Evidencni cislo smlouvy CNB: 92-196-19

Smlouva

o dod4ni a implementaci automatického hlasového systému

uzaviena podle § 1746 odst. 2 a § 2358 a nasl. zikona &. 89/2012 Sb., ob&ansky zakonik, ve
znéni pozdeéjfich pfedpisa (dale jen ,,ob&ansky zakonik*),

mezi;
Ceskou narodni bankou
Na Ptikopé 28
11503 Praha |
zastoupenou: Ing. Milanem Zimsakem, feditelem sekce informatiky
a

Ing. Zderikem Viriusem, feditelem sekce sprivni
1CO: 48136450
DIC: CZ48136450

(dale jen ,,objednatel*)
a

T-Mobile Czech Republic a.s.

TomiCkova 2144/1, 148 00 Praha 4

Zastoupenou: Ing. Petrem Malimankem - Business & Public Sales Director, na zakladé
povéreni, uvedencho v piiloze &. 5 této smiouvy
a
Ing. Petrem Zatkem - ManaZerem prodeje segmentu bankovnictvi a financi, na
zakladé povéfeni, uvedeného v pfiloze &. 5 této smlouvy

& udtu: 19-2271190247/0100

IC: 64949681

DIC: CZ64949681

(déle jen , poskytovatel*)

Clanek I
Predmét smlouvy

1. Pfedmétem plnéni je instalace sofiware a poskytnuti licenci pro provoz a obsluhu
automatického hlasového systému (déle jen ,,IVR®), vie dle specifikace uvedené v piiloze
¢. 1 této smlouvy s tim, Ze IVR musi spliiovat viechny funkéni poZadavky dle piilohy &. 2
této smlouvy.

. Pfedméiem plnéni je dile povinnost poskytovatele zajistit poskytovani podpory software
vyrobcem tohoto software, a to v plném rozsahu poskytovaném vyrobcem software, ktery
musi zahmovat poskytovédni aktualizaci (upgrade, patch), oprav chyb instalovaného
software (fix) nebo oprav nastaveni.
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3. V ramci instalace software podle této smlouvy se poskytovatel zavazuje rovnéZ integrovat
IVR na mist® plnéni samém do prostfedi objednatele, v&. virtulniho prostied
objednatele, popsaneho v pfiloze €. 2 této smlouvy.

4. Soucasti pln&ni podle odstavce 1 je Zkoleni dvou administratori objednatele v rozsahu
8 hodin pro kazdého na praci s editorem skriptii, administraci, reporting a feseni gastych
problémi a predani uZivatelské a administratorské dokumentace v teském nebo
anglickém jazyce. Software musi byt poskytnut v aktuélni verzi a musi byt plné funkéni
vzhledem k poskytnutym systémovym prostfedkiim podle pfilohy €. 2 této smlouvy.

5. Po celou dobu trvani smlouvy musi byt poskytovatel certifikovanym partnerem vyrobce
software, k némuz jsou poskytovany licence podle odst. 1, neni-li sam poskytovatel
v konkrétnim piipadé vyrobcem software nebo osobou takovym vyrobcem ovladanou ve
smyslu § 74 zakona &. 90/2012 Sb., o obchodnich spolednostech a druZstvech (zékon o
obchodnich korporacich), ve znéni pozd&sich predpisu, za piedpokladu Ze osoha
ovladana méa pfedmét podnikéni odpovidajici pfedmétu plnéni dle této smiouvy.

6. Objednatel se zavazuje za poskytnuta plnéni hradit ceny dle €l. IV této smlouvy.

Clének I
Lhiita, misto a piedani plnéni

1. Poskytovatel se zavaznje do 10 pracovnich dni ode dne uinnosti smlouvy piedat
funkéni IVR. Po piedani IVR, dokumentace software a provedeni zaSkoleni
administratori bude sepsan preddvaci protokol, ktery podepii povéfené osoby smluvnich
stran.

2. Mistem plnéni je budova ustiedi CNB na adrese Na Prikopé 28, 115 03 Praha 1.

Clinek 111
Povérené osoby smluvnich stran

1. Povéfenymi osobami smluvnich stran jsou:

za objednatele:
Ing. Filip Burget, tel. &.: 224 413 999, e-mail: filip.burget{@cnb.cz;
Ing. Luk4s Brus, tel. &.: 224 412 565, e-mail: lukas.brus(@cnb.cz;
za poskytovatele:
Ing. Lukas Marhoul, tel.: 724 095 710 e-mail: lukas.marhoul{@t-mobile.cz;

Ing. Martin Supka, tel.: 777 208 638 e-mail: martin.supka@;-mobile.cz.

2.V piipadé zmény v osob& nebo udajich uvedenych v odst. 1 tohoto ¢lanku jsou smiuvni
strany povinny nahldsit zménu nasledujici pracovni den po provedeni zmeny
na e-mailové adresy povéfenych osob druhé smluvni strany. Zména osob je u¢inna dnem
jejiho oznameni druhé smluvni strang, a to bez povinnosti uzavirat dodatek k této
smlouve.
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Clanek IV
Cena pinéni a platebni podminky

Ceny za plnéni dle této smlouvy jsou uvedeny v piiloze ¢. 3 této smiouvy — Cenova
tabulka.

Poskytovatel je opravnén vystavit dafiovy doklad na dhradu ceny IVR nejdiive v den
podpisu predavaciho protokolu podle ¢&l. 1T odst. 1.

Cena za zajist’'ovani podpory podle €l. I odst. 2 bude hrazena ro¢n& pfedem. Prvni datiovy
doklad je poskytovatel opravnén vystavit nejdfive v den podpisu ptedavaciho protokolu
podle &l. II odst. 1 a kaZdy nasledujici rok pak na zaklad® dafiového dokladu, ktery je
poskytovatel opravnén vystavit nejdiive vden ro€niho vyroéi podpisu piedavaciho
protokolu.

K cenam podle této smlouvy bude pfipottena dait z pfidané hodnoty v sazbé platné k datu
uskuteénéni zdanitelného plnéni. Ceny zahrnuji veskeré naklady poskytovatele spojené
s plnénim podie této smlouvy.

Doklad k uhradé (fakturu) zasle poskytovatel elektronicky jako piilohu e-mailové zpravy
na adresu faktury@cnb.cz ve formatu ISDOC. Pokud neni moZné vytvoiit doklad
ve formatu ISDOC, je moZné zasilat jej ve formatu PDF. V jedné e-mailové zpravé smi
byt pouze jeden doklad k tthradé. Mimo viastni doklad k dhradé mutZe byt pfilohou e-
mailové zpravy jedna aZ sedm piiloh k dokladu ve formatech PDF, DOC, DOCX, XLS,
XLSX. Prijaty budou i doklady k dhradé vjiném formatu, ktery bude v souladu
s evropskym standardem elektronické faktury. Nebude-li moZné zaslat doklad k uhradé
elektronicky, zale jej poskytovatel v analogové formé na adresu:

Ceska narodni banka
sekce rozpodtu a idetnictvi
odbor U¢etnictvi

Na Prikopé 28

115 03 Praha 1

Doklad k uhradé bude obsahovat udaje podle § 435 obanského zakoniku a bankovni
udet, na ktery ma byt placeno a ktery je uveden v zdhlavi této smlouvy nebo ktery byl
pozdéji aktualizovan poskytovatelem (dale jen ,,uréeny ucet”). Datiovy doklad bude nadto
obsahovat naleZitosti stanovené v zékoné¢ o dani z pfidané hodnoty. Nezbytnou naleZitosti
kazdého dokladu je také ¢&islo této smiouvy (ve formatu ISDOC v poli ID ve skupiné
Contract References). Pokud doklad bude postradat n&€kterou ze stanovenych naleZitosti
nebo bude obsahovat chybné Gdaje, je objednatel opravnén jej vratit poskytovateli, a to az
do lhuty splatnosti. Nova lhiita splatnosti zadina béZet dnem doruceni bezvadného
dokladu.

V ptipadé, Ze bude v dokladu k tbradé uveden jiny neZ urfeny ucet, je povéfeny
pracovnik poskytovatele povinen na zéklad¢ vyzvy objednatele sdélit na e-mailovou
adresu, ze které byla vyzva odeslina, zda ma byt zaplaceno na bankovni uéet uvedeny
v dokladu, nebo na ureny Géet. V tomto piipadé se doklad k dhrad& nevraci s tim, Ze
lhita splatnosti zatind béZet az dnem doruceni sdéleni poskytovatele podle pfedchozi
vEty.

Splatnost dokladu k Ghrade je 14 dnfi od dorufeni objednateli. Povinnost zaplatit je
splnéna odepsanim piislu$né ¢astky z uctu objednatele ve prospéch uétu poskytovatele.
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Smluvni strany se ve smyslu ustanoveni § 1991 obtanského zékoniku dohodly, Ze je
objednatel opravnén zapo&ist jakoukoli svou penéZitou pohledavku za poskytovatelem, at’
splatnou & nesplatnou, oproti jakékoli penéZité pohleddvce poskytovatele
za objednatelem, at’ splatné ¢i nesplatné.

Clanek V
Licenéni ujednani

Poskytovatel poskytuje objednateli nevyhradni, asové a teritoridlné neomezene
opravnéni k vykonu prava uZivat software poskytnuty podle této smlouvy (licence) a
k jeho aktualizacim. Licence jsou poskytnuty okamikem podpisu pfedavaciho protokolu
podle &L II odst. 1 této smlouvy nebo poskytnutim aktualizace.

Objednatel neni povinen licence vyuZit ani z&asti.

Poskytovatel prohlasuje, Ze je pravo dle odstavce 1 tohoto &lanku opravnén poskytnout
a Je naném nevaznou adna prava tfetich osob, ktera by poskytnuti branila, jinak
odpovida za $kodu tim zpisobenou.

Clanek VI
Smluvni pokuty, urok z prodleni

.V pipadé prodleni poskytovatele ve lhuté pro podle &l. I odst. 1, je objednatel opravnén
fiétovat poskytovateli smluvni pokutu ve vy3i 500 K& za kaZdy pracovni den prodleni.

. Nezajisti-li poskytovatel objednateli podporu podle ¢l I odst. 2, je objednatel opravnén
wittovat poskytovateli smluvni pokutu ve vysi 200 K¢ za kazdy den, po ktery neni podpora
zajisténa.

. 'V ptipadé prodleni objednatele s thradou dafiového dokladu je poskytovatel opravnén
pozadovat Girok z prodleni podle nafizeni vlady €. 351/2013 Sb.

. Smluvni pokuta a urok z prodleni jsou splatné do 14 dnii od doruceni platebniho dokladu
povinné smluvni strané. Povinnost zaplatit je splnéna odepsanim prislusné dastky z uctu
povinného ve prospéch G&tu opravnéného.

. Smluvai pokutou neni dotéeno prave na nihradu Skody v plné vysi.

Clének VII
Trvani smlouvy, ukonfeni smlouvy, odstoupeni od smlouvy

Tato smlouva se v pkpadé podpory podle & I odst. 2 uzavird na dobu neuritou
s vypovédni dobou 6 mésicii, smlouva viak neskonéi pfed uplynuti obdobi, na které byla
jiZ cena podpory podle 2 hrazena.

V piipadé, %e néktera ze smluvnich stran podstatnym zpisobem porusi smluvni povinnost
vyplyvajici pro ni z této smilouvy, je druhd smluvni strana opravnéna od smlouvy
odstoupit.

Odstoupeni od smlouvy je t&inné dorutenim pisemného oznimeni o odstoupeni druh¢
smluvni strang.

Za podstatné porudeni smluvni povinnosti se zejména povaZuje:
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a) ze strany poskytovatele:

— prodleni ve [hiit& podle €l. 1T odst. 1 del3i nez 30 pracovnich dni;
b) ze strany cbjednatele:
— prodleni s ithradou dafiového dokladu del3i neZ 30 dni.

5. Odstoupenim od smlouvy nezanika narok smluvnich stran na smluvni pokuty dle &l. VI,
ani narok na nahradu $kody.

Clanek VIII
Dal§i ujednani

1. Poskytovatel se zavazuje zajistit, Ze jeho pracovnici, jakoZ i jiné osoby, které se budou
podilet na pln&ni dle této smlouvy, zachovaji micenlivost o viech skute¢nostech, se
kterymi se po dobu pinéni smlouvy seznami a které nejsou vefejné dostupn€. Uvadéni
plnéni dle této smlouvy poskytovatelem jako referenéni zakazky timto neni doteno,
vyjma pfipadu, Ze by objednatel od této smlouvy odstoupil.

2. Zavazek mléenlivosti trva i po skonéeni pinéni podle této smlouvy.

3. Poskytovatel se =zavazuje vplném rozsahu dodriovat bezpe€nosini poZadavky
objednatele, které jsou uvedeny v pfiloze €. 4 této smlouvy.

4. Pouzije-li poskytovatel pfi své &innosti poddodavatele, nahradi $kodu jim zpiisobenou
stejné&, jako by ji zptisobil sam.

Clinek IX
Uveiejnéni smlouvy a skutecné uhrazené ceny

1. Poskytovatel si je védom zakonné povinnosti objednatele uvefejnit na svém profilu tuto
smlouvu v&etné viech jejich ptipadnych zmén a dodatkd, a vysi skutetné uhrazené ceny
za plnéni této smlouvy.

2. Profilem objednatele je elektronicky nastroj, prostfednictvim kterého objednatel, jako
vefejny zadavatel dle zakona &. 134/2016 Sb., o zadavani vefejnych zakazek, ve znéni
pozd&jsich predpisit (déle jen ,zakon“), uvefejiiuje informace a dokumenty ke svym
vefejnym zakazkam zpusobem, ktery umoZiluje neomezeny a piimy dalkovy pfistup,
pFi¢emZ profilem objednatele v dob& uzavieni této smlouvy je https://ezak.cnb.cz/.

Povinnost uvetejiiovani dle tohoto &lanku je objednateli uloZena § 219 zakona.

4, Uvetejnéni bude provedeno dle zdkona a piisluného provadéciho pfedpisu k zékonu.

Clének X
Zavéredna ustanoveni

1. Smlouva nabyva platnosti a u¢innosti dnem jejiho podpisu posledni ze smluvnich stran.

2. Veskera komunikace pii plnéni této smlouvy bude probihat v ¢&eském jazyce,
nedohodnou-li se povéfené osoby smluvnich stran jinak.

3. Smlouva miize byt ménéna a dopliiovana pouze formou pisemnych vzestupng
¢islovanych dodatkd podepsanych opravnénymi zastupci obou smluvnich stran, neni-li ve

smlouvé stanoveno jinak.
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4. Zavazkovy vztah zaloZeny touto smlouvou se fidi eskym pravnim fadem, zejména
ob&anskym zakonikem a ddle rovn&Z pfisiusnymi ustanovenimi zikona €. 121/2000 Sb.,
o pravu autorském, o pravech souvisejicich s pravem autorskym a o zm&né nkterych
zakontl (autorsky zakon), ve znéni pozdgjich predpisi.

5. Smlouva je vyhotovena ve &tyfech vyhotovenich s platnosti origindlu, z nichZ objednatel
obdrzi dvé& a poskytovatel dvé vyhotoveni.

Prilohy: &. 1 - Technick specifikace IVR
&. 2 — Funkéni poZadavky a popis stavajiciho stavu objednatele
&. 3 — Cenova tabulka
&. 4 — Bezpegnostni pozadavky CNB

&. 5 — Povéreni

-§-12-1 e 1)-
ng v FRAZE dne: 'HT{ 21

V Praze dne: ......

Za objednatele:

Ing’ Milan Zirnsak
fedifel sekce informatiky

. Ing. Petr Zatek
feditel sekce spravni ManaZer prodeje segmentu
bankovnictvi a financi

[0



be})e

Evidencni éislo smiowvy CNB: 92-196-19

Priloha é. 1

Technicka specifikace IVR

Pro naplnéni poZadavki objednatele, bylo navrZeno fefeni CCX 12.0 bundle, které zahruje
s 20-ti IVR porty i 10 Premium agent licenci, které je moZné vyuZit pro nasazeni mensiho
kontaktni centra (vyuZiti funkcionalit kontaktntho centra véetné pinohodnotné fronty a CCX
reporti).

CCX 12.0 SW bude instalovany ve virtualnim prostfedi objednatele. Soucasti nabidky je take
podpora vyrobee Cisco (SWSS). CCX 12.0 je kompatibilni s UCM 11.5 (viz. Unified CCX
Software Compatibility Matrix).

Soudasti nabidky je nasledujici konfigurace:

Popis Poclet
CCX-12-SYS-K9 CCX 12.0 System 1
CCX-12-LIC-K9 CCX 12.0 New Licenses 1
CCX-12-N-P-LIC CCX 12.0 PRE Seat Qty | LICENSE ONLY 10
CON-ECMU-CCNX12LN SWSS UPGRADES CCX 12.0 PRE Seat Qty 1 10
LICENSE ONLY
CCX-12-P-SVR-LIC CCX 12.0 NEW PRE Server License 1
CCX-12-PAK CCX 12 autoexpanded PAK 1
CCX-CUIC-PREM License for Cisco Unified Intelligence Center 1
Premium
CON-ECMU-CCX12L91 SWSS UPGRADES CCX 12.0 New Licenses 1
CCX-12-SYS-K9 CCX 12.0 System 1
CCX-12-MED-K9 CCX 12.0 Media 1
CCX-12MEDIAKIT-K9 Qty 1 CCX Media Kit - NO LICENSES 1

Nabizené fedeni je piné v souladu s poZadavky objednatele popsané v Piloze ¢.2 — Funkéni
poZadavky a popis stavajiciho stavu objednatele. Déle je ke kazdému bodu potvrzeno, Ze
nabizené fedeni dany funkéni poZadavek spliinje.

Funkéni poZadavky objednatele
¢ JVR musi umoZiiovat nepietrZity provoz,
o musi obsahovat nistroj (samostatny software na bazi editoru skripta) pro tvorbu a
editaci n€kolika-uroviiovych stromil automatizovanych ohlasii s minimainé deviti
mozZnostmi ohlast na kazdé trovni a v kaZdé nabidce,

o nastroj (editor skripti) musi mit pln& grafické prostiedi, které k ovladani viech &asti
nevyzaduje znalost programovaciho jazyka, oviadani musi byt intuitivni,

o editor skriptti musi obsahovat validtor a debugging skriptu s popisem a umisténim
piipadné chyby ve skriptu,

e IVR strom musi umoZnit pfimé pfepojeni na pfedem definované telefonni linky,

o strom musi mit moZnost nastaveni na zakladé podminek (napf. dle Casu &i data),
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o frontové ohlasy maji mit moznost ozndmeni poctu volajicich ve fronté,

e v provozu musi IVR strom umozZnit vstup do systému az pro 20 volajicich v jednom
okamZiku,

o systém musi pracovat s automatizovanymi ohlasy typu wav, ktere budou dodény
objednatelem,

e ohlasy bude moZné prehrat opakované,

e IVR musi obsahovat monitoring poruch a chyb systému,

o musi obsahovat reporting statistickych vystuptl (graficky i textové) obsahujicich poCet
volajicich, délku trvani hovoru a piipadné informaci volbach zvolenych volajicimi ve

stromu,

e musi byt pln& kompatibilni s vnitinim prostfedim objednatele (IP telefonii znaCky
Cisco) popsanym v bodu 2,

e IVR musi byt do Cisco Unified Communications Manager napojen pies rozhrani CTI,

» pro budouci rozvoj je poZadovéana kompatibilita IVR s virtudlnim prostfedim VMware
ve verzi 6.7.

Cisco Unified Contact Center Express 12.0(1) Data Sheet
hitps://www.cisco.com/c/en/us/products/collateral/customer-collaboration/unified-
contactcenter-express/datasheet-c78-741746.html

Instalaéni privodce (Getting Started) pro IP IVR 12.0
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/crs/expre
ss 12 Ofinstall/guide/uccx_b_getting-started-ip-ivr-120.html

Unified CCX Software Compatibility Matrix pro 12.0 (1)
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/crs/expre
ss_compatibility/matrix/uccxcompat12_0_1.html

Cena za instalaci a konfiguraci dodavaného SW, ktera je uvedena v cenové tabulce, odpovida
pozadavkiim objednatele (funk&nimu rozsahu), které jsou specifikované v Piiloze £.2 -
Funkéni pozadavky a popis stavajiciho stavu objednatele.
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Product overview

The Cisco” Unified Contact Center Express (CCX) product line helps businesses and organizations deliver
a connected digital experience, enabling you to provide contextual, continuous, and capability-rich
journeys for your customers, across time and channels. This easy-to-deploy and easy-to-use solution
supports up to 400 agents and is designed for midmarket coinpanies or enterprise branch offices. Secure
and highly available, it supports powerful agent-based services and fully integrated self-service
applications, including Automatic Call Distributor (ACD), Interactive Voice Response (IVR), Computer
Telephony Integration (CT), and digital channels including email and chat.

Cisco Unified CCX helps deliver each of your contacts to the right agent the first time. It enables this
accuracy with sophisticated business rules for inbound and outbound voice, email, web chat, and
customer interaction management. Cisco Unified CCX also offers numerous agent and desktop services
and can scale to [arger, more demanding environments.

You can choose from two Cisco Unified CCX packages, Enhanced and Premium, to better match sofution
functions with your customer contact interaction management requirements. The Cisco Unified CCX
solution is tightly integrated with Cisco Unified Communications Manager, Cisco Business Edition 6000
(BEB0DO), and Cisco Business Edition 7000 (BE7000).

Table 1 lists the features and benefits of Cisco Unified Contact Center Express 12.0(1)

Table 1. Cisco Unified Contact Center Express features and benefits

Feature Benefits

Agent capabilities and benefits

hitos:/www.cisco.com/c/en/usiproducts/collateral/customer-collaborationfunified-contact-center-express/datasheet-c78-741746.htmt 19
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Cisto Unifiad Contact Center Express - Cisce Unified Conlact Center Express 12.0(1) Bata Sheetl - Cisco

Cisco Finesse desktop is a next-generation agent and supervisor desktop for
Cisco Customer Journey solutions embedded with Cisco Contact Center
Express.,

It providies easy access to the applications and information required by your
customer service organization through a customizable web-hased interface.

Cisco Finesse desklop, which has a refreshed user experience in 12.0, offers
an intuitive, easy-to-use desktop design to help improve the performance
and satisfaction of customer care representatives, enabling qualily customer
sarvice.

The embedded Cisco Finesse desktop supports inbound and outbound
contact center functions. Core features include:

« Customizable agent and supervisor desktop layout
Blended agents: inbound and outbound ¢apability
Call control
« Customizable logo and heading
Muitisession wel chat
Email
Live data reporling gadgets
Phonehook
E.164 support
Pop-over to view selective call-relevant information prior to answering a call
Agent call history and state history gadgets
Selection of multiple wrap-up reasons for voice, email, and chat channels

Context Scrvice is a cloud-based omnichannel service that provides storage,
tagging, and management of the data from interactions between businesses

or organizations and their customers.

The context and history that the service provides helps customer care agents
hetter understand and respond to customer needs.

Mare information about Context Service is available at
https://cisco.com/go/contextservice.

This feature provides flexihility for agents to use their Public-Switched-
Telephone-Network (PSTN) phone devices ta accept, transfer, conference,
and disconnect calls, while Cisco Unified CCX manages the ayent
interactions.

Home agents use the Cisco Unified Communications Manager infrastructure
with extend and conneat functions along with a Jabber — client in extend
made to sct their own remote device

Cisco Finesse Desktop

.

The ready-to-use Cisco Finesse Desktop Call Contrul gadget provides
screen pop information with complete customer information.
Access 10 Customer-Relationship~Management (CRM) information is
achieved by:
Creating gadgets in house or through a third-party developer, ta ™ pop’
information from CRM databases
Using HTTP workflows to " pop” any web-based CRM solution such as
Salesforce.com into a gadget on the agent desktop.

https:I.'www.cisco.comlcien!usfproduclslcol!aterarfcuﬁtomer-collahnratiunluniﬁed~conlact—cenler-express!datasheet-cTB-M17-16.html
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Interactive » This feature provides an integrated, ready-to~use IVR =ofulion including an
IVR gueue point, custom call treatment, arbitrarily deep voice menus, custom
voice prompts, and the ability lo process customer phone-keypad presses
response and through Dual-Tone Multifrequency {DTMF) processing Lo make routing
decisions or to present a screen pop to the agent. Advanced IVR ports
available with Unified CCX Premium licenses, enable database integration.

« Adding advanced self-service technologies such as Autoematic Speech
Recognition (ASR), Text To Speech (TTS), and VoiceXML is supported.

voice

self-service

Desktop chat « The Desktop Chat feature, which is avaitable via a gadget within Finesse,
enables agenis to chat with other agents, supervisors as well as experts
outside the contact center.

Management capabilities and benefits

Supervisor » Advanced Supervisor Capabilities allow supervisors 10 manage queues,
business hours, prampts and outbound campaigns enahling them to optimize
contact center efficiency.

The ability to moenitor critical perfarmance metrics allows managers lo coach,
train, and encourage agent behavior so that agents can consistently perform
their job functions and process calls efficiently.

The ability to chat with individual members or the entire team using desktop
chat allows supervisors to coach agents, resolve problems, and instantly
communicate business changes.

Supervisors can send broadcast messages to their teams using the Team
Messages feature.

Supervisors can view active call details of an agent call in progress.

Supervisers can silently monitor inbound and outbound cails to listen for
coaching opportunities.

They can interrupt an agent's call using Barge In to interact with both the
caller and the agent to help

resolve a concern.

Supervisors can remove ah agent from a call using the Intercept feature, so
the supervisor and caller can complete the call on their own while the agent
handies another customer request.

Supervisors can change an agent's state from their desktops in a situation
where agents may torget to make themselves available to take calls after a
break, ur neglect to log out when they are away from their workstations for
an extended period.

Supervisors can iog out missing agents or make unintentionally idle agents
ready to lake calls. They can change an agent's skill profile in real time, so
they can managea their agent teams and support contact center management
objectives.

Calis can be recorded using Workforce Optimization recording solutions, and
supervisars can play back conversations using gadgets available on their
deskiop,

features

hitps://www.cisco.com/clenfus/products/collatsral/customer-collaborationfunified-contact-center-express/datasheet-c78-74 1746.html
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. The Cisco Finesse desktop web administration allows easy configuration of \»55 N
complex screen pop actions using the Cisco Finesse HTTP and REST APis. W

. Administrators can easily set up workflows for voice and digital channels in ¢

Cisco Finesse using the logic-based, intuitive interface to provide improved
soervice and reduce handle times. Cisco Finesse workflows can trigger two
actions: REST AP calls and browser-based screen pops.

. Any system that supports REST APIs or has applications that work ina
standard web brawser will work with the Cisco Finesse desktop,

« Web-based administration provides a run-anywhere, enterprise-wide point
of control for single- or multisite contact centers.

. Cisco Unified CCX transparently integrates information from Cisco Unified
Communications Manager and integrates with the Cisco Unified
Communinations Manager web-based administration 1o provide cross access
and a comman interface.

. Administration for the Cisco Finesse deskiop is also integrated into the Cisco
Unified CCX administration.

. Administration allows a wide range of real-time reporting statistics across all
activity within the contact center, regardless of agent or supervisor focation
and for all calls in process.

. Cisco Unified CCX offers @ service-creation and scripting environment for
mapping business rules to call-flow behavior and call treatments.

. A visual editor environment provides a simple, drag-and-drop, easy-to-
understand interface for building powerful, custom, business-communication
applications.

. Manage personnel efficiently to deliver consistent customer service that
matches your business goals with workforce management.

. Align compliance and quality goals with call recording and quality
management.

. Cisco Finesse Search and Play Gadget alfow agents to play interactions and
earn gamification badges for quality and adherence. it gives supervisors
visibitity to agent badges earned, allowing them to apply the right peer
coaching at the right time for the right agents.

. This feature is available with Cisco Unified CCX Enhanced and Premium
versions.

httpS'IMw.ciscn.comlcienlusfproductslcollatarallcuslomef-colFaborat!on!unifiad-conlacI-center-exprassldalasheabc?&-ﬂ174B.html 444
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Advanced . This feature provides planning enhancements to allow supervisors (o create
worlkforce hiring plans based on staffing needs, time to hirg, and attrition.

« Capacity plans produce reports to identify resource needs over an
management

established timeframe.

. Budgetary plans establish basic budgetary estimates over a defined
timeframe.

+ Dynamic scheduling aligns the agent’s scheduling desires with the staffiny
neads of the business.

» These strategic planning tools are easy to use and administer, and they allow
schedulers to remain in control and ensure optimal stafing tevels,

. For compiete details regarding Cisco Unified Workforce Optimization, please

refer to the data sheet at;
https://www.cisco.com/en/US/products/ps8293/products_data_sheets_|list.
htmil. .

Multichannel options

Email « Email enables contact cemers to queue and route email messages to skilled
agents, helping halance emait and call-handling activities. Agent emait is
available with Exchange, Office 365, and Gmail,

Integrated inio the a%ent cleshtop, the email feature requires integration with
a Cisco SocialMiner — server.

Wel chat provides muitisession chat capabilities for managing customer
interactions through

company websites,

Integrated into the agent desktop, web chat requires integration with a Cisco
SocialMiner server.

You can blend voice and chat operations with the ability to allocate or not
allocate chat contacts white an agent is on a voice call, and conversely for
improved resource usage.

Group chat enables an agent to bring in an expert from another queue into
the chat and optionally transfer

the chat.

New chat bubble that enables belter experiences and easier administration
to push changes to the

business website.

Customers can originate chats with the business using Facebook Messenger,
which can be handled by the agent on their familiar Cisco Finesse Chat and
Email gadyet.

Post-chat surveys and reporting; download of chat transcripr in HTML format

Web chat

.

»

This feature offers direct preview, progressive, and predictive outbound

dialing with Cisco Finesse desktop, as well as outbound VR capabilities.

. It can help you build campaigns to use preview dialing that is integrated with
inbound calls to provide a biended inbound/outbound solution.

« It enables agents to serve both inbound calls and outbound campaign tasks

when the inbound queue is empty, allowing for the most efficient use of

Outhound

dialing

hitps:/fwww.cisca,com/clenfus/products/coliateral/customer-collaboration/unified-contact-center-express/datasheet-c78-741746.html
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Produc! functions and system capabilities

Routing . These capabililies offer call-routing behaviors hased on conditional events,
such as time of day, day of week, or holiday routing, as well as the ability to
specify service levels, move contacts between agent groups, and reprioritize
contacts in the queue kased on your business rules.

These capabilities facilitate ¢categorization and prioritization of customer
contacts in a way that best meets your business requirements.

A wide range of routing logic that can accurately target and selectively route
different classes of contacts, or even single out individual contacts for
customized, prioritized routing treatment, is supported.

These capabilities help ensure that each contact is routed Lo the right agent
at the right location the first time to maximize resolution on the first call.

capabilities

-«

Next-generation reporting provides historical, Live Data, and dashboards
with flexible presentation options using Cisco Unified Intelligence Center.
Existing out-of-the-box reports allow you to view historicat and Live Data
reports, or view custom reports based on the information you want to track.
n addition, the ability to report en service levels, thresholds, alerts, and
short- and long-term views allows supervisors 10 create even more
camprehensive reporis.

Off-box Cisco Unified Intelligence Center can accommodate multiple data
soitrces and altows creation of custom reports, providing greater flexibility.

Next-

generation

reporting

This feature allows you to take full advantage of industry-standard hardware
platforms to enahle the benefits of many software functions at a modest
hardware cost.

. The open architecture of the system, which inciudes an Open Database
Connectivity (ODBC}-compliant database as well as Java interfaces for CTi
applications, can integrate with existing contact center solutions, preserving
investments in traditional systems and providing a platform for future
applications.

Open systems

High-availability redundancy is supported for dual-server cluster
deployments, inciuding support for automatic failover of inbound voice ACD,
FEY IVR, and desktop services.

availability Database replication and failover are supporled, as well as load-balanced
redundancy for historical reporting and on~demand recording.

High availability over the WAN (HAoWAN]) is supporied.

Redundant

-

high

L 3

Single Sign-0On (SSO) permits the Cisco administrator, reparting user,
supervisors, or agents to sign on only once with a username and password to
gain access to all of their Cisco browser-based applications and services
within a single browser instance. Cisco administrators can manage all users
from a common directory and enforce password policies for alt users
consistently.

Single sign-

an

htips /www.cisco.comicienius/products/collateral/customar-collaboration/unified-contact-center-expressfdatashest-c78-741746 htmi
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« Appliance model! supports deployment only in a virtualized system.

. Appliance model is a secure, resilient, and robust mode! that is less complex
and provides for [aster installs, easter upgrades, and less-frequent patching.
Remote deployment, operation, and support reduce the need for onsite
support, potentially shortening maintenpance cycles and reducing overall
downtime,

Scalability provides a muitichanne] contact-center-in-a-box for up to 400
agents
Dual-server clusters provide redundant high availability.

Cisco Unified CCX supports Security-Enhanced Linux (SELinux}, an
integrated Linux OS feature that provides access-control policies for a
sectre system.

Cisco Unified CCX supports (PvB with a dual-stack capability.

Integration with Cisco Prime ~ deployment includes fresh install and
upgrades, hostname change, and IP address change.

Virtualization requires deployment as an application on a virtual machine on
the VMware platform running on the Cisco Unified Computing System k
(Cisco UCS ) or specification-based hardware.

it sllows Cisco Unifiad CCX to be part of a virtualized deployment where
multiple Cisco Unifed Communications applications can be deployed on the
same server,

Consolidating servers through virtualization results in significant cost savings
and reduction in Total Cost of Ownership (TCO).

For more detaiis about the hardware requirements, ViMware requiremecnts,
supported VMware features, virtual-machine sizing, and best practices tor
this deployment, please visit:
https://www.cisco.com/c/dam/en/us/td/docs/voice_ip_comm/uc_system/vir
tualization/cisco-collaboration-virtualization.html

Fach Cisco Unified Contact Center Express scat provides optimal flexibility in your contact center by
offering full licensing 1o use the seat as either an agent or a supervisor seat, Enhanced and Premium

agent seats can be either workstation or Cisco Unified IP Phone-hased agent stations. Each seat provides

full licensing for Cisco Finesse deskiop and Cisco Finesse IP Phone Agent. With the Enhanced and

httos:/www.cisco.com/clen/us/products/collateral/customer-collaboration/unified-contact-center-express/datasheei-c78-741746.html
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Premium versions, even if a workstation failure occurs, an agent is fully licensed to continue working .;’0

through the Cisco Finesse IP Phone Agent. \&

Ordering information
Cisco Unified CCX can be ordered using either the perpetual ficenses or subscription licenses using Flex. \
The ardering guides are available at https://www.cisco.com/c/enfus/partners/tools/collaboration-

ordering-guides.html

Upgrades
Upgrades from prior releases to Cisco Unified Contact Center Express 12.0 can he accomplished with a
valid Cisco Unified Communications Software Support Service {SWSS) contract or by ordering an a |a

carte upgrade,

Cisco Unified Contact Center Express 12.0 features and
specifications

For complete details about the feature packaging and system capacities, please refer to the design guide

available at:
https://www.cisco.com/en/US/products/sw/custcosw/ps1 846/products_implementation_design_guides

_list.html.
For details regarding Release 12.0, please refer to the release notes at:
https://www.cisco.com/en/US/products/sw/custcosw/ps1 846/prod_release_notes_list.htmi.

Summary

Cisco Unified Contact Center Express offers an integrated, full-featured solution for managing customer
contacts involving voice, email, and chat while retaining alf the benefits of fully converged Cisco Unified
Communications deployment. it delivers sophisticated multichannel contact routing, management, and
administration features for departmental, enterprise branch office, or smail to medium-sized enterprise
customer care needs.

Cisco Unified Contact Center Express offers ease of installation, configuration, and application hosting, as
well as reduced business application integration complexity, ease of agent administration, increased
agent flexibility, and network hosting efficiencies. With all these features, Cisc.o Unified Contact Center

Express continues the evolution toward a true customer interaction netwark,

Cisco Services

Adapt to market changes while increasing productivity, improving competitive advantage, and delivering a
rich-media experience acrass any workspace.

The combined strengths of Cisco and our partners provide a portfolio of services that can help you
prepare your infrastructure for future changes aligning to long-term bhusiness goals, Together we create
innovative, network-centric architecture solutions resulting in a scalable and responsive foundation that

can help you realize the full value of your IT and communication investment.

For more information about Cisco Unified Contact Center Services, please visit

https://www.cisco.com/go/fuccservices.

https:llwww.cisco.camldanlusiprnducls!colIateralfcus!omer—coIIaborationluniﬁed-conlact—canler—expressldatasheet—c78-741746.html 8/9
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o
jo Capital

fxible payment solutions to help you achieve your objectives

Jeo Capital makes it easier to get the right technology 1o achieve your objectives, enable business

hnsformation and help you stay competitive, We can heljy you reduce the {oial cost of ownership,
tonserve capital, and accelerate growth. In more than 100 countries, our flexible payment solutions can
help you acquire hardware, software, services and complementary third-party equipment in easy,

predictabic payments. Learn more.

For more information

For more information about the Cisco Unified Contact Center Express, visit

https:/fwww.cisco.com/go/uccx or contact your local Cisco account representalive,

https:/iwww_cisco.com/c/en/us/products/collateral/customer-collaboration/unified-contact-center-express/datasheet-c78-741746.html
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Change History

This table lists changes made to this guide. Most recent changes appear at the top.

Change See

Initial Release of Document for Release 12.0(1)

Date

January 2018

System installers and administrators or anyone who installs or configures a Unified IP IVR telephony system.

Audience
Organization
Section Title
Part 1 Unified IP IVR Overview
Chapter 1 About Unified IP IVR
Chapter 2 Features Enabled for Each Product by
Product Licensing
Chapter 3 Unified IP IVR Architecture
Chapter 4 Basic Call and Contact Flow Concepts
Part 2 Setting up Unified IP IVR with Unified CM

Description
An overview of both products.
A description of both products summarizing what is
supported in each.
A comparative list of all the Unified CCX features
enahled for each product by product licensing.
An averview with sample deployment models of
Unified 1P IVR architecture.
Unified IP IVR concepts, call and contact flows, and
configuration dependencies.
How to install and configure Unified P IVR
independent of a Cisco Unified CCE system

https.Ilmvw.cisco.comfclenlusndldncslvolce_ip-comm!cusl_conlacUcontact_center!crslexpress_12__0ﬁnstalliguideluccx__b _getling-started-ip-ivr-1... 144
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Section Title Description
Chapter & Install and Configure Unified CM for How to install and configure Unified CM for Unified 1P
Unified IP IVR IVR.
Chapter & Unified IP IVR Installation and How 1o install and configure Unified IP IVR.
Configuration
Chapter 7 Deployment of Sample Script aa.aef Haw to deploy a sample Unified [P IVR script.
Part 3 Setting up Unified IP VR with Unified Everything you should be aware of when you install
CCE and configure Unified IP IVR within a Unified CCE
system.
Chapter 8 Install and Configure Unified IP IVR for How to install and configure Unified IP IVR for Unified
Unified CCE CCE.
Chapter 9 Unified 1CME for Unified CCE installation  How to install and configure Unified ICME for Unified
and Configuration CCE.
Chapter 10 How to Deploy the Sample Script How to deploy a sample Unified IP VR script in Unified
BasicQ.aef CCE.
Chapter 11 Unified IP IVR Management About managing prompts, grammars, documents, and
Unified CCX datastores.
Conventions

This manual uses the following conventions.

Convention

boldface font

iahc font

window font

https:lemcisco.curm'clenluslldldocslvoice_ip_n:ommlcust_contactlconIacl_cenlerlcrslexpress_1 2_0finzstalfguidefuccx_b_getting-started-ip-ivr-1...

Description

Boldface font is used to indicate commands, such as
user entries, keys, butions, and folder and submenu
names. For example:

« Choose Edit > Find

« Click Finish.

italic font is used to indicate the following:
. To introduce a new term. Example. A zkifl groyp is 2
collection of agents who share similar skills,

. For emphasis. Example: Do not use the numerical
naming caonvention.

« An argument for which you must supply values
Example:
IF (condition, trie value, lalse-value)

. A book title, Example

See the Crco Unified
Installation Guide.

ntact Center [xpie

Window fon, such as Courier, is used for the followmg

. Text as it appears in code or information that the
system displays. Example:

chimlsctities Cisvo Systems,Inc., </titles
«/html>

. File names. Example: tserver.properties.
. Drectory paths. Example:
C:\Program Files\Adobe

2/4
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@y Convention Description

itring Nonquoted sets of characters (strings) appear in
regular font. Do not use quotation marks around a
string or the string will include the quotation marks.

i] Optional elements appear in square brackets.

{xftylz} Alternative keywords are grouped in braces and
separated by vertical bars.

[xlylz] Optional alternative keywords are grouped in brackets
and separated by verlical bars.

<> Angle brackels are used to indicate the following:

« For arguments where the context does not allow
italic, such as ASCI output.

+ A character string that the user enters but that does
not appear on the window such as a password.

» The key labeled Controi is represented in screen
displays by the symbol ~. Far example, the screen
instruction to hold down the Control key while you
press the D key appears as "D.

Related Documentation

This section lists:

» The main index pages listing Cisco Customer Contact documentation available on the web.
« Other related web documentation and resources.

The following web addresses can give you additional information to that provided in this guide on Unified IP IVR.

% The web addresses referenced in this guide were accurate at lhe time this guide was wiitten but may
Note change. If an address does not work, visit Cisco.com and search for the reinted document at the Search
prompt.

Table 1. Main Index Pages Listing Customer Contact Documentation Available

on the Web
For informationon ... See...
Voice and Unified Communications Voice and Unified Communications
Cisco Unified CM Cisco Unified Communications Manager
Cisco Customer Contact Software Cisco Customer Contact Software
Cisco Unified CCX (Unified CCX) Cisco Unified Contact Center Express
Cisco Unified CCE Cisco Unified Contact Center Enterprise
Table 2. Other Related Web Documentation and Resources
For... See ...
Cisco Unifted IP Phones 7900 series Cisco Unified IP Phones 7900 Series

Unified IP IVR descriptions, datasheet |, case studies, Cisco IP Interactive Voice Response

and other documents

How to plan, design, implement, operate, and optimize |P Telephony and Cisco Unified Contact Center
a Unified Cantact Center Telephony System Enterprise technologies at Steps to Success

hitps fwww.cisco,com/clentusiididocs/volce_Ip_comm/cust_contact/contact centerfcrsfexpress_12_0finstalliguide/ucex_b_getling-started-ip-ivr-1... 314
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For ...
How to destgn a Unified IP IVR system

How to deploy a Unified IP IVR system

How to install andfor upgrade a Unified IP IVR system

How to develop and program Unified CCX Scripts

How to configure and administer a Unified IP IVR
system without Unified CCE

How to install, configure, and maintain a Unified IP IVR
system with Unified CCE

How to troubleshoot your Unified IP IVR system

Technical Support

Release Notes, Technical Notes, and Field Notices

Interoperability Information
Unified IP IVR, and Unified CCE test data.

The previous product names (IP IVR, and IPCC
Enterprise) might stifl be used with this test data.

Documentation and Support

Getling Started with IP IVR Guide, Release 12.0 - Preface [Cisco Unified Contact Center Express] - Clsco

See ...

Solution Reference Network Design {SRND) guides al ﬁq"

Cisco Unified Contact Center Express Design Guides
Training Resources 1P Communications Training

Cisco Unified Contact Center Express Installation
Guide at Cisco Unified Contact Center Express Install
and Upgrade Guides

Cisco Unified Contact Center Express Scripting and
Development Series manuals at
https://developer.cisco.com/site/express-
scripting/documentation/

Cisco Unified Contact Center Express Operating
System Administration Guide at Cisco Unified Contact
Center Express Configuration Guides

Cisco [P Contact Center Installation and Configuration
Guide at Clsco Unified Contact Center Enterprise
Cisco IP Interactive Voice Response Troubleshoot and
Alerts

Technical Support & Documentation

Technical Support Overview

Cisco IP interactive Voice Response
Cisco Unified Contact Center Express
Cisco Unified Contact Center Enterprise

Cisco Unified Contact Center Express Troubleshooting
TechNotes

Cisco Unified Contact Center Express Field Notices

Cisco Unified Contact Center Enterprise Troubleshoot
and Alerts

Interoperability Systems Support Resources
Systems Test Release Set Documentation

To download documentation, submit a service request, and find additional nformation, see What's New in Cisco
Product Documentation at https:llwww.cisco.comlenIUSIdocslgenerallwhatsnewlwhatsnew.html.

You can also subscribe to the What'= New in Cr co Product Documentati n RSS feed to deliver updates directly to

an RSS reader on your desktop. The RSS feeds are a free service. Cisco currently supports RSS Version 2.0.

Documentation Feedback

To provide your feedback for this document, send an email to

contactcenterproducts_docfeedback@cisco.com

© 2010 Cisco and/or its affiliates. All nghts reserved
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Chapter: About Unified [P IVR

~hapter Contents

\bout Unified IP IVR

'roduct Names

swummary Description of Unified IP IVR

Aore than One Unified CCX Product Installed on a Server
Inified 1P VR Features Supported in Each Product
Inified IP VR Package Description

Jnified IP IVR Feature Summary

Jnified CCX Subsystems that Unified P IVR Supports
sample Default Unified IP IVR Scripts

This chapter contains the following

» Product Names

« Summary Description of Unified IP IVR

« More than One Unified CCX Product Instalied on a Server
« Unified IP IVR Features Supported in Each Product

« Unified IP VR Package Description

« Unified IP WR Feature Summary

+» Unified CCX Subsystems that Unified IP IVR Supports

+ Sample Default Unified IP IVR Scripts

Product Names

The following producl name conventions are used in this guide:

« Cisco Unified IP IVR is abbreviated as Unified iP IVR.

« Cisco Unified Communications Manager is abbreviated as Unified CM.
+ Cisco Unified Contact Center Express is abbreviated as Unified CCX.

. Cisco Unified Intelligent Contact Management Enterprise is abbreviated as Unified ICME.

Summary Description of Unified IP IVR

The Unified IP IVR {Interactive Voice Response) is a Unified CCX product package that provides 1P call queuiny
and IP intelligent voice response functionality for a contact center.

The Unified IP IVR uses the script editor and it can be configured to play static or dynamic prompts, to offer
menus to callers, queue a call, play music, and so on.

More than One Unified CCX Product Installed on a Server

All Unified CCX product packages are mutually exclusive. This means that only one of them can be installed at =ny
point in time on a Unified CCX server, If multiple licenses are instailed, then priority is given to the package with
the highest number at the left in the following lisi:

https:Ilwmv.clsm.comlc!en!usltd!ducsNoica__Ip_commlcust_contacvconlacl_cenlerlcrs!express_'t2_0nnsialllguideluccx_b _getting-started-ip-ivr-1... 16
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1. Unified IP IVR ~
O
2. N
‘0<
3. Unified CCX Enhanced &

4. Unified CCX Premium

Unified IP IVR Features Supported in Each Product

The following table lists the Unified CCX features supported in each product.

Table 1. Supported Features

Feature Unified IP IVR
Hardware configuration Cisco UCS and Cisco approved partner servers
Software configuration Client-server software
Vendor systems Unified CM 8.x, Unified CM 9.x
Operating systems Runs on Unified Communication Operating System (Red Mat Enterprise Linux)
Maximurm number of CTi 400

ports per server

CTl (Computer Telephony Included
Integration} option

Email included
Database Included

Read data from HTTP and Included

XMLpages

MRCP ASR/TTS Optional using Media Resource Control Protocol {(MRCP)-order from a 3rd party
vendor
For the currently suppoerted MRCP ASR/TTS vendors, see the current at
https://www.cisco,com/cfen/us/support/customer-collaboration/unified-contact-
center-express/products-device-support-tables-list.html.

Play messages 1o callers— Included using Unified CM Music On Held server or .wav file

music

Play messages to callers— Included using .wav file

prompts

Play messages to callers— Inciuded and fuily customizable

combine prompts, music
and messayes

Capture and process caller  Inciuded and fully customizable
Dual Tone Muitifrequency
(DTMF) inpul

Capture and precess caller  Included
DTMF input under VXML
control

Automated attendant fncluded nd fuily customizable
support
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Feature Unified IP IVR

Al ianguages Included, if installed.

inbound HTTP request Included

Historical reporting included, but limited to Unified IP IVR reports
From Unified CCX 10.0(1), access the Historical reports using Unified intelligence
Center. Historical Reporting Client (HRC} is not available.

Custom scripting using Inctuded. Has full editing features. All types of applications including ICM, Busy,

Unified CCX Drag and Drop  and RNA are available

Editor

JTAPI Telephony triggers Included
HTTP triggers included

Conditional routing (time of | Included
day, day of week, custom
variables, and so on.)

Overflow, interflow, intraflow  Included
routing

Run defined workflow using | Included
HTTP request

Integrated self-service Included
application support

% To check for the current versions of the preceding software supported by your version of Unified IP IVR,
Note see the at https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-
express/products-device-suppori-tables-list.html.

Unified IP IVR Package Description

The following table summarizes the description of the Unified IP VR package

Table 2. Comparative Descriptions

Product Available Licensed Purpose

Package Components

Unified . Unified IP IVR Server Allows contact-center applications to handle " typical” questions hy
IP IVR letting callers mieract directly with back-end databases withou

Software (required)
agent intervention
. Unified IP IVR Ponis {at leas

one is a must) This includes integration with Unified CCE if needed
This also includes three subsystems and three corresponding editor

» Automatic Speech
pallets:

Recognition (obtained

through @ separate Vendor) | 1 HTTP subsystem (which enables both incoming and

» Text To Speech {obtained outgoing HTTP support)

through a separate Vendor) . Ouigoing email support

» VoiceXML « Databa upport
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% Three basic Historical Reports {IVR Traffic Analysis Report, IVR Application Performance Analysis Repon
and the Detailed Call by Call CCDR Report) are available with both packages without needing a separate

Note license. All supported Unified CCX languages are included in both packages: it is up to you to install the
languages you want

Unified IP IVR Feature Summary

Unified IP IVR software is a multimedia (voice, data, web) IP-enabled interactive voice response solution that
automates call handling by autonomously interacting with cantacts.

Using Unified IP IVR, you can create applications to do the following:
. Interpret voice data {as well as keyboard data).

« Translate text to speech.

» Send and respond to HTTP requests.

« Send email.

. Enable Unified CCX o interact directly with back-end databases through ODBC (Open Database Connectivity}
support without agent intervention

. Unified iP IVR applications have ODBC support. Unified IP VR applications can access Microsoil Structured
Query Language (SQL) servers and Oracle, Sybase, and I[BM DB2 databases.

% To check for the current versions of the preceding software supported by vour version of Unifted IP
Note |yR, see the at https://www.cisco.com/c/enfus/support/customer-collaboration/unified-contact-
center-express/products-device-support-tables-list.htmi.

Unified CCX Subsystems that Unified IP IVR Supports

Unified IP IVR supports the following subsystems:

Table 3. Subsystems Supported by Unified IP IVR

Subsystem Type Purpose
MRCP Automatic Speech Recognition Allows a script to respond to voice input in addition to DTMF (Dual
(ASR} Tone Multi-Frequency), the signal to the telephone company that is

. generated when you press a key on a telephone keypad.
. ASR Server Software (Required) .
This allows a caller to verbally convey information to the system for

« ASR ports {at least one is required) processing instead of pressing keys on a touch-tone telephone.

The number of ASR ports should be less
than or equal to the number of IVR ports,
)f there are more ASR ports than IVR
ports, then the excess pons are
automatically disabled.

hitps:/fwww.cisco.comiclen/usitdidocs/voice_ip_comm/cust_contact/contact_center/erslexpress_1 2_0finstall/guidefuccx_b_getting-started-ip-vr-1... 4/6



S, %, SN0 Getling Started with IP IVR Guide, Release 12.0 - About Unified IP IVR [Cisco Unified Contact Center Express] - Cisco

B Subsystem Type Purpose

MACP Text To Speech (TTS) Composes voice prompts that are generated in real time from text,

. such as speaking the words in the text of an email message.
« TTS Server Software (Required)
TTS is primarily used to convey information obtained from a

database or other scurce that is non-repetitive. Examples of such
information include name and address verification. Repetitive
information, such as numbers comprising an account balance,
normally is not conveyed using TTS.

» TTS Porls (at least one is required)

Although text to speech technology has improved greatly since its
inceplion, the tone still sounds mechanical, So it is best used only
when the information possibilities make wave file generation
impossible,

EMail Adds components o the Unified CCX Engine that allows it to send
email messages

Database Handles the connections between the Unified CCX server and the
enterprise database.
Also provides Open Database Connectivity {ODBC) support.

See Compatibility information for the latest versions of the database
software that are supported at
https://www.cisco.com/cfen/us/support/customer-
collaboration/unified-contact-center-express/products-device-
support-tables-list.html.

Inbound HTTP Reguest Adds components to the Unified CCX Engine that allow it to respond
to HTTP requests.

Voice Browser Manages Voice Browser functicnality.

Sample Default Unified IP IVR Scripts

The foliowing table describes the sample Unified [P IVR scripts automatically included with your Unified IP [VR
system.

Table 4. Sample Default Unified IP IVR Scripts

Sample Description
Script
Template
Auto Allows a caller to call an agent by entering an extension number or the first few characters of an
Attendant  associated username. If ASR is enabled, the caller may simply speak the extension or the user
name.
Spoken Enables Unified CM users to call in, authenticate their identities, and replace their spoken names
Name with newly recorded announcements on lheir telephones
Upload
Voice Uses ASR functionality to allow a caller to access information from Voice XML~enabled web sites.
Browser
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Chapter: Features Enabled for Each Product by Product Licensing

~hapter Contents

‘eatures Enabled for Each Product by Product Licensing

tisco Unified Contact Center Administration Menus Enabled by Product Licensing
rompt, Spoken Name Upload, and Plug-In Options Enabled by Product Licensing
lisco Unified CCX Subsystems Enabied by Product Licensing

ipplication Types Enabled by Product Licensing

‘ditor Steps Enabled by Product Licensing

{istorical Reports Enabled by Product Licensing

leal-Time Reports Enabled by Product Licensing

The following sections describe the various feaiures separately enabled by product licensing for Unified IP IVR.

For a list of all features enabled by Unified CCX licensing for all Unified CCX products, see the Cizco Unified
Clontact Center Exppess Administiation and Opelations Guide |

This chapter contains the following:

. Cisco Unified Contact Center Administration Menus Enabled by Product Licensing
« Prompt, Spoken Name Upload, and Plug-In Options Enabled by Product Licensing
« Cisco Unified CCX Subsystems Enabled by Product Licensing

« Application Types Enabled by Product Licensing

- Editor Steps Enabled by Product Licensing

« Historical Reports Enabled by Product Licensing

» Real-Time Reports Enabled by Product Licensing

Cisco Unified Contact Center Administration Menus Enabled by
Product Licensing

The word Included in the following table means that the related menu item is enabled for the product in that
column,

Table 1. Administration Menus Enabled by Product Licensing

Unified CCX Menu ltems Unified iP IVR
Administrator
Main Menu
System Cisco Unified CM Configuration Included
Control Center included
Datastore Control Center Included
System Parameters Included
Custom File Configuration Included
Alarm and Tracing Included

hitps:/fwww.cisco.com/clen/usitdidocsivaice_ip_commicust_contact/contact_center/crsfexpress_12_0finstallfguide/ucex_b_getting-started-ip-ivr-1...
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Unified CCX Menu ltems Unified IP IVR
Administrator
Main Menu

Tracing Included
Logout Included

Applications Application Management Included
Script Management included
Prompt Management included
Grammar Management Included
Document Management Included
AAR Management Included

Subsystems Cisco Unifed CM Telephony Included
ICM Inciuded
Database Included
HTTP Included
eMail Included
Cisco Media Inciuded
MRCP ASR/TTS included

Tools Plug-ins Inciuded
Real-Time Reporting Included
Historical Reporting Included
User Management Included
Password Management Included

Help Contants and Index Included
For this Pace Included
Troubleshooting Tips Included
Cisco Untfied CCX Documentation on Included
Cisco.com
About Included

Prompt, Spoken Name Upload, and Plug-in Options Enabled by

Product Licensing

The following table lists the availability of Unified CCX options not listed in the preceding menu list

Table 2. Prompt, Spaken Name
Upload, Plug-in Options Enabled by

Product Licensing
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Option Unified IP IVR
. wompt Management  Included
poken Name Upload Included
Included

Plugin Editor

Plugin - HR Client{1} Included

Cisco Unified CCX Subsystems Enabled by Product Licensing

Table 3. Subsystems Enabled by Product Licensing

Subsystem Unified IP MRCP ASR {Add on) MRCP TTS
IVR {Add on)
Application Included not applicable not applicable
ASR Inciuded  Yes not applicable
Cisco Media Termination Included  not applicable not applicable
Core Reporting Included not applicable not applicahle
Database Included  not applicable not applicable
eMail included not applicable not applicable
Enterprise Server Data Not not applicable not applicable
Available

HTTP Included  not applicable not applicable
ICM Included Yes

JTAP| Telephony Included  not applicable not applicable

Resource Manager and Included  not applicable not applicable

Cisco Media

TTS Included  not applicable Included

Included The Voice Browser subsystem is available only if not applicable

MRCF ASR is enabled.

Voice Browser (VE)

Application Types Enabled by Product Licensing

Table 4. Application Types Enabled by
Product Licensing

Application Type Unified IP IVR

Cisco Script Application ' Included

Busy included
Riny No Answer Included
M Post Routing included

ICM Translation Routing  Included

htips:/fiwww.cisco.com/c/enfusitd/docsivaice_ip_comm/cust_contact/contact_center/crsfexpress_12_0Ofinstall/guidefuccx_b_getting-started-ip-ivr-1...  3/5
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Editor Steps Enabled by Product Licensing '

The following table lists the Unified IP IVR packages with the Step Editor steps enabled in each.

Table 5. Editor Steps Enabled by Product Licensing

Unified CCX Script Step Unified IP IVR
General Included
Session Included
Contact Included
Call Contact? Inctuded
Email Contact Included
HTTP Contact Included
Media Included
User included
Prompt Included
Grammar Included
Document Included
Database included
ACD Not Available

Intelligent Contact Management {ICM)  included
CM Telephony Included

T The “Get Reporting Statistic” step is not available in Unified IP IVR
2 The “Place Call” step is not available to Unified IP IVR.

Historical Reports Enabled by Product Licensing

From Unified CCX 10.0(1), access the Historical reports using Unified Intelligence Center. Historical Reporting
Client {HRC) is not available.

The following table lists the historical reports that come with Unified 1P IVR
Table 6. Historical Reports Enabled by Product Licensing
Report Name Report Description

Application FPerformance Summary information about calls received by each Unified IP IVR application.
Analysis Repoit

Detaited Call by Call CCDR Detailed information about each cail received by the Unified 1P IVR system.
Report

Traftic Analysis Report Summary information about calls received by the Unified IP IVR system during
each day in the report range.

Real-Time Reports Enabled by Product Licensing

The follawing table hsts the real-time reporis that come with Unified IP IVR.
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Report Name Report Description
Application Administration  Displays QOverali Application Engine Activity.
Application Activity Monitors Activity by Application

Application Task Monitars Activity by Task.

For how to run real-time reports and for full description of the preceding reports, see the Cisco Uriiied Contact
Center Express Adminisitation and Operations Guids

® 2019 Cisco and/or its affiliates. All rights reserved.
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‘hapter. Unified IP IVR Architecture

~hapter Contents

Inified IP IVR Architecture

wailable Deployment Models

itandalone Deployment

sisco Unified Contact Center Enterprise Deployment
yervices From Partners

iupport Services

This chapter briefly describes the deployment madels that you can use with Unified IP IVR.
The following are brief descriptions of key items for a Unified IP IVR deployment.

« Voice Gateway: Connects the Unified Communications network to the Public Switched Telephone Network
{PSTN) and to other private telephone systems. You must purchase gateways separately. Eoth inbound and
outbound calls to the PSTN travel through the gateway.

« Unified CM: Provides the features that are required to implement IP phones, manages gateways, and directs
Voice over IP traffic to the Un'fied CCX system. You must purchase Unified CM separately.

« Unified IP IVR: Contains the Unifiedd CCX Engine that runs Unified IP (VR
. The following optional, dedicated servers for a Unified IP IVR deployment:

. MRCP TTS: A dedicaled, vendor-specific server thal converts text into speech and plays it back to the
caller.

. MRCP ASR: A dedicated, vendor-specific server that performs real-time ASR.

% For the currently supported MRCP ASR/TTS vendors, see the current Unified CCX Compatibility at
Note htips:/fwww.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-
express/products-device-support-tables-list.htmi.

This chapter contains the following:

« Available Deployment Models

« Standalone Deplayment

» Cisco Unified Contact Center Enterprise Deployment
» Services From Partners

» Support Services

Available Deployment Models
Unified IP IVR can be deployed in your IP network on any Cisco approved virtual servers.,
The following four figures illustrate the different ways you might deploy Unified P IVR:

« The first two figures show how you can deploy Unified IP IVR, without Unified CCE.
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. The second two figures show how you can deploy Unified IP VR with Unified CCE.

For more information on Unified IP IVR deployment models, see the design guide for Unified Customer Contagy
Express, which includes information for Unified I IVR Design Gindes at
https://www.cisco.corm/en/US/products/sw/custcosw/ps1846/products_implementation_design_guides_list.ht

Standalone Deployment
The following Unified IP IVR deployment models show Unified IP IVR deployed apart from Unified CCE.

The following figure shows Unified IP IVR installed on a separate server. The following are brief descriptions of key
items in the figure:

+ Gateway. Connects the enterprise Unified Communications network to the Public Switched Telephone
Network (PSTN) and to other private telephone systems such as Public Branch Exchange (PBX}. You purchase
galeways separately. Both voice and web carrespondence travel through the gateway.

. Unified CM Server. Provides the features that are required to implement IP phones, manage gateways,
provides failover and redundancy service for the telephony system, and directs voice over IP traffic to the
Cisco Unified Contact Center Express system. You must purchase Unified CM separately.

“

Note

Unified IP IVR and CM have to be installed on separate servers

. Cisco Unified CCX Server. Contains the Unified CCX Engine that runs Unified IP IVR.

Figure 1. Unified IP IVR Architecture Without Unified CCE
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The figure below shows how you can deploy Unified IP IVR apart from Unified CCE. This figure expands the focus

to a Unified CM cluster and depicts the possibility of having a single Unified CCX server with optional ASR and

TTS servers.

Figure 2. Standalone Deployment Model for Unified IP IVR
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The following figure shows how one or more Unified IP VR servers fit into an Unified CCE sysiem.

Figure 3. A Unified Deployment Modet within Unified CCE
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The following figure shows a Unified CCE deployment model, but focuses on the Unified CM, Unified IP IVR, and
Unified CCE servers. In & Unified CCE system, there is the Unified CM server or servers, the Unified CCX server or
servers, optional Unified CCX subsystem servers such as MRCP ASR or MRCP TTS servers, and the Unified CCE
servers.

% Th& optlonal MRCP ASR and TS 50ftwa|e cannot be on the same server as the UmﬁErl CCX enaine and
Note s 3rd party software, not Cisco software.

Unified IP IVR supports high availability failover between two Unified CCX servers bul not between a cluster of
servers. You can also deploy multiple Unified CCX servers (with Unified IP IVR) and let Unified CCE manage the
load balancing and failover between them. If one of the IVRs fails, the Unified CCE system will detect the failure,
stop sending calls to the failed system, and instead send those calls to other Unified IF IVRs.

Figure 4. A Unified CCE Deployment Madel for Unified IP IVR
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Services From Partners

Ordering from a Cisco-authorized online pariner provides convenience for those customers that know which

praducts best fit their needs and require immediate delivery. If your needs require onsite design, installation and
ongoing support, a local reseller in your area could provide those value-added services. There are multiple places

to order Cisco products online. Customers with Direct Purchasing agreements can order direct from Cisco. There

are also numerous channel partners that transact e-commerce on their website for Cisco products. A full list of

ulobal Cisco Partners can be found on Cisco's Partner Locator website. Customers at small and medium sized
business who want the convenience of online ordering ¢an use Cisco’s Online Partners.

Support Services

Depending on individual operational, maintenance, and network level requirements, each installation has unique

support requirements throughout the network life cycle of planning. designing, implementing, operating, and

optimizing a network.

A full list of the Cisco support services available to you can be found at Vioice and IP Communications Services.

@ 2019 Cisco andfor its affiliates. All rights reserve.

.
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lasic Call and Contact Flow Concepts

lelationships Between Tasks, Sessions, Contacts, and Channels

‘requently Asked Questions about CM Telephony Call Flow Qutside Unified CCE
{TTP Contact Flow Outside of Unified CCE

summary of Unified IP IVR Contact Flow Outside of Unified CCE

m

portant Unified CM Configuration Dependencies

jow Calls Go through the Unified CCE System

Call Flow Control

Two Ways of Configuring Unified IP IVR with Unified ICME
Post-routed Call Flow Scenario

Transiation-Routed Call Flow Scenario

ICM Subsystem

Service Control interface

Labels

VRU Scripts

Expanded Call Variables

Script Parameter Separators

Jebugging Problems in the Unified IP IVR System
nportant Unified ICME Configuration Dependencies

This chapter contains the following:

- Frequently Asked Questions about CM Telephony Call Flow Outside Unified CCE

Relationships Between Tasks, Sessions, Contacts, and Channels

HTTP Contact Flow Outside of Unified CCE

« Summary of Unified IP IVR Contact Flow Outside of Unified CCE

important Unified CM Configuration Dependencies
How Calls Go through the Unified CCE System
Debugging Problems in the Unified IP IVR System

- Important Unified ICME Configuration Dependencies

Relationships Between Tasks, Sessions, Contacts, and Channels

When instailing and configuring Unified IP IVR, you must understand the concepts, call flows, and confiyuration

dependencies explained in this section:

« Task: The Unified CCX receives the incoming call/contact signat on a Trigger, which is then assigned an

hitps:fwww.cisco.com/c/enfusitdidocsivoice_ip_comm/cust_contact/contact_center/ers/express_12_0finstall/guldefucex_b_getting-started-ip-ivr-. .
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Application. The application can be a workflow application, a CM Telephony application, {and in a Unified CCE

system) an [CM Translation Routing application or an ICM Post-Routing application. When the Unified CCX

accepts the contact, the application stans an application task. The application task in turn invokes an inslance

of a script associated with the application
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. Session: A session tracks Contacts as they move around the system. This enables information 1o be shar A
amony contacts that are related to the same session. :

When a contact is received (inbound) or initiated (outbound), the Unified CCX checks 1o see if an existing
session already exists with that contact's Implementation ID. The Implementation ID is the Unified CM Global
CalliD plus the Unified CM node {GCID/<node>). If a session already exists for the contact, the Unified CCX
associates it with that session, If there is no session for the contact, the Unified CCX automatically creates one

After the contact ends, the session remains idle in memary for a default period of 30 minutes before being
automatically deleted.

. Contact. A contact can be a Call, an HTTP request, or an email. A contact carries attributes such as creation
time, state, language, and so on.

« Channel. Each type of contact can have various channel types associated with it. Channels are allocated and
assaciated with contacts as needed and are used to support performing actions on contacts.

Different types of channels are allocated based on the type of contact and the type of dialogue that needs to
be supported between the Unified CCX and the Contact. For example, a CM Telephony call that is presented to
Unified CCX will be connected to a CT! Port. To support the call control event transfer, a Call Control channel is
allocated.

if the Trigger is associated to a Primary and or Secondary Dialogue Group, depending on the type, a Media
Channel ar an MRCP channel will be allocated.

If an application is triggered by an HTTP Trigger, an HTTP Control Channel will be allocated.

Frequently Asked Questions about CM Telephony Call Flow
Outside Unified CCE

When deploying your system, you should understand the following about call flows and the Unified CM
configuration dependencies that can impact call flow:

« How is a call presented to the Unifietd CCX system?

Through the Caller, and then the CTI Route Point. An incoming call is given to the Unified CCX system on a
Trigger, which is also called a CT/ Route Foint. The trigger signals the Unified CCX system through CM
Telephony that there is an incoming call.

Unified CCX rejects the calk if the Max Session limit has been hit for the Trigger or the Application to which the
trigger is assigned.

If there are available sessions, based on the Call Control Group assigned to the trigger, Unified CCX searches
for an available CTI Port to receive the call. if it finds an availabie port, it sends a request to Unified CM through
CM Telephony/CTl requesting that the caller be rerouted from the CTl Route Point to the CTI Port.

The calling party is a GW (for a call from the PSTN) or an [P Phone {for an internal call into the system).
« How does the Unified CCX system determine which CTI Port 1o use?

A Unified CCX Appilication requires a Tiigger. The trigger type determines whether or not a pont will be
required.

There are two types of triggers; CM Telephony and HTTP.
. if an application is started by dialing a phone number, it must have a CM Telephony Trinoe
. If an application is started by entering a URL, it must have an HTTP Trigger.
If an application is triggered by calling a CM Telephony Trigger:

1. The Unified CCX system looks for an available CTi Port in the CM Telephony Call Control Group assigned
to the Trigger.
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2 Unified CCX then requests the Unified CM 1o Redirect the caller to the desired CTI Port.

3. The call is presented 1o the CTI Porl.

4. Unified CCX accepts the call on the CTI Port, the call rings on the CTI Port, and a Unified CCX script
decides how to handle the call.

Why does the CM Telephony Trigger need 10 have Primary and o1 Secondary Dialogue Groups assigned to it?

For the Unified CCX system to establish a media connection to a caller Unified CCX must allocate a Media
Channel for that call. When Unified CCX accepts a call on a CTl Port, it looks for an available Media Channel in
the Primary Dialog Group. If there are none available, it will look for an available channel in the Secondary
Dialugte Group.

What are the Unified CCX sciipt call contiol choices?
The call contro! step choices are:

Accept. Answers the call and establishes a media connection. This is based on the Primary and Secondary
Dialogue Groups assigned to the Trigger. It can be either CMT (Cisco Media Termination) or ASR (Automatic
Speech Recognition).

Reject. Rejects the call and returns it to Unified CM without answering it

Terminate. Disconnects the Contact.

Redirect. Requests that Unified CM reroute the caller to another destination.

How are Reclirects done?

Redirects can be done in several ways.
. When Unified CCX requests that a caller be rerouted from a CTl Route Point to & CTI Port.
. When a Unified CCX script executes a Call Redirect step

. In Unified CCE, when a Unified ICME system sends a Connect request [o the Unified CCX system to send a
gueued call to a destination label.

Once the Unified CCX system requests a Redirect and Unified CM accepts it, the redirecting CT! Ponl is
released and returned to the idle port list.

HTTP Contact Flow Outside of Unified CCE

When an HTTP request is presented to Unified CCX:

1. The HTTP trigger is assigned to an application.

2. When the URL trigger is hit, an application task is started.

3. The application is assigned to a script and the script starls.

4. An HTTP control channel is allocated.

5. The script performs steps on the triggering contact.

Possible step choices are:

Get HTTP contact information. Obtain Header Information, Parameters, Cookies and Environment Attributes
and assign them to local variables.

Send a response. Send a Document Object as a response to the calling browser.

Send a JSP reply. Send a response to the calling browser based on a JSP template. This step allows for the
mappiny of lucal variables to keywords in the template.

https:I!\mvw.cisco.con'rlclen!usltd!docslvolce_lp_commlcust__contactlcontact_centerlcrslexpress_12_0ﬁnsta|llguide!uccx_b _gelting-started-ip-ivr-... 3/12



L
61:"

. 2
11/28/2019 Getting Started with IP IVR Guide, Release 12.0 - Basic Call and Contact Flow Concepls [Clsco Unified Contact Center Exp *_Q 1]0@ (\?
; : D
+ HTTP redirect. Allows a calling browser to be redirected to a different URL. A
i
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Summary of Unified IP IVR Contact Flow Outside of Unified CCE 9

The figure below shows a simplified block diagram of a contact flow outside of Unified CCE.

¢

Figure 1. Basic Contact Flow Outside of Unified CCE
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The following are the steps a call or contact takes within a Unified IP IVR system with Unified CM but without
Unified CCE:

1. The caller dials the desired phone number or enters a Web address
2. Unified CCX receives the contact signzl at the phone number trigoer point or the Web address trigger point,

3. Unified CCX determines which CTl port to take the contact on and sends a Redirect Reguest to CTl in the
Unified CM to send the contact to the port:

. If the contact is a call, then the Unified CCX system looks for a CTl port in the CM Telephony Call Control
Group assigned to the trigger {the phone number),

. If the contact is a Web connection, than the Unified CCX system looks for a CTl port in the HTTP Control
Group assigned to the trigger (the URL).

4 Unified CM sends the contact to the specified CTl port.

5. The calier is presented to Unified CCX on the CTI port

6. Unified CCX accepts the call.

7. Unified CCX starts an application thatl execuies a CCX script.

8. The scripl determines how to handle the call

hitps /iwww.cisco.com/clenjusitdidocs/ivoice_ip_tommicust_contacticontact_cenler/crs/express_12_0finstalliguide/ucex_b_getiing-siarted-ip-vr-... 4112
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I 4 Unified CCX script can Redirect the call (for example, when no agents are available). Or, the Unified CCX

O{(‘ flpt can answer the call with the Accept step.

if the Unified CCX script answers the call and the trigger has been assigned a Dialog Group, Unified CCX
ostablishes a media connection with the caller.

Important Unified CM Configuration Dependencies

Unified CM is a software ACD that distributes calls. The Unified IP IVR software tefls Unified CM how to distribute
calls. For both products to work together correctly, you should therefore understand how calls are set up when
you configure the Unified CM devices,

You should be aware of the following:

+ Repository Datastore. The IDs resides on the Unified CCX server in the MSDE or SQL2K database. It holds the
prompts, grammars, documents, and scripts used by the system

s CTI Ports and Route Pgoints. When configuring Unified CCX in the Unified CCX Administration web page, you
must enter the information that Unified CCX uses to configure CTl Ports and Route Points in Unified CM.

« CM Telephony User. When configuring Unified CCX, you define a CM Telephony User Prefix that is used to
create the CM Telephony User in the Unified CM.

» Redirects. Redirects are performed when a call comes and the call is sent from the route point io the
designated-CTl port (in this case, the redirect takes place internally as part of the protocol}, when a Unified
CCX script executes a call Redirect step, or when a Unified ICME system sends a Connect request to the
Unified CCX system to send a queued call to a destination label

When the Redirect is performed, if the Unified CM destination is available, the call is immediately sent ta the
Unified CM and released from the CTI Port.

« Destination. A Redirect will fail if the destination is not available.

. Redirect Calling Search Space. Unlike the redirect that the Route Point does to the CTI Port {(which is not
configurabie), the CSS used for a redirect for a call that is already established on a CT! Port is indeed
controlled by the Redirect Calling Search Space parameter in the Call Control Group config.

. Calling Search Space. Calling search spaces (CSS) determine the pantitions that calling devices, including 1P
phones, SIP phones, and gateways, can search when attempting to complete a call. A collection of partitions
are searched to determine how a dialed number must be routed. The CSS for the device and the CSS for the
directory number get used together. The directory number CSS takes precedence over the device CSS.

See Cisco Unified Communications Manager Maintain and Operate Guides for more information.

. Device Regions. Regions determine the maximum bandwidth codec that is allowed for calls both intra- and
inter-region, not the codec itself. in the case of the Unified CCX servers CTi Ports, if the conneclion to calling
or called device cannot be made at the Unified CCX servers installed bandwidth, then a Transcoder ehannel
must be available.

A if you install Unified CCX with the default codec (G.711), your region configuration must allow calls

Wamning jnto the region assigned to the CT! Ports at G.711. Otherwise, calls across the WAN are forced to
(3.729 in the region configuration, which causes the call to fail if there are no hardware transcoding
resources properly configured and available.

See Regions Configuration for more information.

. Device Locations. In the event that one or more of the devices are in a location, if sufficient bandwidth is not
available, the requested call-control operation will fail,

See Location Configuration for more information.
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» Media Connections. Media connections to the Unified CCX system are either all G.711 or all G.728. This
means that the Unified CM region configuration must allow for connections between devices and the Unifig
CCX server CTI Ports with the appropriate Codec. If not, then Transcoder channels MUST be configured and
available, You do this at the appropriate matching Codec at Unified CCX instailation time.

. Connection path device (Codec). When you create a region, you specify the codec that can be used for calls
between devices within that region, and between that region and other regions. The system uses regions also
for applications that only support a specific codec; for example, an application that only uses G.711.

How Calls Go through the Unified CCE System

This section describes the following:
» Call Flow Control
» Two Ways of Configuring Unified IP IVR with Unified ICME
. Post-routed Call Flow Scenario
+» Translation-Routed Call Flow Scenario
» |CM Subsystem
. Service Control interface
« Labels -
- VRU Scripts
- Expanded Call Variables
« Script Parameter Separatorss

« Call Flow Control

« Two Ways of Configuring Unified IP IVR with Unified ICME
» Post-routed Call Flow Scenario

« Translation-Routed Call Flow Scenario

« |CM Subsystem

- Service Control interface

« Labeils

» VRU Scripts

- Expanded Call Variables

+ Script Parameter Separators

Call Flow Control

The Unified ICME system is a major component of the Unified CCE system. Unified ICME provides a central control
system that direcis calls to various human and automated systems, such as Integrated Voice Response (IVRs)
units [also called Voice Response Units (VRUs)] and Automatic Call Distribution {ACD) systems.

Unified CCX scripts can direct calls based on various criteria, such as time of day or the availability of subsystems.
When used with Unified ICME in a Transiation Routing or Post Routing Application, the Unified IP IVR system doe
not make decisions as to what script 10 1un. Instead, Unified ICME controls the call treatment by issuing
RUN_VRU_SGRIPT commands to Unified IP IVR system. These RUN_VRU_SCRIPT commands tell Unified IP IVR
which Unified CCX script to run.

ICM scripts use four different commands to interact with the Unified IP IVR system:

« Connect - To connect the call. The Upified ICME system sends the connect message with a label to instruct
the Unified 1P IVR system where to direct the call.

hﬂps:Ilwww.cisco.comlcferu’usltdldncslvoice_ip_commfcust_cuntactlcontact_cenlerlcrsiexpress_12_0nnstalilgurdeluccx_b _gelting-started-ip-ivr-... 612
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6‘»@0‘ %: / yloase - To hang up a call.

)
b AUN_VRU_SCRIPT - To run an ICM VRU script on the Unified IP VR system,

, Cancel - To cance} the ICM VRU script currently running.

Two Ways of Configuring Unified IP IVR with Unified ICME

When integrated in a Unified CCE enviroriment, Unified CCX can be used in two different ways depending on the
call flow.

%
%

You can define your Applications as either post-routing or translation-routing applications.

. Past Routing. [f the calls will first traverse through the Unified IP IVR and then through Unified CCE, it is
considered a Post-Routing scenario. In this type of call flow, Unified CCE is notified of the call by Unified CCX.
The ICM script will not start until Unified CCX requests instructions from Unified CCE after the Unified CCX
Initial Script ends (if one is configured).

An example would be when a caller is prompted by Unified CCX for some information that is intended for
subsequent delivery to a Unified CCE Agent.

. Translation Routing. If Unified CCE first has control of the call and it needs to flow through the Unified IP IVR, it
is considered a Transiation-Routing scenario, In this type of cali flow, the call is under Unified CCE script
control when arriving at Unified CCX.

Examples of this call flow are when you have 1o queue a caller or if you use the Unified IP IVR for menu based
(CED}) routing.

% The Unified ICME system and the Unified CCX system together form the Unified CCE system. in a Unified

Note CCE environment, the Unified ICME software is the primary controlier of all calls. The Unified CCE gueuing
is done through the Unified CM and Unified CCX software. The agent assigned by the software to handle
a call can be defined in either the Unified CM database or the Unified I[CME database.

Post-routed Call Flow Scenario

This scenario represents a call that is queued in the Unified IP IVR system through Post Routing until an agent
becomes available.

In a post-routed call flow:

1. The caller dials the desired phone number (an application Trigger that is a Unified CCX Route Point).
2. The trigyer is linked to a Post-Routing application with & default Unified CCX script.

3. The call is presented to the Unified CCX system.

a. The Unified CCX system looks for a CTl port in the CM Telephony Calt Control Group assigned to the triuger
{the phone number).

bh. The Unified CCX system determines which CTI Port to take the call on and sends a redirect request to Unified
CM through the CM Telephony protocol.

If no ports are free, the caller hears a " fast busy” until there is a free port 1o take the call.
c. Unified CM sends the caller to the specified CTl Port.
d. The caller is presented to the Unified CCX system on the CTi Port.
e. The default Unified CCX script linked to the application is run.

4, The Unified CCX script then determines what to do next:

hitps:/iwww.cisco.com/c/enfusiididocs/voice_ip_commicust_contact/contact_center/crsfexpress_12_0finstall/guide/uccx_b_getting-started-ip-ivr-... M2
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a. In most post-routing cases, the script will welcome the caller and collect some information from the calk ¥
be sent over to the Unified ICME system.

b. The script maps this data using the Set Unified ICME data step.
¢. The script ends with the End step.

5. Since this is a post-routing application, once the End step is reached, the Unified CCX system requests
instruction from the Unified ICME system.

This instruction is a route request with the VRU peripheral as the routing client and the Unified CCX Route Point
as the DN.

6. The Unified ICME system will have an ICM script configured to run for this routing client DN. After it is notified of
the call, the Unified ICME system runs the ICM script.

7. The ICM script will determine how to handle the call and will instruct the Unified CCX system accordingly.

ICM scripts are composed of many different call-handling steps, including the following four commands it can
send to the Unified CCX system-connect, Release, Run VRU Script, and Cancel.

4. The Unified CCX system responds to the commands from the Unified ICMIE system until the Unified ICME
system signals that the call is complete.

For example, the ICM script could send a Run VRU Script request to the Unified IP [VR system, instructing the
Unified IP IVR system to run a script that plays music and thanks the caller for their patience. When an agent
becomes available, the Unified ICME system sends a Cancel request and the Unified IP IVR system stops
running the current script.

The Unified ICME system then sends a Connect command with a Normal label that indicates the extension of
the free agent. The Unified CCX system then checks the VRU Script Name variable to determine if it needs to
run a PreConnect script. The Unified CCX system routes the call to the agent indicated in the Normal label.

Translation-Routed Call Flow Scenario

This scenario represents a call that is queued in the Unified IP IVR through Translation Routing untit an agent
becomes available.

In a translation-route call flow:
1. The caller dials the desired phone number (an application Trigger that is a Unified ICME Route Point).
2. The call is presented to the Unified ICME system.

3. An ICM script is started. Based on the ICM script logic, the caller is queued for a group of agents. If none are
available, the caller is gueued in the Unified IP IVR as foliows:

a. The czller is translation routed to the Unified IP IVR by the PG (the ICM Peripheral Gateway) sending a
redirect request to CTI through CM Telephony. The destination is a Unified CCX Translation Route Point

{Trigger).

The Unified ICME system sends alony with the call additional information associated with the call, including a
reserved DNIS value, a trunk group, a labet for the PG, and instructions for further processing.

b, The call is presented to the Unified CCX system on the trigyer.

¢. The Unified CCX system looks for a CTI port in the CM Telephony Call Controt Group sssigned to the trigger
(the phone number).

d. The Unified CCX system determines which CTI Port to take the call on and sends a redirect request to
through CM Telephony.

e. The Unified CM sends the caller ta the specified CTl Port,

f. The caller is presented 1o the Unified CCX system on the CTI Port.

hnps:ﬂwww.cisco.comldenlusﬂdldocslvuice_lp_comm!cusl_conlacllconlacl_centerlcrslexpress_12_Olinslalllguideluccx_b _getting-started-ip-ivr-...  8/12
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"‘ he Unified CCX system accepts the call, staris a session with the ICM PG, and sends a
REQUEST_INSTRUCTION request.

o ICM script then determines what to do next. In most cases, it sends a RUN_VYRU_SCRIPT request to the
thified CCX system.

4, The Unified CCX system maps the requested VRU script name to a Unified CCX Script based on the VRU Script
configuration in the Unified CCX system.

6. The Unified CCX script then determines how to handle the call. A call can either be redirected or answered with
the accept step.

7. If the Unified CCX script answers the call, and the trigger has been assigned a Dialogue Group, it establishes a
media connection with the caller. At this point the Unified CCX system can interact with the caller as desired.

3. When the script ends, it sends a RUN_SCRIPT_ RESULT message back to the Unified ICME system. The ICM
script determines what to do next. Typically another RUN_SCRIPT_REQUEST events is sent. This continues until
an agent becomes available 10 take the call.

9. Once an agent becomes available, the Unified ICME system sends a CANCEL message to the Unified CCX
system.

D. The Unified CCX system terminates the running script.
1. The Unified ICME system then sends a CONNECT message that includes the Agent's extension as the Label.
2. The Unifted CCX system then redirects the caller to the agent’s extension.

ICM Subsystem

The ICM subsystem of the Unified CCX system allows Unified IP IVR to interact with the ICM system. The ICM
subsystem of Unified CCX uses a proprietary protocol to communicate with the ICM PG,

When using the ICM subsystem, you should understand:
+» Service Controf interface
« Labels
+ VRU Seripts

Expanded Calf Variables

. Script Parameter Separators

Service Control interface

The Service Control interface allows the Unified ICME system to provide call-processing instructions to the Unified
IP IVR system. It also provides the Unified ICME system with event reports indicating changes in call state.

The Service Controf Interface is enabled from the Unified CCX ICM subsystem conhguration web page.

Labels
The Service Control interface supports four label types:
« Normal

The Normal label is a character string that encodes the instructions for routing the call. It contains either a
directory number 1o which the Unified IP VR systern should route the call or the name of a .wav file
representing an announcerment.

If you configure the Unified IP IVR system to send an announcement, the Unified 1P IVR system plays the .wav
file, pauses for two seconds, and repeats the .wav file followed by the two second pause three additional
times. Then it pauses & seconds and plays a fast busy signal until the caller hangs up.
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+ Busy -

The Busy label indicates that the caller should receive a busy treatment. Unless you set up a Busy label pon )

group to handle the call, the Unified IP IVR system generates a simulated busy signal from a .wav file until th
" caller hangs up.

« Ring No Answer

The Ring No Answer (RNA) label indicates that the caller should receive an RNA treatment. Unless you set up a
Ring No Answer label port group to handle the call, the Unified IP IVR system generates a simulated ringing
sound from a .wav file until the caller hangs up.

» Default

The Default label indicates that the Unified IP IVR system should run the default script.

VRU Scripts

The scripts that control Unified IP IVR calls have a VRU Script name in the Unified {CME system that must be
properly mapped to a Unified CCX script name (.aef file} in the Unified CCX system. This mapping is done from
the Unified CCX iCM subsystem configuration web page.

Expanded Call Variables

Data is passed back and forth between the Unified ICME system and the Unified CCX scripts using Expanded Cell
Variables. There are 10 default variables available, but others can be configured. Since these variables are used
globally throughout the syslem, they zre considered to be premium and should only be used when necessary.
Expanded Call Variables are configured both in the Unified ICME system and in the Unified CCX system. In the
Unified CCX system, they are configured from the Unified CCX ICM subsystem configuration web page.

Script Parameter Separators

One function that can prove useful is the ability to use the Unified ICME RUN_SCRIPT node with a name that
includes parameter separators. The Parameter Separator is defined from the Unified CCX ICM subsystem
configuration web page. By defauit it is the | (pipe) symbol.

One example of its usefulness is if you have one main script. Within that script, you can have multiple branches
that would execute based on the value of a parameter that is passed by the Unified ICME system.

Example

Configuration data:

» Cisco Unified CCX Script name = testscript.aef

« VRU Script name = testsciipt {ICM VRU Scripts

+ Run VRU Script node in Unified ICME = testscript]100
Get ICM Data step in script testscript.aef:

« Field Name: VRU Script Name

« Token Index: 1

« Decoding Type: String

. Local Variable: param1 {of type string)

In the preceding example of a script parameter separator, the script variable param 7 will contain the first
parameter {after the }) In this case, that would be 100. This example allows the variable param? to be tested and
for the script to take the desired branch based on its value. The benefit is that only one VRU Script needs to be
defined in the Unified CCX system, and you do not have to use any other variables as parameters to determing
which branch to take in the scripl.
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‘e 'Oo ‘ When you use parameter separators in Unified CCX, the Unified ICME script name must |nclude the

%’n T4 ‘uto parameter as part of its name. If you want to pass a different parameter like " testscript| 200" then you

need to configure another VRU script on the Unified ICME system and name it testscript|200.

jor more information on script parameters, see the Cisco Unified Contact Center Express Editor Step Reference
yele and the Cisco Unificd Contact Center Express Getting Started with Scripts,

Debugging Problems in the Unified IP IVR System

r The SS_TEL or SS_SIP (Telephony subsystems) debug traces can be used to debug the CM Telephony aspect of
a call.

When debugging Unified ICME problems in the Unified IP WR system, turn on the |ICM related debugs. The Unified
CCX LIB_ICM (ICM library) and the SS_ICM {ICM subsystem) show the Unified ICME events messaging. Use the
Cisco Unifind Contact Center Express Solutions Servicing and Troubleshooting Guide for instructions on how 1o

interpret the messages and how to use Trace,

Important Unified ICME Configuration Dependencies

When configuring your Unified IP IVR system in an Unified CCE environment, you need 1o be aware of the
following:

« The DNs {Dialed Numbers) of the Route Points, that is, the triggers that you configure in the Unified CCX
system are used in the Unified ICME system as Translation Route DNIS'. As such, it is critical that these DNs
match the Translation Route DNIS’ you configure in ICM. If you fail to do this, Translation Routing wilt not work
and calls will be dropped.

For example, if your Translation Route DNIS poal has DNIS' 5000, 5001, 5002, and 5003 in it, then you must
create four Route Points, each with one of those numbers as the DN of the Route Foint.

So, your configuration might look like this (the hames are up to you, but the DNs are mandatory)
» TRRoutePcint1 - DN 5000
- TRRoutePcint2 - DN 5001
« TRRoutePoint3 - DN 5002

« TRRoutePoint4 - DN 5003

« The CTI poti group number ID5 in Unified CCX must have the same numbers as the penpheral irunk group
numbers in the Unified ICME system.

« It is imperative that the =cript name referenced in your Unified ICME Run External Script node matches what is
configured in the VRU Script List configuration in the ICM Subsystem on Unified CCX.

Figure 2. The Script Name Referenced in your ICM Run External Script Nade

Run Ext. Script;y

Basiol) aef

X e/

In order to eliminate any confusian, name the Unified COX scrnipt exactly the same in all places,

hitps fwww.cisco.com/clenfusitdidacs/ivoice_ip_commicust_contacticontact_center/crs/express_12_Dfinstallfguide/uccx_b_gefiing-started-ip-iv... 11112
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Conzider the example BasicQ.aef script provided with your Unified CCX server. Obviously, this is the script ney 7

by which Unified CCX will know the script. However, you can refer 1o this script in 2 Run External Script node i ‘F;\Vb_
Unified ICME by whatever name you want. The VRU Script List configuration in Unified CCX Application 1
Administration application is where you couple the ICM External Script name with the Unified CCX script name S

Figure 3. Matching the ICM Script Name with the Unified CCX Script Name

ICM Configuration

General I 2 VRUSC;‘f_!)t Na“_m va Scﬂpt va ‘

asicQ.aef BasicQ.aef
ICM VRU) Scripts ¢ B Q Q

« The VRU Script Name column on the left is the name that Unified ICME wifl refer to when calling the script and
the Script column on the right is the fite name of the Unified CCX script you want to run when Unified ICME
calls the script mentioned in the VRU Script Name column.

. As you can imagine, if you refer to these scripts by different names in Unified ICME and Unified CCX, it can
become confusing when it comes time to troubleshoot. Thus keep these names exactly the same. This way
there is norambiguity as to what script you are referring to

« The VRU connection port mumbers in Unified CCX must be the same as the VRU connection porl numibers in the
Unified ICME system.

» Any enteiprize ECC (Expanded Call Context) viniablzs must be defined on bath sides of the system {(in Unified
I (VR and in Unified ICME software).

© 2019 Cisco and/or its affiliates. All rights reserved.

http=:iiwww.cisco.comicienfusitd/docsivaice_ip_comm/cus!_conlact/contact_centerfersfexpress_12_0finstallfguidefuccx_b _getting-startad-ip-iv... 1212



f)
Y jpdoted: January 30, 2019

hapter: Install and Configure Unified CM for Unified IP IVR

hapter Contents
nstall and Configure Unified CM for Unified IP IVR
\bout Unified CM
Jnified CM Install
sonfigure Unified CM
Jnified CM Configuration Checklist
Check Phone Configuration in Unified CM

This section describes how to install and configure Unified CM for Unified IP IVR.

This section contains the following:

» About Unified CM

+ Unified CM Install

» Configure Unified CM

«+ Unified CM Configuration Checklist

About Unified CM

Unified CM:

. Provide features for which organizations have traditionally used PBX systems. Unified CM uses open standards,
such as TCP/IP, H.323 standards for packet-based multimedia communications systems, and Media Gateway

Control Protocol {MGCP).

. Allow deployment of voice applications and the integration of telephony systems with Intranet applications.

Unified CM Install

Follow the step-by-step installation instructions for Unified CM included in the /rstalling Gisco Unified
Communications Manager Guide. See Cisco Unified Communications Manager Install and Upgrade Guides.

There are no Unified CCE specific installation prerequisites or instructions for Unified CM. You can find the guide
and the other guides mentioned at the Cisco Unified Communications Manager Install and Upgrade website.

Once Unified CM installation 1s complete, configure Unified CM as described in the next section

Prior o proceeding with configuration, ensure that:

« By using the System option in the Cisco Unified CM menu selection from the Unified CCX Administration web
page, verify that Unified CM has been created on a Unified CM server

« By using Unified CM Administration and the Cisco Unified Serviceability Administration, verify that all the
services required by Unified CM are running.

+ If you are planning on using the Unified CM BAT (Bulk Administration Tool), you can run it by choosing Bulk
Administration from the Unified CM Administration menu.

« By using the Unified CM User Management web page, identify the users in the Unified CM directory that will be
assiyned administration privileges in Unified CCX. If these users do not exist in the Unified CM directory, then
you musl create those users in Unified CM.

hnps:lew.cisco.cunﬂclenluslldfdocslvnice_lp_comnﬂcust_cuntactlcontact_cenlerlcrs!express_12_0nns|alllguideluccx_b _getting-started-ip-ivr-1...  1/4



.
11/28/2018 Getiing Starled with IP IVR Guide, Release 12.0 - install and Configure Unified CM for Unified IP IVR [Cisco Unified Conlaw‘r y

.

L

% Write down in a notebook the Unified CM directory information since you will need it for the Unified .‘}Q“i"
Note VR installation. If you keep configuration information that is used more than once in a check list s s
notebook, then it will be easier to enter the correct configuration information when it is needed.

(]

Related Documentation

Instalfing Cisco Unificd Cormmunications Manager

Cisco Unified Communications Manager Bulk Administration Guide
Cisco Unified Communications Manager Administration Guide

Cisco Unified Communications Manager Features and Seivice Guide
Cisco Unified Communications Manager System GGuide

Cisco Unified Contact Center Expiess Operations Guide

Configure Unified CM

For instructions on configuring Unified CM, see the configuration instructions in the Cisce Unified Communications
Manager Adminictiation Guide.

Most of the Unified CM configuration tasks are done by using Cisco Unified Communications Manager
Administratiod. The administration program is accessed from a PC by using a web browser,

Procedure

Enter: https://<Communications Manager_servername>/ccmadmin

Unified CM Configuration Checklist

When configuring Unified CM, complete the tasks described in the following table to configure Unified CM for use
with Unified IP IVR.

Procedure

Task Purpose

1.Create Unified CM users that will later be assigned Provides a user account for Unified IP IVR to connect

administrative privileges in the Unified CCX with Unified CM.

Administration software. You will need to remember the user IDs and
passwaords for when you install and configure Unified
IP IVR.

The user ID should not be longer than 31
alphanumeric characters. Although a user ID in Unified
CM can contain up to 128 alphanumeric characters, in
a Unified CCX system, a user 1D can be no Jonger than
31 alphanumeric characters.

User Configuration window

See also the Cisco Unified Cominunications Manager
Admiinistiation Guide, " Cnd User Configuration ™
chapter.

From the Unified CM Administration page menu bar,
select User > Management > End User.

hitps:/fwww.cisco.com/c/enfus/td/docsivolce_ip_commicust_contacteontact_center/crsiexpress_12_Ofinstalifguide/ucex_b_getting-started-ip-ivr-1... 2/4
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. /’5‘1‘ e"i.k Purpose
o
Configure the Unified CM Group for the devices or  Specifies the Unified CM group to provide redundancy
0 the default. and to assign to devices in this device pool.

Unified CM Group Configuration window

See also the Cisco Unified Communications Manager
Administration Guide, " Cisco Unified Communication
Manager Group Configuration” chapter.

3. Configure the appropriate Regions for the sites. Specifies the codecs 10 be used by calls between
devices in that region and other regions.

| Region Configuration window

See also the Crsco Unified Communications Manayer
Admmiztration Cuide,” Region Conhguration” chapter.

From the Unified CM Administration page menu bar,
select System > Region and then click the Add New
fink.

4. Conhgure the Locations for the sites implements Cali Admission Contro! which regulates
voice quality by limiting the available bandwidth for
calls.

Location Configuration window

See also the Crisca Unified Conmvmunications Manager
Administiation Ciuide,” Location Configuation”
chapter.

5. Configure the device pool with the previously Specifies the voice codec to he used for calls in the
configured Regions. regions with the devices.
Pevice Peool Canfiguration window

See also the Cisco Unified Communications Manager
Administration Guide, Device Fool Configuration
chapter.

From the Unified CM Administration page menu bar,
select Device > Phone and then either find a
configured phone or click the Add New link.

Choose the device pool from the Phone Configuration
web page,

https:/iwww.clsco.com/clenfusitdfdocsivoice_p_commicust_contact/contact_cenler/crsiexpress_12_Diinstall/guide/ucex_b_getting-started-ip-ivr-1...  3/4
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Purpose L

6. Configure the phones individually in Unified CM with Specifies a unique diatable phone number for each

the correct directory numbers or configure them with
the Unified CM BAT tool. For Bulk Configuration,
associate the Device Pool with the Phone
Configuration.

. Check Phane Configuration in Unified CM

phone.

Also, defines characteristics for devices, such as
region, date/time group, failover behavior, and others

You must set the configuration on ezch IP phone so
that it can locate and connect to Unified CM. This
procedure varies by site according to the customer's
network configuration.

Phone Coanfiguration window or BAT

See also the Cisco Unified Comimunicalions Manager
Administration Guide, " Cisco Unified IF Phone
Configw ation” section,

From the Unified CM Administration page menu bar,
salect Device > Phone and then click the Add New
link. Next select your phone type and click Next and
continue to follow the instructions, filling in the
required information in the Phone Configuration
window.

Add the phone number and a directory number to the
phone number, and then configure the DN (Dialed
Number).

Check Phone Configuration in Unified CM

Procedure

Step 1 j5ing a Web browser, open Unified CM Administration,

This URL is commonly: https://<Communications Manager_servername>/ccmadmin

Step 2 ¢om the Device menu, select Phone.

Step 3 |, the Find and List Phones payge, make sure the last text box is blank and click Find.

This will list all the IP phones connected to your system plus the CTI ports and Calf Control groups
automatically created in Unified CM when yau configured the Unified CCX Application.

© 2019 Cisco and/or its afhliates. All rights 1eserved.
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hapter: Unified IP IVR Installation and Configuration

~hapter Contents

Inified IP IVR Installation and Configuration

Yisco IP IVR Installation

Jnified IP IVR Configuration

Inified IP VR Configuration Checklist

inified IP IVR Application Configuration Checklist

After you have configured Unified CM, install and configure Unified P IVR.
This sect'on contains the following:

» Cisco IP IVR Installation

- Unified IP VR Configuration

« Unified IP IVR Configuration Checklist

+ Unified IP IVR Application Configuration Checklist

Cisco IP [VR Installation

To instalt Unified IP IVR, you must install Unified CCX and sefect the Unified IP IVR product package during the
installation.

The Unified CCX instailation procedure contains two steps:

1. installation: Loads the Unified CCX software onto your system, At this time, you select the deployment type
(Unified CM) and a language.

2. Server Setup: After you install Unified CCX, you use the Unified CCX Administration web application to perform
the initial system setup.

3. Server Setup: Enables the specific Unified CCX components that will run on a particular server. Also
determines if a server will function as a standby server for high availability. This procedure is done for each
Unified CCX node in a cluster, including the one on which you perform the cluster setup.

Once these installation and setup procedures are done, you will have access to the complete set of Unified CCX
Administration features that are licensed for your Unified CCX product.

For installation instructions, including the planning of your Unified IP IVR installation, a pre-installation check list,
and an installation and setup check list, see the Cisco Unified Contact Center Express Install and Upgrade CGunde at

the Install and Upgrade Guides.

Unified IP IVR Configuration

After you install and perform the initial set upr of Unified IP IVR, use the Unified CCX Administration web interface
1o perform a variety of additional set up and configuration tasks,

These tasks include:
« Configuring Unified CCX to work with Unified CM

« Configuring the required subsystems

https:/iwww.cisco.com/clen/usitdidocsivoice_ip_comm/cust_contact/contact_centerfers/express_12_0/insfall/guidefuccx_b_getting-started-ip-ivr-... 1710
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. Configuring Unified CCX for Unified IP IVR o
v Q
) ,

You can access the Unified CCX Administralion web interface from a server on which Unified CCX is installed ¢ I,
fram a client system with access to your netwaork.

From a web browser on any computer in your network, enter the following URL: hitp.//-e1vername/AppAdmin
where servername is the host name or IP address of the Unified CCX node.

For detailed instructions about configuring Unified CCX and Unified 1P IVR, see the Cisco Unified Contact Center
Express Administration and Operations Guide at

https://www.cisco.com/enf/US/products/sw/custcosw/ps1 846/products_installation_and_configuration_guides_li
st.html. The procedure locations referenced in the table are found in the administration guide.

See the https:I,’www.cisco.cornlenIUSIproductslswlcustcoswlps184Sltsd_products_support_series_home.html
for the latest Unified CCX documentation.

Unified IP IVR Configuration Checklist

Do the following tasks in the given order.

Table 1. Unified IP IVR Configuration Checklist

Task Purpose and Notes Configuration Location Procedure Location
1. Configure the JTAPI The Unified CCX Engine JTAPI Configuration web  Configuring a JTAP!
subsystem on Unified uses the JTAP| subsystem  page PProvider section in the
CCX. to send and receive calls  gom the Unified CCX Cisco Unified Contact

Center Express
Administiation and

from Unified CM. Administration web page

menu bar, select : _
Subsystems > JTAPI. Operations Guide.
Then select JTAPI

provider in the option list

on the left.

For the JTAPI Provider configuration, select the IP address(es) or hostname(s} of
one of the Available CTl Manager machines. The Available CT| Managers list box
lists all the available CTI Managers that are in the Unified CM cluster.

The primary provider is the first value in the list of selected CT| managers in the
cluster, and the secondary provider is the second (also the last) value in the list of
CTl selected managers in the cluster.

There cannot be more than two selected CTI Managers for JTAPI Provider
Configuration.

The User Prefix is used by Unified CCX to create the Application User in Unified CM
that controls the Route Points and CTI Ports.

Make sure the users (<User prefix> +" _" +,nodeid) are NOT defined in Unified CM

On clicking OK, JTAPI users are created in the Unified CM. Depending on how
many Unified CCX engines are enabled in the cluster, those many JTAPI users are
created.

In an IP IVR system instalied independently of Unified CCX, you do not need to
configure the RmCm subsystem.

That configuration is shown here only to show you what you would have to
configure next if your IP IVR system were installed as a part of Unified CCX.

hitps:/fwww.cisco.com/clenfusitdidocs/voice_ip_commicust_contact/contact_center/crs/express_1 2_0finstallfguide/uccx_b_gefting-started-ip-ivr-... 210
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Task

"}, Provision a JTAPI Call
Control Group.

3. Check to make sure the
JTAP! information in
Unified CCX and Unified
CM is synchronized. If il is
not synchronized,
resynchronize it.

4. Provision the Cisco
Media Termination
Subsystem.

Purpose and Notes

The Unified CCX system
uses JTAPI call control
groups to pool together a
series of CTI ports, which
the system uses to serve
calls as they arrive at the
Unified CCX server.

Unified CCX automatically
adds the needed CTi ports
port assignments and the
specified call control
groups to the Unified CM
database when you click
Update.

Makes sure the JTAPI
configuration data entered
in Unified CM through
Unified CCX is
synchronized with the
JTAPI configuration data in
Unified CM for every
server in both the Unified
CM cluster and the Unified
CCX cluster.

The check and
Synchronize option
generates a report
describing the status of
JTAPI information (JTAPI
Users, Port Groups, and
Triggers).

Specifies the media you
need for your system,

The Unified CCX server
uses the Real-Time
Transport Protocol (RTP)
to send and receive media
packets over the IP
network. To ensure that
the Unified CCX can
communicate with your
Cisco Unihed
Communications system,
you need to configure the
RTP ports that the Unified
CCX Engine will use to
send and receive RTP
data

Configuration Location

JTAPI Call Control Group
Configuration web page

From the Unified CCX
Administration web page
menu bar, select
Subsystems > JTAPL.
Then select JTAPI Call
Control Group in the
option list on the left.

The JTAPI Resynchronize
dialog box

From the Unified CCX
Administration web page
menu bar, select
Subsystems > JTAPI.
Then select
Resynchronize in the
option list on the left,

Cisco Media Termination
Dialog Group
Configuration web page

From the Unified CCX
Administration web page
menu bar, select
Subsystems > Cisco
Media and then in the
upper, right corner of the
window, click the Add a
New CMT Dialog Control
Group link.

hitps:/iwww.cisco.com/c/enfus/ididocsivolce_ip_comm/cust_contact/contact_center/ers/express_12_0finstall/guidefuccx_b_getting-started-ip-ivr-...
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Procedure Location

Provisioning JTAPI Call
Contio! Groups section in
the Cisco Unified Contact
Center Administration and
Onerations Guide.

Provisioning JTAPI Call
Contro! Groups section in
the Cisco Unified Contact
Coenter Express
Administration and
Operations Guide.

Frovisioning the Cisco
Media Subsystem section
in the Cisco Unified
Contact Center Cxpress
Administration and
Operations Guide.

ana
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Task

5. Provision and configure
any other Unified CCX
subsystems that you will
use.

5.1 Provision an MRCP
Automated Speech
Recognition (ASR)
subsystem. (optionai)

Purpose and Notes

Configuration Location

]

Gelting Started with IP VR Guide, Release 12.0 - Unified IP IVR Installation and Configuration [Cisco Unified Contact Cerig ‘

Procedure Locatk

7

You can choose different types of media, from a simple type of media capable of
supporting prompts and DTMF (Cisco Media Termination) to a more complex and
rich type of media capable of supporting speech recognition, It is even possible to
provision calls without media.

Because of the media capabilities, you must provision media manually. Each call
requires both a CTl port and a media channel for the system to be backward
compatible or to support media interactions.

Media resources are licensed and sold as IVR ports 5o you can provision more
channels than you are licensed for and, at run-time, licensing will be enforced to
prevent the system accepting calls, as this would violate your licensing

agreements.

Expands the functionality
of your Unified IP VR
system.

Allows users to navigate
through a menu of options
by speaking instead of
pressing keys on a touch-
tone telephone.

This task includes the
following three tasks and
depends on whether or
not you have bought
licenses for subsystems
and have installed them
when you installed Unified
CCX.

MRCP ASR Configuration
web page

In the Unified CCX
Administration web page,

select Subsystems >
MRCP ASR.

Provisioning ASR and TT:
section in the Cisco
Unified Contact Center
Express Admiristration and
Operations Guide,

The MRCP ASR software is optional and requires a vendar license.

The License is the number of MRCP ASR port licenses purchased from the ASR
vendor. For the currently supported MRCP ASR vendors, see the current Unified

CCX Compatibility Matrix.

To configure an MRCP ASR server or a dialog group, click the MRCP ASR Servers
or MRCP ASR Dialog Groups respectively in the column on the left of the web

page.

The Unified CCX system uses the Media subsystem of the Unified CCX Engine to
configure Cisco Media Termination (CMT} dialog yroups that can be used to handle
simple Dual-Tone Multi-Frequency (DTMF} based dialog interactions with
customers. A dialog group is a pool of dialog channets in which each channel is
used to perform dialog interactions with a caller.

This step invalves the configuration of youw

+ MRCP ASR Providers
+ MRCP ASR Servers

« MRCP ASR Dialog Groups

hnps:I!www.cisco.comldenluslld!docsluuioe_ip_cnmmrcust_contact!contact_cemerlcrslexpress_12_0finstal|lguidefuccx_b _getiing-started-ip-ivr-... 4110
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% pxt-to-Speech {TTS)
subsystem. (optional}

5.3 Provision the HTTP

subsystem. {optional)

GOQ. 2 Provision an MRCP

Purpose and Notes

Converts text {UNICODE)

Configuration Location

MRCP TTS Coenfiguration

into spoken words in order web page

to provide a user with
infermation or to prompt a
user to respond to an
action.

In the Unified CCX
Administration web page,
select Subsystems >
MRCP TTS, click Add
MRCP TTS Provider, link,
fill in the information
required and click Add.

Geliing Starled with IP IVR Guide, Release 12.0 - Unified IP IVR Installation and Configuration [Cisco Unified Contact Center Expr...

Procedure Location

Provisioning ASR ang TTS
section in the Cisco
Unified Contact Center
Express Administration and
Operations Guide.

The MRCP TTS software is optional and requires a vendor license. For the currently
supported MRCP TTS vendors, see the current Unified CCX Compatibility Matrix.

To configure an MRCP TTS server or default gender, click on the MRCP TTS
Servers or the MRCP TTS Default Genders in the column on the left of the web

page.

This step involves the conhguration of your:

« MRCP TTS Providers
« MRCP TTS Servers

« MRCP TTS Default Genders

Enables Unified IP IVR
applications to respond to
requests from a variety of
web clients, including
compiters and IP phones.

If you are not using HTTP
applications, you do not
need to provision the
HTTP subsystem.

HTTP Trigger
Configuration web page

From the Unified CCX
Administration menu bar,
choose Subsystems >
HTTP, and click the Add a
New HTTP Trigger link, fill
in the information required
and click Add.

Provisioning the HTTP
Subsystem section in the
Cisco Unified Contact
Center Express
Adrministration and
Operations Guide.

hitps:/www.cisco.comiclenfusitd/docsivoice_ip_comm/cust_contact/contact_center/crs/express_12_0finstalliguidefuccx_b_getting-started-ip-ivr-... 510
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Task

Purpose and Notes

5.4 Provision the database Enables Unified CCX

subsystem. {optional)

5.5 Provision the email
subsystem. {optional}

hltps:h‘wwmciscu.conﬂc!enluslldldocslvoice_}p_commlcust_conlacllconlacl_cenlerlcrslexpress_12_Dﬂnslaillguldeluccx_b _getting-started-ip-ivr-... 6/10

applications to interact
with database servers In
order to make database
information accessible to
conlacts.

For example, if you want
customers to be able to
dial in to sautomatically get
account information, you
would need this
subsysten.

The database subsystem
is optional.

If you are not using Unified
CCX applications that
require access to
databases, you do not
need to provision the
Database subsystem.

Communicates with your
email server and enables
your Unified IP IVR
applications to create and
send email.

Getting Starled with IP IVR Guide, Release 12.0 - Unified IP IVR Instaliation and Configuration [Cisco Unified Contact Cenlu-“

Configuration Location

The ODBC Data Source
Administrator window and
the Enterprise Database
Subsystem Configuration
web page

This involves two
procedures:

+ On the script server,
select Start >
Pragrams >

Administrative Tools >

Data Sources (ODBC).

« From the Unified CCX
Administration menu
bar, select
Subsystems =
Database,

« and in the Datahase
Subsysiem
Configuration web
page, click Add a New
Datasource,

From the Unified CCX
Administration menu bar,
select Subsystems >
eMail.

The email subsystem is optional.

D

Procedure Location L

Pravisioning the Databasy '

Subsystem section in the
Cisco Uniftied Contact
Center Expre-s
Administration and
Operations Guide.

Provistoning the eMail
Subsyslem section in the
Cisco Unified Contaci
Cenier Expiress
Admiristration and
Operations Guide.

If you are not using email applications, you do not need to provision the eMail

subsystem.

Once you configure email functionality, the Unified CCX scripts created with the
email steps will function correctly.

The emall configuration identifies the default email address and server to be used
for sending email (including e-pages and faxes} and for receiving

acknowledgments:

« A Mait Server is a fully-qualified em-il server name. Far example:

server,domain.com)

. An eMail Address is an existing fully qualified email address for the
administrative account. For Example.administrator@domain.com
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. ,-60“& * Start the Application The Application Engine is  Unified CCX Control Starting, Stopping, and
- FEngine the execution vehicle for Center web page Restarting Unified CCX

7. Install and configure the
applications that you will
use with Unified CCX {as
needed).

Unified IP IVR scripts.

The application engine
runs when you install
Unified CCX. However, you
need to restart the engine
after you configure yaur
subsystems.

Enable the Unified IP IVR
applications you want

From Unified CCX
Administration menu bar,
select System > Control
Center. Then click
Component Activation.
Finally, on the Component
Activation page, select all
your components and
click Update.

This task is subdivided
into 5 tasks summarized in
the following Unified CCX
Application Conhguration
Check List.

Unified IP IVR Application Configuration Checklist

Unified IP IVR applications require Unified IP IVR scripts. For instructions on creating and editing scripts see the
Cisco Unified Contact Center Express Script Developer Series documentation at the Cisco Unified Contact Center
Express End-User Guides for the latest Unified CCX documentation.

Services section in the
Cisco Unified Contact
Center Lxpress
Administration and
Operations Guide.

See Unified IP IVR
Application Configuration
Checklist.

Fol instructions for how 1o
use a specific web page,
from the menu bar, select
Help > For this page.

To configure your applications for Unified IP IVR, do the following tasks in the given order.

Table 2. Unified IP IVR Application Configuration Checklist

Task

1. if needed, edit the
script that your Unified
CCX application will use,

Purpose and Notes

To customize the script for
your needs.

By double clicking on an
uploaded script listed in
the Unified CCX Script
Management page you
¢can open the script with
the Unified CCX Editor.

See also the Unified CCX Script Developer Sere: documentation:

Configuration Location

Unified CCX Script Editor
(for creating or editing
scripts) and Unified CCX
Administration web pages

Procedure Locaticn

Managing Scripis,
Prompts, Grammars, and
Documents section in the
Cisco Unified Contact
Center Expness
Administration and
Cperations Guide .

o Volume 1, Getting Started with Coce Unificd CCOX Scnipting
« Vohune 2, Cisco Unified CCX Editor Refercice

« Volume ., Cisco Unified CUX Dxpre

W Longuage Reforonce

These three PDF documents contain the same information that i1s in the Unified CCX
Editor online help, only in PDI format, rather than HTML format

If you are customizing the Cisco Unified CM AutoAttendant, you ~hould see the
customization procedure in the . You can access this guide through the Unified CM

documentation web page.

hnps:Ilwww.ciscu.cumlc!enlusltdldocsivoice_ip_commlcus!_cnntactlcontact_centericrsiexpress_1 2_0Ofinstall/guide/ucex_h_getting-started-ip-ivr-... 710
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Task

2. if needed, create or
customize any prompts
that your Unified CCX
script will use.

3. Upload the script.

4. Upload any prompts
needed for the script

Purpose and Notes

Through Unifhed CCX
Administration Media
Configuration, you can
modify the prompts that
your script uses. You can
also upload spoken names
for each person in the
organization, so callers
receive spokan names
rather than, for example,
speiled-out names when
the attomated atiendant is
asking the caller to
confirm which party they
want.

Some notes on Prompts

s
Getling Starled with IP IVR Guide, Release 12.0 - Unified IP IVR Installation and Configuration [Cisco Unified Contact Cenle ‘ f

Configuration Location

Unified CCX Prompt
Management web page

From the menu bar in the
Unified CCX
Administration web page,
select Applications =
Prompt Management.

A2
9

Yo

Procedure Location * Vb

Managing Scripts,
Prompts, Grammars, and
Documents section in the
Cisco Unified Contact
Center Express
Administration and
Operations Guide .

» The Cisco Unified CM AutoAttendant, for example, comes with a prerecorded,
generic welcame prompt. You should record your own welcome prompt to
customize your automated attendant for the specific role that it is to fulfll for

your organization.

« You can use any sound recording software 1o record your promgpts if the
software can save the prompt in the required file format. You can record a
different welcome prompt for each instance of your script application that you

create.

. You can record your prompis by using Microsoft Sound Recorder. Save each
prompt as a .wav file in CCITT (mu-law) 8-kHz, 8-bit, mono format. You must
have a microphone and speakers on your system to use the software,

To put the needed scripts
in the Unified CCX
repository so that they are
available for use in a
Unified CCX application.

For customized or
language specific prompts

Unified CCX Script
Management web page

From the Unified CCX
Administration menu bar,
select Applications >
Script Management.

In the Script Management
page, click Upload New
Scripts, Then in the
Explorer User Prompt
dialog box, type in the
script name in expression
format,

tUnified CCX Prompt
Managemenl web page

From the Unihed CCX
Administration menu bar,
select Applications
Prompt Management,

Then in the Prompt
Management page, click
Upload New Prompts.

Uploading a Scrip! section
in the Cisco Unified
Contact Center Express
Administration and
Operations Guide .

If you have questions
when on a Unified CCX
Administration web page,
from the menu bar, select
the Help > For this page.

Uploading promysts section
in the Cisco Unified
Contact Center Expiess
Adniinustration and
Onerations Guicde .

hitps:/iwww.cisco.com/c/en/us/td/docsivoice_ip_comm/cust_contact/contact_center/crs/express_12_0Ofinstall/guide/uccx_b_getting-started-ip-ivr-... 8/10
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’%o. Add the application.
T

6 Give the application a
name and assign the
script 1o the application.

7. Customize the
application parameters.

If you are using a Cisco
supplied script, you might
also want to customize the
application prompts. For
example, you can recoerd
and upload your own
prompts as previously
explained in this check
list.

8. Add the Application
Trigger.

hitps:/fwww.cisco.com/clenfusitdidocsivoice_ip_comm/cust_contact/contact_center/crs/express_12_D¥instalifguide/uccx_b_getting-started-ip-ivr-...

Purposze and Notes

To perform a telephony
task through Unified CCX,
you need a Unified CCX
application.

Adding an application
involves giving it a name,
assigning it a script, and
defining any application
variables.

An example application
that comes with Unified IP
WH is the Cisco Unified
CM AutoAttendant.

The script for the Cisco
Unified CM AutoAttendant
is aa.aef,

To make the application
available for use.

On the Application page, if

there are variables, you
can customize the
application by the
definitions {values) you
give the variables. The
variables are the

parameters you specify on

the application web page
in the Unified CCX
Administration tool.

Enable the application to
respond ta JTAPI calls
and/or HTTP requests.

When you conhgure JTAPI
triggers, you need to
specify the CTI Route
Point attributes used by
the trigger. For example,
device pool, loeation, and
voice mail profile.

Configuration Location

Unified CCX Application
Configuration web page

From the Unified CCX
Administration web page
menu bar, select
Applications =
Application Management
and then in the upper,
right corner of the
window, click the Add
New Application link.

Next, Under Application
Type, select Cisco Script
Application and click
Next.

Unified CCX Script
Application web page

Unified CCX Cisco Script
Application web page

Unified CCX Add
Application Triggers weh

page

Gelting Started with IP IVR Guide, Release 12.0 - Unified IP IVR Installation and Configuration [Cisco Unified Contact Center Expr,..

Procedure Location

Configure a Cisco Script
Application section in the
Cisco Unified Contact
Cenier Expross
Administration and
Operations Guide .

Configure a Cisco Script
Application section in the
Cisco Unified Conlact
Center Expness
Administration and
Operations Guide .

Configure a Cisco Script
Application section in the
Cisco Unified Contact
Center Express
Administration and
Operations Guide .

See the online help for
that web page. Also see
Add Application Trigger
section in the Cisco
Unified Contact Centen
Cxpres: Admunistiation and
Operations Guide .

9/10
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\_' 4
Task Purpose and Notes Configuration Location Procedure Location ;«_,Q’ ,;-"’a

Some Configuration Specifics QQb
C

1. From the Unified CCX Administration web page, select Applications >
Application Management.

2. In the Application Configuration web page, Click the name of your new ‘

application.

3. In the Cisco Script Application web page for your new application, the Add New
Trigger link.

4. In the pop-up window, select the trigger type and click Next

5. Enter the trigger phone number or web address and the other configuration
information that you need.

9. Test the application Make sure the application  From one of your phones,  Your application specific
works, phone the number documeniation
Before the Unified IP [yr  SPecified by the trigger. Or
system can receive calls,  'f YOU have an HTTP

the Unified CCX engine  \figger, from your
must be running. computer, email the

specified web address.,

© 2019 Cisco and/or its affiliates. All rights reserved
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Chapter: Deployment of Sample Script aa.aef

’ ~hapter Contents

Jeployment of Sample Script aa_aef

sisco Unified CM AutoAttendant Overview

sonfigure the Cisco Unified CM AutoAttendant Application (aa.aef)
‘est Your System and the Cisco Unified CM AutoAttendant Application

Since the Cisco Unified CM AutoAttendant is an application and a script that comes by default in Unified iP IVR,
making sure that it works is a good way to test your system. The Cisco Unified CM AutoAttendant script is the
AutoAttendant script template that is installed by default with your system.

For instructions on creating or modifying an IP IVR script, see Creating a Basic IVR Script.
This section contains the foliowing:

» Cisco Unified CM AutoAttendant Overview
. Configure the Cisco Unified CM AutoAttendant Application {aa.aef)
« Test Your System and the Cisco Unified CM AutoAttendant Application

Cisco Unified CM AutoAttendant Overview

The Cisco Unified CM AutoAttendant works with Unified CM to receive calls on specific telephone extensions. The
software interacts with the caller and allows the caller to search for and select the extension of the party {in your

organization} that the caller is trying to reach.
The Cisco Unified CM AutoAttendant does the following:
+ Answers a call.
» Plays a user-configurable welcome prompt,
Plays a main menu prompt that asks the caller to perform one of three actions:
« Press 0 for the operator.
Press 1 to enter an extension number.

Press 2 to spell by name.

If the caller chooses to spell by name (option 2), the system compares the letters that are entered with the
names that are configured to the available extensions.

. If a match exists, the system announces a transfer to the matched user and waits for up to two seconds for the
caller to press any DTMF key to stop the transfer. If the calier does not stop the transfer, the systemn performs
an explicit confirmation: it prompts the user for confirmation of the name and transfers the call to that user's
primary extension.

If more than one match occurs, the system prompis the caller to choose the correct extension
If 100 many matches occur, the system prompls the caller to enter more characters

When the caller has specified the destination, the system transfers the call.

https:fiwww.cisco.com/cfenfusitd/docsivoice_ip_comm/cust_contact/contact_center/crs/express_12_0finstall/guide/uccx_b_getting-started-ip-vr-1... 142
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« If the line is busy or not in service, the system informs the caller accordingly and replays the main menu %, > ee'
prompt, b #f'

Configure the Cisco Unified CM AutoAttendant Application

(aa.aef)

Follow the instructions for configuring a Unified 1P IVR application in Unified IP IVR Installation and Configuration, ﬂ
and for the application, choose the Cisco Unified CM AutoAttendant. Configure both a telephone number that can
be dialed and a name thal can be dialed.

11/28/2019 Gelting Started with 1P IVR Guide, Release 12,0 - Deployment of Sample Script aa.aef [Cisco Unified Contact Center Expren ‘

For further information on how to configure and how to customize the Cisco Unified CM AutoAitendant, see the
chapter on the AutoAitendant in the .

Example configuration data:

» AutoAttendant Number: 5000
» Telephones: 7001 and 7002
» Agent: tjones {Tom Jones)

« Tom Jones phone: 7002

Test Your System and the Cisco Unified CM AutoAttendant
Application
Verify that your system and the Cisco Unified CM AutoAttendant application work.

Procedure

Step 1 gelect one of the phone numbers you have configured in the Unified CM and dial that phone number to
see if you get the correct phone. If you get the correct phone, Unified CM is working.

Step 2 On one of your IP phones, phone the AutoAttendant number you have created (for example: 5000).

You should get the welcome prompt. if you do, then the AutoAttendant is working.

Step 3 if you have associated a person with a phone {in the example case, Tom Jones), dial the AutoAttendant
number and then at the prompt, type in the person's name (in our example, tjones).

The phone (for example, 7002) you associated with the name (for example, Tom Jones} should ring.

© 2019 Cisco andfor its affiliates. All rights reserved
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‘hapter: Install and Configure Unified IP IVR for Unified CCE

shapter Contents

nstall and Configure Unified IP IVR for Unified CCE

Jnified IP IVR In a Unified CCE System

Jnified IP IVR for Unified CCE Installation

>heck List for Configuring Unified IP IVR in a Unified CCE System
mportant Unified IP IVR Dependency Check List

This section describes how to install and configure Unified IP IVR for a Unified CCE system.
This section contains the following:

» Unified IP IVR in a Unified CCE System

« Unified IP IVR for Unified CCE Installation

» Check List for Configuring Unified IP IVR in a Unified CCE System
+ Important Unified IP VR Dependency Check List

Unified IP IVR in a Unified CCE System

In a Unified CCE system, you can use Unified IP VR to extract and parse web-based content and present the data
to customers using a telephony or an HTTP interface,

Unified IP IVR communicates with Unified ICME software by way of the Service Control Interface (SCI) protocal.

Unified IP IVR for Unified CCE Installation

The procedure for installing Unified IP IVR for an Unified CCE system is the same as that for installing Unified P
VR outside of an Unified CCE system.

Check List for Configuring Unified IP IVR in a Unified CCE System

After installation, in addition to the configuration tasks described in Unified IP IVR Configuration Checklist,
complete the tasks described in the following table to configure Unified IP IVR for use in a Unified CCE
environment. These tasks should be performed in tha order listed,

Table 1. Checklist for Configuring Unified IP IVR for Unified CCE

Task Purpose Configuration Location Procedure Location

hitps /mww.cisco.com/clenfusitdidocsivoice_ip_comm/cust_contact/contact centerfers/express_12_0/installiguide/uccx b,_getting-started-ip-lvr-1... 114
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Task Purpose

Allows the Unified 1P IVR system
to interact with Unified ICME
software. Unified ICME software
provides a central conirol system
that directs calls to various
human and automated systems.

1. Configure the
ICM subsystem,

You must enable the Service
Control Interface to use the ICM
subsystem.

The VRU Conneciion Port is the
same number configured in the
VRU Peripheral Interface
Manager (PIM) on the Unified
ICME system. This is the TCP/IP
socket number to use for
receiving messages from the
Unified ICME system.

Unified CCE uses Unified ICME
Voice Response Unit (VRU)
scripts to handle interactions with
contacts. These scripts are
loaded as applications on the
Unified CCX Engine

2. Create and
upload Unified CCX
VRU scripts.

Configuration Location

Unified CCX ICM
Configuration web page

In the Unified CCX
Administration web page,
select Subsystems

ICM.

Unified CCX ICM
Configuration web page

After you create the script,
in the Unified CCX
Administration web page,
select Subsystems >
ICM. Then click Add a
New VRU Script.

gy
Gelting Started with P IVR Guide, Release 12.0 - Install and Canfigure Unified IP IVR for Unified CCE [Cisco Unified Conlm-"

Procedure Locatioy \

"

-

Provisioning the ICM

Subsystem section in thy 1 '_

Cisco Unified Contact
Center Cxpress
Administration and
Operations Guide .

Confguring ICM VRU
Scripts section in the
Cisco Unified Contact
Center Expres
Administration and
Cperations Guide .

For creating VRU scripts,
see the Cisco ICM/IP
Contact Center Enterprise
Edition Scripting and
Media Routing Guide.

The script you configure in this step is the Unified CCX script to associate with the ICM
VRU script. You can select the script from the drop-down list or click the Edit button to

specify a new script.

The VRU Script Name configured in this step must be the name of the VRU Script from the
Property window of the Run VRU Script call. In other words, the Unified CCX file narme
configured here and the ICM VRU script file name must have the same name.

All scripts under the \defautt directory are listed in the drop-down list of the Script field in
the Cisco Script Application Configuration page.

To specify a new script, click Edit, enter the script name in the dialog box, and click OK.

htips Ihwww.cisco.comic/enfusiididocsivoice_ip_commicust_contacticontact_center/crsfexpress_1 2_0finstall/guidefucex_b_getting-started-ip-ivr-1...

The User Prompt dialog box closes, and the name you entered appears in the Script field

if you enter the script name as a file URL, enter the value with double backslashes {(\\). For
example, file:/fc:\\temp\iaa.aef.

The Application Name is the filename of the script in the Unified CCX repository to run for
this VRU Script Name. For example, SCRIPT[BasicQ.aef}].

A script name is displayed only as an Expression starting in Unified CCX 4.5. The
expression formats for different types of script are as follows:

. SCRiPT[aa.aef] for User scripts

« SSCRIPT[aa.aef] for System scripts

« SCRIPT[FILE[C:\\Windows\za. aef]] for File scripts

« SCRIPT[URL[http://localhost/aa.aef]] for URL-based scripts

214



o

o)

] )
.(0 fq’
ey e yore
04, Task Purpose
p 4
.0’40 1, Configure Unified | In translation routing, Unified
“IP R for ICM ICME software receives the call,

instead of the Unified IP IVR
system, but then Unified ICME
software routes the call 1o the
Unified IP IVR for queuing.

franslation Routing.

Conhguration Location

Unified CCX ICM
Transiation Routing web
page

In Unified CCX
Administration, select
Applications >
Application Management.
Then click Add a New
Application, select ICM
Translation Routing and
click Next

Getting Started with IP IVR Guide, Release 12.0 - Install and Configure Unified IP IVR for Unified CCE [Clsco Unified Contfact Cenl...

Procedure Location

Configure an ICM
Translation-Kouting
Application section in the
Cisco Unified Contact
Center Fxpress
Adrministration anc
Operations Guide .

You must configure Cisco Unified ICME transiation-routing applications when the Cisco {P
IVR is used as a queue point in an contact center solution.

In a Unified ICME post routing
situation, the Unified CM receives
the call and controls it.

In this case, Unified P IVR
receives the call directly from the
Unified CM and then requests
instructions from the Unified
ICME system.

4. Configure Unified
IP IVR for ICM Post
Routing.

Unified CCX ICM Post-
Routing web page

in Unified CCX
Administration, select
Applications >
Application Management.
Then click Add a New
Application, select ICM
Post Routing and click
Next.

Translation routing happens when a call is transferred from one peripheral to another For
example, the call could be transferred from a peripheral gateway to an IP IVR.

Configure an ICM Fot
Routing Apphcation

section in the Cisco
Unifted Condact Center
Cxpress Adimnist - lion and
Operations Ctude .

If the agent is configured in the Unified ICME system, Unified CCX gets the routing
information for the call from the Unified ICME system, and post routes it to the Unified
ICME agent when that agent becomes available.

This situation happens when any phone numbers that are configured in Unified CM as

triggers are dialed.

You do not have to configure both ICM post routing and ICM translation routing unless your

configuration requires it.

Important Unified IP IVR Dependency Check List

Before you install Unified ICME, list the values for all the Unified IP IVR configurations listed in the following table.

You will need these for your Unified ICME configuration.

Unified CCX route points, group IDs, connection ports, and IVR sciipt names must be the same as the
corresponding Unified ICME route points, trunk group numbers, connection poris, ICM VRU script, and enterprise

ECC variable names,

The following table lists the configuration dependencies between Unified IP IVR and Unified ICME in a Unified CCE
deployment. The items in the left column must be the same as the conesponding items in the right column.

Tahle 2. Unified IP IWR Dependency Check List
Unified IP IVR Configuration

Unified CCX Route Points (DNIS and label for the translation route in the Unified
ICME Configuration that maps the route point in Unified CCX)

hitps:/mww.cisco.com/clenfusitdidocsivaice_ip_commicust_contact/contact_center/crsfexpress_12_0finstalliguide/uccx_b_getting-started-ip-ivr-1...

Unified ICME Configuration

ICM Translation Rouling Route
Points {DNIS and label)

34
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Unified IP IVR Configuration Unified ICME Configurai| ‘5_
CTl Port Group 1Ds ICM peripheral trunk group .
numbers
VRLU connection port VRU connection port in the

Unified ICME system

Unified CCX script names JICM VRU Script names
Unified CCX enterprise ECC (Extended Call Conlext) variable names ICM enterprise ECC variable
names

© 2019 Cisco and/or its affiliates. All rights reserved
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. Chapter: Unified ICME for Unified CCE Installation and Configuration

~hapter Contents

Inified ICME for Unified CCE Instaliation and Configuration

\bout Unified ICME Software

Jnified ICME Dependencies in a Unified CCE System

>onfigure the Unified ICME System for the Unified IP IVR System
Ensure Unified IP IVR PG is Configured Correctly

Inified ICME Documentation

% Although you can install Unified ICME software before you install the Unified CM and Cisco Unified CCX

Note (Unified IP IVR) software, this guide places Unified ICME installation and configuration last. If by chance
you have installed Unified ICME software in your contact center first, you should be aware of all the
configuration dependencies described in this guide when you configure each product.

For instructions on installing and configuring Unified ICME for use in a Unified CCE environment, see the Cisco
Unified Contact Center Enterprise Install and Upgrade Guides.
This section contains the following:

» About Unified ICME Software

- Unified ICME Dependencies in a Unified CCE System

. Configure the Unified ICME System for the Unified IP IVR System
= Unified ICME Documentation

About Unified ICME Software

As part of Unified CCE, Unified ICME software provides ACD functionality including monitoring and control of
agent states, routing and queuing of cantacts, CTl capabilities, real-time data for agents and supervisors, and
gathering real-time and historical data for reporting in the Unified CCE system.

The basic Unified ICME software for a Unified CCE system includes the following components: CallRouter, Logger,
Peripheral Gateway with a Unified CM PIM and an Unified IP IVR PIM, CTI Server, and an Admin Workstation.

Unified ICME Dependencies in a Unified CCE System

Before installing and configuring Unified 1ICME far use with Unified IP IVR in a Unified CCE system, you must do the
foliowing.

+ Install Unifiect CiM.
On the Cisco Unified Communications Manager, you must have:

» Created a Unified CM PG user and associated the user with CT! Route Point(s) and CT1 Port(s).
+ Enabled CTI for the Unified CM PG user.

« Install Unified IP IVR if your Unified CCE system wili use Unified IP IVR

On the Unified IP IVR system, you must have:

hitps:/iwww.tisco.com/clen/usitdidocsivolce_ip_comm/cust_contact/contact_centerfcrs/express_12_0finstallfguidefucex_b_getting-started-ip-ivr-1... 173
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+ Configured one CTI Route Point for each post route number and/or one for each translation route DNIS,
» Configured the VRU Port Group.

« Configured the ICM subsystem.

. Predefined in the Unified CCX Editor any enterprise ECC variables and uploaded VRU scripts.

+ Specified the VRU Connection Port.

. Configured transiation routing on the Unified IP IVR system.

Configure the Unified ICME System for the Unified IP IVR System

To enable the Unified ICME to communicate with the Unified P IVR system, you must.

. Add an ICM VRU PIM to an {CM VRU Peripheral Gateway.

. Add a Type 2 Network VRU in the ICM Configuration Manager and select this Network VRU in the Advanced
tab of the VRU PIM configuration.

« Define the necessary ICM Labels.

. Create separate ICM call types for Unified IP IVR applications and queuing applications {not essential, but a
good practice).

. Define ICM Expanded Call Variables.

. Configure Announcements.

+ Define ICM VRU Scripts.

. Configure an ICM Service for Translation Routing.

. Configure an ICM Service for Post Routing.

For complete instructions on configuring Unified ICME for use in a Unified CCE Environment, see the appropriate
installation and configuration guide for the software version your have at Cisco Unified Contact Center Enterprise
install and Upgrade Guides.

. Ensure Unified IP IVR PG is Configured Correctly

Ensure Unified IP IVR PG is Configured Correctly

There may be cases when a call is not queued, but instead sent to the agent directly (via the LAA Select node)
from Unified IP IVR. You must ensure the Unified IP IVR PG is configured correctly to ensure that such a call is
considered answered at the Unified IP IVR service rather than abandoned.

Procedure

Step 1 |, the ICM Configuration Manager, select Tools > Explorer Tools ~ PG Explorer.
Step 2 (jick Retrieve.

Step 3 gelect the IP IVR peripheral.

Stepd |, Configuration Parameter, insert /ASSUME_ANSWERED.

Step 5 (¢jick Save.

Unified ICME Documentation

Planning and step-by-step installation instructions for Unified ICME are included in the documentation located al
Cisco Unified Contact Center Enterprise Install and Upgrade Guides.
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hapter. How to Deploy the Sample Script BasicQ.aef

‘hapter Contents

low to Deploy the Sample Script BasicQ.aef

low Unified CCX Seripts Work in a Unified CCE System
lasicQ.aef Script Example

onfigure BasicQ.aef

‘est Your Deployment

% If you have installed Unified IP IVR, you can also test your Unified CCE system with the Cisco Unified CM
Note autcAttendant (aa.aef). See Deployment of Sample Script aa.aef. The BasicQ.aef script works with
Unified 1P IVR.

This section contains the following

» How Unified CCX Scripts Work in a Unified CCE System
» BasicQ.aef Script Example

» Configure BasicQ.aef

« Test Your Peployment

How Unified CCX Scripts Work in a Unified CCE System

In a Unified CCE system, the Unified CCX system uses the ICM subsystem, which manages call distribution across
sites and call-processing environments.

The Unified CCX system is a queue and call-controlpoint within the Enterprise system that the Unified ICME
system manages. The Unified ICME system manages the queuing and call control.

Cisco User to User (UU) scripts, which the BasicQ.aef script is, do not handle complete calls, but provides
different call-handling instructions to be executed sequentially by the Unified CCX server. For example, VRU
scripts may play a prompt or acquire dual tone multi-frequency (DTMF) values.

The following example ICM VRU script runs two different Unified CCX scripts, CollectDigits and BasicQ, that
provide two different call-handling steps in the ICM VRU script.

Figure 1. Example [CM VRU Script

hitps:/Aww.cisco.comic/enfusitdidocs/voice_ip_comm/cust_contact/contact_center/crsfexpress_12_0finstall/guide/ucex_b_getting-started-ip-ivr-1... 174
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ICM VRU scripts run when the Unified ICME system sends a Run VRU Script request to the Unified CCX system
using a Run External Script node in an ICM script. However, before the Unified ICME system can run a VRU script,
you must have configured the Unified CCX script that the VRU script is to run, uploaded it to the Unified CCX
Repository, and mapped it to the ICM VRU script.

For related Unified CCX Contact Center documentation, see Cisco Unified Contact Center Express Documentation.
For related Unified CCE documentation, see Cisco Unified Contact Center Enterprise Documentation.

See Also

Cisco Unified Contact Center Express Scripting Series: Volume 1, Getting Started Developing Scripts

Cisco Unified Contact Center Express Scripting Series: Volume 2, Cditor Stop Relerence

Cisco Unified Contact Center Express Scripting Seties: Volume 3, Expression Language Reference

Cisco Unified Contact Center Express Adinimistration Guide

Cisco Unified Contact Center Fxpress Installation and Upgrade Guide

Cisco Unified Contact Center Enterprise Installation and Configuration Guide

BasicQ.aef Script Example

The Unified! CCX BasicQ script, BasicQ.aef, 1s a default Unified CCX script for a Unified CCE environment that
Cisco provides for the quene treatment part of an enterprise call flow. The script plays several prompts, (and puts
the eall on hold), looping through the prompts untit an agent phone becomes free and the Unified ICME system
canroule tha call ta the agent. This script has no varables defined.

The Unified CCX system accepts the call with the Accept step. Next, it plays the ICMStayOnline.wav file using the
Play Prompt step, then puts the call on hold for 30 seconds usiny the Call Hold and Delay steps. The script uses
the Call UnHold step to take the call off hold, plays the ICMWait4 NextAvail.wav file, and then puls the call back on
holdl for another 60 seconds. This sequence repeats until a canced and then a connect are sent to connect the call
through the Unified ICME systeim to an availabie agent or the call = released

The figure below shows an example ICM VRU script. The diagram iliustrates how the example script calls the
Unified CCX BasicQ.aef script as a function in the ICM script.

Figure 2. Example ICM BasicQ VRU Script
hitps:/;www.cisco.com/c/enfus/ididocsivoice_ip_comm/cust_contact/contaci_center/crs/express_1 2_0finstall/guidefucex_b_getting-started-ip-ivr-1...  2/4
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Configure BasicQ.aef

For instructions on configuring Unified IP IWR, see the Cisco Unified Contact Cenler Express Admuvstration and

Operations Guide at:
https:/fwww_cisco.com/en/US/products/sw/custcosw/ps1846/products_installation_and_configuration_guides_li

st.html.

For instructions on installing and configuring Unified ICME for use in a Unified CCE environment, see the Cisco
Unified Contact Center Enterprise Install and Upgrade Guides.

To configure the BesicQ.aef script, do the following.

Procedure

Step 1 Configure 2 port group and a trigger for ICM t1anslation routing.
Go to the Unified CCX Administration CM Telephony Call Control Group Configuration web page by
selecting Subsystems = CM Telephony.

Step 2 Upload the Unified CCX BasicQ script
Go 1o the Unified CCX Administration Script Management web page by selecting Application > Script
Management and then click Upload new Scripts

Step 3 Create the Unified CCX application, BasicQ
Go to the Unified CCX Administration Application Configuration web page by selecting Applications -
Application Management and then click Add a New Application.

Step4d 1o 1he BasicQ ICM VRU script.

hitips:/fwww.cisco.com/cleniusitd/docsivaice_tp_commicust_cantact/contacl_center/crs/express_12_0finstallfguide/ucex_b_getting-stantad-ip-ive-1... 344



c

1112812019 Getling Started with IP IVR Gulde, Release 12.0 - How to Deploy the Sample Scripl BasicQ.aef [Cisco Unified Contact Canig | ‘ (\Q

Go o the Unified CCX Administration ICM Configuration web page by selecting Subsystems > ICM
Then elick IGM VRU Scripts and next click Add a new VRU Script.

Select the BasicQ.aef script and enter BasicQ for the name.

Step 5 Confgure the BasicQ VRU script in the Unified ICME system.

Go to the Network VRU Script List dialog box by selecting from thelCM Configuration Manager Tools
List Taols > Network VRU Script List.

Click Retrieve and then Add.
Make sure that the VRU Script Name you enter in the Unified ICME system matches the VRU Script

Name configured on the Unified IP IVR system and the Enterprise Name matches the name of the script

called in the Run VRU Script call in the ICM Seript Editor.

Test Your Deployment

Select the target number for your Unified [P IVR system and two phone numbers and an agent number in your
system.

The following is example configuration data:

» Dial Number {DN}): 3000
« Telephones: 8501 and 8502
« Agenl Number: 24

Using your own data or the preceding example data, verify the following sequence of events for your system:

Procedure

Step 1 A caller dials 3000 from phone 9501.

5tep 2 yp0 caller listens to Unified IP IVR play BasicQ music. BasicQ is the name of the VRU script.

Step 3 Agent 24 logs in to phone 9502 using Cisco Finesse Desklop.

Step 4 e state for Agents 24 changes to the ready state.

Step 5 he IP IVR music stops.

Step 6 Agent 24 gets a screen pop on the Agent Desktop along with a phone ring.

Step 7 The caller can then hang up or the Agent can drop the call through Cisco Finesze Desktop software.

© 2019 Cisco and/or its affilates. All rights 1eserved.
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Chapter: Unified IP IVR Management

~hapter Contents
Inified IP IVR Management

r Aanage Prompt, Grammar, and Document Files
Jnified CCX Datastores

When you have provisioned the telephony and media resources, the Unified IP IVR system, additional subsystems
(if required) and configured the Cisco script applications, then you can manage the following files:

« Prompt, Grammar, and Document Files
» Central datastore, Unified CCX repository
This chapter contains the following.

» Manage Prompt, Grammar, and Document Files
« Unified CCX Datastores

Manage Prompt, Grammar, and Document Files

Unified CCX applications might use auxiliary files that interact with callers, such as scripts, pre-recorded prompts,
grammars, and custom Java classes. Depending on each implementation, Unified CCX applications use some or
all of the following file types:

- Prompts. Many applications make use of pre-recorded prompts, stored as .wav files, which are played back to
callers in order to provide information and elicit caller response.

+ Grammars. The Unified CCX system uses specific grammars when recognizing and responding to caller
response 1o prompts. A grammar is a specific set of all possible spoken phrases and/for DTMF digits to be
recognized by Unified CCX applications and acted upon during run time.

» Documents. Documents might consist of .txt, .doc, .jsp, or .htmi files. Documents can also include custom
classes and Java Archive (JAR) files that ailow you to customize the performance of your Unified CCX system.
Several system-level prompt, grammar, and document files are loaded during Unified CCX installation.
However, any file you create needs to be made available 10 the Unified CCX engine before a Unified CCX
application can use them. This is done through the Unified CCX cluster’s repository detester, where the
prompt, grammar, and document files are created, stored, and updated.

% The Unified CCX Server local disk prompt, grammar, and document Rles are synchronized with the

Note cengal repository during Unified CCX engine startup and during run-time when the Repository detester
is modified. For more information, refer to the Cisco Unified Contact Corntar Uxpress Adiunistiation anc
Oporations Guide .

Unified CCX Datastores

Datastores are components that allow you to manage and monitor historical, repository, and configuration data in
the Unified CCX cluster,

The Datastore Control Center allows you to coanfigure and manage the following data in the cluster

+ Historical records

hitps:/www.cisco.com/c/en/us/ididocsivoice_ip_somm/cust_contactcontact_center/crs/express_12_0finstalliguide/ucex_b_getiing-started-ip-ivr-1...  1/2
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&
. Repository data, such as prompts, grammars and documents 0&"
' 4
. Configuration data for historical reporting 1 e

Access the Datastore Control Center by selecting Applications > Datastore Cantrol from the Unified CCX
administration menu bar.

You can use the Datastore Control Center to obtain an overview of the datastores in the cluster and their

relationships, manage the datastore read/write access, monitor and control the replication agents (only available
for agent, historical, and repository datastores), and activate the Publisher.

% For more information, refer to the Cisco Unified Contact Center Express Administiation and Operations
Note Guide .

©® 2019 Cisco and/or its affiliates. All rights reserved.
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“Yd CCX Software Compatibility Matrix for 12.0(1)
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‘vdd CCX Software Compatibility Matrix for 12.0(1)

Contents
1 Unifiedt CCX and IP IVR

2 Solution Products and Components
3 Workforce Optimization Compatibility
4 Hardware and Virtualization

5 Third-Party Software
5.1 ASR and TTS

5.2 Export Unified Intelligence Center Reporting
5.3 Wallboard Reporting

5.4 Enterprise Database

5.5 Enterprise Database for Unified Intelligence Center
5.6 Microsoft Exchange Server for Fingesse Email
5.7 Cloud Based Email Services

5.8 Supported Single Sign-On {dentity Providers
6 Supported Browsers

7 Transport Layer Security

B Client Operating System

9 Desktop Virtualization

10 Application Virtuallzation

11 Endpoint Devices
11.1 SCCP Phones

11.2 SIP Phones

11.3 Endpoints for Remote Agents
12 System

13 Platform

14 Supported Languages

15 Remote Expert Mobile
15.1 Apple iOS Device Support for REM

15.2 Android Devica Suppott for REM

15.3 Jabber System Requirements for REM Agents
15.4 Browser Support for REM Customers

15.5 Maobile Browser Support for REM Customers

Unified CCX and IP IVR {top)
Unified CCX and upported Unihed UC Standalune Unified Intelligence
Unified IP IVR and Unified IP IVR e Center
Paths(FN 1
12.0(1) 10.501)5U1 12.0(M) CTLAP
12 08 Wi -4 10603
10.6{(1)SLH 14
10.6(1)5U2 1
106180 ¢
11.001 L
11001801 Foi Unify Cx ca ration API f Fing
cethe (

11.5{1} | Wi
11.5{1)Sut https://developer.clsco.com/sitefcontact-center-
17,641 express/
11.6(2)

N 1) The upgrade is al I e from any of il ring Spo Fthe m Lt i

(FH 2} The Unified CCX consists of the coresident Unified Inteligence Center and Fi

Solution Products and Components {top

Ciscu Umfed Gag for Ouihound Agent 2ol WL s 1wer i C 0
Communic:tion M i
{ {FN

Managur
andd Businass Clition
GO0 and 7000{FN 1)
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o
11.x 12.x Prirne Prime: 1'%“ Lo
Deployment Assurance C::;

11.0(1) 12.0{1) Router Sefie: 12 0[1) 10 5(1) 10 5(1) 1250 &
11.0{12) 12.5{(1)  29%X 10 6{1) 10 6(1) _yué*
11.5{1) q9XX 11 01} 11.501) e

43%X 11 5(1) 11.6(1)

44XH% 11.6{1)

Cisco IOS(FN 3)

15 5(2]M

15.5{3p

15.5(3)5{FN 4)

{(FN 1) Il the corresponding release version of the Unified CM s supported then all corresonding Service Update (SU) and Engineering Special releases are
also supported.

{FN 2) Outbound Agent (Predictive and Progressive} and Outbound VR are suppuried only on 10S versions that incotporate Call Progress Analysi=. For
information on Call Progress Analysis, see http:waw.cisco.comleniUSItechllkES.‘zItk?O1ltech_lech_nules_llsl.html.

{FN 3) CUBE Is supporied with the SIP Outbound Diler and CPA, suppuried versions of CUBE are ISR 1927 15.5(2) s Pi2B 15 5(3) and later

(FN 4} Unified CCX Agent and IVR Outbound supports E1 RZ signaling on ISR Gateway 4451 with 105 version 15.5(3]5 and later

{FN 5) Desktop ¢hat requires IMBP 12.5{1) and Unified CM 12 £ {1

Workfarce Optimization Compatibility {top}
Unihegd Gi-co Unified Communcalion IE —C:wmpliance R(:f.mdingl(}uahly Managemertfadvanced Quality Workforce Management
oCxX Manager Managernent(FN 1,2) {WEMFN 1)
12.001) 10.041) 10.0(1)
106.5(1) 10.501)
10.501) 11.001} 11.0(1)
10.5{2} 11.5{1} 11 5(1)
11.0(1)
11501
12 1)

{FN 1) Compliance Record ng/Quality ManagementlAdvanced'Qualily M‘Snagemerat (CRIGMIACM) are 32-bit applications.

a, Support for the application client operation on Windows 7 B4-bit machines 1s through WoWa4 emulator mode,

b, Desklop-based monitoring and recotding is not supported in WoW64 mode
(FN 2) Cisce QM has ditect dependencies upoen Cisca Uniied Communivations Manager {or CT) and SIP events, Therefore, QM compatibility wilh Unified
M is Fmited to the carrent Unifiod CM version at the time of release and al least one prior version Previous versions of QM are not generally updated for
compatibility with new versions of Unified CM. Therefore, when you plan an upgrade, tonsult the appropriate QM Irstalation Guide for Unified M
compatibiiity, See fooinote on individual QM versions to iclentify the Unified Communications Manager versions that are supported by that OM
{FN 3} Al associated Service Updates are supported with compatible versions of WEM.

Hardware and Virtualization {top)

Far information about UG Vinualization Supported Hardwere, see
http:waw.clsca.comlcldamlen!ushd!docslvolce_!p_commluc_systemluirlualizat]onlcollaboratinn-vlnualizailun-hardware Jhitml

For information about Unified Communications ina Virlwalized Ematonmait, see
http:Ilwww.clsco.com!cidam!enfusitdfdocslvclce,lp_comm!uc_systemlvinualizatiunlciscu-cnllaboratlon-virlualization.htmt

tor information about Virtuatization for Cisco Unified Contact Center Expiess see
http:llww.clsco.cnmlcldamlnfusltdidocslvolce_ip_commluc_systamlvlrtua!izatlonlvirtuaIization-clsco-uniﬁed-contact-cemer-exprus&html

For infetmation abiout Virtualization fon Cisco Socialbiner, see
http:waw.clsco.cumfcldamlenlusltdldacslvoice_lp_cnmmluc_system]virtualizationlvirtuaIizatiDn-clsco-socialmlner.html

Cor infurmation about Vinualization for Geco Unehied intcligence Center, sec
http:waw.cIsco.comfcldamlenlusltdldocslvoice_lp_comrniuc_systemivlnuaIlzallon!vinualizaticn—clsco—unlﬁed-lntelligance-center.html

Third-Party Software {top)
ASR and TTS {top}
[ MRCP | WEM) Lpeech Stiver
Nuane
10 2.0 Nuance Specch Server 6.2.%, 6.5.%, 7.0 2

Hecoganizer 1002 x, 10.5x, 11.0.1

Vocalizer H.0.x, 6.2.x, 7.1.6

Nuance License Manager 11.7,11.14.3
Nuance Management Station 5.5 1{(FN 1), 6.0.1

l.atest version of the ASR-TTS packages recommended by Nuance can be used. Seo http:/inetwork.nuance. com/pontalfserver.pt. Using the latest Nuance
packages will nut impact the intearition functionahity betwoen Unifiee) CCX and Wuznee until tha s 15 any major change by Nuance v the undedying design.

hitps:/iwww.cisca.com/clenfus/id/docsivoi ce__ip_commh:ust_conlac!!conlact_centerlcrslexpress_compatibilityi matrix/uccxcompat1Z_0_1.html 218
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jcuslumm should maintain the compatibility among differem ASR-TTS packages s sugyested by Nuance,

JVersion 9.0 and |ater versions should use SR 3.1.x as the Grammar Variant. Nuance 8.5 and older versions continue using * Nuance™ as the
ar Variant.

[Nimance Managemaent Station b 5 1 requires Nunnce Spoeeeh Server §.5.x, Recognizer 10,5 x, Vocalizer 6.2.x, and Nuance License Manager 11,7

iboard Reporling {top)
Aedd CCX supports wallboard reportmg. Oblain the wollboiid from o Cisco- approved veaiie fror Ciseo Marketplace: hitps://marketplace.cisco.com/

Enlerprise Database {1ap)

Oracle 12¢ R1

Oracle 11g R2

Sybasc Adaptive Server 17
IBM DB2 8.2, 10,5

MS 5QL Server 2008

MS SOL Server 2012

MS SCH. Server 2014

MS S0L Server 2016
Note Unified CCX connectlon to external dalabases has been qualified only for non encrypled connechions and hiener is not supporied with encryption

Enterprise Dalabase for Unified Inteltigence Center {top)

MS SQL Server 2008
WS 8QL Server 2042
MS SQL Server 2014

Informix Daiabase Server
12,10, UCSWIX2H{UCTIX3)

Microsoft Exchange Server for Email {top)

Microseft Exchange ©erver 2000{FN 1)
Enterprise Edition

Microsoft Exchange Server 2013(FN 2)
Enterprise and Standard Edition

Microsoft Exchange Server 2016 -

Enterprise and Standard Edition
{FN T) Microsoft Exchange Server 2010 does not have built-in support for TLS version 1.1 or 1.2, Comact Microsoft support for details. To continue using
I'xchange 2010, use the GL command 1o enable TLS version 1.0 as the minimum version in the client (Cisco SccolalMiner)
{FN 2} Download and install the latest cumulative update (Cumulative Update 15 for Micresoft Exchange Server 2013 (KB3197044} or higher) to support
TLS version 1,2,

Cloud Based Email Services (top}
[—O_ﬁl‘ce 365
email
Supported Single Sign-On Identity Providers {lop)
m;:;ﬂ AEFE {Active Direclory | 2.0, 2.1, 3.0,
Fedetration Services) and 4.0
T:mgFeduraE#W B.2.2.0
(‘).;;m o 10.0.1
Shibboteth 3,50
K - 1Bo
Clsco kl(;-l'nq:'it";' Service supporls the ahove listed identity Providers (IDPs) end any other [dbs U comply 13 genese SAMEL 2.0 suthentieation as per the

considerations described in the Unified CCX Sclution Design Guide located at hitps:/fwwwi.cisco.comfc/enfus/support/customer-collaboration/unified-
contact-center-axpress/products-implementation-design-guldes-list.htmi,

Supported Browsers {top)
Intesnet Explorer 11 Firafox 52 GChrome 60 Micio=odt Eope
Native Mode Exlunded Support Release anel higher 41.16289.15.0 and higher
(FSR) and higher ESR
! Unified CCX Administratios Ye: Yes h{ o]
Cisco Finesse(FN 1) Yos Yos Yi Yos

hitps:/fwww.cisco.comiclen/us/icd/idocsivoice_ip_comm/cust_contact/contact_centerfcrsfexpress_compalibility/matrix/uccxcompat12_0_1.himl
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Cisco Unified Inteligence Cenler h(: Yt Yes Yes

Cisco Unified Intelligence Centar Yes Yes Yes Yes
(Live Data Gadgets)

Cisco SocialMiner Admun r tion Yes Yes Yes Yies

Cisco Identity Service Yirs Yes Ye Ye:

Admissitalion
{FN 1} The supported resolution for the Finesse deskiap 151 £ x 768 or higher
Real Time Reporting Toal Is not & hrow: er based application. It is a Java bazed apphtation

Transport Layer Securily {top)
Unified CCX 12 0{1) and its components by default support Transport Layer Secusity {TLS) 1 2 for both incoming and owgong connections To change the
1S version 1o a minimum version [TLS 1.0 or 1.1} of a server or a client, use the CLI commands as documented in the Cisco Un'ficd CCX Adminstration
and Operations Guide available at, hrtps:waw.cisca.comlclenluslsupportlcustomar-cullaborationlunlﬁed-comact-center-expressiproducls—installallun-
and-configuration-guides-list.html

Client Operating System (top}
Windows 8 Wingows 8.1 Windows 10 Clhirtinctati Red Hat hac 05 X Lndrondd
Emterprise Linux
vi
Editor(FN 1} Na Yos Yos Mo No No M
Finesse M [£553 Yes Ye No Yes Mo
110
1011
Mohility Devices Support No No Naor No No No ¥ou
for Mobile Skil 4.4
Manager(FN 2}
n

{FN 1) The Windows User faunching the Cisco Unificed CCX Editor must be a part of the Windows Administralor Group

{FN 2} The Motile Skill Manager is heing deprecated from the iclease 12.0{1) onward.

Note:

1. For information on Jabler Client Operating System, refer to the sprcific versions of Jabber Rolease Notes

2. Real Time Monitoring Tool is net supported on Windows 2012 server. The suppored nperating systems are listed below

Windows B
Windows 10
Linux with KDE or GNOME client

Desktop Virtualization ttap)
Cisco Finoss
ViMwaie View

Horizon View 6.x, 7.x

Citrix XenD 7X
The Cisco Uni \nicliaones Contor ot Cisca Unificd Comtact Conter Lepiress Administration are not supportad on winugl desktops
Application Virtualization {iop}

CiscaFinesse

Citria Xenlfpp 7 %

Endpoint Devices (top}
SCCP Phones (lop)
Gisco Uniied IP Phones for Cisco Finesse IP Phone Ageint Cisco Unifid IP Phones for Cist.o Finesse(FN 2}

C;: 3P Communicator{FN 1} ) Ci;(.:o IP Commnmicatof N 1)
Ciscn IP Phone G921(FN 3}
Cis';'-') 1P Phone G4 1{FNK Ei)
f.‘-isch 1P Phone 6948

LCisco iP Plione ¥911G
Cisco IP Phone 7925G
Lisco iF‘ Phone 79416
Cisco P Phone 79426
Cisco iP Phone 79456
CGlsco IP Phone 79616

[ S(:{‘:TF: Phone 79626

https:!fwww.cisco.oom!clenlus!'ld!docslvoice_ip_comm!cusl_contactlcnmacl_centar!crslexpress_compatibiIityimatrixluccxcompau 2_0_1.html

A



" Unified CCX Software Compatibility Matrix for 12.0(1) - Cisco

Cisco IP Phone 79654

Cisca [P Phone 7975

Jipr supported Cisco P Communicator (SCCP) versions, see Cisco Unified Communications Manaoer Soltware Compatinity M vailable at.
,:f'-'nw.clsco.comlen!USIproductsIszvolceswlpss5Blpmducts_devlce_suppun_lables_list.html
") Al Cisco Finosse phonc: support BiB.
1)) Supported on Phone Firmware Version 8.5 2 and later versions

P Phones {lop}
Ciscu Unihieet IP Phones for Cisco Finesse 11 Phone Agent(FN 4.8} Cisco Unified 1P Pianes or Claco e{FN 1,2)
Cisco IP Phane 7811{FNG} Cizco 1P Phone 6941
Cisco P Phone 7821{FN&) Cizco IP Phone 6367
Cisco IP Phone 7841(FNE) Cisco P Phone 7811
Cisco IP Phone 7861 (FNG) Cisco IP Phone 7821
Cisco IP Phone B811 Cisco [P Phone 7841
Ciseo 1P Phone 8821 Cioco 1P Phone 78617
Ciscu P Phone 8841 Cisco b Phone 7911
Cisco [P Phone BB4S Cizcolr ™ 79416
Cisco IP Phone 8851 Cizcn IP Phane 7942
Cisco IP Phone BBGI Cisvo IP Plio 92
Cisca IP Phone BBES Cizco IP Phone 79426

ClecolP Plhone 79456
Clzcoil Mhone 79616G-G
Cizco P Phone 79626
Ciscu IP Phone 79656
Cisto IP Phone 7975C
Cisco IP? Phone 8811

Cisco il Phene 8821

Cisco [P Phone 8841
Emh‘—nne 884

Cizco P Phone 8851

Cisco P Phone B861

Cicco IP Phone 5
C“o I Phone 961

E':) IP Phione .9—51

C-;co IP Phone 0971

Giseo Jable ( Wsions 8.6, 10.6.1,11.0, 11.5, 11.9, 12.0(FN7) 1
Cisen IP Phon: DXBO{ENS)

“isco P Phone DX650

(FN 1) Al Cisco Finesse phones support BiB

(FN 2) Cisco Flnesse supports with caveats mentioned in Cisco Fine cetion of the Release Notes for Unified Contact Cenler Fxpress Solution, located
at: http:{iwww.clsco.com/c/enfus/supportfcustomer-collabaration/unified-contact-center-express/products-release-notes-list. html

{FN 3) For Home Agent with Extend and Connect, set Jabber to Extend Mode sa that the agents can seteet or adit the remote destination number
Note: The Cisce Mobile Supervisor apphcation is withdrawn from the Ciseo App Store, Cisco does not provide support for Clsco Wobile Supervisar
deployments,

{TN 4) All the Cisco IP Phones for Cisca Finesse [P Phane Agent curiently do noet support the Simplified New Calt UL

{I N 5) Telepresence Ck software does not support Transter or Conference operations from Finesse,

{FN 6} Il Cisco Finesse IPPA agents use 78xx series phone, you must either disahle the Cisco Finesse IPPA Inactivity Timeout teature or increase the
timeotd 1o be within the1ange of 120 secomds 10 one day (BGA0D seconds), <o thal the agent does not get logged out of Cisco Finesce IPPA even if the
agent is on any othur seeen

{FiH 7) Cizco Jabber o3 an agent phone now supports Multiline {ACD and non-ACL). Tlis is applicable for versions 12,0 end above

{FN B) Cisco Finesse 1P Phone Agent is not suppaorted oser Mobile and Remaote Arcess {MRA)

Endpoinis for Remote Agents {top)
Cisco Lrpressway 8.7.1(FN 1)

N 1) This version of Clsce Expressway does not support BB and thes the comact center cannot achicve silent monitonng and recosd ng fungtahalitis
for any caveats and 1elease specific Information in Ciseo Fxpressway sec, hitp:/fwww.clsco.com/cfenfus/support/unified-communications/expressway-
series/products-release-notes=list.htm!

Platform (top)
Imermnal Lnified CCX Database (ID)S) Trangport Layer Secutity {TLS) Torme Gpen SSL CentO: JUOK Version

https:iwww.cisco.comiclenfusitd/docsivoice_ip_commicust_contact/contact_centerfcrsfaxpress_compatibility/matrix/uccxcompali2_0_1.himl
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11/28/2019 Unified CCX Softwara Compatibility Matrix for 12.0(1) - Cisco
Informix 1DS 12.10.UC9W1 in Tomcat 7.0.85 V.0 1e-fips
1
1.2
Supported Languages
ASR IF Phone Unified intellipence Uniiug CCX | Finesse VR SocialMiner
Granunar Agent Center{FN 3) Administraticn Prompts
for Supported
Waorkflow  Languages
Steps
Arabic No No No No No Yes Nn
Canadian Yes No No No No Yes Yes
French
Cantonese No Moy No No No No No
Cantonese No No No No No Yos No
HongKong
Chinese No No No No Nu No No
Crech Wo No Yes No Yes Ye Ne
Damsh No Yes Yes No Yes Yes Yes
[utch Nov Yes Yes No Yes Yes Yes
English Yes Yes Yes Yo Yos Yes Yes
[GR, US) (US) (AU, CA,
GE, Us})
Finnizh No Yes Yes No Yes Yes Yes
Froneh Yes Yes Yes Nao Ye Yes Yes
German Yes Yes Yes No Yes Yes Yes
Hebiew o No No No No Yeo {It) No
Hungarian No Wo Yes Mo Yes Yes No
Italian Yes Yes Yes No Yes Yes Yes
Japanese Yes Yes Yes Mo Yos Yes Yes(Fi¥ 1)
Korean No Yes Yes No Yes Yes Yes(FN 1}
Malay No Nu Mo No No Yes No
Chinese No No No No No Yes and | Yes(FN 1)
Mandatin alse | and also in
Mandarin | Taiwan{FN
(Taiwan) 1)
Norwegian No Yes Tes Mo Yes Yes Yes
Polish No Yes Yes Mo Yes Yes Yos
Portuguese No Yes Yes and also in Mo Yes Yes Yes
Purtuguese{Brazilian} {Brazifian) | {Brazilian)
Russian N Yes Yes Mo Yes Yes Yes
Simplibed No Yos Yes Nu Yes Wo No
Chinese
Sparish Yes Yes Yes No Yos Yes Yes
{CO, ES, [CO, ES,
MX} B, US)
cilish {131 Yes Yes No Yos Yos Yes
Thai i No Ho No No Yes No
Traditional o Yes You No You Mo ey
Chingse
Tiukish hlo Yes Yes No Yes Yes Yes
Serbian No No Wes No Yes No [
Croatian N No Yes No Yes Nu Ho
Bulgarian N No Yes Mo Yes to o
ftornanian i Ho Yes No Yes No No
Slirvenian 1 No Yes No ves No No
Slovakian o e Yes No Yes No Mo
b - - .
fan No Mo Yes o Yes No No

{FN 1} Fine PN IPF’A‘sunpo-tts all languages cuirently supported by Finesse plo'vided that the phones support UTE
{FN 2} Cisco Unied tefligence Genler uses Hhe browser kacale (n display the Dale & Time tormat in the filter page. If Unifict] Intelligence Center does not
support the nowser locale language, then the locale selected in the Unified Intelligence Center application is usod.

OpenJDK 1.7.0_10111

VXML,
Grammar

Dependent
on
software
provided
by the
MRCP
vendor

0 4

{top}

Workforce
Manacement

No
No

Yes
Yes

Yes

No

Yes

Yes
No
No
Yes
No
No

No

No

No

Yes
{Brazilian}

No

No

https: fiwrarw.cisco,comfc/enfusiididocsivaice_ip_commicus!_contaclcontact_center/crs/exprass_compaltibikty/mathxfiuccxcompati2_0_1.himl
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# Expert Mobile

Unified CCX Software Compatibility Matrix for 12.0(1) - Cisco

{lop)

I Information on Cisco Remole Expert Mobile, s.ee the Cisco Contact Center Solutions and Unified Communications Manager Solution Canfiguratian

f;r Remote Expert Mobils.
s

ﬁ%)l 'r i0S Device Support for REM {top)
[ avices Models
Er — e — M
A !.Fnd iPad Adr, iPad Air 2, iPad 2, iPad 3rd Genoration, iPad 4th Generation
iPad iPad Mini. ‘Pad Mint with Reting Display, iPad Mini 3, iPad Mini 4
Mini
Phone | iPhone 45, iPhone 5, iPhone 5C, iPhone 5s, iPhone B, iPhone & Plus, iPhone 7, iPhone
7 Plus, iPhone B, iPhone B Plus, iPhone X
iPod iPod Touch Sth Generation
Touch
Additional Notes: -
Devices must be running i05 7 or later.
Android Device Support for REM {lop)
Andloi(; Vendors Modeis
Samsung Galaxy 54, S4 Mini, 55, 55 Minl, $6, 57
Galaxy Note Ill {or newar)
Galaxy Tab S, Tab 4 (8 4" and 1017}
Gaogle Nexus 5, G, 7, 9, and 10, Pixel, Mxel XL
LG G2, Optimus G3
Motorol: Mota G
HTC One M7, M8, One Max
Hp - Slate 7, 8, and 10
Additional Notes:
Devices must be running Android vession 4.1.2 or later (Jellybean, Kithal, Lollipop, Marshmailow, Nougat
Mot ull devices have beon lested, but the above are known to work
tu: quality of sent and received video may be poorer on low-specification Androwt devices. Thns is especially true i the dewice 15 Urying to send 2nd
receive full HD video. Insuch a scenario the device can become overluaded,
Jabber System Requirements for REM Agents {lup

System Jabber for Windows and Finesse Agent Desktop

Requirement

Microsaft Wintlows 7 SP1 or later: 32 and G4 Int
Microsoft Windows 8.x; 32 and G4 bit
Windows 10: 32-hil and 64-bit

Operating System

Instalied RAM 4 GB
Free physical 20
memary

Free disk space 1GB

CPU speed and #ih Generation Intel Core i3 or {ater

typHe
}
!
1
GPU DirectX 11 an Microsolt Windows 7
11O parts USE 2.0 for USB camera and audio devices

Scieenresolution  For Finesse clients, the minimum supponed screen resolution is
1024x7568,

Browser Support for REM Customers

Jabber for Mac and Finesse Agent Dasktop

Apple OS5 X Mountain Lion 10.8.1 or later
Apple O5 X Mavericks 10,9 or later
Anple 05 X Yosemite 10,10 or later

4GS

2GB
1GB
1.6-GHz dual-core Intel Coie 15 or fater on the following

harclware:
Mac Pro

MatBook Pro {incleding Retina Display niodels)

MacBook

MacBook Air

iMag

Mat: tim

N/A

...... =— 3 ]

For Fingsse clienls, thu wminimum supported screon iesolution is
1024x768.

{rop}

Browser Supported Verified Plug-in Matform | Operating System
Versio Against Reguired
Gooyle Lhrome ! 59 | No Windows
05X
Linux

Chromobook
Andiroid

hitps./imww.cisco.com/clenfusitd/docsivoica_ip_comm/cust_contact/contact_center/crs/express_compatibility/matrix/uccxcompati2_0_1.html
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11/28/2019 Unified CCX Software Compatibility Matrix for 12.0(1} - Cisco

Moziila Firefox #5+ EGR L4 T Windows
05X
1 bnux
Microsofi Internat 1" 1 Yes Windows
Expiarer
Apple Safari 8+ 10.1.7 Yo osx
108
Micrn=olt Erdge 20,0240+ R, a0 N Windows 10 Co-browsing only =uppan from 2010240 {EcdlgeHTML
12.10240)

Voice and Video suppon from 40 15063 (EdgeHTML 15.15063).

Oper. 28+ A6 No Windows
05X
Linux
Naote:

« To support Chirome v72+, REM 11 6{(1) £515 must be instalied

Mobile Browser Support for REM Customers {lop)
Browser Supported Versfon  Verified Against Plug-in Requirecd = Platform [ Operati g Sysiem
Google Chrome 48+ 62 No Android co-brow ing only
Apple Satari B+ 10.1.2, 1.0 Na i0S co-bow only

Contacts | Feedback | Help | Site Map | Terms & Conditions | Privacy Statement | Cookie Policy | Trademarks

©1 2019 Cisd 0 bndfor s athhales Al nphds fesraed

httos:IMww.cisco.com!cleniusltdldocslvoice_ip_commicust_conlactlcontacl_cenlericrslexprass_compalibllitylmatrixluccxcompal1 2_0_1.html
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Priloha ¢. 2

Funkéni poZzadavky a popis stavajiciho stavu objednatele

Funkcni pozadavky objednatele

IVR musi umoZiiovat nepfetrZity provoz,

musi obsahovat nastroj (samostatny software na bazi editoru skriptl) pro tvorbu a
editaci nékolikatroviiovych stromii automatizovanych ohlasi s minimaln€ deviti
moZnostmi ohlasi na kazdé Grovni a v kaZdé nabidce,

nastroj (editor skriptt) musi mit pln& grafické prostiedi, které k ovladani viech asti
nevyZaduje znalost programovaciho jazyka, ovladani musi byt intuitivni,

editor skripth musi obsahovat validitor a debugging skriptu s popisem a umisténim
ptipadné chyby ve skriptu,

IVR strom musi umoznit pfimé prepojeni na predem definované telefonni linky,
strom musi mit moZnost nastaveni na zéklad& podminek {napf. dle ¢asu ¢i data),
frontové ohlasy maji mit moZnost oznameni po¢tu volajicich ve fronté,

v provozu musi IVR strom umozZnit vstup do systému aZ pro 20 volajicich v jednom
okamziku,

systém musi pracovat s automatizovanymi ohlasy typu wav, které budou dodany
objednatelem,

ohlasy bude moZné prehrat opakované,
IVR musi obsahovat monitoring poruch a chyb systému,

musi obsahovat reporting statistickych vystupt (graficky i textové) obsahujicich pocet
volajicich, délku trvani hovoru a p¥padné informaci volbach zvolenych volajicimi ve
stromu,

musi byt pln& kompatibilni s vnitinim prostfedim objednatele (IP telefonii znatky
Cisco) popsanym v bodu 2,

IVR musi byt do Cisco Unified Communications Manager napojen pies rozhrani CTI,

pro budouci rozvoj je poZadovana kompatibilita IVR s virtudlnim prostiedim VMware
ve verzi 6.7.

Popis stavajiciho stavu objednatele

Objednatel provozuje dva servery Cisco Unified Communications Manager ve verzi 11.5,
které jsou fyzicky umistény v budovach objednatele a jsou pfipojeny do vnitini sitové
infrastruktury objednatele.

Z pohledu koncovych zafizeni aktualné provozuje objednatel pfiblizné¢ 280 Cisco IP
telefonti (CP7841, CP7811, CP7960 a CP8845) pro pfenos hlasu.

Objednatel provozuje virtudlni prostfedi VMware ve verzi 6.0.

Disponibilni systémové prostredky

Objednatel poskytne poskytovateli tyto systémové prostfedky:

9 -



Evidencni c¢islo smilouvy CNB: 92-196-19

o diskovy prostor o objemu 160 GB;
e vykon: 2 vCPU, 10 GB vRAM.

10



PHioha &, 3

Canovi tabulks
Jadnordzové plstby
Cana
Cisio pololiy Nizev a pople palotky v K2 ez DPH
1 Software pro obsiuhu & provoz IVR dig &1 | odst 1 névrhu smiowwy vE beancl 208 430,00 K&
? Sholen| dvou adminsinkton die & 1 0ds A nfvibu smiouvy 22 850,00 K&
a Insinisce software pre obaiuhu 8 provoz IV dle &1 | odsl 1 nivihu smiouvy viaing inlegrace 38 260,00 K&
IWF cie £1 1 oosl 3 ndvihu smiouvy *
Cena za IVR colkem v K& baz DPH 269 5AD,D0 K
Opakujic! se platby
Clalo polothy Nizev 8 popis palolky Cana za 1 rok v HE bez DFH

Retni popisteh 28 podpord podie & 1odal 2 névihu smiouvy

2 arsm
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Priloha ¢&. 4

Bezpe&nostni pozadavky CNB

1. Poskytovatel odpovida za to, Ze do objekti objednatele (déle jen ,,CNB*) budou vstupovat
nebo vjiZzdét gouze ti jeho pracovnici, ktefi jsou jmenovité uvedeni v pisemném seznamu
schvaleném CNB (ddle jen ,,seznam®). Tato povinnost se vztahuje i na posadky vozidel
poskytovatele vjizdgjicich do garazi CNB za Géelem sloZeni a naloZeni nékladu. Seznam
poskytovatel predlo?i CNB nejpozdgji den pted zahajenim praci.

2. Seznam bude obsahovat tyto poloZky: jméno, pfijmeni a &islo prikazu totoZnosti kazdého
z pracovnikil poskytovatele. Poskytovatel se zavazuje zajistit, aby v8ichni jeho pracovnici
uvedeni v seznamu byli jeit& pred predloZenim seznamu CNB proskoleni o podminkach
zpracovani osobnich fdajit a o pravech subjektd udaji ve smyslu obecného nafizeni o
ochrané osobnich udaji - Nafizeni Evropského parlamentu a Rady (EU) 2016/679 ze dne
27. dubna 2016 o ochrané fyzickych osob v souvislosti se zpracovanim osobnich udaji a o
volném pohybu téchto udaji a o zrudeni smérnice 95/46/ES (dale jen ,,GDPR").
Poskytovatel se zejména zavazuje, Ze vichni jeho pracovnici uvedeni v seznamu budou
nejpozdji do okamziku predloZeni seznamu CNB pougeni:

a) o tom, Ze poskytovatel pfeda jejich osobni iidaje v rozsahu: jméno, piijmeni a éislo
prikazu totonosti Ceské nérodni bance, sidlem Na Ptikopé 28, Praha 1 v rdmci plnéni
této smlouvy, a to za ulelem ochrany prav a opravnénych zajmi CNB (zajisténi
evidence osob vstupujicich do budovy CNB z diivodu ochrany majetku a osob a
spravy pristupového systému CNB);

b) o vedkerych pravech subjektu tidajii, ktera mohou uplatnit viiéi poskytovateli a CNB,
zejména o pravu na piistup k osobnim udajiim, které jsou o nich zpracovavany, pravu
na namitku proti zpracovani osobnich udaji, pravu poZadovat napravu situace, ktera je
v rozporu s pravnimi pfedpisy, a to zejména formou zastaveni nakladani s osobnimi
daji, jejich opravou, doplnénim ¢&i odstranénim, jakoZ i o pravu podat stiZnost k
Utadu pro ochranu osobnich udajt.

3. Za pouteni svych pracovnikii ponese poskytovatel viiti CNB nasledné odpovédnost.
V pfipadé nesplnéni povinnosti podle bodu 2. nahradi poskytovatel ujmu, ktera
v souvislosti s uvedenym CNB vznikne, a to v&etn& ptipadné nemajetkové ujmy vzniklé
poskozenim dobrého jména a dobré povésti, ijmy vzniklé v diisledku postihu pravomocné
ulozeného CNB spravnim nebo jinym k tomu opravnénym organem vefejné moci a Gjmy
vznikié CNB v diisledku tGsp&sného uplatn&ni prav pracovniki poskytovatele virgi CNB.

4. Pozadavky na pfipadné dopliikky a zmény schvéleného seznamu je nutno neprodieng
ozndmit CNB. Pfipadné dopliiky a zmény seznamu podléhaji schvaleni CNB. Osoby
neschvalené CNB nemohou vstupovat do objektii CNB, ptigemz CNB si vyhrazuje pravo
neuvadét diivody jejich neschvaleni.

5. PH pFichodu do objektit CNB pracovnici poskytovatele sd&li diivod vstupu, prokéZi se
osobnim dokladem a podrobi se bezpeénostni kontrole. Osoby, které nejsou uvedeny v
seznamu, nebudou do objektlt CNB vpustény.

6. Schvaleni pracovnici poskytovatele musi dbat pokyni bankovnich policisti, které se
tykaji rezimu vstupu, pohybu a vjezdu do objektu CNB. Pracovnici poskytovatele budou
do prostor CNB vstupovat a v téchto prostordch se pohybovat vrezimu nivitév, to
znamend vzdy pouze v doprovodu zaméstnance CNB nebo zaméstnance referatu bankovni
policie CNB.

7. V piipadé mimofadné udalosti se pracovnici poskytovatele musi fidit pokyny bankovnich

lI-
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10.

11.

12,

policistu nebo dozorujiciho zaméstnance CNB, a dale instrukcemi vyhlaSovanymi
vhitinim rozhlasem CNB.,

Pracovnici poskytovatele nesmi vnadet do prostor CNB nebezpené piedméty, jako jsou
stielné zbrang, vybudniny apod. O tom, co je &i neni nebezpeiny pfedmét, rozhoduji
bankovni policisté v souladu s vnitinimi predpisy CNB.

CNB si vyhrazuje pravo nevpustit do objekti CNB pracovnika poskytovatele, ktery je
zjevné pod vlivem alkoholu, drog nebo jiné omamné latky.

Bez pisemného povoleni CNB je zakdzano fotografovani a pofizovani videozdznami
z interiéru objekti CNB.

Ve viech prostorech objekta CNB je prisny zakaz koufeni a pouZivani otevieného ohng.
O povoleni price se zvyienym poZamim nebezpedim poZida poskytovatel pisemnou
formou vzdy nejpozdéji jeden pracovni den pied zahdjenim praci dozoryjiciho
zamé&stnance CNB. Dale se pracovnici poskytovatele musi zdrZet pogkozovani ¢
odcizovani majetku CNB, a dale i jakéhokoli nevhodného chovani vii¢i zaméstnanciim a
navitévnikim CNB.

Pracovnici poskytovatele uvedeni v seznamu se musi pfed zapocetim vykonu prace
v objektech CNB seznamit, ve smyslu ptedpisii o poZarni ochrang, bezpe¢nosti a hygieng
prace, se specifiky danych objektu CNB (napt. zpisob vyhlaSeni poZémiho poplachu,
uréeni ohlaovny poZaru, sezniémeni s Unikovymi cestami, poplachovymi smémicemi,
evakuaénim planem, umisténim vécnych prostfedki poZirni ochrany apod.). CNB je
opravnéna kdykoliv podrobit kontrole kterékoliv pracovnika poskytovatele uvedeneho na
seznamu ohledné dodrZovéni t&chto piedpisi a ustanoveni.
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POVERENI

Spolecnost T-Mobile Czech Republic as, se siden vPraze 4, Tomickova 2144/1 PSC 149 00, IC 64949681, (déle jen
.opoletnost’) iednayici prosifednictvim predstavenstva Spolecrosti timto po v & uje nize uvedeného zamésinance

Ing. PetraMALIMANKA

aby za Spolecnos! jednal a vykonaval

L

n

veskere ukony, které souvisi se smiouvami o poskytovani sluZeb elekironickych komunikaci sluzeb a o prodej
komunikacnich zafizeni a jelich pislusenstvi firemnim zdkaznikim a se smiouvami o zprostiedkovani ancho spoluprac
pri uzavirani uvedenych smluy, zeymena se jednd o uzavirani, zmény a ukancovani takovych smiuy

vegkeré Ukony, kieré souvisi se smlouvami, ktere upravui komplexni fedeni ProfiNet, prodej jakychkoli nehlasovych
sluzeb a slufeb s pridanou hodnotou anebo souvisi se smlouvami o spolupraci na Partnerském programu T-Mobile, které
upravyji pedminky pro vzajemnou spoluptic: mes Spolecnosti a jejimi obchodnimi parinery pfi vyuziti sité T-Mobile pro
poskyiovani sluZeb tictim asobam; ze'mena se jedna o uzavirdni, zmény a ukoncovani takovych smiuv

veéxere Okony podie zakona o vefejnych zakazkach, to znamend, aby podaval nabidky a provadél veskeré pravni Gkony
ve vefejnych zakdzkach a wybérowych tizenich, zejmeéna svym Cestnym prohlasenim prokazoval zakladni 1 dalsi
kvaliftkaéni piedpoklady pro plnéni vefejne zakazky

veskeré Ukony, které souviseji se smlouvami o propagaci Spoleénosti, s darovacimi smilouvami a sponzoringovymi
smiouvami, u nichz vySe pinéni Spoletnost nepfesahuje Eastku 300.000 K&zejména se jedna o uzavirdnt, zmény a
ukonéovani takovych smiuy

veskeré Ukony, které souvisi se smlouvami o propagaci (fetich stran, zeyména smluv o uvZivani reklamniho prostor
Spoletnosti & rozesilani SMS & MMS s reklamou tfeti strany. Jedna se piedeviim o uzavirani, zmény a ukoncovani
takovych smiuv, nepievysuje-l vyde pinéni z techto smiuv 3.000.000,- Ke.

Zmocnénec neni opravnén zmocnil ani jinak povéfit jinou osobu, aby misto ného jednala za Spoleénost, s vyymkou
opravnéni ke zmocnéni zaméstnancl Spole€nosti, aby misto povéfeného zaméstnance zastupovall Spoleénost pri otevirani
obalek, prohlidce mista pinéni, nebo pfi Ustnim vysvétleni nabidky vierminech stanovenych zadavatel vefejnych zakazek
v jednotlivych vybérovych fizenich

Podepisovani povéfengho zaméstnance se déje tak, 7e k napsané nebo vytisiéne obcrodni firmé Spolecnost ¢ otisku
razitka Spo ecnosti pfipo) povéieny zamésinanec svlj podpis.

V Praze dne 17, bretna 2016

vierk Klen

Martin Schlieker

predseda predstavenstva ¢len piedsiavensiva

Toto povéien piijimam

ing. Pet Malimanek
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3 Z bile Czech Republic as, se sidlem v Praze 4, Tomitkova 2144/1, PSC 148 00, IC 64949681, (déle jen

Meén ) jednaijici prostiednicivim pfedstavenstva Spoleénosti timto p ové Fu je niZe uvedeného zaméstnance

Ing. Petra ZACKA

e veikere Okony, kieré souvisi s nabidkami a se smlouvam: {zejména podavéni nabidek a uzevirani, zmény & ukoncovani
smiuv), které se ykajl pinéni Spoleénasti vici svym zakaznikim, a to v oblasti

aby za Spoleénost jednel a vwkonaval

o poskytavani sluzeb elektronickych komunikaci;

o prodeje &i prondjmu komunikaénich zafizeni a jejich piisluSenstvi,

o)

poskylovani komplexniho fedeni ProfiNet nebo Firemni fedent;

prodeie jekychkoli nehlasovich sluzeb a sluieb s pridanou hodnotou;
poskytovani daléich ICT sluZeb a reseni, vEetné sluzeb podpory tekovych reseni,
poskytovani prav k uiiti software;

zachovani divérmnasti informaci pfi poskytovani plnéni dle vyie uvedenych nabidek nebo smiuv,

0 0O o o©

spoluprace s dodavateli pii pinén! dle vyse uvedenych nabidek nebo smluv.

o veskeré Okony podie zékona o vefejnych zakazkach, to znamend, aby podéval nabidky & provadél vedkeré pravni ikany
ve vefejnych zakazkéch a vybérovych fizenich, zeyména svym cestnym prohladenim prokazoval zékladni i dalsi kvalfikacni
piedpoklady pro pineni verejné zakézky,

o veskeré Okony v piipadé, kdy zadavatel dobrovolné zvoli aplikaci zakona o vefejnych zakazkach, to znamena, aby podaval
nabidky a provadé! veskere pravni (kony vtakovych zakazkach a wybérovych fizenich, zejména svym &estnym
prohlésenim prokazoval zaktadni i dali kvalifikadni predpoklady pro plnéni zekizky

VPraze dne ..ccvvne 1 Z.,.‘m’ 2016

Toto povereni pfijimém:

Ing. Peir Z&cek







