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Session

» Covers the fundamentals of designing and deploying a Cisco Unified Contact
Centre Enterprise solution.

* Look at design and deployment best practices.

* Willuse the requirements specification of a large contact centre to highlight
the design process.

» Topics include
— Choosing a deployment model
— Planning for high availability
— Sizing systems
— Estimating bandwidth forthe Contact Centre.

* This is an intermediate to advanced level session intended for network
planners, design engineers, administrators and technical staff.
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= Customer
Requirements

= Cisco Hardware
and 3 Party SW
Quote

= Prelim. Network
Design

= ProjectPlan
= Project Kickoff
= Sign off

BRKCCT-2662

= Design
Workshop

= Site Survey

= High Level
design

= Detailed Design
Specification

= Application
Detailed Design
Specification

= HW and SW
Orders

= Implementation
Plan

= Test Plan

= Sign off
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= Site Preparation

= Network
Installation

= Unified Contact
Center
Installation

= Implementation
Testing

= Sign off
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Operate

Audit

= Support
o Scripting

Handoff

= Project Close

Design

= Day 2 Support
= TAC Handoff
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Kick Off

* Introduce the Cisco and Customerteam

* Define the structure of the team

» Discuss the approach using a high level project plan
« Bill Of Materials

* Review Deliverables and their format/language

« Statement of work

* Any designs/RFP responses

 High level timelines and milestones

» Discuss processes such as weekly update’s, review cycles, escalation, change

control. { [
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Requirements Process

Requirements
Document

Interview

Collection Creation
* Review
Document . Validation - Signoff

Template » Clarification

* Review Gathering
document

» Customer sends to
owning departments

* Give 3 weeks

e As IS

e Unified Communications
* Customer Business Unit
 Infrastructure

- Call Flows

»r
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ACME Requirements - Who will be interviewed?

Business IT Groups
vy vV Vo vV
- -

= 4 - i i~ 7
B2 i Contact Centre Staff Y. :’l Ra

Vv vV
%4‘1 :@
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ACME Requirements - Business Needs

T
2 B Customer and Products
Sponsor .

2 2 2 . -

B i s —
Project Strategy  pyrchasing

arager  Grow T
O
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ACME Requirements - Contact Centre Needs

Supervisor Agents
Reporting WEM

Recording g Outbound g

BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public

=1 SLA, Barge-in, Monitor —

Wrapup, Reason/ Not ready
@l codes

Bl Full recording, On demand,
tags

B Statistics, Real time, Historical

=1 Call Flow Menu Tree —

.

Bl Business Hours, Holiday,
Breaks

=l Sites, Timezones ——

=d Outbound Campaignstrategy Emmss

Cisco [l Vt’./
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ACME Reqguirements - information Technology Needs

'T Manager - R ———
Virus, Encryption)
Security Network .
2 - ——
Manager Manager
- O ——
2 - CEE ——

Windows Network Backup Data Mining CRM - ——

A = o o A oo
A oA A 8 0 oo
e e e 9 T
L

3rd Parties Speech  Packaging Developer
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ACME Requirements - Sizing for ACME

Is this a small/

50 ms Latency to site medium/large

100 conferences 5 re?
11,000 agents - 40,000 BHCC o centre:

14,000 agent 67 cps
growth

30 sites all within a
3000 km range

Best Quality Voice

\Volume

180 AHT 35 % self service
30 s treatment 80% in 20s SLA ' .
60 s wrapup 5 skill groups per Five 3 parties
Agent Outbound Dialer

Nine CRM systems
»
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CiSCO [‘Ve’



P 4 MR N\ |\ e ) A BT
ACME Requirements - Infrastructure Features

Highly Redundant

C Series is _ _
. standard English/Mandarin
Geographicaly TS
dispersed Dialer with AMD Nuance ASR

Small agent site
footprint

Features

Legacy sites not VoIP Custom Desktop

Ingress SIP trunks from Video Agents Work Eorce
Asian carrier Home Agents Management
G.711 voice Data transferred ¥

with call [ , /
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ACME Requirements - Customisation

Preferred Agent

Last Agent Prioritisation of

Flash prompts ' .
P P VIP Caller Abandoned calls
Database Dips Persbc:ancalilsca”
- Holiday/ Work Hrs
Custom

- DID extensions

Statistics — _
Custom Reports J Non CII\I/SFgo SIP

Non Cisco TTS TPIN
authentication

with masking

z /
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Application Requirements — IVR Call Tree for ACME

General Number

Check holiday —Holiday—» Play prompt

Mot holiday

Out of office
Check Office hours — hours

Within office hours

Welcome message

Main menu

Support

1. Windows

—— 2. Linux

[ 3. Database

—— 7. Main menu

L Max tries (Agent)

BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved.

4N

Sales

1. Servers

2. PC

[ 3. Software

——7. Main menu

Warranty Other Enquiries

1. Servers

I 2.PC

[ 3. Software

—— 7. Main menu

L Max tries (Agent)

Cisco Public

T 1
8 Max tries

v

Field Entry
(Hidden option)

Agent

1. Site details
—— (Agent)

2. Refusal
(Agent)

—— 7. Main menu

L—— Max tries (Agent)

Cisco [l Vt’./



P 4 CENEEAREEE N\ |3 e i L RN TR e

Application Requirements — ICM Call Flow for ACME

Note :

All wording is included for illustrative purposes
only and the exact wording will be determined
by ACME.

First try-
To best direct your enquiry. please choose from

the following four options Welcome o ACME  Computer
For Support pleass press 1 E0010_WelsomeMessage_PP Gompsany

If your enquiry relstes to Ssles press 2

For Warranty questions press 2

for other enguiries please press 4

v

Main manu

Mo input / Mo match M= tries -

EOD15_MsinMenu_DM o trims —\. agent

i
£ Support @ W e T

| This will be a hidden option

’ /
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Appllcatlon Requirements — ICM Call Flow for ACI\/IE

Call Flow Sales

Author! Joe Frazier Date 1/1/11 Yerison 1.5 ‘

Gateway

ICM

CVP

DB

GW

HOST

Desktop

»r
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Application Requirements — User Interface

A documentthat containsthe detailed explanation for each node in the call flow.

100_Forex_Cust_DM 1—‘ } |
this table L:‘

Previous step of
the ciigiog

Input

initial prompt: first

prompt piayed when
entering the module.
2000_mainMenu_Cust_DM 1
Timeout 1 prompt
Prompts piayed when no
r response to Iniar
Frompts Type Laber Phrases
section
Initial 10000 Farwhich nurrdﬁcywnumynunket//aﬁhe exchange rate?
Retry 1 10001 I'm sorry, | didn'thearyou Pleag/-Saythe currencyyou|  Timeout 2 prompt. played
exampleSterling Found". whan no response 1o first

Retry 2 10002 I'm sarry, | still didnthearyou. Flease s
for, such as the "Japanese yen®, or,

currencies”,

T
Earafulllistto choosefram, say "Listall

Timeout 1 10003 he currency you want an exchange rate for, far
Timeoutz 100 Touch-tone currencyyou wantto hearthe exchar et
eq“’vafi:’:szm 4SS Bratull listto choose frokg Say"Dutch guild trore Fired ingaet

Help 1001 fareign exchange menu. 1Ty iy 3 CUTETCy S UTTrar s e DT
rone”, I'll give you the exchanug rate for i U Dollar.

L Speech Expression ~ brasE Action

tiser imout
=currency= Gota 211 D_Flnanch_Exchar]’;;’yZpromp! otayed when

"Listall currencies 2 Gato: "2190_Finance F Curren| no recogrition resuit from input

“Listeurrencies”, "Listall”, afler first retn:
“Listthem all”, “Listthem"
| Commands DTAIFE Action
Giobal "Backup” # Go to: "2000_Finance_Menu"
o
section “Main menu" e Go to: "1 000_MainMenu”
*Goodbye” - Go to:"3000_Goodbye_Msg" .
Hedo profmot, tepically played
"Instructions" g Flay prompthelp promptandthen re when calier asis for help or
prormpt, awaiting newUser input instructions.
"Operatar” 0 Go ta: "8000_Transfer_Msg"
\J_IL‘ per notes
Section o
Specin the Default
cifferent
settings of the

module

»
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Application Requirements — DNIS Routing

[ Incoming DNIS j

1800 555 1213 1800 555 1212

! i

VIP General Enquiries

’ /
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ACME Requirements - Document

Supervisor Requirements

Ref. No. Description

[REQ-43] | There will be 5 to 20 agents per supervisor.

[REQ-44] | supervisors will have the ability to Hot desk

[REQ-45] | Supervisors may use auto answer or manual answer

Discussed but not in scope

Ref. No. Description

[REQ-203] | 8yslog is not required

z /
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Enterprise Reference Design Models — 10.5

Packaged CCE
Total CPS <=8 PCCE
Up to 1K agents l
™

Unified CCE - 4,000 CVP ol Rrogoert
Agents (Q & SS) UCCE 99
Total CPS <= 30 *
Unified CCE - 12,000 CVP _UE? Router/
Agents (OX3S)) Logger
Total CPS <= 90
Large Unified CCE ow VRS R outer
arge € Comp (SS) Logger 34 party IVR ICM

VRU

Total CPS < 300
Total Agent CPS <=
90 CPS.

Up to 12K agents

ICM to ICM ICM to ICM

Router/
Logger

’ /
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Question Time

Which Reference Design fits the above customer scenario?
a) PCCE

b) Unified CCE 12K

c) Large Unified CCE

How many instances of the Reference Design are needed?
a) One

b) Two

c) Three

z /
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Question Time

Which Reference Design fits the above customer scenario?
a) PCCE

b) Unified CCE 12K

c) Large Unified CCE

How manyinstances of the Reference Design are needed?
a) One

b) Two

c) Three
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Question Time

Which Reference Design fits the above customer scenario?
a) PCCE

b) Unified CCE 12K

c) Large Unified CCE

How manyinstances of the Reference Design are needed?
a) One

b) Two

c) Three
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Centralised Data Centre

UCCE

with gateway

{ingress and VXAML) s E“g’) /
»r
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Geographic Data Centre

i 7 POTS Line Phone
Cable Modem/VPN Data
UCCE UCCE
Agent PC Agent PC -
3/

Bgants with gateway =
ingress and \iNL) ‘s,} Agents enly and VXML) and CUCH

’ /
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Geographic Data Centre with Distributed UCM Clusters

PGA C"S‘!:f!' Isigeuffigggl '0‘" 7
53 3

’ /
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Question Time
Which topology fits the customer requirements?
a) Centralised Data Centre
b) Geographically Split Data Centre

c) Geographically Split Data Centre with
distributed clusters

z /
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Question Time

Which topology fits the customer requirements?
a) Centralised Data Centre
b) Geographically Split Data Centre

c) Geographically Split Data Centre with
distributed clusters
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Agent Sites — Phone and PC
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Agent Sites — Phone, PC and Local Gateway

F) Agents only

’ /
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Agent sites — Mobile Agent

POTS Line Phone
Cable Modem/VPN Data UCCE
Agent PC
Mobile agent at home

Mobile agent behind PBX

’ /
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Agent sites — Home Agent

v Cisco Virtual Office 571
Cable/DSL Router
Home 3gent

UCCE
Agent PC

’ /
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Agent at Remote Office with CUCM

’ /
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Question Time

W hich site topology fits our customer requirements?

a) Agentwithip phone

b) Agentwithiphone with local gateway
c) Mobile agent at home

d) Mobile agent behind PBX

e) Home Agent

f) Agentwithip phone with local gateway and local
CUCM cluster

z /
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Question Time

Which site topology fits our customer requirements?

a) Agentwithip phone

b) Agentwith iphone with local gateway
c) Mobile agent at home

d) Mobile agent behind PBX

e) Home Agent

f) Agentwithip phone with local gateway and local
CUCM cluster

z /
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Geographically Split DC with Agent Site Choice

’ /
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Data Centre: Logical View

o —
arrie" !;/\

/Long

a
- Distance

—

TDM SIP

GED.125
JDBC

N sccp SIP (diaIeF) --------------
N (DSPs)
----------- JTAPI
i Ged.188 (CSTA)
! Agent Supervisor
1
an I, P, |
SIP - llvc
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Design with Components

-
S’

SIP Trunks

IP WAN

i

THE1

UCCE
UCCE Agent PC
Agent PC
Mobile agent behind PEX
Agents only

BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public
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What UCS

“B-Series”

* Half-width blade server form factor

* Bestfor
v"Medium to high server count & concentration
v Existing or planned data centre
v" Operational “Maturity”
* Requires SAN storage for UC/CC applications

 Leverages UC Fabric Interconnect switches for
LAN and SAN connectivity

1 /
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What UCS

“C-Series”

 Rack server form factor

* Best for
— Low to medium server count
— Ready to move off an appliance model (server/NVMware admin)
— Preference forrack server form factor
— Interim migration step for data centre solution

Cisco [l Vt’./
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Which UCS Should Be Chosen?

« C series
* B series

’ /
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Choose Your Versions
Component Compatibility for Unified 10.5(1)

IVR PGiCisco Agent cTIOS .
i Siebel
Clnlit=e] - ([P DesktopIC;I'zl 08 Desktop' Intlilr:ilﬁ::ce Unified CRM RSM | Unified MediaSense SocialMiner |Finesse
cm? and Server” Ce:ter WIM and EIM CCMP
CVP)
10500 lipavr PG 105(1)  |105(1) UnifiedWiM and  |CRMfor | 10.0(1) 10.5(1) 105(1) 10.5(1) 105(1)

105(1) 1 105(1) 10,060 EIM 9.0(2) Siebel 9.001)
100(1) | Cisco Agent Desktop 012 Unified WM and | 8000 9.1(1)
g0 | 100(1a) EIM 9.0(1) 8109
CVE CTIOS Server
1050y | 1050
10.0(1)
9.0(1)

http://docwiki.cisco.com/wiki/Unified CCE Software Compatibility Matrix for 10.5%28x%29

Hardware and System Software Specificationfor Cisco Unified Customer Voice Portal 10.5(1)

’ /
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Design — Sizing Call Flows

Self Service
CVP
Ring Answers Call Drops
I Network Treatment .
1 Time Trunk Is Occupied T Call To Agent after Self Service
. CvP Agent Agent Agent
t Time VXML T Ring  Answers Answers Hangs-up Ready
| Is Occupied
Time CVP Ca“_ Server I MNetwork I Treatment/Queue Delay I Agent Talk Time I Wrap-Up Time I
Is Occupied !
T Time Trunkls Occupied T
Time VXML 7
Is Occupied
t Time CVP Call Server 1‘
Is Occupied
1 Time Agent Is Occupied t

’ /
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Design — Sizing Tool

UCCE Inbound Inputs Defaults
Number of Incoming Calls Per Hour | 120,000 | o]
Service Level Goals | S0.00% | 90%s
Target Answer Time (sac) | 20 | 20
Call Blocking Probability At VGwW 1% 1.00%
Call Blocking Probability At VRU | 0.10% | 0.10%
Average Mumber Of Agents Per Supervisor | 9 | =]

. by
http://tools.cisco.com/cucst 2
. . . = _
— = "3 (5
3 5 £ 2
R 2 g =
— @ = =
8 2 — = S % e g —
= o = =) 5 = a 3 @ ) 3
2 o o w > o = o =3 s 3
B _ 5 v 3 & g £ 5 3 £ el
. g 8 < £ e > S 2 % > = 2 5 £
£ ] e 2 = £ 2 & 8 5 3 g = 3
- £ £ m o o T T e = S 2 5 5 &
o E E o = ° = 3 35 o = S = o =9 b
- ] 7= o < T o = = 4 o o (5] @ =
= 3 . 2 o ‘s < S 9 S = £ = = = = a9
™ N = @ 2 b1 b = £ = = ; = 2
o T L 2 2 2 © 5 @ x x E m S E =
® (4 = 2 = 2 =t = o © © o 2 o © S © S
kS = = a o 5 S ] ] ] = Ly = = = = =
[ 80 8 20 m (= £ o o (8] o (5] 8 (8] o = o L
= = = = = =® < =® =® =® = = = =® =® = =® =
Default = 100% 60 180 60 150 10% 60 5% 0% 0% 0% 0% 120 0% 0% 30 0% 5
callflowl | 35% 30 0 o | 150 | 0% 60 0% 0% | 0% 0% 0% 120 | 0% 0% 30 | 0% 5
callflow2 | 65% 30 180 60 120 5% 43 3% 0% 0% 0% 0% 100 0% 0% 24 0 4

%
( ’ I
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Results

WRIU Theoretical Ports per Traffic Type
Queue 282
Call Treatment 1098
Cutbound 0
Total 1380
GW Theoretical Ports per Traffic Type
Inbound (Queue+Treatment+Talk Time) 5327
Mobile Agents a
Cutbound 0
Total 5327
Agants & Supervisors
Inbound
Local 5728
Mobile 0
Nailed Up 0]
Call by Call a
Qutbound
Local 0
Mobile 0
Nailed Up 0
Call by Call a
Qutbound Dialer Ports 0
Total Agents 5164
Total Supervisors 574
Total Agents & Supervisors 5738

1 /
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Results

CVP Equipment

Component Platform Utilization Quantity CO mments

CVP Servers Call VXML Server 04.33% 14 * .

Requirsd RPT Servers Reporting Server 30.571% 1 WO UId p ro bab Iy add more repo rtl ng
Unified Contact Center Enterprise Equipment servers as per CV P S R N D .

UCCE Component Platform Utilization Quantity . .

fe T —. o ; * The number of HDS is best increased
Router VM Router 12000 agents 8% 1 fo r red und ancy

Logger VM Logger 8000 agents 71.73% 2

Logger VM Logger 12000 agents 41.81% 2 * Best to have a Separate DDS for

S s R 1 storage and 3" party access of TCD'’s.
AWHDS VM AW-HDS-DOS for 12000 agents 1839% 1

piF rgE S5k 6 * Would have a separate VRU PG pair
VRU PGs VRU PG 9,500 ports 10 pims 30.66% 4

Finesse Server in Pair 500 Agents 95.63% ]

Gateways

Gty 1 e 4 t Note: Ensure E1 gateway is chosen
Unified Communications Manager

VM Type V- UCM 10000

Subscribers 12

TFTPsVMs 4

Publisher Servers 2 { »
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VRU Theoretical Ports per Traffic Type
Queue 282
Call Treatment 1098

QOutbound 0
Total 1380

GW Theoretical Ports per Traffic Type

Inbound {Queue+Treatment+Talk Time) 5327
Mobile Agents 0
Outbound 0

Assume 25 % ASR and 75% DTMF

Agents & Supervisors

=> 1380*0.75 = 1035

=> 1380*0.25 = 345 o
Total= 2 ( DTMF) + 1 (ASR) + (N+1 redundant) P 5

= 4 vxml gateways

*Maximum Number of Voice XML Sessions Supported by Cisco Voice Gateways (Cisco 105 Release 15.1.4 M7 and
Later)

* ASR |S Very heavy and have seen VXML Gateway CPU Capacity for Cisco 108 Release 15.1.4M7 or Later
. Platform VXML Only VXML + PSTN Memory
44% CPU usage @453 VXML sessions per

DTMF ASR DTMF ASR Recommended

voice gateway on a complex script BEE 80 570 680 450 2GB

z /
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CUBE Ingress Gateway
"rule of thumb”

Mobile Agents
uuuuuuuu

ISR G2 scalability in a contact centre

environmentis roughly 40% below S
maximum published IPT numbers due to
larger SIP message countper call. This ~~ « N
means an 3945E can handle o
approximately 1,500 concurrent contact

centre SIP sessions.

Non Redundant L2 Box to Box N+1
CUBES Redundancy Redundancy

5327/1500 =4 4+4=8 4+1=5

CUBEs should be designedso that the maximum CPU utilization stays under 75-
80% -
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. Allightsreserved.  Cisco Public Cisco ["/cl
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Design — 3 party CTI All-Event

UCCE 10.5

The max supported "CTI Server All-Event Feed" connectionsis "7".

A maximum of five monitor-mode connectionson the CTI OS server

A combined maximum of nine All-Event clients and monitor-mode connections

CihUsershadministrator. SPROUT>procmon sprt cglbh ctiswvre

05:11:14 Trace: EMT Creating Mutex &lobal%IMTConnect DisconnectLock DOing a "CTI OS"
rx=rolients
Session Time WYWer Flags 2lientID AgentID AgentExt
e . : ! deployment the usable
2 02:48:17 15 ATE CTICRServer .
CTIOSServer (10.48.36.132: 60446) conhectionreduces to
S5 02:47:45 14 AUE 2lientID ZAD Enterprise
8 (10.48.36.131:61026) ng"
& 0Z:47:43 14 AUX 10.48.326.131 Acm 10.48.38.131 5 for eXternal
Aot (10.48.35.131: 51035 H H
2 02:37:25 92 Administrator appllcatlons'
Administrator (10.48.36.137:4844)
1% 01:55:32Z 15 ATTE CTIOEServer
CTIOEServer (10.48.36.131: 62783
40 00:0Z2:22 14 AUTE ClientID AL Enterprise
3 (10.48.36.132:51834)
et
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DSP Calculation

www.cisco.com/web/applicat/dsprecal/dsp calc.html

DSP Calculator

Router: 3945E 108: 15.1(3)T Voice Codecs Req uirement:
. . . Medium . .
Voice IP Services Low Complexity Complexity High Complexity 100 co nference Channe|S

Transcoding

. . Router: 3945E
Universal Transcoding
108: 15.1(3)T

Voice Conferencing GTINM G.729 G722 iLBC

6P 100 DSF Medules Required:

Party PVDM3-256: 1

16-Party PYDM3-16: 1

32-Party DSP Module Allocation:

64-Party Router Slot 0: 266 Voice (98%) 6 Available (2%)

PYDM Slot 0/0: PYDM3-256 PVDM Slot 0M: PYDM3-16
) . Medium . .
Secure IP Services Low Complexity Complexity High Complexity Conference 8 Party G.711: 100

Secure Transcoding
Secure Universal Transcoding
Secure Voice Conferencing GTINM G.729 G722 iLBC

8-Party
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Call Flow - Call Arrives. Contacting a SIP Proxy

Agent
desktop &

Agent IP Li]
Phone R
<

BRKCCT-2662

Ingress

© 2015 Cisco and/or itsaffiliates. All rightsreserved.

CUSP SIP Proxy Svr 1

ACE
1

O

21N

Cisco Public

CCM Sub 1 CCM Sub 2

PG 1A

PG 2A

CVP
Call Svr &
VXML Svr

CCM Pub 1

f
/

SIS

IPCC
Rtr/Lgr A
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Call Flow — Contacting the CVP Server

AT A ilux.

= CCM Sub 1 CCM Sub 2 CCM Pub 1
Agent

desktop &
Agent IP @
Phone =
S PG 1A

7 i
PG 2A IPCC
Rtr/Lgr A

Ingress

CVP
Call Svr &
VXML Svr

CUSP SIP Proxy Svr 1

ACE TTSIASR
4

1N
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Call Flow — Passing the Request to the PG

CCM Sub 1 CCM Sub 2 CCM Pub 1
H X =
Agent ° ° —
desktop & = = = 1
Agent IP
Phone

B
=
PG 1A
VXML :“ :\‘-'-:
g = =
L

PG 2A IPCC
Ritr/Lgr A
P%

Ingress
CVP

o5 Call Svr &

2045 WXML Swr
Gateway

5
Gateway —-—
CUSP 3SIP Proxy Swr1
ACE TTSIASR
(1)
L\
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AT A ilux.

Call Flow- Contacting the Router

H CCM Sub 1 CCM Sub 2 CCM Pub 1
Agent o |

desktop &
Agent IP @
Phone R
s PG 1A

IPCC
Rtr/Lgr A

PG 24

CVP
Call Svr &
VXML Svr

CUSP SIP Proxy Svr 1

ACE

1
O

21\
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Call Flow - SentToVRU

CCM Sub 1 CCM Sub 2 CCM Pub 1

Agent
desktop &
Agent IP
Phone
PG 1A
\\
°
-
S ]
PG 2A IPCC
Prioritised Rtr/Lgr A
Routes based
on ‘SIP’ SRV =
Records ?‘
S
CvP
5 Call Svr &
VXML Svr
- =~
\V/ ~
o
CUSP SIP Proxy Svr 1
ACE TTS/ASR
6
21\
iscollVZ.
Cisco Public Cisco ’
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Call Flow — Contacting the VRU leg

= CCM Sub 1 CCM Sub 2 CCM Pub 1

Agent
desktop & i
Agent IP @
Phone l\ 3
S PG 1A
VXML
L
PG 2A IPCC
Rtr/Lgr A
Ingress
CVP
= Call Svr &
3945 VXML Svr
Gateway
5
Gateway

Prioritised CUSP SIP Proxy Svr 1
Routes based
on Sigdigits and
network VRU
label
ACE

'l

O

21\
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Call Flow — Finding an Available VXML Server

WML

L

P_% T N

Ingress

S5

3945
Gateway
5
Gateway

CE

BRKCCT-2662
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CCM Sub 1

(&4

~- - CVP
— _ Call Svr &
VXML Svr

Cisco Public

CCM Sub 2

éﬁ'f/ :

PG1A

=

3

=

PG 2A

b

3
>
=

CCM Pub 1

M-

i

IPCC
Rir/lLgr A
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Call Flow — Finding an Available mrcp v2 TTS/ASR

- CCM Sub 1 CCM Sub 2 CCM Pub 1
Agent ° ° ° =
desktop & = = []
Agent IP
Phone - '_-_!:_::

PG 1A

(i

i1
(G

I('\ Fe A RtIrF;EgCr:A
P% | =
& <
Ingress
\ || cvP

s \ Call Svr &
\

3945 \/ WXML Swr
Gateway
5
Gateway i -
CUSP SIP Proxy Sv”\

ACE TTS/ASR
o
2N ”
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Call Flow - Finding an Available Call Manager Subscriber

= CCM Sub 1 CCM Sub 2 CCM Pub 1
Agent ° g
desktop & s =l '
Agent IP Lﬁ —
Phone

PG 1A

PG 2A

IPCC
Rtr/Lgr A

CUSP SIP Proxy Svr 1

ACE TTSIASR
o)
21\ "B
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Call Flow — Inbound and Outbound

SIP OPTIONS PING

SIP

MNotes |

Wt

PGB

ICM Logger
Side B

Administrative

Router workstation

itle B

HDS Sﬁwer

Separate trunks for SIP
inbound and SIP
outbound (emergency
etc)

. Redundant gateways at
each center N+1, N+N

CCMA - CCMB —
PUB/TFTP SUB A

BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public
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Call Flow - Call Arrives. Finding an Available CVP Server

T Suk 1 CCMM Sl 2 CCMP U1
R (= B
o ° o
= = =
PGl
= ==
e | =
WP = =[
Call Sr &
WML S IPCC
PG 24 Ftrilgr &
=
= ES
— [— .
—
Ll =T
L FG 28
CUSP SIP Proxy Swr 2 Call Sw & .
WHML S RirLar 8

ACE TTS/ASR
L
2]

- | g |
‘{?‘ TTSASR

(/AN “
m
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Call Flow — Contacting the Available CVP Server

aggort S S =
desktop & . £ B i'
Agert IP
Fhone
P1a

7 et =

AL
C
Call Swr &
u] ML S IPCC
PG 28 Ririlor &
—2ZIF
-
L] -
Irgress

CUSP SIP Proxy Sw 2

(3

<R PG 26
Call Swr & 1P Cc
== WML Swr Rirlar B
3945
Gateway %
3545 B=
Satewey

ISP SIP Prosy Swr

arE TTSItSR

1
TTSiasR

——
Z0-

L
(&4

(i
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Call Flow — Finding an Available Routing pim

CCh Sub 1 CCh Sub 2 CChP U1
E = . s
Agent - - N
desktop & 3 = = =
Aoert [P
P hone 1
PE1n
WML =
) s
—
- 3 cvp = =0
Call Svr &
1 WL Sy IPCC
PG 2a Ririlor o
— SIP -
S \:'
=
Ingress .
ChWF
CUSF SIP P Swr 2 P 2B
cae o s Call Swr & P eC
2045 WHRAL Sher Rtrlgr B
CGateway
3945
Gate ey —

CUSP SIP Proxy Swr

ACE TTSIASR

s 1 N TTSIASR

Wi\ [-r “
s
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Call Flow- Contacting the Available Router

CCMSub 1 CChMSu 2 CCrMPUb
smert E "\?‘- "‘.-; "‘:H_‘.
desktop & B = = i
Aogert [P
Fhone

'
Call Swr &
WL S

IFCC
Ftrilgr &

ML
O
3
—
1

lrares=s .

T
9]
[N
i

VR
CU=P SIP P S 2 PG 28
— o S Call Swr & P oc
— WAL S RirlgrB
Gatenay
3945
Gateway Ty

CUSP SIP Prosy Swr

ACE TTSiasSR

1
O
TTSiAER
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Call Flow — Finding an Available VRU Leg

N o
Agert - . .
desktop & S S =|
Agert IP
Fhone
PG
=
L cvP =
Call Swr &
WL Swr IPCC
Rtrligr A
on ‘SIP° SRY =
— Records e —
1 = [
CUSP SIP Proxy Sw 2 CuvP PG 2B
s Call Swr & [[=Xalsd
WML S RtriLar B
b
3045 =
Gatewey
CUSP SIP Prosy Swrl
TTSIAER
L E
O °
4 §

|:I:| TTSIASR
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Call Flow — Contacting the VRU Leg

Aogent
desktop &
Agert IP
Fhone

BRKCCT-2662

~ (—
b |
~

s I CUSP SIP Proxy Sw 2

-

\\::
o
\E‘
CUSP SIP Prosy Swrl
Prioritised
Routes based
on Sigdigits and
network YRU
labed ~CE

L
ACE |: 1
A1
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CCh Sk

Wi

cwp
Call Swr &
WHML Sw‘
CWP
Call Swr &
WL Sw‘
TTSIASR
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o
TTSIASR
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@
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PGl
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Call Flow — Finding an Available VXML Server

B
=

Aoent
desktop &

. 2
- o
= =i
Asgert [P .
P haone
PG1A
= S
= ol —
CwP = &=\
Call Swr &
WL Ser IPCC
Pz 2 Ritrflgr &
Bl
-
—
| =
CUSP SIP Proxy Sw 2 P& 2B
IPCC
WAL S RtrilLor B
-
=
[

-
CUSP SIP Prosy Swrl P
E TTSIAER
=
o
ACE

1
LT TTS/AER
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Call Flow — Finding an Available TTS/ASR

CCh Su CCM S 2 CCMP U
B e =
- ® R
= = =
P14
S =
2 2 —
VP = = [
Call Swr &
WL S [[=Xated
PG 28 Ririgr &
bsd o
- \-T
— = =
L s [
C¥P PG 28
CUSP SIF Proxy Sw 2 Call S & e
WML Swr RtrLar B

CUSF SIF Prosy Svr ™~

.
TTSiASR
O
|: . \ I:|
l 1 5 TTSIASR
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Call Flow — Finding an Available CallManager Subscriber

CCOM Su 1 COM Sk 2

sert E 5 =
desktop & g - = =
Agert IP

o
—

Fhone =
5 A - PG
[x o
//,»[ | -
HML ~" | 7 s
// - .
- -
z - |}~ v =
- =5 Call Svr &

"

-
[ CUSP SIP Proxy sw 2 " SV G 28
[ ul Call Sw &

L=

ess | ! T
3945 \ \ P — ML S
Gateway \L-k__ %
35ds =
Grateway

o

o

TSP SIP Prosoy Swr

ACE TTSIASR

- |: : :|
O I
v 1 5 TTSAZR
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CUCM Redundancy

Data Centre 2

Data Centre 1 PG1E PGIE

JTAPL JTAP| JTAR| JTAP|
PG1 [£3] PGT G2
Active Standby Standby Active
JTAPI JTAPI | Sl (Epar B JTAPL | JTARI

Devicesin  Devicesin  Devices in
Call Mygr

Group 4 Group 5 Group B Group 7 Group 8

Devicesin  Devicesin  Devicesin  Devicesin  Devicesin
Call Mygr Call Mygr Call Mygr Call Mygr Call Mygr Call Mgr Call Mygr

Group 1 Group 2 Group 3

Cisco {f Vt’./
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CUBE Local Redundancy

» |2 Box-to-Box redundancy
= |SR G2 (Stateful failover)

= S|P SP seesone VIP
address

» Clustering with load balancing
= All platforms
» Load balancing by
= SP callagent
= S|P proxy/load balancer

= Localand geographical
redundancy

BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public

Actlve

Virtual Virtual
")IP IP ‘ | IP

Standby

8 &g o

Load Load
Balancer Balancer

ol ET’!_|
( siPsp I

Cisco {l VC’!
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ACE Local Redundancy

WLAMNZ:

192.168.10.50/24 VLANMZ:

192.168.10.51/24

VLAN1:
VXML VIP 1: 10.10.10.52/24
VLANT: Media VIP 12 10.10.10.53/24 VLANI:
10.10.10.50/24 TTS WIP 1: 10.10.10.54/24 10.10.10.51/24

serve| .‘lEl'ﬂ_l_“ll‘l-'l'i‘l‘.’l

VXML
Gateways

VXML Servers Media Servers TTS Servers
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Network Equipment Redundancy - Loopback

Requirement: Network equipment to be dual attached to redundant upstream
infrastructure.

Use Loopback as the central point 5 5
N
voice service VolIP \

bind control source-interface LoopbackO
bind media source-interface LoopbackO

The IP routers for the network must provide redundant routes to this loopback
interface and correctly propagate those routes to the rest of the routers in both data

centres.

z /
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Network Equipment Redundancy — Port Channel

interface Port-channell

Ip address X.X.X.X255.255.255.252  pyqyjide a port channel to
! VSS or VPC.

interface GigabitEthernet0/0

no ip address

duplex auto

Speed auto

channel-group 1 _5 5
! \ S

interface GigabitEthernetO/1 =

no ip address “
duplex auto

Speed auto

channel-group 1 ( [
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CiSCO ‘Vc’
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CUSP Local Redundancy

interface Port-channell
ip address 10.22.1.187 255.255.255.248

interface GigabitEthernet0/0
channel-group 1

interface GigabitEthernetO/1
channel-group 1

interface SM1/0
ip unnumbered GigabitEthernet0/1
service-module ip address 10.22.1.188

255.255.255.248 Switch 1 Switch 2
lApplication: Cisco Unified SIP Proxy running on
SME

service-module ip default-gateway 10.22.1.185 i /
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. Allrightsreserved.  Cisco Public Cisco {"/c:
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CVP Survivabllity
=

VXML Gateway

S |

GED-125
RTP

CVP Call Server

Upon receiving failure
Caller (TDM or |P) notification from ICM or VXML

gateway, Call Server sends BYE

. with abnormal cause code
Alternately, if the gateway detects which causes gateway to invoke
a loss of media to an IP phone, it

. o : survivability.
can invoke survivability if media — _
inactivity timers are set. y

»r
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Application Redundancy

Spread applications across CVP servers.

ol AN =

’ oS

: Robin | &2 A VXML
cVvP within LY} m"ﬁ X Gateways
£

Group -

. R
APP #3

BRKCCT-2662
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VMware Architecture

VCenter Vcenter
SQL Database
4

B side 5

VCenter Vcenter
SQL Database

A side

’ Vsphere Client

I J
I I
I !
i i

v -
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Unified CCE Component VM Co-residency

Version Co-residency Policy
10.x Full g7
8.0(2+) - 9.0(x) UC on UC only @&
‘Ssce ol Restricted Application Mix  crsco —
'L‘J‘():“ 3Aps m"'m TJ"C" 3Aps
] wnware i3] vimware 5] wnware

L i W

2. Limited co-residency

1. Co-residency notsupported

wilearle. erlvenln. sabveslos O L I L T
" cisco cisco cisco

3. UC with UC co-residency 4. Full coresidency

Version 9.x and 10.x
Could we put an Exony VM on the same blade that has a VRU PG VM deployed?

»r
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Virtual Machine Layout and Placement Logic

UCS-C240M3S Chassis

ESXT

Server Component #wCPU RAM [GB)
Router A 3
Domain
Controller & 4
Agent PG 1A
{CTIOS, MR PG,

ESXi SIP Dialer) [

Server A-1
UCM_ 1
Subscriber-1 6
CWVP Call+vxXmML
Srv 1 4
UCh_1 TFTP-1 6
Logger A 8
Agent PG 2A
(CTIOS, MR PG,
SIP Dialer) 6
ESXi
Ucm_2
Server A-2 =,

Subscriber-1 ]
CVP Call+¥XML
Srv 3 4

BRKCCT-2662

Place the primary and secondary
call processing subscribers on
separate servers, chassis or sites

PG1A not on the same server as

PG2A

© 2015 Cisco and/oritsaffiliates. All rightsreserved.

Cisco Public

UCS-C240M 25 Chassis

ESXI
Server

Component

#vCPU

RAM [GB)

ESXi
Server B-1

Router B

Domain
Controller B

HAgent PG
1B (CTIOS,
MR PG, SIP
Dialer)

Ucrh_ 1
Subscriber-
2

CvP
Call+wXnML
Srv 2

ucChM_1
TFTP-2

ESXi
Server B-2

Logger B

Agent PG
2B (CTIOS,
MR PG, SIP
Dialer)

ucmM_2
Subscriber-
2

CVP
Call+wXML

Srv 4

A

Cisco ( l V&/
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Network - Private and Public

Center Controller Site

‘i&___________"_r_'ﬁ'_ﬂ_ti!”f!“?f’_'f _________ %
-*/ — \

Ce nt ral entral

Controller A Controller B
i- --.._  Public Network .- -

C i > PG and CC private links

= are typically one physical link
y@ T -—

»
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RN

UCCE VMware Private and Public Network Topology

C series

BRKCCT-2662

ucs c210
Wivlware vSphere (ESXi Hypervisor)
ICM Rogger ICM PG
E1000 E1000 E1000 E 1000
NICT NICZ MNIC1 NIGZ
“nsible Frivata Visiile Privata
WLAN WLAN WLAK WLAR
1’y = i
vSwitchd | wSwitch1 vSwitchz2
Parl Group o Par: Graup
Tar Visible Tor Private
WLAM WLAM
)
hY
- A I"\. T
¢ -~ TN \ |
il “y 3 +
wminico Wmnic1 MB vmnic2 vimnic3 wvimnicd | 4PT
{Active) | | (Sthy) MIC (Sthy) {Active) (Active) | MIC
i
1
f
i
i
i
Access Switch 1 Access Switch 2
Vis & Pri VLAN Vis & Pri VLAN
© 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public
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UCCE VMware Private and Public Network Topology

B series

UCS 6108 Chassis

UCs B200
VMware vSphere (ESXI Hypervisor)
ICM Rogger ICMPG
WVMXNet3 VMK Net3 VMXNet3 WMXNet3
NIC1 NIC2 NICT NIC2
Visible Private Visible Private
VLAN VLAN WLAN WLAN
L3 L .

Nexus 1000v

VEM

X - s L
vmnicO m—
(Active) Cisco VIC (Active)

Ny i
I 2x00 Series Fabric Extender B I

UCS 5108 Chassis
UCS B200
Wiware vSphare (ESXi Hypervisor)
ICM Rogger ICM PG
E1000 E1000 E1000 E1000
MG MNIGZ MICT MICZ
Wishile Privaie wisinle: Private
WLAN WLAN | e VLAN
T Ll I 7
] }\/
| =
- 1 -
vewitcho | % n.re.mmh?\. / vSwitch2
Port Group |* Pan Graup
Tor Visible Tor Privaie
WLAN VLAN
Fx 1
1
] T -
"4 4+ 4 \\.
wmnich vminicl vmnic2 vminic3 ]
{Active) (Standby) | PSTEE: (Standby) (active) |7
e —
N = = ‘rf
o —— 1T
| 2¢00 Series Fabric Extender A | | 2+00 series Fabric Extender8 |

| 2x00 series Fabric Extendera |

WL

6x00 Series Fabric Interconnect B

6x00 Series Fabric Interconnect A

BRKCCT-2662 © 2015 Cisco and/oritsaffi
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6x00 Series Fabric Interconnect B

6x00 Series Fabric Interconnect A
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VMware Network

Virtual Switch: vSwitcho Remove... Properties...
o “Yirtual Machine Poﬁ Group Physical Adapters ‘
[ ¥M Metwork e EB@ vmnicS  stand by 5=
Whkemel Port E® vmnic4 10000 Full 3
3 Management Network .

vmnkD : 10,86.139.169 | ¥LAN ID: 10

wirtual Switch: vSwitch1 Remove... Properties...
Yirtual Machine Port Group Physical Adapters
L3 Side-A Public g b—a B vmnic2 10000 Full §3
= |4 virtual machine{s) | ¥LAN ID: 10 E@ vmnic3  stand by L3
®1-Routers -
X1-Loggerd [
Bolshoi-DC1 B
MS-ClientAw1 o
virtual Switch: vSwitch2 Remove... Properties...
Yirtual Machine Port Group Physical Adapters
G Side-A Private (OF E@ vmnic0 10000 Full §3
= |2 virtual machine{s) | ¥YLAN ID: 11 B vmnicl  stand by =)
¥1-Routers [
X1-LoggerA B

’ /
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Network - Latency

One way latency requirements

100mSec ( 50mSec preferred )
200 mSec < >
(50 mSec agent greeting) Private WAN

Ethemet - Private LAN Ethemet - Private LAN

300 km

q R Rb g9 P 3
Ethernet - Converged Visible LAN \ i / Ethernet - Con\%ged Visible LAN
»

40 mSec .
mSec *
150 mSec
PSTN

C\s o Ethernet - Cofyverged Visible LAN

What is the most restrictive? ot [ii

* For Finesse Desktop
UCCE
Agent PC

»r
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. Allrightsreserved.  Cisco Public Cisco {"/c'
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Component

Effective BHCA

Multiplication
Factor

Recom- mended Link {(hps)

Multiplic
ation
Factor

Recommend
ed Queue
{bps)

Router + Logger

120,000.00

# 30

3,600,000.00

*0E

2,880,000.00

Total
Router +
Logger
High-
Priority
Queue
Size

Tnified CII PG

120000

# 100

12 000,000,00

+09

10,200,000,00

Tnified IP IVE PG

M

# Al

+09

Tnified CVE P

1&0200

#* 120

19,296,000.00

*09

17.366,400.00

Onified [F [VE

1&0200

or

Onified CVF Variables

#* ((HMumber of
Variables * Average
Vatiable Length £ 40

3,216,000.00

+09

2,294.400.00

HAddthese
tanhets
together
and put
the total ity
the shaded
box belowr
to get the
PG High-
Priority

Total Link Size

38,112,000.00

33,940,800.00

Total PG
High-
Priority
Clueue
Size

BRKCCT-2662

© 2015 Cisco and/oritsaffiliates. All rightsreserved.

Cisco Public
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Public Link Bandwidth

VRU PG Communicates with the CC http://mww.cisco.com/c/en/us/support/customer-

possibly over the WAN collaboration/unified-contact-center-enterprise/products-
implementation-design-guides-list.html

Agent PG Communicates with the CC http://www.cisco.com/c/en/us/support/customer-

possibly over the WAN collaboration/unified-contact-center-enterprise/products-
implementation-design-guides-list.html

CTI Server to CTIOS Communicates possibly over UCCE SRND
the WAN

CTIOS Server to Agent Communicates is over the site http://mww.cisco.com/c/en/us/suppart/customer-

WAN collaboration/computer-telephony-integration-
option/products-technical-reference-list. html

Finesse Serverto Agent Most expensive is Agent login http://wwmw.cisco.com/c/en r mer-
Finesse Serverto CTI Server llaboration/fin r -technical-reference-
list.html

z /
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Public Link Bandwidth - continued

L e SN

CVP SIP Signalling

CCMP

ICCS/Database/CTI

RTP

Sip Signalling

VXML Documents

Media Files

For Branch models
communicates is over the site
WAN

Communicates over the WAN
for quad deployment

Communicates over the WAN

Overflow between UCCE
systems using ICM to ICM
gateway

between UCCE systems using
ICM to ICM gateway

For Branch models
communicates is over the site
WAN

For Branch models
communicates is over the site
WAN

BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public

CVP SRND

UCCE SRND

CUCM SRND

CUCM SRND
See VolP Bandwidth Reference Slide

CUCM SRND

CVP SRND

CVP SRND

Cisco [f ch/
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Firewalls — Where are they?

Since users are the main threat

— o suggest
& f/ « |P ACL’sfrom DC subnet to DC
T *mf ﬁq ‘] %T subnet

« Port ACL’s from the site to DC

See

Securing Cisco Unified Contact
Centre Enterprise

Cisco Unified CVP port utilisation

§ .
T 74
@ m Operations console uses dynamic ports

L,

Ag

HHHHHHHH { ol
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CISCO ‘WI
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Fill out host template for deployment

° Watch |ength Of hostnames _ Server Host Name NIC Information
. . . ] 7 TUCCE EGERA IF Add HEXEX
maximum lengthis 15 in windows (RouterA & (Visible) Mask | XXXX
2008 Loggerd) GEOCISCORTRA DRIGW | XXXX
 Avoid Special characters DHeL e
] DN32 HEXEX
« Use of hostnamesin setup WINST | XXXX
WINGR2 XXX
a”OWS L RGRAh IF Add HEXEX
for future changesin ip address’s. (Visible, High) Mask | XXXX
. GEQCISCORTRAH
» Use of hostsfile to reduce need RGRAp PAdd | XXXX
(Private) Mazlk HHHK
for DNS GEOCISCORTRAD
. RGEA-ph IP Add XXX
* Ensure nslookup and ping of (Private, High) Mk | KEXX
names GEOCISCORTRATH
match

z /
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Customisation Design

Integration with External SIP Server

Passing of Headers from ICM script allows sending

information to the SIP server

Set Variable | Comment I Connection Labels I

Label Object type: Objec Y ariable:
| - |[N election) =] [siPHeade:
CWP_FGE_14.RF1000

. — catenate]' Fefered-By~mod~Callinfo~"" K" Call. RouterCallk.ey,"D"* Call B outerCallD ay, "ME R

Referred-By: <sip:CvPELO.67.59.14:50605; call-info=k203015080omenul  NE model is like this:
header_name~mod~parameter_name~new_value

Why do you think the RouterCallKey and
RouterCallDay is a good idea
to pass to the SIP server?

Maximum is 200 characters

»
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CISCO [‘Vc’
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Customisation Design

Integration with external SIP server

Passing information in SIP headers to ICM allows getting information from the SIP Server

g

BRKCCT-2662

© 2015 Cisco and/oritsaffiliates. All rightsreserved.

SIP Header Passing (to ICM)

Header Name: |

)| setvariable
Parameter: 2 | Fariable]
Addl Flamwa'
K=CIsco=mike
live!
Cisco Public CiSCO ‘Vc’
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Sources for Reporting

CUIC Stock Reports
Cisco Unified Contact Center Enterprise Reporting User Guide 10.5(1)

* Reports from the forum
http://developer.cisco.com/web/ccr/documentation

* CUIC Custom Stock Reports
« Third Party reporting System — Exony

» Build your own reporting system

’ /
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. Allrightsreserved.  Cisco Public Cisco {"/c'
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Database Sources for Reporting

Administration &
Data Server

Do not go here

* Located at each side [ /
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public CiSCO lvc'
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Database Sources for CVP Reporting

Requirement: Need to know

Fle Edt Calflow Navigate Search Project Run Window Help

[} [ (PN RN ER A= Fe i

=5 | %6 R e | 20

RSN

8]

79 | [Elcisco Unifled ...

I I l e n u u S ag e 5 Navigator 52 = O || 5] Reporting_ReqlchL. . |3£MSW2K3Luad Q‘-C RegiCMLabelTest 5 71

. |55 Y
£ 15 105_Test_GD_DTMF_blsec -]
H- 25 MSW2K3Load
7 125 Reparting_ReglcMLabel
i[5 ReqlChLabelload
=% ReqICMLabelTest
(= callflow
(= deploy

1 app.calfiow 7
e p O rtl n 25 ReglChLabelTransfer - done
15 Test_GD_DTMF
R 175 VaMLElementsTast =

[ Elements 52 =5 :

Call Table = 3 ﬁ——j
----- Audio
(= Call Contral ¢ ReqlCriLabel_01

3 (= Cisco

VXML Session : —
-2 Context ~—
[ Date & Time done

VXML Element g
H-{= Integration
I+
I+
I
I+
I+

next

H-[= Commerce

errar

H-(= Math

#- (= Menu

- Notification

- Number Capture
7= Record

----- (= Local Elsments
(> Element Groups

Decision Element - ReglcMLabel

General | Settings | Data

FromExtyXMLO
FromExtVMLL
FromExtVXMLZ
FromExtVXMLS
caller_input

L action "
< Decision poget

[ Flag = Prompt Manager 52 Cisca Unified CYP Prablems

how -5 = 8

[8 woicesML Insert

~{} Hotewent |

-~ Hotink

(3 Application Transfer [Page [ Element Group [ Element Name; AG Name

[a. [ audio kem n. [ URI
| 3

4
gﬁageéntry ] = [

* Records cut at end of call o
* Each CVP server will point to one CVP reporting server

BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public
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Custom Database for Reporting

Session variables in VXML Application enu sum mary
written to DB at start of application If serviced/To

ent count
al time applicatio
mmary

Session variables in VXML Application
written to DB at end of application

Custom DB Server

1 /
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public CISCO {l‘/cl
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Real Time

Agent/

Skillgroup
Status

Distributor AW
Router
CTIServer CMPG ' E LocalDB
\_Y_/
3 seconds * 10 seconds

*dependent on network latency

IP Phones & Agent Desktops

’ /
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. Allrightsreserved.  Cisco Public Cisco ("/c:
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Mapping to Significant Business Metrics

Requirement: Need to know the SLA and count of Gold versus Silver customer calls

| Translation Route to VRU (5]

Call Type | =] Queue to Skill Group
| [service No. % | [skill Group No. [
| |CIS_Finance_Tier_1_CG
(%] (%]
[ -] -
;; B Queue to Skill Group
| |Skill Group No. %
CIS_Finance_Tier_2_5G
[X]

= Queue to Skill Group
Skill Group Ne. %
CIS_Finance_Tier_3_SG
(%]

Design: Use calltypes to get the metrics required

z /
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CISCO (‘WI
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LAB

The uses of a lab:
= Development
= Regressiontesting of patches
= New functionality testing

= Upgrade testing
W hat model to use;

= Exact duplicate of production
= Exact duplicate of productionwith virtual machines compressed by %2

= Exact duplicate of productionwith no redundancy and virtual machines
compressedby %2

z /
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CUCM Dial Plan Design

Extension
Range

From

50000

60000
70000

80000

82000
83000
84000
97780

BRKCCT-2662

Extension
Range
To

59999

69999 11120000
79999

80099

82099
83099
84099

© 2015 Cisco and/oritsaffiliates. All rightsreserved.

11120099

Cisco Public

| e

Agent Extension
(Non DID)

Agent DID Line

Agent Extension
(Non DID)

Route Points

Hunt Groups
Call Park
Voicemail

UCCE CVP VRU
Label

0 to get an outside line

Comment

To CUCM Cluster2

For IP Phone
transfers

Cisco [f ch/
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Dial Plan Service Design
PSTN Number Mapping

1800/1300 Number Dialed Dialed Number Purpose
Number Presented to GW

1300 803 5151 0311110000 111110000 Sales

13005551234 0311110001 111110001 Service

Gateway #1 Number Mapping

Dialed Number | DID Number | DN Mapping DN Mapping Usage

Range From Range To Range Range
From To
111110000 111110099 90140000 90140099 UCCE Pilot
DNIS

»
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CISCO {‘ch
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Dial Plan DID Design — Contiguous Numbers
PSTN Number Mapping

DID Number Dialed
Number

Presented to
(e

Gateway #1 Number Mapping
0311116000 111160000

DID Range DID Range DN Mapping DN Mapping Usage
From To Range Range
From To

111160000 111160099 613111160000 613111160099 DID Numbers

CUCM Translation

Translation Called Party
Pattern Transformations

6131111.60000 PreDot

»
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CISCO (‘WI
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Dial Plan DID Design — non-contiguous numbers

g — o &

DID Number Agent DID

CUBE CUSP CVP
Custorner , ICM With CVP DELaokup
0311116000 60000 : i i
: > 1 '
i Make call DID Number i : :

0311111234 60001 i 0311111234

1. Change SIP Header

-> ¥-DID = 0311111234

Z. Change dialed number by SIP Profile
—» Sigdigit (3) + "9999993999” .
1018999999999 ! !

! Dialed Number !
' 9999999999
1

E DID number = 80001

»
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public CISCO {l‘/cl
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UCCE Dialled Number Design

Dialed Number Dialed Number Comment
Range From Range To

40000 40099 UCCE Pilot DNIS See Dial Plan
Service Design
80000 80099 UCCE Dialed Used by CTIOS
Number Plan desktop for
(DNP) transfer to Skill

Group capability

z /
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SIP CUSP Design

SIP Digits — each device is given a SIP Digit device identifier

CVP Gateway | SIP Digit

GW#1 901
GW#2 902
CUCM 909

1 /
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public CISCO {l‘/cl
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SIP CUSP Dial Plan Design

SIP CUSP to GW SIP CUSPto CVP
Number Range Target Preference 1 | Target Preference 2 Number Target Target
Range Preference 1 Preference 2
90991919191 GW#2 GW+#1 CUCM originated
90992929292 Ringing
90997780 ErTors 9014.... CVP1 CVP2
VRU Le
2 9024.... cvP2 CcvP1
90291919191 GW#2 GW#1 GW?2 originated
90292929292 Ringing 9094... CVP1 CVP2
90297780 Errors
VRULeg SIP CUSP to CUCM
90191919191 GW#1 GW#2 GW1 originated
90192929292 Ringing Number Target Target
90197780 Errors Range Preference 1 Preference 2
VRU Leg
" .
0 GW#1 GW#2 Outside call 9015. CUCML CUCM?2
9025.... CuUCM2 cucm1

vel
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CISCO [‘Ve’






P P CUNEEAREE N\ |\ e R IR

Backups

VMware Clone/Copy Full — Application Consistent {
Backup with VM Power Off
Cisco DRS Config Data Only Backup NA but used by UCM / other
with VM running UC apps in the UCCE solution
UCCE Config Data Export Config Data Only Backup
(ICMDBA, CVP Op Console with VM running Y‘
Tool)
UCCE 3" party SQL Backup Database Backup Only; not Allowed with customer self-
Tool entire VM and in manage
maintenance windows/ low {
traffic hours only
VMware vDR/vDP or 3 party Full — Crash Consistent Allowed & Guided support like
VM Backup Tool (EMC Backup with VM Running UC Spec-based support policy
Avamar, etc.) w/o backup (not guaranteed)
agent
3 party tool with Backup Full — Application Consistent x
Agent co-resident / Snapshot with VM running

BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public

Supported
Supported

NA

NA

Allowed & Guided support
like UC Spec-based support
policy (not guaranteed)

Not supported

Cisco (f Vt’./
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Testing Phase

Volume Functional
Testing Testing

UAT

Go Live Validation

Clsiomer I
Go-Live {
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public CiSCO l‘/cl/
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Functional Testing

= System Acceptance Testing
= Failure testing of components

= Application Testing
= Menu testing

= Network Readiness Assessment

= Agent Site
- QOS

= DataCentre
- QOS

z /
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What is Volume Testing

Whatitis

» High volume of calls coming into the most frequently used call
flow. Its objective is to test end to end solution at the required
specification. ***

Whatit is not

» Covers all possible functional tests.

Whatit is good at

 Tests end to end. Burns in new development such as backend
integration. Great for leaks especially in the desktop. Go Live
proof point

Whatis stress testing

 Testing beyond the specifications [ /
BRKCCT-2662 © 2015 Cisco and/oritsaffiliates. All rightsreserved. Cisco Public CiSCO lvc'
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Choosing a Volume Testing Tool

Empirix Hammer [P
IP Communications and Contact Center ‘ o - -
Testing T /—)

Comprehensive Customer

Experience Testing CYARA)

Customer - SAAS
|
coud  cyarA)

,\[@] Q) (@) (=

Website Contact Center Proactive
.

1 /
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Choosing a Tool

* Speechrecognition in
multiple languages

* Debugging — voice
playback, script flow,

« Can simulate Agent
Desktop Can simulate IP

h
. r(J:acr)]ngheCk desktop ASR confidence
variables » Supports high volume

* Voice MOS scores
* ASR traversal of
menus

* Generates calls (SIP,TDM)
* Allows DTMF traversal of
menus

* Reporting of results

 Scripting of call flow

» Can support Barge in

« Can support Time of day
prompts

1 /
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An example call volume script flow

Associated Step(s)
Min f

- Min
_ _ _ Max Minors£
Step Description Expect to Hear Reply With Reply Type Paes| e Conf PSST [l
Tine
@ 0 Time to Connect OTHF 00 5410 u] u] = | [
welcorme to KT
Custamer KT D2HME] 2L C}
= Zenter.Press 1 {*+4{Bargelnt £%F 1 H &= :
~ 1 lfar DTMF aRs M ZEst= {*r 2 o= ErE R S e ==
and Zz for Speech [S=& AT
recognition ARS
e = EH| 2 Reply 1 1 DTMF 0/0 0.0 o o w | [
Press 1 far
product
subscription,
transter, change,
termination and
olleh club
inquiries; =z far
problerm L*F 08 BHI L+
reporting; 3 for {Bargeln} Ed=EE2% =
. billi d 1H {+ NEMDE=E 2H 2 )
PO = D) S T, uEd 2 DTHF 010 5/10 0 15 = | =

payrment; <4 for =8 {+1THEE Q0jlE =
wired wireless ol 284 = A {*F ClAIS
simultaneous 2= L*3

inquiries

including mobile

phones and

wibro; and 0O to

tall: to an agent.

Press ¥ ta

repeat.

z /
BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public CISCO (‘WI
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Prime Collaboratlon= Assurance Contact Centre

ICM Router VP EIMWIM

Customer Voice Port@mail/Web Interaction Manager

MediaSense

SocialMiner Finesse

PG AW

CVP - OAMP
CuiC
Peripheral Gatew ay

(Operate, Admin, CTIOS
Intelligence Centre i
>
—
- o
f

Monitor, Provision)
UCCX

Admin Workstation

RSM Vcentre/ESXiy

(Remote Silent Monitoring)

ém o 4o

CUBE ¢

: ommunications

Voice SIP Proxy (Border Element) Agent
Contact Centre Express Gatew ay Manager

BRKCCT-2662 © 2015 Cisco and/or its affiliates. All rightsreserved
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Prime Collaboration Assurance: Co

End-Users Impact

Endpoints Utilzation

UC Performance Monitor

Infrastructure

cc_view_label

C] SIDE A ]
[« 1<}
18050 2.180 160.502 164
fullnull Call Count 5.0

160,602,172
ReportsUsersLoggedin0

1560.60.2.164
CT1 OS Call Failed Court:0

.168.10.120 194, 110,20

w ’ ©— [ Awnos }——
150602168 150,502,168
ReportsUsersLoggedin:0 CallType DB Write Average Time:0

150.50.2.183
ATS_ICM_ACTIVE_CALLS:0

150.50.2.170
Il In Prograss 0

P

o
150.50.2.164 160.50.2.170

150.50.2.162
ATS_ICM_ACTIVE_CALLS:0

150.60.2.164
PG1A
Logged-in Agent Court0

U e TS XN

ntact Centre

SIDE B

150.502.171
DB Write Average Time O

—{Agenes —0

160.502.170
PGB
Logged-in Agent Court.0

o—i&)

160.50.2.1

160.50.2.170 )
PGIB STATS_ICM_ACTIVE_CALLS
Call Court:.0
o—<¢ ) 160502 1
100 EB AT STATS_ICM_ACTIVE_CALLE

CallTypa DB Wite Average Time:0

150.50.2.170
CT1 OS Call Failed Court:0

EJ—— w1

L [wwore }—0

150502168

yFiles HTML Development License DB Wite Average Time:0
Copyright ® 2011-2013 yWorks GmbH * All rights reserved

BRKCCT-2662 © 2015 Cisco and/or itsaffiliates. All rightsreserved. Cisco Public
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Prime Collaboration — Alarms

ilarm Details

Alarm Marme
Severity

Last Modified At
Auto Cleared

IP Address
Owiner

Description
Ciscovered At

Software
lecommended Action

BRKCCT-2662

“- Find Phones

! n . -
x
CallProcessingNodeCpuPegging Category Communications Manager
CRITICAL Created At 2014-Dec-19 14:20:23 KST
2014-Dec-19 14:34:30 KST Acknowledged  false
false Device Mame  gp-pbxb-sub-06
Source  gp-phxb-moh-02

None version 9.1,2,13061-1

Processor load over configured threshold for configured duration of time . Configured high threshold is 90 %4 tomcat#1 (3 percent) uses most of the CPU. Processor_Info: For processor instance 1:
9pCPU= 93; Balser= 7; UoSystem= 2; QoNice= 0; Boldle= 7; BolOWait= 84; Yosoftirg= 0; %oirg= 0. Forﬂprocessor instance _Total: 2aCPU= 93; BoUser= 7; B0oSystem= 3; %oNice= 0; Saoldle= 7;
OpI0Wait= 84; Bosoftirg= 0; Qoirq= 0. For processor instance 0: %CPU= 93; 0olUser= 6; %System: 3; DoNice= 0; Soldle= 7; 0eI0Wait= 83; Qos

2014-12-11 11:23:17.337

CUCM

Click here to see more details...

What went wrong here?

’ /
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vCentre Viewpoint

) UCCE-vCenter-1 - vSphere Client r——.T. Y. e

File Edit Yiew Inventory Administration Plug-ins Help

‘9 Home P g9 Inventory P El Hosts and Clusters

njpeBGB2RS R

B ) UCCE-vCenter-1 viCenter (10.67.59.2
B [l HCS Team 3 ( )

Bl HCS Team d
g UC Team View: | Triggered Alarms  Definitions
B i UCCE-9 e

gl HCS_CC_Cluster

2 [ 10.67.35.55 _ _
& Cisco Prime Collaboration Assurance Sh Object | Statis | Name | Defined In | Triggered | Acknowle
% Hggggﬁg?&"gs @ vCenter (10.57.... & Aert @ wirtual Machine Disk Latericy High @ UCCE-vCenter-1 25/10/2014 1:20; 13..
& [wCenter (10,67.59.2
& ySh-1

B 10.67.35.58

’ /
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Infrastructure Through CUSP SIP Options Ping

Server Group Status

i}
—
i
—
=
Lix]

Sermer Group ! Element

b CACUSP-FARM up

b GH-CUSP-FARM up

All Server Group Elements are up! » GP-CLUISP-FARM up
» GR-3RDPTY-CUBE-FARM up

148 Server Group Elements are configured and active » GR-ASR-PARN up
» GR-CVP-FARM-GRP-ALL up

» GR-CVP-FARM-GRP1 up

b GR-CVP-FARM-GRPZ up

» GR-CVP-FARM-GRP3 up

» GR-CVP-FARM-GRP4 up

» GR-CVP-FARM-GRPS up

b GR-GP-CCM-CL1 Kad.ipee.corm up

b GR-GP-CCM-CL2 ko ipee corm up

b GR-IG-CUBE-FARM up

b GR-VHML-GY-FARM up
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VXML Servers Through the Load Balancer Probe
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v — 10 % Processor Time: Tokal Processor Infarmation Show I Color I Scale I Sz I Uil IPEIEnS I Obj
¥ L0 ROLTEREQS/sec ggRouters - Cisco ICM Roter v o1 Rauter State Size(KE) g9 Routerd, - Cisc
IF 0.1 Agents Logged On g Routerd - ( ker v 0.1 Messages Processed/sec ag Routerss - Cisc
v 0.1 Calls In Progress ogRouterd - Cisco ICM Router v 0.1 Bytes Processed/sec gg Routerd Cisc
i 0.1 Calls In Queve ggRouterd - Cisco ICM Router v 0.1 Awg Process Time/Message ... gg Routerd Cisc
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Complete Your Online Session Evaluation

Give us your feedback and receive a
Cisco Live 2015 T-Shirt!

Complete your Overall Event Survey and 5 Session
Evaluations.

* Directly from your mobile device on the Cisco Live
Mobile App

By visiting the Cisco Live Mobile Site
http://showcase.genie-connect.com/cimelbourne2015
* Visitany Cisco Live Internet Station located

throughout the venue Learn online with Cisco Live!

Visit us online after the conference for full
T-Shirts can be collected in the World of Solutions accessto sessionvideos and
on Friday 20 March 12:00pm - 2:00pm presentations. www.CiscoLive APAC.com
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