Cisco IP IVR IPCC Interactive Voice Response IVR;
Cisco IP-IVR / /Web 1P
IVR
IP-IVR HTTP
IP-IVR
IP-IVR
IP-IVR
ID
Cisco IP-IVR Microsoft SQL Server Oracle Sybase IBM DB2
Open Database Connectivity ODBC
IP-IVR Web
HTTP

IP-IVR Service Control Interface SCI;
ICM

Cisco IPCC Enterprise Edition
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IPCC Enterprise IPIVR | |
IPCC Enterprise IP IVR
IP IVR Getting Started with Cisco Customer Response
Applications Guide
IPCC Enterprise  IP IVR ICM
IPIVR
e DC IP IVR
e IPIVR
. ICM
IP IVR JTAPI JTAPI Client
Update Tool JTAPI
P.5-13
A
IPCC Enterprise CRS CTI
IPIVR CRS (IP IVR) 4.0(x)
IPIVR
IP IVR
IP IVR
Cisco CallManager CallManager
. /
DNIS CTI
1
e |PIVR CTI IP IVR
JTAPI
e IPIVR CTI
CTI IP
IVR CTI
IP IVR 4.0(x)
IP IVR
CallManager
IP
IVR
IPCC IPIVR
* CRA Administration ICM

Jic

Cisco IPCC Enterprise Edition
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M IPCC Enterprise IPIVR

IPCC Enterprise

IP IVR

IPCC Enterprise

IP IVR
IPIVR
1.
2. IPIVR JTAPI
3. CTI
4. ICM
5. VRU
6. ICM

IP IVR

7. Application Engine
CRA Administration

Customer Response
Applications
Administration

CRA Administration
IPIVR
CRA
Administrator
URL

http://<ipivr_server

name>/appadmin.
Cisco IP IVR
IP
2
IP IVR ICM
ICM
IVR
ICM
IP IVR

; i Cigea ¥
Customer Kesponse Applications Admmistration g

Far Cswrn [T Talmbeey Yodwivmar B

IP IVR

Cisco Application Admingstration - 3,500, 180}

pm=pros e

Copright £ 1958-2003 Cisco Systams, Bhc
£d nghis ressyed

ICM

DN
IP IVR

IPIVR ICM ICM

Lightweight Directory Access Protocol LDAP

[l Cisco IPCC Enterprise Edition
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IPCC Enterprise IP IVR ||
IPIVR LDAP
Cisco Application Administration Use a Different Repository Profile
IP IVR
1
1 IP IVR
Repository Manager Repository Manager Cisco Application Editor
Cisco Application Engine
1. CRA Administration System > Configuration and Repository
2. Server Type DC Directory
3. Directory Host Name CRA Engine
Cisco IP Telephony Directory Cisco IP
Telephony Directory IP CRA
CTI Manager Locations CTI Manager A
IP
CRA CTI Manager Locations
CTI Manager B
4. Directory Port Number Cisco IP Telephony Directory
8480
5. Directory User (DN) Cisco IP Telephony
Directory Password
Base Context Cisco Cisco IP Telephony Directory
8. User Base Cisco IP Telephony Directory
9. Next
10. Profile Name
Edit
11. OK
12. Next
13.
Use a Different Repository Profile
Repository Configuration
OK
Cisco IPCC Enterprise Edition
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M IPCC Enterprise IPIVR
14. Next User Maintenance Cisco CallManager
Enter Search Criteria
Search Cisco CallManager 75
15. CMUsers 1 Cisco CallManager <
CRA Administrator/Supervisor
16. CRA Administrator/Supervisor
Group Administrator Supervisor
CRA 1
17. Finish
Directory Setup
Application Administration ~ Web IP IVR
IPIVR JTAPI
IP IVR JTAPI CallManager
IPIVR JTAPI 1 IPIVR
A
IP IVR 4.0(x) CallManager Administration  IP IVR JTAPI
CallManager
IPIVR JTAPI
1. CRA Administration Subsystems > JTAPI
2. JTAPI provider(s) CallManager IP
3. UserlD Password Cisco CallManager IP IVR
A
IPIVR 4.0(x) ID
<prefix>_<IP IVR node #> IPIVR_JTAPI_1 ID IP
IVR JTAPI CallManager
4. Update
Cisco IPCC Enterprise Edition
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Cisco IP IVR

CTI

CTI IPCC
IVR Cisco CallManager

IPCC Enterprise

IPIVR | |

CTI IP

CTI Cisco CallManager Administration

CTI Cisco ICM

CTI CTI
CTI
9002 9020

20

IPCC Enterprise IPIVR
IVR ID CTI

Cisco IP IVR

CTI 9001

20 IPIVR

IPCC Enterprise IP

Cisco CallManager
256 CTI

CTI
CTI

IP IVR 4.0(x)
IP IVR 4.0(x) CRA Admin  CTI
CallManager

IP IVR

CTI

1. CRA Administration

2. CTI Port Groups

3. AddaNew JTAPI Call Control Group
4,

Group ID
ID ID

Subsystems > JTAPI

N

ID

Intelligent Contact Management ICM

ICM

Tab Description
Calling Search Space for Redirect

Associate CTI Ports
Available CTI Port List Filters

Find CTI

Cisco IPCC Enterprise Edition

Device Name Is Exactly
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M IPCC Enterprise IPIVR
9. CTI
10. Update
11. Add
12. CTI
ICM
IPIVR ICM IPIVR ICM
ICM
ICM
ICM IPIVR IPCC Enterprise
ICM IP IVR
J IP IVR
ICM
* VRU IPIVR ICM VRU
J ICM VRU
Cisco CallManager IP IVR
IP IVR IP IVR
CTI
VRU
IP IVR
ICM
IP-IVR ICM ICM
ICM
IP-IVR
ICM
ICM IP-IVR VRU
VRU
ICM IP-IVR
VRU
ICM
IP-IVR
ICM
1. CRA Administration Subsystems > ICM
2. VRU Connection Port Cisco ICM VRU Peripheral Interface Manager
PIM;
TCP/IP Cisco ICM
Cisco ICM 5000 PG VRU PIM
PG VRU PIM
PIM
Cisco IPCC Enterprise Edition
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IPCC Enterprise IP IVR
)
VRU ICM VRU PIM
3.  Service Control Yes Cisco ICM
IPIVR

IP IVR ICM
4. Parameter Separator
5. Additional VRU Call Information
6. Update

VRU
IPCC Enterprise Voice Response Unit VRU,;
CRA Engine
IVR CRA Engine
Cisco CRA Editor VRU
ICM VRU ICM
IVR VRU IP IVR
ICM VRU
1. CRA Administration Subsystems > ICM
2 ICM VRU Scripts
3. AddaNew VRU Script
4. VRU Script Name VRU
5.  Script
Script VRU CRA
Edit User Prompt
OK User Prompt
Script
A
ICM
6. Add 2 ICM VRU Script VRU
1 ICM VRU Script
7. VRU
Cisco IPCC Enterprise Edition
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M IPCC Enterprise IPIVR
IPCC
IP IVR IPCC
IP IVR IP IVR
IPCC IVR IP IVR
Cisco IPCC IPIVR
Cisco IPCC
IPCC
IPCC
IPCC IP IVR
4
. IP IVR
IPCC
e VRU IPIVR VRU
. VRU
IPIVR  CallManager CallManager IP
IVR IP IVR
CTI
IP IVR
IPCC
IPIVR IPCC IPCC
IPIVR
IPCC
IPCC IPIVR VRU
VRU
IPCC IP IVR VRU
IPCC IP IVR
ICM IP IVR
IP IVR ICM
JTAPI

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |



| 5 IPCC Enterprise Cisco IP IVR

IPCC Enterprise IPIVR | |
S
IPCC
VRU

ICM IP IVR
1. CRA Administration Applications > Configure Applications
2. Add a New Application
3. Application Type Cisco ICM Translation-Routing
4. Name ICM

Tab Description

ID ID ID

Cisco ICM Cisco ICM
1D

7. Maximum Number of Sessions

Enabled Yes

Timeout (in secs)
10. Default Script Cisco

ICM

11. Add
12. OK
13. Add New Trigger Add a New Trigger
14. Trigger Type JTAPI Next
15. CTI Route Point Directory Number Cisco CallManager CTI

16. Language
Application Name

17. Maximum Number of Sessions

18. Idle Time-out (in ms)

19. Enabled
20. Call Control Group
21. Primary Dialog Group

22. Secondary Dialog Group

23. Add

Cisco IPCC Enterprise Edition

Yes
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M IPCC Enterprise IPIVR
ICM IPIVR
IPIVR ICM
JTAPI
S
IPCC
VRU
ICM IP IVR
1. CRA Administration Applications > Configure Applications
2. Add a New Application
3. Application Type Cisco ICM Post-Routing
4. Name ICM
Tab Description
ID ID
Cisco ICM Cisco ICM
1D
7. Maximum Number of Sessions
Enabled Yes
Timeout (in secs)
10. Default Script Cisco
ICM
11. Add
12. OK
13. Add New Trigger Add a New Trigger
14. Trigger Type JTAPI Next
15. CTI Route Point Directory Number Cisco CallManager CTI
16. Language
Application Name
17. Maximum Number of Sessions
18. Idle Time-out (in ms)
19. Enabled Yes
20. Call Control Group
21. Primary Dialog Group
22. Secondary Dialog Group
23. Add
Cisco IPCC Enterprise Edition
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IPCC Enterprise

Application Engine

JTAPI

Application Engine  Java Beans
IPIVR

Application Engine
Application Engine

1. CRA Administration System > Engine
System > Control Center

CRA Administration

3.  Start Engine

IPIVR | |

IP IVR
Application Engine

IPCC

IP IVR 4.0(x)

IP IVR Cisco Call Manager JTAPI
JTAPI

IPIVR Cisco CallManager Cisco CallManager
IP IVR JTAPI JTAPI Client
Update Tool CRA Cisco Agent Desktop Cisco
CallManager JTAPI
JTAPI Client Update Tool C:\Program Files\wfavvid

Windows Start Programs > Cisco CRA Administration

Cisco IPCC Enterprise Edition
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M IPCC Enterprise IPIVR

Cisco IPCC Enterprise Edition
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IPCC Enterprise
ICM

Cisco

IPCC Enterprise Cisco ICM
e  Cisco Intelligent Contact Management P.6-2
ICM P.6-2
e IPCC Enterprise ICM P.6-3
ICM ICM P.6-3
ICM P.6-3
e IPCC Enterprise ICM P.6-4
ICM P.6-4
ICM Bulk Configuration P.6-5
P.6-6
VRU P.6-9
System PG P.6-10
Generic PG P.6-15
System PG Generic PG Cisco JTAPI P.6-21
PG P.6-21
P.6-25
VRU P.6-26
P.6-26
P.6-28
P.6-31
P.6-31
P.6-36
P.6-37
P.6-37
P.6-38
P.6-39
P.6-40

Cisco IPCC Enterprise Edition
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M Cisco Intelligent Contact Management

VRU P.6-42
P.6-44
Cisco Intelligent Contact Management
Cisco ICM IPCC ACD
CTI
IPCC Enterprise
ICM CallRouter Logger CallManager PIM
IP-IVR PIM CTI AW
ICM
IPCC Enterprise ICM ICM
ICM
AW ICM
AW IPCC Enterprise
CallRouter CallRouter  ICM
CallRouter
AW
Logger Logger ICM ICM
Historical Data Server HDS Logger Historical Data Server
CTI CTI CallManager PG
ICM

Cisco IPCC Enterprise Edition
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IPCC Enterprise ICM | |

IPCC Enterprise ICM

ICM ICM Software Installation Guide

IPCC Enterprise ICM

. AW Logger

ICM ICM P.6-3
ICM ICM
ICM ICM

7 IPCC Enterprise

Outbound Option Setup and
Configuration Guide for Cisco ICM/IPCC Enterprise & IPCC Hosted Editions

ICM
IPCC Enterprise ICM
ICM
/
Cisco CallManager CallManager
. /
DNIS CTI 1
e CallManager PG CTI
CTI
. CallManager PG CTI
IP IVR IPIVR
IPCC Enterprise « VRU
IPIVR
e ICM
* VRU
e VRU
e IPIVR

Cisco IPCC Enterprise Edition
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M IPCC Enterprise

ICM

IPCC Enterprise

ICM

ICM

IPCC Enterprise

ICM
IPCC Enterprise  ICM
ICM
1.
2. VRU
3. System PG Generic PG PG
PG
IP IVR System PG
CVP Generic PG
4. JTAPI PG
5. MRPG MR PG
MR PG
6.
7.
8. VRU System PG
9.
10.
11.
12.
13.
14.
15. System PG
16. System PG
17.
18.
19. System PG
20. VRU
21.

[l Cisco IPCC Enterprise Edition

OL-8743-01-J |



| 6 IPCC Enterprise Cisco ICM

IPCC Enterprise ICM ||
ICM
ICM TAConliguration FManage M= E
ICM Fle Cpbons Helo
ICM
ICM |I:I Al Hepus d
- [ Configues ICM
. . [ idminisal
> > ICM > Admin Workstation : E S acuily =
> Configuration Manager + (@ Peipherss
+ E Calls
+ E Fegquestes
+ E Tagsts
+-[@ Eresrise
+ [ Apphcation
+ [ VAU Micio &pplicion
=T Took
+-[ Buk Configusstion
+ F_:T] Enploret Tooks
+-[@ List Took
+ [ Hisoellsneous Took
+ :E ‘Wizaids
-l Step by Siep Corfiguation
KM Iretance: i
ICM Bulk Configuration
ICM T — [ =
Bulk Configuration I ﬁ“ — = [TEe ]
1 mii D | Ty
Rty (10 ) [ e — He |
Bulk Configuration e e | k| et
L, Toper Wierek:
el e e ],
Tools > Bulk Ll
Configuration ros |
Urciebiia
Bulk Configuration e |
Eml_
° —If“
[ [CM Initanca: il

. VRU

Cisco IPCC Enterprise Edition
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M IPCC Enterprise ICM

* VRU

PBX ACD
ICM
. P.6-6
. P.6-8
IPCC Enterprise CVvP IPIVR
N
CallManager PG

e IPIVR P.6-6

e CVP p.6-7
IP IVR

IPIVR IPCC Enterprise

[l Cisco IPCC Enterprise Edition
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IPCC Enterprise ICM
IP IVR
1.
2.
CallManager ICM
3. ICM Router
DN

4.

IVR

>
5.
ICM
WebView
CVP
CVvP IPCC Enterprise Cisco CallManager CVP
CVP

CVP Router
CVP
1. CVP
3.

ICM
4. CVP CVP  Router EventReport=No Answer
Connect CVP
VRU
)

5. 2

Cisco IPCC Enterprise Edition

[ oL-8743-01-J .m



6 IPCC Enterprise

Cisco ICM |

IPCC Enterprise

ICM

ICM
WebView

ICM
Settings List

Retrieve
Add
Attributes
Name

Ring No Answer Time

ICM

Ring No Answer Number
ICM

Logout non-activity Time
Work Mode on Incoming
Work Mode on Outgoing
Wrap Up Time

Assist Call Method

Emergency Alert Method

A

Configure ICM > Enterprise > Agent Desk

ICM Agent Desk Settings List

CVP

CallManager

CallManager
3

ICM

1 120 CVP
Router

Call Forward on No Answer

Call Forward No Answer
CallManager

ICM DN CVvP

10 7200

IPCC

IPCC

IVR

Description

[l Cisco IPCC Enterprise Edition
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Cisco ICM

Auto-answer

IPCC Enterprise ICM | |

Idle Reason Required

Logout Reason Required

AutoRecord on Emergency

International

National

Local Private Network

Operator Assisted

PBX

7. Save

VRU

VRU
VRU
VRU ICM
ICM
IP IVR

VRU

e CVP

VRU

1. ICM
Explorer

Retrieve

Add Network VRU

Network VRU

Name

Type  System PG

5. Save

Cisco IPCC Enterprise Edition

PBX

Number Plan

Close

IPCC Enterprise

ICM
IVR CVP

VRU

VRU VRU

Generic PG IPCC Enterprise
IVR

Targets > Network VRU > Network VRU
Network VRU Explorer

Type 9 Generic PG IP IVR
Type 2 CvP CvP

MR PG VRU Type

Close

[ oL-8743-01-J
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Cisco ICM |

M IPCC Enterprise ICM

IPCC
ICM

Cisco CallManager

Cisco CallManager
VRU

IPCC Enterprise 7.0(0)

e System PG
CallManager

ICM

e Generic PG

e CallManager

PG

System PG

System PG
IP IVR

System PG
System PG

e System PG
e System PG
e System PG
e System PG

System PG

PG
1

System PG
1. ICM

Retrieve
Add

IPIVR

3

PG

PG

System PG

CallManager

PIM  VRU
CallManager PG

ICM

PG

PIM

Generic PG

PIM PG

VRU
CVP

PIM

PG

PG
System PG

IP IVR

Cisco JTAPI

IP IVR CVP
Peripheral Interface Manager

PIM;
PIM Peripheral Gateway PG;

1 PIM
System PG IPCC
IPCC
CVP System PG

IPIVR

PIM PG System PG

PG
VRU PG

1 PIM CallManager
IPCC
IPCC ICM

CVP System PG

PG

Tools > Explorer Tools > PG Explorer

Logical Controller

Logical Controller ID

[l Cisco IPCC Enterprise Edition
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Cisco ICM

System PG PIM

Physical Controller ID

Name PG

Client Type IPCC System
Configuration Parameters
Description PG

Physical Controller Description

System PG PIM

System PG PIM

1.

ICM
PG

Peripheral

Name

Peripheral Name

Switchl
Client type IPCC System
Location

Abandoned Call Wait Time

Configuration Parameters

Call Control Variable Map

Description
Default Desk Settings

Peripheral Service Level Type

Enable Post Routing

Advanced
Available Holdoff Delay  IPCC

Default Route
ICM

Answered Short Calls Threshold

Reporting Guide

Cisco IPCC Enterprise Edition

Switch2

IPCC Enterprise

PG Explorer PG
Add Peripheral

ICM | |

ICM

Calculated by CallCenter

CallManager

ICM Router
Routing Client

Cisco IP Contact Center

[ oL-8743-01-J
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Cisco ICM

M IPCC Enterprise ICM

Network VRU VRU
VRU

Agent Auto-Configuration  IPCC

Internal IPTA Only
Router PG

4. Agent Distribution
Enable Agent Reporting

Distributor Site Name New ICM Router
AW

AW Enabled
Agent Event Detail

5. Routing Client

Name

Timeout threshold

Late threshold

Timeout limit
ICM

Default call type

ICM

System Information
Configuration parameters  IPCC
Use DN/Label map

IPCC
Client type VRU
Description

Network routing client

Network transfer preferred

IPCC

Logger

Type 9

IPCC

AW

[l Cisco IPCC Enterprise Edition
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6. Default Route Cisco_Voice
7. Save
PG Explorer ID
PG Explorer ID Logical controller
1D Peripheral
System PG
System PG PG PG System PG
PG Explorer PG ID
ID
System PG
1. PG ICM CD-ROM setup.exe
2. Instance Components PG ICM Add
ICM Component Selection Peripheral Gateway
A
PG ICM PG
ICM
3. Production Mode
Auto Start at System Startup
PG
CallRouter DMP PG ID ID
6. Client Type IPCC System VRU
PG Add Remove
7. PG Side A Side B
PG Side A
8. PG
9.
10. Next Peripheral Gateway Component Properties
11. Peripheral Gateway Configuration PG
Logical_Interface_Controller ID
ID PG ICM
12. Add PIM CallManager PG
PIM Setup Options
CallManager
13. Available PIMs PIM PG
PIM CallManager
IPCC System Configuration
Cisco IPCC Enterprise Edition
[ oL-8743-01-J .m
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M IPCC Enterprise ICM
14. PIM Enabled
PIM
15. Peripheral name
PG Explorer
16. Peripheral ID ID
ID PG Explorer
17. Agent extension length
7 15
18. Service Cisco CallManager
IP hosts
19. User ID PG Cisco CallManager
Administrator Web PG ID
20. User password Cisco CallManager Administrator Web PG
21. OK Next Device Management Protocol Properties
22. PG PG
PG
23. PG
PG PG  CallRouter
bps PG
24. PG
100 4 400
CallRouter 5
PG 2
25. PG QoS PG QoS DMP Properties
Advanced Options
26. Call Router ICM DSCP DiffServ Codepoint
Cisco AVVID Architecture for Voice Video and Integrated Data
27. Microsoft Packet Scheduler Bypass Qos packet scheduler
PG QoS DMP Properties Advanced Options
Medium Priority Medium Priority
High Priority Microsoft Packet Scheduler
2
28. DSCP Class-of-Service 802.1p
Cisco AVVID

Cisco IPCC Enterprise Edition
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)
Bypass Packet Scheduler ICM
Microsoft Packet Scheduler ICM
QoS Cisco ICM Enterprise Edition
29. OK Device Management Protocol Properties
30. Next Peripheral Gateway Network Configuration
PG  TCP/IP PG
PG B localhost
CallRouter
31. Next Check Setup Information
Back Next
32. Finish Node Manager
Generic PG
ICM Cisco CallManager IP IVR CVP
Cisco CallManager VRU Peripheral Interface Manager PIM;
PIM Peripheral Gateway PG;
IPCC Enterprise CallManager VRU PIM PG Generic PG
PG ICM
PG
CallManager CallManager PIM 1 IP IVR CVP VRU PIM
1
1 PG 32 PIM 1 PG PIM
1
PIM PG Cisco IP Contact Center Enterprise
Edition SRND
Generic PG
e Generic PG
e CallManager PIM
e VRUPIM
e Generic PG
e SystemPG  Generic PG Cisco JTAPI

Cisco IPCC Enterprise Edition
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M IPCC Enterprise ICM
Generic PG
PG PG
1 PIM PG
Generic PG
1. ICM Tools > Explorer Tools > PG Explorer
Retrieve
Add

Logical Controller

Logical Controller ID

Physical Controller ID

Name PG
Client Type PG Generic
PG CallManager PG CallManager/SoftACD

Configuration Parameters
Description PG

Physical Controller Description

CallManager PIM VRUPIM PG 1 PIM
PG

CallManager PIM
CallManager PIM

1. ICM PG Explorer PG
PG Add Peripheral
2. Peripheral
Name

Peripheral Name

Switchl Switch2
Client type CallManager/SoftACD

Location

Abandoned Call Wait Time

Configuration Parameters

Call Control Variable Map ICM

Description

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |
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IPCC Enterprise ICM | |
Default Desk Settings
Peripheral Service Level Type

Calculated by CallCenter
Enable Post Routing CallManager ICM Router
Routing Client
3. Advanced

Available Holdoff Delay  IPCC

Default Route
ICM

Answered Short Calls Threshold

Reporting Guide

Network VRU
VRU PIM

Agent Auto-Configuration

VRU

IPCC

Agent Distribution
Enable Agent Reporting

Distributor Site Name New

AW

AW Enabled

Agent Event Detail

Routing Client

Name

Timeout threshold

Late threshold

Timeout limit

Default call type

ICM

System Information

Configuration parameters  IPCC

Cisco IPCC Enterprise Edition

ICM

Cisco IP Contact Center

CallManager PIM None

VRU

IPCC

ICM Router Logger

AW

[ oL-8743-01-J
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M IPCC Enterprise ICM

Use DN/Label map

IPCC
Client type CCMPIM IPCC/Enterprise Agent
VRU PIM VRU

Description

Network routing client

Network transfer preferred

Default Route Cisco_Voice

Save

ID
PG Explorer ID Logical controller
ID Peripheral
9. IP-IVR PIM Add Peripheral
Peripheral Routing Client

VRU PIM
Generic PG VRU PIM

1. Peripheral
Name
Peripheral Name
Clienttype VRU
Default desk setting
2. Advanced
Network VRU
Agent Auto Config
3.  Agent Distribution
4. Routing Client

Name
Clienttype VRU

CallManager PIM

CallManager PIM

CallManager PIM

CallManager PIM

VRU

[l Cisco IPCC Enterprise Edition
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Generic PG
Generic PG PG PG Generic PG
PG Explorer PG ID
ID
S
Generic PG CallManager PG
Generic PG
1. PG ICM CD-ROM setup.exe
2. Instance Components PG ICM Add
ICM Component Selection Peripheral Gateway
A
PG ICM PG
ICM
3. Production Mode
Auto Start at System Startup
PG
5. CallRouter DMP PG ID ID
6. Client Type CallManager/SoftACD VRU
PG Add Remove
7. PG Side A SideB
PG Side A
8. PG
9.
10. Next Peripheral Gateway Component Properties
11. Peripheral Gateway Configuration PG
Logical_Interface_Controller ID
ID PG ICM
12. Add PIM CallManager PG
PIM Setup Options
CallManager
13. Available PIMs PIM PG
PIM CallManager
CallManager/SoftACD Configuration
14. PIM Enabled

PIM

Cisco IPCC Enterprise Edition
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M IPCC Enterprise

15.

16.
17.
18.

19.

20.
21.

22,

23.

24.

25.

26.

27.

ICM

Peripheral name
ID
Telephony Server Protocol
CallManager
CallManager parameters
a. Service PG CallManager CTI Manager
1P hosts
PG B CallManager
CTI Manager IP
b. UserID PG 1D PG
Cisco CallManager Administrator Web PG ID
c. User Password PG Cisco CallManager
Administrator Web PG
d OK
Next Device Management Protocol Properties
PG PG
PG
PG
PG PG  CallRouter
bps PG
PG
100 4 400
CallRouter 5
PG 2
PG QoS PG QoS DMP Properties
Advanced Options
Call Router ICM DSCP DiffServ Codepoint
Cisco AVVID Architecture for Voice Video and Integrated Data
Microsoft Packet Scheduler Bypass Qos packet scheduler
PG QoS DMP Properties Advanced Options
Medium Priority Medium Priority
High Priority Microsoft Packet Scheduler
2
DSCP Class-of-Service 802.1p
Cisco AVVID
A
Bypass Packet Scheduler ICM
Microsoft Packet Scheduler ICM
QoS Cisco ICM Enterprise Edition

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |



| 6 IPCC Enterprise Cisco ICM
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28. OK Device Management Protocol Properties
29. Next Peripheral Gateway Network Configuration
PG  TCP/IP PG
PG B localhost
CallRouter
30. Next Check Setup Information
Back Next
31. Finish Node Manager
System PG Generic PG Cisco JTAPI
Cisco JTAPI Cisco CallManager Java Telephony Application Programming
Interface
System PG Generic PG Cisco JTAPI
PG JTAPI Cisco CallManager
Cisco JTAPI Cisco CallManager Administration
Cisco JTAPI
1. PG
2. CallManager Administration URL
http://<callManager machine name>/ccmadmin.
3. Cisco CallManager
4. Application > Install Plugins
5. Cisco JTAPI File Download
6. Run this program from its current location OK
7.  Security Warning Yes
8. Next Continue
9. Finish
10. JTAPI
PG
IPCC
Enterprise
ICM
Network VRU Explorer PG Explorer ICM
PG PG PG
IPCC E-Mail Manager Option Web Collaboration Option
PIM

Cisco IPCC Enterprise Edition
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M IPCC Enterprise ICM

MR-PG

MR-PG
MR-PG

10 IPCC Enterprise

ICM MR-PG

MR-PG

MR-PG

MR PG

PG
1 PIM

Generic PG

1. ICM

Retrieve
Add

Logical Controller

PG
PG

Tools > Explorer Tools > PG Explorer

Logical Controller ID

Physical Controller ID

Name PG
Client Type

MR PG

Configuration Parameters

Description

PG

Physical Controller Description

Primary CTI Address CTI

<CTI
IP > < >

Secondary CTI Address CTI

PIM

E-Mail Manager Web Collaboration
1 PIM PG

[l Cisco IPCC Enterprise Edition
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MR PG
MR PG CallManager PIM
1. Peripheral CallManager PIM
Name BAPIM_1
Peripheral Name BAPIM_1
Clienttype MR PG
Default desk setting
Post routing enabled
2. Advanced CallManager PIM
Network VRU 2 VRU
net_vru
Agent Auto Config
Agent Distribution
Routing Client CallManager PIM
Name BAPIM_1.RC
Clienttype MR PG
Network transfer preferred
5. Default Route Cisco Voice
See Also:
ICM Configuration Guide for Cisco ICM Enterprise Edition
MR-PG
MR PG 1 PG 2
MR-PG ICM PG
Web Collaboration E-Mail Manager Option
PIM 1
MR-PG PIM 1
MR PG
1. MR-PG ICM CD-ROM SETUP.EXE
2. IPCC
3. Instance Components Add
4. ICM Component Selection Peripheral Gateway
5.  Peripheral Gateway Properties
Production Mode
PG
CallRouter DMP PG ID ID
Cisco IPCC Enterprise Edition
[ oL-8743-01-J .m
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M IPCC Enterprise ICM
PG Side A Side B
PG Side A
Client Type Selection MediaRouting Add
Next
Peripheral Gateway Component Properties
6. PG ID Add
PIM 1 MediaRouting Configuration
7.
PIM Enabled
PIM

Peripheral name

Application Hostname (1)  Collaboration PIM Media Blender IP
E-Mail Manager PIM E-Mail
Manager IP
PIM BA_IP IP
Application Connection Port (1)  Collaboration PIM Media Blender
E-Mail Manager PIM E-Mail Manager
BA_IP
2000
N
Cisco E-Mail Manager MR PG PIM Application Connection
Port 1600 2000 Cisco Collaboration Server
2000
2000

Collaboration Server E-Mail Manager

Application Hostname (2)
Application Connection Port (2)

Heartbeat Interval (seconds) PG
Reconnect Interval (seconds) PG
OK
8.  Peripheral Gateway Component Properties Next Device
Management Protocol Properties
Next Peripheral Gateway Network Interfaces
Next Check Setup Information
9. Next ICM PG

Cisco IPCC Enterprise Edition
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Cisco ICM

10. Setup Complete

See Also:

IPCC Enterprise ICM | |

Finish

ICM Configuration Guide for Cisco ICM Enterprise Edition

IPCC ICM
e System PG IPCC System PG 1
e System PG CallManager IP IVR CVP 1 2
CVP
1
ICM
IPCC Enterprise VRU PIM ICM
CallManager PIM IP IVR 1
IP IVR ICM IPIVR CTI
ID CvVvP CVP Application
Administration 2 CVP

ICM
1.
Network Trunk Group Explorer
2. Retrieve
3.  Add Network Trunk Group
4.
5. Add Trunk Group
6.

Peripheral

Peripheral Number

IPIVR

Peripheral Name

Cisco IPCC Enterprise Edition

Configure ICM > Peripherals > Trunk Group >
ICM Network Trunk Group Explorer

Network trunk group

IPIVR CTI
CVvP

[ oL-8743-01-J
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M IPCC Enterprise ICM
Name ICM
Peripheral Peripheral Name
Extension

Trunk Count Use Trunk Data
Config. Param

Description
Save Close
10.
VRU
System PG VRU
VRU VRU
VRU
1. Explorer Tools > Network VRU Explorer
Network VRU Explorer
2. Retrieve
3. VRU
4. Network VRU Bank Add
5.  Select Trunk Group IPCC System PG
IP IVR
IPIVR

OK

Add Label VRU

IP IVR CTI

1
ICM
ICM ICM
ICM Cisco CallManager CTI
CVP 1 2 2
Cisco IPCC Enterprise Edition
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Cisco ICM

N

IPCC Enterprise

ICM

2 CVvP

1. ICM

Add Service

Service

ICM Service Explorer

Retrieve

Service Configuration

Media Routing Domain

Peripheral Number

Peripheral Name

Enterprise Name

Config Param

Description

IPCC

Service Level Type

Service Level Threshold

5. Advanced

ICM

Peripheral Service Level

Extension

Service Members

Apply

PG

PG

Cisco IPCC Enterprise Edition

ICM

CallManager

Bulk Configuration

Tools > Service Explorer
CVP
2
ICM
Advanced
CTI

[ oL-8743-01-J
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M IPCC Enterprise ICM
IPCC 1
ICM
1
Bulk
Configuration
A
IPCC
. P.6-28
. ICM picks the agent P.6-29
. P.6-29
. P.6-30
ICM
ICM
. ICM
/
J / ICM
0
IPCC Enterprise
10
IPCC Enterprise
Cisco IPCC Enterprise Edition
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ICM picks the agent
ICM picks the agent  IPTA ICM
ICM
ICM
ICM Enterprise ICM
Automated Call Distributor ACD ACD
ICM ACD
ACD
IPCC Enterprise ICM
IPCC Enterprise ICM picks
the agent
Web Collaboration Option E-Mail Manager Option
ICM
ICM
10 IPCC Enterprise
IPCC Enterprise IPTA
IPCC Enterprise ICM Enterprise
IPCC Enterprise IPCC Enterprise
A
IPCC Enterprise ICM Enterprise

IPCC Enterprise

IPCC Enterprise

ICM ICM
Skill Group Explorer
DNIS
N
IPCC
ICM
Web Collaboration E-Mail Manager
1. ICM Configure ICM > Peripherals > Skill Group
> Skill Group Explorer ICM Skill Group Explorer

Cisco IPCC Enterprise Edition
[ oL-8743-01-J .m
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M IPCC Enterprise ICM

Select filter data

3. Retrieve Add Skill group
4. Skill Group
Media Routing Domain ICM Cisco_Voice
ICM

10 IPCC Enterprise

Peripheral Number

Peripheral Name

Name ICM

Available Holdoff Delay  IPCC 0

Priority 0
Extension  IPCC

ConfigParam  IPCC

Description

ICM picks the agent

Save Close
0 1 0
1
~
Web Collaboration E-Mail Manager
ICM
1. ICM Configure ICM > Peripherals > Service >
Service Explorer ICM Service Explorer
2. Retrieve
Service Members
Service Members Add

Cisco IPCC Enterprise Edition
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Cisco ICM

OK

6. Save

IPCC

N

IPCC Enterprise ICM

Close

P.6-32

E-Mail  Web Collaboration

ICM

ICM

1. ICM

Retrieve

3. Attributes
First Name
Last Name
Login Name
Password
Enable Logins

Save

Cisco IPCC Enterprise Edition

Person List

Bulk Configuration

Peripherals > Person > Person List

Add

Close

[ oL-8743-01-J
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M IPCC Enterprise ICM

ICM

1. Tools > Explorer Tools

Add Agent
Agent

Last Name
First Name

Login Name

Password

Login Enabled

Select Person

Enterprise Name

Peripheral Name

Peripheral Number

5. Advanced
Desk Setting

> Agent Explorer

Person

P.6-32
P.6-33
P.6-33
P.6-34
P.6-35

Agent Explorer

Agent

Bulk Configuration

Agent Explorer

Retrieve

1 9

Cisco CallManager
CallManager PG

ICM

[l Cisco IPCC Enterprise Edition
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Cisco ICM

ConfigParam

Description
Agent State Trace

Save

1. Agent Explorer

Supervisor Agent

Domain name  Windows NT

Supervisor login as user

Domain Name
ICM

Supervisor login password

Description

IPCC Enterprise ICM | |

ICM

Supervisor

Windows 2000

NT ID NT

Supervisor login as user

Windows

Web Collaboration
ICM

E-Mail Manager

Web Collaboration E-Mail Manager

1

1. Agent Explorer
Skill group name
3. Add

Cisco IPCC Enterprise Edition

Skill Group Membership

Add Skill Group Membership

[ oL-8743-01-J



6 IPCC Enterprise Cisco ICM |

M IPCC Enterprise ICM
OK
5. Save Agent Explorer Close
6.

N

Skill Group
Remove Save

ICM
. 1
. 1
. NT
1. Configure ICM > Peripherals > Agent Team >

Agent Team List
2.  Retrieve Add

3. Attributes

Name

Peripheral

Supervisor Script Dialed Number

none
Description
Members Add
OK
Supervisor Primary Supervisor
7. Add
OK
8. Save Close

Cisco IPCC Enterprise Edition
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IPCC Enterprise ICM

Cisco IPCC Enterprise Edition

CTI

CTI

/2

Cisco IPCC Enterprise Edition
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M IPCC Enterprise ICM

ICM

ICM

Bulk Configuration

1. ICM Tools > List Tools > Dialed Number List
ICM Dialed Number List

Retrieve Add Attributes
3. Attributes

Routing client

Media Routing Domain

Dialed number string ICM
8005551212

Name

Customer
ICM

Default label
ICM
Label List

ICM

Description
Reserved by IVR  IVR Reserved by IVR

Call Manager PIM
4. DN Mapping Add

Save

Cisco IPCC Enterprise Edition
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IPCC Enterprise ICM

CTI ICM
ACD IPCC

Bulk Configuration

1. ICM Explorer Tools >  Skill Group Explorer
ICM Skill Group Explorer
2. Retrieve
3.
4. Add Route
5. Route
6. Route
Name
Peripheral _ SVC, SG, AG _ DNIS
Description
Service Name
7. Save
ID
A
System PG
IPCC IP
1
1 ICM

IPCC

Cisco IPCC Enterprise Edition
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M IPCC Enterprise ICM
ICM
JTAPI CTIOS
ICM
ID
Bulk

Configuration
1. ICM Configure ICM > Targets > Device Target

> Device Target Explorer Device Target Explorer
2. Retrieve Add Device Target
3.

Name
Global Address
e  Config Parameters
/devtype (CiscoPhone)
/dn ( ) fext ( )
ICM Cisco CallManager
ext dn
dn 1 9 0
CallManager PG
Description
4. Save
A
System PG
IPCC VRU ICM Script Editor
ICM
IPCC
ICM CTI
VRU

Cisco IPCC Enterprise Edition
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ICM ICM

ICM

Bulk Configuration

1. Device Targets Explorer
Add Label

2. Label

Routing Client
NIC VRU PG IPCC

Label

Label Type IPCC Normal
Customer ICM

Description

Save

ICM

ICM

. DN CED
CLID CED CLID

Bulk Configuration

1. ICM Tools > ListTools > Call Type List
Call Type List Retrieve
Add Attributes

2. Attributes

Name

Customer ICM

Cisco IPCC Enterprise Edition
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M IPCC Enterprise ICM

Service level threshold

Peripheral
ICM System Information
Call Type System Information
Call Type
System Information System Information
Service level type ICM
Description
3. Save
5. outbound_calltype
N
IPCC IVR
CallManager PIM VRU PIM Translation Route
S
Translation Route IPCC Generic PG CVP
1. ICM Tools > Wizards > Translation Route Wizard
Translation Route Wizard
2.  Next Acquire Lock and Select Configuration Task
Create New
Next Define Translation Route
Translation Route Wizard
5.
Next Select Configuration
single peripheral, single routing client
8. Next Select Peripheral Gateway, Peripherals, and Services

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |
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9.

Peripheral Gateway

Peripheral 1

Service/Service Array 1

VRU
10. Next Select Routing Clients and Dialed Numbers
CallManager PIM VRU PIM IPCC
11. Next Select Network Trunk Groups for Routing Clients
1
12.
Add
13. Next Configure DNIS
VRU DNIS
DNIS Add DNIS
DNIS
Add DNIS Range DNIS DNIS
DNIS Translation Route
14. Next Configure Label
DNIS/CTI
DNIS
DNIS
15. Next Wizard Complete
16. Create Translation Route
Translation Route
17.
Run Report
Translation Route Wizard Start New Task
Finish
Translation Route Finish

[ oL-8743-01-J
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M IPCC Enterprise ICM
VRU
VRU ICM VRU ICM
VRU ICM  VRU
IP-IVR VRU VRU
IVR
VRU ICM VRU
VRU
VRU
Bulk Configuration
J VRU P.6-42
e ICM VRU P.6-42
. P.6-43
e VRU P.6-43
VRU
VRU
1. ICM Tools > List Tools > Network VRU Script
List Network VRU Script List
Retrieve
Add
Attributes BasicQ
Network VRU VRU
VRU Script Name BasicQ
Name BasicQ.aef
Timeout seconds 180
Configuration param
Customer ICM
Interruptible
Save Close
A
VRU IP-IVR
VRU P.5-9
ICM VRU
IVR IVR Script Editor VRU
VRU
CVP VRU  CallManager Generic PG VRU
IVR IVR
System PG VRU
VRU

[l Cisco IPCC Enterprise Edition
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VRU CallRouter VRU PIM
VRU PIM VRUPIM  VRU
e CallRouter VRUPIM  Connect
IVR Cancel
e CallRouter VRU VRU CallRouter  Script
Result CallRouter Script Result
Dialogue Failure Event 2
e CallRouter VRU
VRU
VRU
VRU
VruStatus ICM IVR VRU
VRU VRU
0 VRU_SUCCESS VRU
VRU_ERROR
VRU
2 VRU_TIMEOUT 20
VRU
VRU
3 VRU_ABORTED
VRU
4 VRU_DIALOG_FAILED VRU
VRU
5 VRU_SCRIPT_NOT_FOUND VRU ICM
VRU
Cisco IPCC Enterprise Edition
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M IPCC Enterprise ICM
ICM
ICM
ICM
ICM Script Editor IPCC
IPCC

ICM Script Editor

ICM Configuration Guide for Cisco ICM Enterprise
Edition

Cisco ICM/IPCC Enterprise & Hosted Editions
/

Cisco IPCC Enterprise & Hosted Editions

Outbound Option Setup and Configuration Guide for Cisco
ICM/IPCC Enterprise & IPCC Hosted Editions

Outbound Option User Guide for Cisco ICM/IPCC
Enterprise & IPCC Hosted Editions

[l Cisco IPCC Enterprise Edition
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CHAPTER ;

IPCC Enterprise

ICM
ICM

IPCC Enterprise

ICM
e ICM
e MRPG PIM
. CallManager
e CTI

Outbound Option
Setup and Configuration Guide for Cisco ICM/IPCC Enterprise & IPCC Hosted Editions

Cisco IPCC Enterprise Edition
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ICM

Outbound Option User Guide for Cisco ICM/IPCC Enterprise & IPCC Hosted Editions

Cisco IPCC Enterprise Edition
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IPCC Enterprise
CVP

IPCC Enterprise Cisco CVP
IP IVR CVvP IPCC
CvP IP IVR
Cisco IP IVR
e CVP P.8-2
e IPCC Enterprise CVP
CVvP
e |PCC Enterprise CvVvP
Application Server P.8-3
P.8-4
CVP Cisco
SDDSN Cisco Listener
p.8-7
CVP Cisco ICM

Cisco Customer Voice Portal (CVP) Installation Guide

CHAPTER

Cisco

5 IPCC Enterprise

p.8-2
p.8-2
P.8-3

P.8-5

Alarm Tracker

pP.8-8
P.8-8

Cisco Customer Voice Portal (CVP) Configuration and Administration Guide

Cisco IPCC Enterprise Edition

[ oL-8743-01-J
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W cvp

CVP

IPCC Enterprise Cisco Customer Voice Portal CVP IVR
IPCC Enterprise CVP
CVP CVP CVP

Cisco Customer Voice Portal (CVP) Administration and Configuration Guide

IPCC Enterprise CVP

CVP Cisco Customer Voice Portal (CVP) Installation Guide

CVvP

Application Server

Standalone Distributed Diagnostics and Service Network SDDSN
e CVP

e \oice Browser Administration

IPCC Enterprise 1

CVP

IPCC Enterprise

Application Server

Je

CVP [Username and Password]
Application
Server
CvpP
CVP
CvP
Cisco CallManager Cisco CallManager ~ CVP Voice Browser  Cisco
CallManager
Cisco ICM VRU PIM
PG

Cisco IPCC Enterprise Edition
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IPCC Enterprise CVP
CVP IPCC
IPCC Enterprise ~ CVP
CVP
1. Application Server
CVP Cisco /
4. CVP Voice Browser
5. SDDSN Cisco Listener
Alarm Tracker
6. CVP Cisco ICM
7.
CVP
Application Server
Application Server ICM IVR VXML Voice
Browser
10 [VRU Port Connection] VRU PIM PG

Application Server

1.

[Start] > [Program] > [Cisco Internet Service Node] > [Application Server] > [Application Administrator]
[Enter Network Password]

CVP Windows 2000
Application Server [Application Administration Main Menu]
[Call Definition] [Call Definition]

[Group Number] [Port Group Configuration (ID from ICM /
New Call)]

[Group Number 100 / New Call]

[Group Number 200 / ID
from ICM]

[ oL-8743-01-J
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M IPCC Enterprise

10.
11.
12,
13.
14.

15.
16.

17.

18.

CvpP

[Initial Port] [Last Port]

Application Server

[Update]
[Return to Main Menu]

VRU
Subsystem Configuration]

[VRU Connection Port]

[ICM] [ICM

VRU PIM ICM PG

VRU PIM

Application Server
TCP/IP
ICM PG

[Update]
[Engine]

[Return to Main Menu]
[Engine Status]
[Log Configuration]
[SDDSN]

[Configuration]
Alarm Tracker

[Update] SDDSN

[Status] [Engine Status]

[Start] [Yes] Application Server
[RUNNING]

Application Server

[File] > [Close] Application Administrator

Application Server  ICM

H.323 VolP Application Server  URL

[Start] > [Program] > [Cisco Internet Service Node] > [Voice Browser] > [VB Admin]
>>>>

setASList<NewValue> <NewValue> Application Server URL
URL <AppServer>:8000/servlet/isn
Application Server IP

localhost
:8000/servlet/isn

<AppServer>

AppServerList
[

setASList localhost:8000/servlet/isn
setASList “machinel:8000/servlet/isn machine2:8000/servlet/isn”

setASL.ist Application Server

[l Cisco IPCC Enterprise Edition

OL-8743-01-J |
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IPCC Enterprise CVP
3. ICM Application Server
SetNewCallOnly on
on
CVP
4. IP setGatekeeper<NewValue> <NewValue>
IP
5. SDDSN
setSDDSN1<NewValue> <Newvalue> SDDSN
IP <none>
setSDDSN2<NewValue> <Newvalue> SDDSN 2
IP <none>
SDDSN 1 SDDSN2Node  SDDSN1Node
6. g VB Admin
CvpP Cisco /
CVP CVP
CVP CVP Application Server
2-1
3 CVP
i CVP
CVP CVP Voice Browser
e CSS Voice Gateway ASR/TTS Server HTTP Media Server CVP Application Server
CVP
Cisco Content Services Switch
)
CSS CSS
e Call Restart CVP Application Server
CVP Call Restart ICM
)
Call Restart CVP 5 6 VRU
CVP
NIC CVP CVP VRU
2 37 8

Cisco IPCC Enterprise Edition
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CVP 4
CVP Application Server

copy
CLI
CVvP
Call
CSS Restart
<basedir>/ApplicationServer/Downloads/\VVB-CSS-CallRestart
X <basedir>/ApplicationServer/Downloads/VVB-CSS-noCallRestart
X <basedir>/ApplicationServer/Downloads/VVB-noCSS-CallRestart
X X <basedir>/ApplicationServer/Downloads/\VVB-noCSS-noCallRestart
X <basedir>/ApplicationServer/Downloads/noVB-CSS-CallRestart
X x <basedir>/ApplicationServer/Downloads/noVB-CSS-noCallRestart
X X <basedir>/ApplicationServer/Downloads/noVB-noCSS-CallRestart
X X X <basedir>/ApplicationServer/Downloads/noVB-noCSS-noCallRestart
S
CVP CSS Downloads CSS
Scripts askeepalive.txt
IP IVR CVP  IPCC Enterprise CVP Voice Browser  Cisco
CallManager
Cisco CallManager
A
Cisco CallManager
DNS
1. Cisco CallManager Administration [Device] > [Gateway]
2. [Find] Cisco CallManager
3. [Add a New Gateway]
[Gateway Type] H.323 Gateway
[Device Protocol] H.225
4. [Next]

[Device Name] IP

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |
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[Description] IP
[Device Pool] Default
[Calling Party] Originator
[Presentation Bit] Allowed
[Gatekeeper Name] IP
6. [Insert]
SDDSN Cisco Listener Alarm Tracker
SDDSN Cisco Listener Alarm Tracker Remote Monitoring
Suite SDDSN
Listener Alarm Tracker Update External SDDSN
Components CVP
SDDSN
1. CD SETUP.EXE
2. [Welcome] [Next]
3. [Copyrights] [Next]
4. [CVP License Agreement] [Yes]
5. [Choose Destination Location]
C:\Cisco\ISN [Next]
[Browse]
[Next]
A
CVP
6. [Install Cisco CVP Components] [Update External SDDSN Components]
CVP Cisco Listener  AlarmTracker
CVP
[Next]
[Start Copying files] [Next]
[CVP Setup Complete] [Finish]

Cisco IPCC Enterprise Edition
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CVP Cisco ICM
NAM/ICM CVP

. CVP VRU
e CVP VRU

e [Enable Expanded Call Context]

e CVP Expanded Call Context ECC;

. VRU
e CVP Peripheral Gateway PG;
N

Cisco Customer Voice Portal (CVP) Configuration and Administration Guide
CVP Deployment Options

ICM  VRU 2 SCIVRU
VRU
VRU
ICM VRU
e CVP 2.1
. CVP
. / VRU
IPCC
VRU CVP
CVP
1. CVP
[ICM Configuration Manager] > [Network VRU Explorer] Type 2 VRU

[ICM Configuration Manager] > [PG Explorer]  [Routing Client]
[Network Transfer Preferred]

[CVP AppAdmin] > [Call Definitions] > [Select Group 200] > [Add New DNIS]
DNIS

CallManager CVP
CVP G.711 WAN
CVP  CallManager

Cisco IPCC Enterprise Edition
8-8 0L-8743-01-J |
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3. CallManager CVP
CallManager Administration  [Device] > [Gateway] CvP IP
H.323 [Media Termination Point Required]
4. MTP CallManager
MTP
5.
ICM VRU
2
VRU
N
VRU Cisco ICM/IPCC Enterprise &
Hosted Editions
Outbound Option User Guide for Cisco ICM/IPCC Enterprise & IPCC Hosted Editions
Cisco IPCC Enterprise Edition
[ oL-8743-01-J .m



8 IPCC Enterprise Cisco CVP |

M IPCC Enterprise CVP

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |



CHAPTER

IPCC Enterprise Agent
Desktop Supervisor Desktop

IPCC Enterprise Cisco CTI OS Cisco Agent Desktop/Cisco IPCC Supervisor Desktop
IPCC

Enterprise

IPCC Enterprise

p.9-2
P.9-3
P.9-3
e CTIOS P.9-4
e CTI OS Desktop p.9-7
e  CAD Agent Desktop Supervisor Desktop P.9-8
. CTIOS P.9-10

CT I10S CAD
Cisco IPCC Enterprise Edition

CTI OS System Manager's Guide for Cisco ICM/IPCC Enterprise & Hosted Editions  CTI OS

Cisco Agent Desktop (CAD) Installation Guide
Cisco IPCC Enterprise Edition

Cisco IPCC Enterprise Edition
[ oL-8743-01-J .m
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IPCC Enterprise

Cisco Computer Telephony Integration CTI OS Cisco Agent/Supervisor Desktop CAD
CTI IPCC
IPCC
e CTIOS CTIOS CTI1 OS Agent Desktop IPCC Supervisor Desktop CTI OS Toolkit
Client Interface Library CIL CTI
e Cisco Agent/Supervisor Desktop Desktop Administrator Agent Desktop Supervisor
Desktop
CAD CTIOS
PG CTI CG
CTI IPCC CTI IPCC
CTI IPCC CTI
CTIOS CTIOS
CTI

CTIOS ICM CTI

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |
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IPCC Enterprise  CTI OS

Cisco CallManager

IP IVR CVvP

ICM

CTIOS
CTI 0S

2
* Media Termination
S
CT 10S System Managers Guide
IPCC Enterprise  CTI OS Agent/Supervisor Desktop

CTIOS

2. CTI OS Agent Desktop Supervisor Desktop
CAD Agent

Desktop Supervisor Desktop

3. CTIOS

Cisco IPCC Enterprise Edition
[ oL-8743-01-J .m
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Agent Desktop Supervisor Desktop |

W cTios

CTIOS

CTIOS
CTI OS

CTI OS Toolkit Agent Desktop Supervisor Desktop

Client Interface Library

ICM CTI OS

Cisco ICM CTI OS System Manager's Guide

e ODBC

e ODBC

e CTI OS Supervisor Desktop
e CTI OS Agent Desktop

e CTIOS

obBC

CT I0S
DSN

ODBC
1. ICM Logger

2.  Enterprise Manager

server name > Databases >

ODBC

DSN ODBC

> Microsoft SQL Server > Enterprise Manager

Microsoft SQL Server > SQL Server Group > Sprawler
ICM side A database > Users

3. Action > New Database User Database User Properties-
New User

4. Login name New SQL Server Login Properties-
New Login

5. General

6. SQL Server Authentication

7.

8. Default Database ICM side A Database

9. OK

10. Yes Database User Properties- New User

11. Login name

12. db_datareader

13. OK

14. SQL Server Enterprise Manager

[l Cisco IPCC Enterprise Edition

OL-8743-01-J |
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obBC

DSN
.dsn $\Program Files\Common
files\ODBC\Data Sources CTIOS
DSN

o

6 DSN CTI OS

Microsoft Windows 2000 DSN

1. ICM Logger > > > ODBC

DSN
DSN

SQL Server
DSN
CTIOS

DSN Logger
SQL Server IP

10.

11. SQL Server Authentication
ID

12,

13. Change the Default Database To
ICM side A database

14,
15. Test Data Source OK

16. OK

Cisco IPCC Enterprise Edition
[ oL-8743-01-J .m
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W cmos
CTI OS
CTIOS
1. CD  Server Setup.exe
2.  Software License Agreement Yes
3. Next

4. Destination Location
Browse Next

5. CTI Server Information CTI IP
Next

6.  Peripheral Identifier
Logical Name
Peripheral ID CTI ID
Peripheral Type  IPCC/SoftACD
Next

ODBC Connection C:\Program Files\Common
Files\ODBC\DataSources\ODBC file DSN SideA ODBC DSN
Next

9. CTIOS Peer CTI OS Server Duplex
CTI OS Install

10. Install
11. Setup Complete Finish

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |
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CTI OS Desktop

CTI OS Supervisor Desktop
CTI1 OS Supervisor Desktop

1. CTIOSCD Install > CTI OS Client
Software License Agreement Yes

Destination Location
Browse

4.  Select Components

CTI OS Supervisor Desktop Softphone
Silent Monitor

5. CTI OS Server Information CTIOS
42028

Next

Setup Complete

CTI OS Agent Desktop

IPCC CTI OS Agent Desktop
Supervisory Call

CTI1 OS Agent Desktop

1. CTIOSCD Install > CTI OS Client
Software License Agreement Yes

3. Destination Location
Browse

4. Select Components

CTI1 OS Agent Desktop Softphone
Silent Monitor
Media Termination Media Termination

5. CTI OS Server Information CTIOS
42028

Next

Setup Complete

Cisco IPCC Enterprise Edition

CTI OS Desktop

Setup.exe
OK
Next
IP
Next
Finish
Emergency Calls
Setup.exe
OK
Next
IP
Next

Finish

[ oL-8743-01-J
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W cap Agent Desktop Supervisor Desktop

CAD Agent Desktop Supervisor Desktop

Cisco Agent Desktop CAD

Cisco Agent Desktop
Cisco Agent Desktop
IPCC IPCC Web Administration Tool

CAD

/1P

/1P

NP

/1P
NP

VolP
/1P
/1P
/1P
/1P
/1P
CallManager
/1P
CallManager
/1P
/1P
/1P
/1P
CallManager

CallManager

IPCC SQL Logger

1D

Cisco IPCC Enterprise Edition
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Agent Desktop

Supervisor Desktop

CAD Agent Desktop

Supervisor Desktop

Side A
/1P
Side B
/1P
CallManager CTI
ID
Side A
/1P
Side B
/1P
IP IVR CTI
ID
Side A
/1P
Side B
/1P
CTIOS 1
ID
Side A
/1P
Side B
/1P
CTIOS 2
ID
Side A
/1P
Side B
/1P

Cisco IPCC Enterprise Edition
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[ | CTIOS

Cisco Agent Desktop

Cisco Agent Desktop Cisco Agent Desktop Installation Guide
CAD
1.
2. Desktop Administrator
3. Supervisor Desktop Agent Desktop
CAD Desktop Administrator CADCD CRS
Desktop Administrator CAD
Desktop Administrator
Supervisor Desktop Agent Desktop CAD Web
CTIOS Windows ICM
Windows
CTIOS
1. CTIOS ICM Service Control
2. CTIOS Service
3. Start ctidriver ctios server
4.

Cisco Agent Desktop (CAD) Installation Guide

Cisco IPCC Enterprise Edition
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e |PCC Enterprise pP.10-2
e |PCC Enterprise pP.10-3
P.10-3
e |PCC Enterprise P.10-4
P.10-4
ICM P.10-4
P.10-8
P.10-9
P.10-10
ECC P.10-11
ICM
P.10-12
ICM Cisco Web Collaboration Server P.10-12
ICM Cisco Media Blender P.10-13
ICM Cisco E-Mail Manager P.10-13

Cisco Collaboration Server Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

Cisco Media Blender Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

Dynamic Content Adapter Installation and Integration Guide for Cisco ICM/IPCC Enterprise & Hosted
Editions

Cisco E-Mail Manager Installation and Configuration Guide for Cisco ICM/IPCC Enterprise & Hosted
Editions

Cisco Collaboration Server Administration Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

[ oL-8743-01-J
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Cisco E-Mail Manager Administration Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

Cisco ICM Web Collaboration Option Administration
Cisco E-Mail Manager Option Administration

IPCC Enterprise

IPCC Cisco Collaboration Server Cisco Media Blender

Dynamic Content Adapter Cisco E-Mail Manager
Web IPCC

Cisco Collaboration Server

Cisco Collaboration Server CCS

Web
Web
Collaboration Server MR-PG ICM CallRouter
CallRouter
IPCC Enterprise ~ CCS Cisco Media Blender
Cisco Media Blender CMB Collaboration Server  IPCC

Collaboration Server

CMB
Server

Cisco Dynamic Content Adapter DCA CCs
DCA Collaboration Server
Web Web

Cisco E-Mail Manager

Cisco E-Mail Manager CEM
E-Mail Manager

E-Mail Manager
ICM CallRouter CallRouter

IPCC

Web

Collaboration

Web

MR-PG

[l Cisco IPCC Enterprise Edition

OL-8743-01-J |
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IPCC Enterprise

IPCC Enterprise

IPCC

See Also:

Cisco Collaboration Server Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

Cisco Media Blender Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

Dynamic Content Adapter Installation and Integration Guide for Cisco ICM/IPCC Enterprise & Hosted
Editions

Cisco E-Mail Manager Installation and Configuration Guide for Cisco ICM/IPCC Enterprise & Hosted
Editions

CallRouter Logger
AW HDS ICM

ICM MR PG

Cisco Collaboration Server
Dynamic Content Adapter Cisco Media
Blender

Cisco IPCC Enterprise Edition
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IPCC Enterprise

ICM
IPCC Enterprise

IPCC Enterprise

1.
2.
3.
4. ECC
5.
ICM
6. ICM Cisco Web Collaboration
Server
7. ICM Cisco Media Blender
8. ICM Cisco E-Mail Manager
N
Dynamic Content Adaptor ICM Cisco Collaboration
Server ICM DCA  Cisco Collaboration
Server Dynamic Content Adapter Installation and Integration Guide
for Cisco ICM/IPCC Enterprise & Hosted Editions
ICM
ICM
J P.10-5
J P.10-5
J P.10-6
J p.10-7
J p.10-7
J p.10-7
. P.10-8

Cisco IPCC Enterprise Edition
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Media Routing
Peripheral Gateway MR-PG;
MR-PG Web
ICM MR-PG PG
Peripheral Interface Manager PIM;
IPCC E-Mail Manager Web
PIM
ICM ICM
ICM ICM
ICM ICM
J ICM
IPCC Enterprise
VRU MR-PG VRU
IPCC Enterprise CallManager VRU PG MR-PG MR
PG 6 IPCC Enterprise Cisco ICM
A
ICM Web Web
Web
ICM Media Routing Domain MRD;
MRD
ICM MRD
ICM ICM
MRD MRD
ID
MRD ICM ICM
MRD MRD
ICM
ICM
Cisco IPCC Enterprise Edition
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o Web ACD
ICM ul
ICM
ICM
ICM
ICM ICM
Web

Collaboration Administration
Collaboration
Server

See Also:

Cisco Collaboration Server Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Cisco E-Mail Manager Installation and Configuration Guide for Cisco ICM/IPCC Enterprise & Hosted
Editions
Cisco E-Mail Manager Option Administration
Cisco ICM Web Collaboration Option Administration

Cisco IPCC Enterprise Edition
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IPCC 2
IPCC CallManager PG
CallManager PG PG
CallManager PG
ICM 1
Collaboration E-Mail ICM
3 Collaboration ICM 3
ICM
1D ICM

Collaboration Server

E-Mail Manager

ICM Collaboration E-Mail
Collaboration ID
Collaboration
E-Mail
E-Mail

Web Collaboration
E-Mail Manager MRD
MRD
CallRouter MRD
1 MRD

Cisco IPCC Enterprise Edition
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ICM MRD

ICM
ICM Web Collaboration Option

ICM E-Mail Manager Option

ICM ICM
ICM
1
1
ICM
ICM
CallRouter
IPCC Enterprise Media Routing Domain MRD;
A
MRD IPCC
MRD

Cisco IPCC Enterprise Edition
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MRD
1. ICM Tools > ListTools > Media Routing
Domain List
2. Retrieve Add Attributes
3.
Name MRD
Media Class
MR ID MRD
MRD
2 Collaboration 1 E-Mail 3
3
1. ICM Tools > List Tools > Application Instance
List Application Instance List
2. Retrieve Add Attributes
3.
Name

Application key ICM
Application type

Cisco_Email_Manager

Permission Level

Cisco IPCC Enterprise Edition

Cisco_Collaboration_Server

[ oL-8743-01-J



10 IPCC Enterprise |

M IPCC Enterprise

ICM
ICM Sun
Microsystems  Remote Method Invocation RMI;
RMI
ICM
ICM Collaboration
E-Mail Manager
ICM E-Mail Collaboration
RMI
ICM E-Mail
Application Connection Details ICM Integration Settings
S aj
FH T - |
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[ T—— | e il e
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i e B Al Ry Comgmy 1t ier
Collaboration ey
.. . . by Bow mwy [ ]
ICM Administration Connections TR L
oM Cadf il dr &% O e u: ::jll-lu-.ullnll:- P TR | st el -
) K i fcucan=
ICkA Dicirbubcr &b’ Feat rora ™ - vl crodecd e ¢ B iy L
o psnie e aws ke [ Ea R sbryasrd
S e i P T s Y e T
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Colabormicn mervar B regintng pars™: 1388
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Dicnbde maamstic comnsct o ICHM DEimbuter avs: B
ICM
2 Collaboration 1 E-Mail 3
1. ICM CMS Control
2.  Application
Add Application Connection Details

Cisco IPCC Enterprise Edition
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4. P.10-7
ICM Distributor AW link
Ul
ICM Distributor AW RMI registry port  ICM
RMI
N
SQL Server
2099
Application link  Collaboration E-Mail
Application RMI registry port  Collaboration E-Mail RMI
ICM Distributor AW RMI registry port
Application host name  Collaboration E-Mail IP
5. OK 2 Cms_Jserver
See Also:

Cisco Collaboration Server Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Cisco Media Blender Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Dynamic Content Adapter Installation and Integration Guide for Cisco ICM/IPCC Enterprise & Hosted

Editions

Cisco E-Mail Manager Installation and Configuration Guide for Cisco ICM/IPCC Enterprise & Hosted

Editions

ECC

Expanded Call Variable List
ECC

E-Mail

e user.cisco.Category
e user.cisco.MessageKey

e user.cisco.Priority

* user.cisco.cmb

e user.cisco.cmb.callclass

Cisco IPCC Enterprise Edition

ICM

ECC

Web
2 ECC

[ oL-8743-01-J
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ECC ICM Expanded
Call Variable List user.cisco.cmb 8 user.cisco.cmb.callclass
10
N
Collaboration
MRD MRD
ICM ECC
Cisco Collaboration

ECC

1. Miscellaneous Tools System Information Tool ECC

2. ICM Tools > List Tools > Expanded Call

Variable List

3. Retrieve Add

4. Add

5.

6. Save

See Also:
Cisco ICM

ICM
Collaboration E-Mail
See Also:
Cisco ICM/IPCC Enterprise & Hosted Editions /
ICM Cisco Web Collaboration Server
Collaboration
ICM
S
Cisco Dynamic Content Adapter ICM
DCA  Web Collaboration Option Cisco Dynamic Content

Adapter DCA

Cisco IPCC Enterprise Edition
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ICM Cisco Web Collaboration Server

1. Collaboration
2. Integrate with ICM
ICM CCs
ICM ICM

ICM

Media Blender Collaboration
Media Blender 2
<connection>.properties  collaboration.properties

ICM

CallManager PG PG Collaboration

Server PG

HTML

o o »w

Collaboration Server ICM

See Also:

Cisco Collaboration Server Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

Cisco Collaboration Server Administration Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

Cisco Collaboration Server Database Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Cisco Collaboratin Server

ICM Cisco Media Blender
ICM ICM Media Blender

1. ciscocti.properties
2.

See Also:

Cisco Media Blender Installation Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Cisco Media Blender Administration Guide for Cisco ICM/IPCC Enterprise & Hosted Editions

ICM Cisco E-Mail Manager
E-Mail
ICM
ICM Cisco E-Mail Manager
1. E-Mail Manager ICM

E-Mail Manager
ICM

Cisco IPCC Enterprise Edition
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ICM
P.10-7
E-Mail Manager RMI
ICM AW  RMI
ICM
ICM ICM
ICM
ICM
CallManager PG PG Collaboration Server
PG
ICM
ICM
7. E-Mail Manager ICM
See Also:

Cisco E-Mail Manager Installation and Configuration Guide for Cisco ICM/IPCC Enterprise & Hosted
Editions

Cisco E-Mail Manager Administration Guide for Cisco ICM/IPCC Enterprise & Hosted Editions
Cisco ICM E-Mail Manager: Administration

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |



CHAPTER 11

IPCC Enterprise

IPCC Enterprise
IPCC Enterprise Cisco IPCC Enterprise & Hosted Editions

. p.11-2
e [|PCC p.11-2

o p.11-3

o P.11-3

i P.11-5

e IVR P.11-6

. P.11-6

i P.11-8

Cisco IPCC Enterprise & Hosted Editions
ICM
Cisco ICM/IPCC Enterprise & Hosted Editions /

Cisco IPCC Enterprise Edition
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IPCC Enterprise

IPCC Enterprise
IPCC

ICM ICM

CallManager
ICM ICM

e |PCCPG

e |PCCPG

IP IVR CVP

IPCC

IPCC

IPCC Enterprise

IVR

AN A
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e CallManager PG
e CallManager PIM

CallManager PG
CallManager PG

1. ICM
2.  Retrieve
3. PG CallManager PIM

a. Distribution

b. Enable Agent Reporting

c. Save
CallManager PIM
ICM Router Logger
1. ICM
2.  Retrieve
3. PG CallManager PIM
Distribution
b. New

c. Distributor Site Name

d. Enabled

e. Save

IPCC Enterprise

Cisco IPCC Enterprise Edition

IPCC Enterprise

ICM

Tools > Explorer Tools > PG Explorer

Agent Event Detail

Agent Distribution

Tools > Explorer Tools > PG Explorer

ICM Router Logger

AW

IVR
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o 20
o -1
o Default

IPCC Enterprise

1. ICM Tools > Miscellaneous Tools > System
Information

Service Level Threshold
Service Level Type

Save

1. ICM Tools > ListTools > Call Type List

Retrieve

Service Level Threshold

Service Level Type

o o 0D

Save

1. ICM Tools > Explorer Tools > Service Explorer

Retrieve

Service Level Threshold

Service Level Type

N o o eb

Save

Cisco IPCC Enterprise Edition
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0 8 60
1
1
IPCC 1
8 30 60 90 120 180 300 600 1,200
1. ICM Tools > List Tools > Bucket Intervals List
2. Retrieve
3. Add
4. Add Name
5.  Upper Bounds 9
6. Save

IPCC Enterprise

1. ICM Tools > Miscellaneous Tools > System
Information

Bucket Intervals

Save

1. ICM Tools > ListTools > Call Type List

Retrieve

Bucket Intervals

a 0N

Save

Cisco IPCC Enterprise Edition
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IVR
LAA IVR
IVR
IVR PG
A
CVP IP IVR  IPCC Enterprise
1. ICM Tools > Explorer Tools > PG Explorer
2. Retrieve
3. IPIVR
4. Configuration Parameter /ASSUME_ANSWERED
5. Save
A
. 20
. -1
. Default
. 15
. 5
. 0

Cisco IPCC Enterprise Edition
m. OL-8743-01-J |



| 11 IPCC Enterprise

o R~ » DN

o > e Dbd

ICM

System Information
Abandoned Call Wait Time

Save

ICM

Retrieve
PG

PG

PG

Peripheral
Abandoned Call Wait Time

Save

ICM

Retrieve
PG

PG

PG

Advanced

Answered Short Calls Threshold

Save

PG

Cisco IPCC Enterprise Edition

IPCC Enterprise

Tools > Miscellaneous Tools >

Tools > Explorer Tools > PG Explorer

Tools > Explorer Tools > PG Explorer

P.11-4
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IPCC Enterprise

IPCC
MRD

Hosted Editions

Enterprise Edition

Cisco IPCC Enterprise &

IP Contact Center
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e IPCC Enterprise P.A-3
e IPCC Enterprise P.A-7

e IPCC Enterprise P.A-12
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IPCC
1. Cisco CallManager IP IVR Media 0s
Convergence Server IPCC Hardware Bill of Materials
CVP IP IVR
Cisco IP Contact Center Enterprise Edition
SRND
2. ICM PG CVP CT I0S 0s
Hardware Bill of Materials
Cisco IP Contact Center Enterprise Edition
SRND
3. IP Phone IP Phone IP IP Phone Cisco CallManager
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