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About This Guide
Cisco Unified Contact Center Express (Unified CCX), a member of the Cisco Unified Communications family
of products, manages customer voice contact centers for departments, branches, or small to medium-size
companies planning to deploy an entry-level or mid-market contact center solution.

TheCisco Unified CCX Administration Guide provides instructions for using the Administration web interface
to provision the subsystems of the Unified CCX package

http://www.cisco.com/en/US/products/sw/custcosw/ps1846/products_documentation_roadmaps_list.html
http://www.cisco.com/en/US/products/sw/custcosw/ps1846/products_documentation_roadmaps_list.html
http://www.cisco.com/en/US/products/sw/custcosw/ps1846/tsd_products_support_series_home.html
http://www.cisco.com/en/US/products/sw/custcosw/ps1846/tsd_products_support_series_home.html
http://docwiki.cisco.com/wiki/Troubleshooting_Unified_Contact_Center_Express
http://docwiki.cisco.com/wiki/Troubleshooting_Unified_Contact_Center_Express


http://docwiki.cisco.com/wiki/Virtualization_for_Cisco_Unified_Contact_Center_Express
http://docwiki.cisco.com/wiki/Virtualization_for_Cisco_Unified_Contact_Center_Express
http://www.cisco.com/en/US/products/ps9755/tsd_products_support_series_home.html
http://www.cisco.com/en/US/products/ps9755/tsd_products_support_series_home.html
http://www.cisco.com/en/US/products/ps11324/tsd_products_support_series_home.html
http://www.cisco.com/en/US/products/ps11324/tsd_products_support_series_home.html
http://www.cisco.com/c/en/us/support/customer-collaboration/socialminer/tsd-products-support-series-home.html
http://www.cisco.com/c/en/us/support/customer-collaboration/socialminer/tsd-products-support-series-home.html
http://www.cisco.com/c/en/us/support/customer-collaboration/socialminer/tsd-products-support-series-home.html
http://www.cisco.com/c/en/us/support/customer-collaboration/mediasense/tsd-products-support-series-home.html
http://www.cisco.com/c/en/us/support/customer-collaboration/mediasense/tsd-products-support-series-home.html
http://www.cisco.com/c/en/us/support/customer-collaboration/mediasense/tsd-products-support-series-home.html
http://www.cisco.com/en/US/docs/general/whatsnew/whatsnew.html
mailto:contactcenterproducts_docfeedback@cisco.com










ವ Resource ManagerಧApplication program that monitors Unified CCX agent phones and allows you to
organize agents into resource groups or skills-based partitions according to the types of calls each group









NonVoice Subsystem

Allows Unified CCX to configure and manage Chat and Email.

Voice Browser



Configure Unified CCX Subsystems
You need to provision your Unified CCX subsystems to enable the Unified CCX Engine to run multiple
applications to handle Unified Communications calls or HTTP requests.









Manage Scripts Prompts, Grammars, and Documents
The process of configuring Cisco script applications includes uploading Unified CCX scripts and prerecorded
prompts, installing grammars and customized languages, and adding triggers to applications.

Depending on your particular









ವ SubsystemsಧContains options for configuring parameters for the subsystems that are licensed for





Unified CCX Configuration Web Pages
When you choose any menu and submenu option from the Unified CCX Administration menu bar, a
configuration or administration web page opens. Use this web page to continue your configuration or
administration
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Related Topics

Modify AXL Information, on page 26
Modify Unified Communications Manager Telephony Information, on page 28
Modify RmCm Provider Information, on page 29
Unified Communications Manager for Unified CCX











The newly selected RmCm Provider is now enabled. If the selected RmCm Provider cannot be enabled, an
error message instructs you to reselect RmCm Provider.

Related Topics

Modify AXL Information, on page



You are now ready to use the Unified Communications Manager Administration web interface to configure
users
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Configure Ring-No-Answer Application
The Cisco Ring-No-Answer application comes with each Unified CCX system. This application returns a



























Related Topics

About Unified CCX Applications, on page 41
Upload New Scripts, on page 57

Download Script File, on page 58

Refresh Scripts, on page







C H A P T E R  6
Telephony and Media Provision

Resource provisioning information for the Unified CCX telephony and media subsystems areaK urUnifN O O telephoO = tŲ tѿ provK t UnifO t ur meOT subsy O OV uOUnifO O =
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If you try to delete a trigger associated with an outbound call control group, then the campaigns
associated with the trigger become invalid and the application also gets deleted. In such cases, when
you click theDelete icon or button, a dialog box opens to confirm your action. ClickOK if you want
to delete the trigger and disassociate the V the wa tMd CM y

w

ccU ggera do
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DescriptionField

Number of channels associated with the group.Channels

Step 2 ClickAddNew icon at the top orAddNew button at the bottom of the window. The CiscoMedia Termination
Dialog Group Configuration web page opens.

By default, a Unified CMTelephony Call Control Group with Group ID



MRCP ASR

This subsystem allows users to navigate through a menu of options by speaking instead of

http://docwiki.cisco.com/wiki/Compatibility_Matrix_for_Unified_CCX
http://docwiki.cisco.com/wiki/Compatibility_Matrix_for_Unified_CCX
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Provision MRCP ASR Dialog Groups
Use the

K N hi tb he





DescriptionField

Select the languages that you
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The RmCm user specified through Unified CCX Administration is updated automatically in Unified



interface to associate the RmCm user with an agent phone. These phones are the



Step 3 Type the name of the resource group in the Resource Group Name text field.
Step 4 Click Update to apply the modifications.

The Resource Groups area opens, displaying the modified resource group name in the ResourceGroupsReme





Related Topics

Create a Skill, on page 99
Delete a Skill, on page 100

Delete a Skill
When you delete a skill, the skill is removed automatically if it is not associated with any agents and CSQs.
If the skill is associated with any agents or CSQs and if you click Delete, you are directed to another web
page, where you can see a list of the associated CSQs and agents, and you are prompted to confirm whether
you want to delete the same.

To delete a skill, you can use the following procedure or open a skill and click Delete



You can assign resource groups





Step 4 Click Update to apply the changes.
The Resources area of the RmCm Configuration summary web



DescriptionField

Select a skill from



Related Topics

Implications of Deleting Agents in Unified CM, on page 101
Assign Resource Gr²

G
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b) Choose the resource group for this CSQ from the Resource Group drop-down menu.
c) Click Show Resources icon to show all agents who meet the specified criteria.
d) If you selected Linear or



DescriptionField

Determines the







Available
Agents

Skill/CompetenceResource Selection
Criteria





Configure Agent-Based Routing
Agent-based routing provides the ability to send a call to a specific agent, rather than any agent available in
a CSQ.

Use the Agent Based Routing Settings web page to configure system-wide parameters to be used in an
agent-based routing application.

Procedure

Step 1 From the Unified CCX Administration menu



Wrap-Up Data Usage
Contact centers use wrap-up data to track the frequency of activities or to identify the













ವ Run VRU ScriptಧRuns a Unified ICME Voice Response Unit (VRU) script on the Unified CCX
system.

ವ CancelಧCancels the Unified ICME VRU script that is currently running.

Related Topics

About





DescriptionField

Select the required variables



To configure Unified ICME VRU Scripts, complete the following steps.

Procedure

Step 1 From the



Related Topics

Cisco Applications Configuration, on page 41
Configure General Unified ICME Information, on page 121
About Additional Subsystems, on page 119

Provision of HTTP Subsystem

The HTTP subsystem is available if your system has a license installed for one of the following Cisco
product packages: Unified IP IVR or Unified CCX Premium.

Note

The Unified CCX system uses the HTTP subsystem to enable Unified CCX applications to respond to requests
from a variety of web clients, including computers and IP phones.

If



Procedure

Step 1 From the Unified CCX Administration menu bar, choose Subsystems > HTTP.
The HTTP Trigger Configuration web page opens.

Step 2 Specify the following fields:
DescriptionField

The relative URL.

For example:
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If your email system is configured to receive acknowledgments, you should process the



C H A P T E R  9
Management of Prompts, Grammars, Documents,
and Custom Files

Unified CCX applications can make use of many auxiliary files that interact with callers, such as scripts,
pre-recorded prompts, grammars, and custom Java classes.





Related Topics

Wizards Menu, on page 311
Manage Document Files, on page 135
Language Management, on page 136
Upload





Manage Document Files
Documents might consist of .txt, .doc, .jsp, or .html files. Documents can also include custom classes and
Java Archive (JAR) files that allow you to customize the





Step 2 Click Create New Folder or Create Language icon that displays in the tool bar in the upper, left corner of
the window or theCreate New Folder orCreate Language button that displays at the bottom of the window.
The Create New Folder or Create Language dialog box opens.

Step 3 Perform any one of the following actions:

ವ Select a value from the



Step 2 Select the Delete icon against the respective folder, that you want to delete.
A dialog box opens to confirm the Delete action for the specific folder.

Step 3 Click OK to delete.

Upload Zip Files to Language Folder













AAR File Creation
You create an AAR file using a jar or WinZip tool.

An AAR file format is similar













META-INF Directory Attributes
The Unified CCX recognizes the x.MF file in the applications, subsystems, and steps subdirectories in the
META-INF directory and interprets each to configure applications, subsystems, and steps respectively. The
x is the base file name as listed on the Application-List main attribute of the manifest file. The X.MF file
contains one section defining the configuration of a particular application.

Application Subdirectory Attributes

The following table
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C H A P T E R  10
Unified CCX System Management

Unified CCX administration provides options to configure, control,























on this server. The license will have to be re-hosted.
Continue(y/n):
Continue (y/n)?y

Ensure

















Step 8 For Cisco Finesse and Unified Intelligence Centers users, delete the certificates entries for the old hostname/IP
Address from the web browser before you log in to Cisco Finesse Agent Desktop or Unified Intelligence
Center.

Exit Unified CCX Administration
To exit Unified CCX Administration without closing your web ¢



http://www.cisco.com/en/US/products/sw/custcosw/ps1846/prod_maintenance_guides_list.html


For more information about Historical datastore, see Cisco Unified Contact Center Express













Related Topic

Report Menu, on page 184

Open Real-Time Reports
Real-Time reporting is availablerd eii ii r lrt« on rb n n re r f lc e l Real-T iᴐpm Q eaorre l

i





Reset Report Statistics
The Unified CCX system automatically resets all statistics each day at midnight. You can













Engine Tasks Real-Time Report
Use the Engine Tasks real-time report to view information about currently active Engine





























DescriptionField

Number of contacts that have been presented to this resource.Contacts Presented

Number of contacts that have been handled by this resource.Contacts Handled

Overall Chat Cisco Unified Contact Center Express Stats Report
Use the Overall Chat Cisco Unified Contact Center ExpressC

t
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Open Printable Report
Use the option to get a printable report of all currently active contacts in the system.

To get a printable report:



Step 3 From the Application Reporting menu bar, choose Tools and click Clear Contact. A Clear Call dialog box
is displayed to warn you. If you want to continue with the clear action, click No







Live Data reports can only be run by agents, supervisors, and reporting users.
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Customer-Defined User Groups

Security administrators can create any number of user groups and can add users to them. From those other
user groups, oneonM ser ne







Table 12: Fields on the Group Members Tab

DescriptionField

Click the drop-down list to select the objects for which you want to set





Localization of Audit Trail report is not supported.Note

View Audit Trail Logging in Unified Intelligence Center





C H A P T E R  12
Unified CCX Outbound Dialer Configuration

ವ Outbound Feature for Unified CCX, page 225

ವ





















Outbound Area Code Functionality, on page 235
Configuration Updates, on page 235
CSQ Agent Pool Allocation, on page 236

Outbound Area Code Functionality
In the Outbound option, the area code determines the geographical location





Procedure

Step 1 Create a Call Control Group for Outbound type with the required number of IVR ports to be tmsdfor

ofoclmoargdoSdoAoNdCallControlGroup oemo e ha ll bound























A contact list can contain up to 7 fields: AccountNumber, FirstName, LastName, Phone1, Phone2, Phone 3
and DialTime.

DialTime field is used to specify the time to dial a number for individual contacts on the current date.
The format to be used for this field is HH:MM. FM ṋ thi¨ FM this his









Contact States Reset at Midnight
The Outbound subsystem performs the following actions at midnight:

ವ The DialingListConfig records with a call status of Unknown are reset to Pending.

Outbound contacts with a call status of Unknown indicate that the these contacts were
retrieved from the database but the system went down
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Unified CCX Outbound Dialer Configuration





Related Topics

About User Management, on page 255
Administrator Privileges, on page 256
Supervisor









To remove an alternate pronunciation for your first name, click the alternate pronunciation and then click
Remove.

Step 5 In the Last Name field, you can enter an alternate pronunciation of your last name.





Related Topics

Manage System Parameters, on page 155
Configure Default TTS Provider f



The Server Configuration web page opens.

Step 2 Enter the IPv6 address or remove it in the IPv6

http://www.cisco.com/en/US/products/ps11389/tsd_products_support_series_home.html


Custom File Configuration
Use the Custom Classes Configuration web page to specify the classpath for custom classes.

Choose System >C= tom ystf

= ra' hoossX V cl ystm sc M S toguration a= a= o µ g R toN ooA on a ooA onystm c to ooa



View License Information, on page 10
Cisco Unified Contact Center Express License Packages, on
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Applications Menu
AAR Management



C H A P T E R  16
Subsystems Menu

The Subsystems menu of the Unified CCX Administration web interface provides access to the subsystems
that are licensed for your Unified CCX system.

The Unified CCX













Procedure

Click the Open Printable Report of this Skill Configuration icon to view a list of the resources associated
with that skill.

Related Topics

Modify a Skill Name, on page 99
Delete a Skill, on



Choose Subsystems >RmCm >ResourceGroups from the Unified CCXAdministrationmenu bar to
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Procedure

Step 1 From the Unified CCXAdministration menu bar, choose Subsystems >Chat > SocialMiner Configuration
OR Subsystems > Chat and Email > SocialMiner Configuration as applicable.
The SocialMiner Configuration web page appears.

Step 2 Complete or modify the following fields for SocialMiner:



http://www.cisco.com/c/en/us/support/customer-collaboration/socialminer/products-user-guide-list.html

Mail Server Configuration

http://www.cisco.com/c/en/us/support/customer-collaboration/socialminer/products-user-guide-list.html
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If you clickOK, the Outbound subsystem checks whether the contacts are used in an active
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You can use either of the below two supported methods to modify a dialed number in the gateway:Note

ವ To remove the initial digits of the phone number use forward-digits
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Application Triggers, on page 52

Add New HTTP Trigger
To add a new HTTP trigger:

Procedure

Click the Add New icon or button on the HTTPT52ddcHTTM T6 e w





Related Topics

Provision MRCP ASR Servers, on page 85

MRCP ASR Dialog Groups
Use the MRCP ASR Dialog Group Configuration web page to display, add, modify, and delete information
about MRCP ASR dialog groups,







Prompts can be uploaded as either a single prompt file or a zip file of prompts. You can upload multiple
prompts in this step (see Manage Prompt Files, on page 131).

ವ GrammarsಧIn this step, you can view a list of existing custom grammar files that are used to recognize
and













For details about the information written to the RtCSQsSummary and RtUnified CCXStatistics
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DescriptionField

If you check the





ವ Reporting Capability View Menu, on page 328

ವ Agent Capability View Menu, on page 328

Related Topics

About Unified CCX User Capabilities, on page 255
Remote Monitoring Use and







Reporting Capability View Menu
From the Unified CCXAdministrationmenu bar, chooseTools >UserManagement >





button to check and confirm whether the passwords between the two nodes match or not. You



C H A P T E R  19
Help Menu

The Help Menu of the Unified CCX Administration web interface provides access to online help for the
Unified CCX system.

Use the Help menu to access configuration procedures and descriptions of Unified CCX components.

The Help menu contains the following menu options:

ವ Contents and
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The Add Row button is disabled if 10 variables are already configured for the specified





Actions on the Manage Desktop Layout gadget:

ವ Finesse Default Layout XML: Expands to show the



















</column>
</columns>

</tab>

Step 15 Remove the comments and comment characters (<!-- and -->) that surround the tab.
Step 16 Replace my-socialminer-server in the gadget URL with the fully-qualified domain name (FQDN) of your

SocialMiner server.
Step 17 Optionally, change the height of the Manage Chat and Email gadget.
Step 18 Click Save.

Add Web Chat and Email to a Custom Desktop Layout

Procedure

Step 1 In the Finesse administration console, click the Desktop Layout tab.
Step 2 Click Finesse Default Layout XML to show the default layout XML.
Step 3 Copy the XML code for the Chat and Email Control gadget for the agent desktop.

<gadget>https://localhost/agentdesktop/gadgets/NonVoiceControl.xml</gadget>

Step 4 To add the gadget to the agent desktop, paste the code within the <page></page> tags under the Call Control
gadget as follows:
<role>Agent</role>
<page>

<gadget>/desktop/gadgets/CallControl.jsp</gadget>
<gadget>https://localhost/agentdesktop/gadgets/NonVoiceControl.xml</gadget>

</page>

Step 5 To add the gadget to the supervisor desktop, paste the code within the

as

tƉe

R t e R '

gT

t =

f
< le>AgentṬisor
<p

< dget>/desktop/gadgets/CallControl.jsp</gadget>
<g

<tṋ
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<label>finesse.container.tabs.agent.manageCallLabel</label>
</tab>
<tab>

<id>manageNonVoiceMedia</id>
<label>finesse.container.tabs.agent.manageNonVoiceMediaLabel</label>
<columns>

<column>
<gadgets>

<gadget>https://my-socialminer-server/multisession/ui/gadgets/
multisession-reply-gadget.jsp?gadgetHeight=430</gadget>

</gadgets>
</column>

</columns>
</tab>

Step 8 Replace my-social-miner-server with the FQDN of your SocialMiner server



multisession-reply-gadget.jsp?gadgetHeight=430</gadget>
</gadgets>

</column>
</columns>

</tab>

Step 13 Paste the code within the <tabs></tabs> tag for the supervisor role after the Manage Call tab:
<tab>

<id>manageCall</id>



Step 5 Copy the code for the Live Data gadgets for Agent Chat Statistics and Chat Queue Statistics and paste it into
your text file.
<gadget>https://localhost:8444/cuic/gadget/LiveData/
LiveDataGadget.jsp?gadgetHeight=310&
viewId=F2F1FC17100001440000014E0A4E5D48&
filterId=ChatAgentStats.agentId=CL</gadget>
<gadget>https://localhost:8444/cuic/gadget/LiveData/
LiveDataGadget.jsp?gadgetHeight=310&
viewId=E42ED788100001440000007B0A4E5CA1&
filterId=ChatQueueStatistics.queueName=CL</gadget>

Step 6 Copy the code for the











Query Parameter
<gadget>https://localhost:8444/cuic/gadget/LiveData/LiveDataGadget.jsp?
gadgetHeight=200







Actions on the Manage Phone Books gadget:

ವ New: Add a new phone book or contact

ವ Edit: Edit an existing phone book or contact

ವ Delete: Delete a phone book or contact

ವ Refresh: Reload the list of











When you add, edit, or delete a Not Ready reason code,

yo
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Add Wrap-Up Reason



A question appears asking you to confirm that you want to delete the selected Wrap-Up reason.

Step 3 Click Yes to confirm the deletion of the selected Wrap-Up reason.

Manage Team Resources
You can assign phone books, reason codes, wrap-up reasons, custom desktop layouts, and workflow

coco ou

ohe





Resources you assign are highlighted in blue in the Add <resources> popup and added to the List of <resources>
area.

Step 5 When you has finished assigning resources, click Save.
You can make changes on all resource tabs and then save them at the same time. If there is an error
on one resource tab but not others, the changes on the tabs with no errors are saved while the changes
on the tab



Assign Workflows to Team

Procedure

Step 1 In the Manage Team Resources gadget, select a team.
Tabs for each available resource appear.

Step 2 Click the Workflows tab.
The List of Workflows area appears.

Step 3 Click Add.
The Add Workflow popup appears.

Step 4 Select one or more workflows from the list to









Workflows run for both Finesse agents and supervisors. The team to which the supervisor belongs (as





You can select either PUT or POST.

Step 6 From the Location drop-down list, select the location.



The Edit Action area appears.

Step 3 Edit the fields that you want to change.
Step 4 Click Save.

Delete Workflow Action

Procedure

Step 1 In the Workflow Actions gadget, select the action that you want to









DescriptionOption

1 A page appears that states this connection is untrusted.

2 Click I Understand the Risks, and then
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Upload Cisco MediaSense Certificate to Unified CCX Server
To establish connection with Cisco MediaSense securely, you must upload the Cisco

the

the
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ವ Overview, page 403

Overview
With the
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A P P E N D I X  A
Cisco Unified Contact Center Express License
Packages

This appendix describes the features that are available with each Unified CCX license package.

ವ Application Availability by License Package, page 407
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