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Cisco IPC Resource Calculator

Project Identification

Calls Per Interval (BHCA)

Busy Hour Call Attempts BHCA;
60 30 15 1

Service Level Goal (SLG)
30 90 %

Average Call Talk Time

IVR

Average After-Call Work Time

Average Call Treatment Time (IVR)
IVR
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IVR
IVR
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Blockage % (PSTN Trunks) PSTN
1% PSTN 99 %
IVR
Check to Manually Enter Agents
0% 100 %
IPC Resource Calculator
IPC Resource Calculator
Recommended Agents
Erlang-C
Calls Completed (BHCC)
Busy Hour Call Completions BHCC;
Calls Answered Within Target SLG SLG
[Service Level Goal (SLG)]
SLG 30
SLG
Calls Answered Beyond SLG SLG
[Service Level Goal (SLG)]
30 90 % SLG SLG
10 %
SLG 30
Queued Calls
IVR
SLG
90 % 30
SLG 25 % 10% 30
15% 30 SLG
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IVR IVR

25 %
75 %

Average Queue Time (AQT)

Average Speed of Answer (ASA)

Average Call Duration

Agents Utilization

Calls Exceeding Abandon Tolerance

PSTN Trunk Utilization PSTN
PSTN

Voice Trunks Required

PSTN

IVR Ports Required for Queuing

IVR
Erlang-B

Cisco IP Contact Center Enterprise Edition
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IVR Ports Required for Call Treatment IVR

IVR IVR
IVR Erlang-B

Total IVR Ports Requirement IVR

IVR
2 IVR
Submit
[Submit]
Export
[Export] CSV
CSV Microsoft Excel
1
1 Excel
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3
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IVR IPIVR Customer Voice Portal CVP
ISN
IVR
IVR
PSTN
IVR
PSTN IVR Erlang-B
IVR
IVR
18,000 20 %
IVR
60
20 %
IVR
95 % 10
60 % IVR
SLG 90 % 30
3 9 171 5 300
3
e JVR
18,000 * 20 % = 3600
IVR =60
. IVR
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IVR
=6 360
SGL = 95% 10
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IVR
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IP IVR
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e PSTN =1%
[Self Service] 4-6
* 75 IVR
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PSTN IVR 20 %
PSTN IVR 60
% CVP
IVR
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4-6 IVR
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IPC Resource Calculator 4-7
e 384
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IPC Resource Calculator 4-8
e 907
e 1469
. 40 IVR
. 540 IVR
4-8
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IPIVR Configuration and
Ordering Tool
Configuration and Ordering Tool URL

http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1844/prod_how_to_order.html

IVR CVP ISN Customer Voice Portal CVP
ISN P.4-22

ISN

Internet Service Node ISN

e ISN P.4-22

e ISN P.4-25

¢ CiscoIOS P.4-26

e ICM PG P.4-26
. pP.4-27

ISN
Cisco Internet Service Node Technical Reference  http://www.cisco.com
ISN ISN Combo Box ISN Application Server
ISN Voice Browser 300
ISN VXML Cisco IOS IVR
ISN ISN
ISN IP
ISN
Outpulse IN Transfer
ISN

ISN  Voice Browser

ISN

IVR P.4-18

ISN

18,000 BHCA 20
% IVR
60

20 %
ISN
95 % 10 Service Level Goal SLG;
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SLG ISN IVR 39 171
5 300
e IVR
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IVR =60
o
18,000 * 20 % = 3600
IVR
=6 360
SLG = 95% 10
ISN
.
18,000 = 60 % = 10800
IVR =171
=5 300
SLG = 0% 30
2
IVR ISN
P.4-1
IVR
e IVR Cisco IP IVR Erlang-B
IVR 75
75
e ISN
Cisco IPC Resource Calculator
384
386 VXML
6
IVR
. Cisco IPC Resource Calculator
907
1469
40
IVR 540
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ISN

3 ISN
ISN
IVR ISN
ISN
IPCC ISN
ISN 1P ISN
e IVR = 75+540 =615
. = 6+40 =46
e PSTN VXML =75+ 1469 = 1544
e PSTN VXML =386
e PSTN =75+ 1469 + 386 = 1930
ISN IVR 661
IVR Cisco IOS ISN
ISN IPCC ISN ISN
907
ISN
ISN 2
T*2 =14
ISN
907 + 14 =921
ISN
661 IVR +921 = 1582
ISN Combo Box 300
1582/300 = 6 ISN Combo Box
ISN Combo Box
7 ISN Combo Box
4-9 ISN Cisco I0S
Cisco CallManager
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ISN Application Server ISN Voice Browser
ISN Combo Box 4-9 7 ISN Application
Server 7 ISN Voice Browser
ISN
ISN
¢ ISN Application Server
ISN Application Server ISN IVR
661  ISN Application Server
* ISN Voice Browser
ISN Voice Browser IVR
ISN
ISN Voice Browser
1582  ISN Voice Browser
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ISN
ISN
IVR
ISN
4-9 IVR 661 1291
IVR
1952
7 ISN Combo Box ISN Combo Box
8 8 ISN Application Server 8
ISN Voice Browser
661 IVR 661  ISN Application Server
ISN Voice Browser
661 + 1291 = 1952
IVR
P.4-28
Cisco 10S
Cisco I0S PSTN IVR
4-9 1952
ISN Cisco IOS PSTN
VXML ISN
VXML PSTN
Cisco IOS VXML
Cisco I0S Cisco Systems Engineer SE
ICM PG
ISN Application Server ICM VRU PIM 7 ISN
Combo Box ICM VRU PIM 7
PIM ISN Application Server
VRU PG PIM IPCC
P.5-1
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.wav ISN
VXML Cisco IOS
Web
.wav G.711 80 kbps Cisco I0S
Cisco 10S
80 kbps
Web
80 kbps
32 Mbps
32 Mbps / 80 kbps = 400
4-9 661 IVR
661/400 = 2
3

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m



20 35%
BHCA Erlang-C
Erlang-C
1 Erlang-C 100
25 % 100/.75 134
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1
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1 1
Customer Relationship Management CRM,;
e VR PSTN
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. 1
Erlang-B P.4-15
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Erlang
60 15
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15
P.4-13 60
2000 90 103
15 500 1/4
600 15 1400
600 106
123
1 1
[ )
IP IVR
[ )
P.4-28
. Erlang
IVR
3
4-1
http://www.benchmarkportal.com Web
CDR
4-1 eBusiness 2001 !
80 % 36.7 18.3
34.6 21.2
6.1 3.3
6.6 2.8
5.5% 3.7%
45.3 28.1
70.5% 86.8%
TSR 75.1% 84.3%
66.2 31.2
86.3% 87.9%
$9.90 $7.12
8 69.0 73.9
86.8% 94.7%
1. Dr. Jon Anton;
IPC Resource Calculator IVR
BHCA Cisco

Configuration and Ordering Tool
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Cisco IP Contact Center
IPCC Enterprise
Busy Hour Call Attempt BHCA,;

IPCC Enterprise

IPCC Enterprise

IPCC
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5 IPCC |
W pcc
IPCC
. IPCC P.5-2
e IPCC P.5-9
. P.5-9
IPCC
IPCC IP Telephony
Cisco CallManagers
Cisco CallManager IP Telephony
IPCC Cisco CallManager P.6-1
URL Cisco IP Telephony Solution Reference Network Design (SRND)
www.cisco.com/go/srnd
CTIOS
Cisco Agent Desktop IP Telephony
ICM
5-1 5-2 5-1 IPCC
N
ICM CPU
CPU
ICM
5-1 2
5-1
N
Cisco IP Contact Center
Media Convergence Server MCS

MCS 7845

http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1001/products_usage_guidelines_list.html

Cisco Intelligent Contact Management Software Bill of Materials

BOM
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APG = Agent Peripheral Gateway
CAD = Cisco Agent Desktop
HDS = Historical Data Server
PRG = Progger

RGR = Rogger
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. 2,000 5-1
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* APG 5-3 5-4
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5-2
. Cisco MCS 7845 3.0 GHz

* Voice Response Unit VRU;

J 2,400
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Cisco CallManager

5-1
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IPCC
5-1 IPCC
CPU
Progger MCS-78351-3.0-CC1 AW
Historical Data Server HDS
MCS-7835H-3.0-CC1 1 100
Router 50
Logger
MCS-7845H-3.0-CC1 250
125
2
Logger 14
Cisco Agent Desktop
MCS-7845
100
MCS-7845 50
Cisco Agent Desktop
MCS-7845
25
Progger MCS-7835
Rogger MCS-78351-3.0-CC1
Router Logger |MCS-7835H-3.0-CC1 |1 500
MCS-7845H-3.0-CC1 |2 1,500
Router MCS-7845H-3.0-CC1 |2 5,000 MCS-7835 Ul
4 6000
Logger MCS-7845H-3.0-CC1 |2 5,000 MCS-7835
4 6,000
MCS-78351-3.0-CC1 AW/HDS  Progger Rogger Router Logger
. .AW MCS-7835H-3.0-CC1 1 500 PG
Historical Data L 4 AW/HDS
ogger
Server HDS MCS-7845H-3.0-CC1 2 5,000 g8
Logger 8 AW/HDS
4 6,000
50
WebView HDS
WebView Reporting MCS-78351-3.0-CC1 50 4 WebView
WebVi 2 WebVi
Server MCS-7835H-3.0-CC1 | ebView 00 ebView
MCS-7845H-3.0-CC1 |2
MCS-7845  MCS-7835 AW/HDS
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W ircc
5-1 IPCC
CPU
Agent PG MCS-78351-3.0-CC1 Agent PG
- -4
MCS-7835H-3.0-CC1 |1 250 >3 >
MCS-7835 Agent PG 150
Cisco Agent Desktop
MCS-7845H-3.0-CC1 |2 500
MCS-7845 Agent PG 300
Cisco Agent Desktop
VRU
VRU PG
VRU
Agent PG
P.5-12
Voice Response Unit |[MCS-78351-3.0-CC1
VRU PG MCS-7835H-3.0-CC1 |1 600
VR
MCS-7845H-3.0-CC1 |2 1200 > v
MCS-7845 8 PIM MCS-7835
4 PIM Generic PG 300
PIM 2
Agent PG MCS-7835H-3.0-CC1 |1 100 MCS-7835 Agent PG
Media Routing MR;
MCS-7845H-3.0-CC1 |2 200 o ortine A
PG  Agent PG
Media Routing PG 100
MCS-7845 Agent PG
Agent PG
200
Agent PG
VRU
MCS-7835H-3.0-CC1 |1 100 VRU
MCS-7845H-3.0-CC1 |2 200
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5-1 IPCC
CPU
Agent PG MCS-7835H-3.0-CC1 |1 500 Media Routing MR;
Media Blender MCS-7845H-3.0.CC1 |2 PG MCS-7845
Media Routing PG
Media Blender MCS-7845H-3.0-CC1 |2 500 MCS-7835
MCS-7845
. 250
250
. 250
250
. 125
375
Web Collaboration MCS-7845H-3.0-CC1 |2 500 MCS-7835
Server MCS-7845
250
. 250
250
. 250
250
. 125
375
Web MCS-7845H-3.0-CC1 |2 100 MCS-7835
Dynamic Content DCA
Adapter DCA
MCS-7845 100 DCA
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H ircc

5-1 IPCC

CPU

Email Manager Server |MCS-7835H-3.0-CCl1
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—_

1000

MCS-7835

10 Cisco Email
Manager
MCS-7845

250 2
Cisco Email Manager AppServer Ul
Server WebView 2
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CIR

500 4
Cisco Email Manager AppServer 2
Cisco Email Manager UI Server
1 WebView 3
Cisco Email Manager UI Server 2
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Server
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2
Cisco Email Manager UI Server 1
WebView 3 Cisco
Email Manager UI Server 2 4
Cisco Email Manager UI Server 3
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Server 4 750
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MCS-7835 n+l Ul
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http://www.cisco.com/en/US/partner/products/sw/c
ustcosw/ps1001/products_usage_guidelines_list.ht
ml Cisco Intelligent Contact Management
Software Bill of Materials (BOM)

Customer Voice Portal
CVP

Internet Service Node ISN CVP

http://www.cisco.com/en/US/partner/products/sw/
custcosw/ps1006/prod_technical_reference_list.ht
ml Cisco Internet Service Node (ISN)
Software Bill of Materials
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5-1 IPCC
CPU
IP IVR IPIVR URL
Cisco IPCC Express and IP IVR
Configuration and Ordering Tool
http://www.cisco.com/en/US/partner/products/sw/
custcosw/ps1846/prod_how_to_order.html
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. CPU Progger
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BHCA 30 IVR
90
BHCA BHCA
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5-2
BHCA
BHCA IPCC
Cisco CallManager IPIVR Cisco CallManager PG
1 30
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VRU Cisco IPC Resource Calculator
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Cisco Advanced Services IPCC

Extended Call Context ECC;

ECC PG Router Logger ECC
ECC

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m



5 IPCC |
|
ICM Peripheral Gateway PG; Cisco CallManager IP IVR
Automatic Call Distributor ACD Voice Response Unit VRU
ICM
ICM
Peripheral Interface Manager PIM; PG
IPCC
PG PIM
5-3 5-4 CTI OS Cisco Agent Desktop ~ Agent PG
5-2 PG PIM
5-3 CTI OS Agent PG

Agent PG
(TRTOPGZEED)

Agent PG
GRRAPGZEED)

Agent PG

(CCMPGZET)

Agent PG
(TLUHEED)

132070

5-4 Cisco Agent Desktop Agent PG
Agent PG Agent PG Agent PG Agent PG
(FRTHOPGEED) GRAPGZEET) (CCMPG%EEL) (TFLUHEED)
Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. oL-7279-01-J |



| 5 IPCC

||
5-2 PG PIM
ICM 5.0
ICM PG 80
PG 5-1
VRU 2
PG
ICM PG
Cisco CallManager IPIVR PG
PIM Cisco CallManager IVR Media Routing MR ACD
PG PIM IVR PIM IPCC IVR
BHCA PG
Agent PG 5 PIM PG
PG 8 PIM
PG PIM CTI 2+ CTI
1 Cisco CallManager IVR http://cisco.com/go/srnd Cisco IP Telephony Solution
Reference Network Design ~ SRND
PG CTI 1
Media Convergence Server MCS Cisco CallManager PG

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m


http://cisco.com/go/srnd

5 IPCC |
H cTmios
CTI OS Agent PG 5-3 5-4
500
5-3 CTIOS
5-3 CTIOS
MSC-7845 |MSC-7835
500 250
50 25
10 %'
50 25
10 %'
BHCA 30 30
100 50
20 %'
10 5
2 %!
100 50
20 %'
5 5
Extended Call Context ECC;
1. CTI OS Server Contact Center
5-3
e MCS
85 %
10 %
5%
CTI 500 500 Agent
PG CTI OS 5-3 CTI OS
CTI OS
Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



| 5 IPCC

Cisco Agent Desktop

Cisco Agent Desktop

Cisco Agent Desktop CTI
Analyzer SPAN;

Cisco Agent Desktop ||

P.7-1

Cisco Agent Desktop Server

Switched Port

* (Cisco Agent Desktop P.5-15
¢ Cisco Agent Desktop VoIP P.5-15
¢ Cisco Agent Desktop P.5-16
Cisco Agent Desktop
Cisco Agent Desktop Microsoft Windows 2000
IP Phone LDAP
VoIP
Cisco Agent Desktop Logical Call
Center LCC; 5-4 1
LCC
5-4 LCC
Desktop IP Phone
100 50 33
300 150 100
PG CTI 500 250 333
LCC PG 1000 500 333
CTI
Cisco Agent Desktop VolP
VoIP
VoIP Agent PG
Switched Port Analyzer SPAN;
100 VolIP Agent PG
400 Remote Switched Port Analyzer RSPAN;
VoIP MCS-7835
VoIP 400

Cisco IP Contact Center Enterprise Edition

[ oL-7279-01-J

SRND Releases 5.0/6.0 ]



5 IPCC |

l Cisco Agent Desktop

Cisco Agent Desktop

Supervisor Log Viewer

CAD 32
80

5-5

5-5
32
80

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



| 5 IPCC

||
IPCC
6,000 180,000 BHCA
ICM Progger Rogger Agent PG
PG
Progger
Cisco Agent Desktop

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m



5 IPCC |

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



CHAPTER

IPCC Cisco CallManager

Cisco CallManager IPCC Enterprise
Cisco CallManager 1P

IP

IPCC Enterprise
Cisco CallManager URL Cisco IP Telephony

Solution Reference Network Design (SRND) Call Processing

www.cisco.com/go/srnd

Cisco IP Telephony SRND Cisco
CallManager IPCC
IPCC Enterprise Cisco CallManager
IPCC Enterprise Cisco CallManager

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m


www.cisco.com/go/srnd

6 IPCC Cisco CallManager |

M IPCC Enterprise

IPCC Enterprise

Cisco CallManager

. IPIVR ISN

e [PCC Enterprise

CTI
[PCC Enterprise
IP IVR CTI ISN
CTI ICM IVR
PSTN
Busy Hour Call Attempts BHCA,;
. WAN
. ISN
L]
IVR IVR
IVR
IVR
CTI CTI
CTI
IP IVR
CPU
Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



| 6 IPCC Cisco CallManager

IPCC |
IPCC Enterprise Cisco CallManager
N
Cisco CallManager
6-2
° CTI JTAPI
CTI
CTI
Cisco CallManager
°
50
Cisco MCS-7825H-3000
Cisco Bid Assurance
. 50 2 TFTP
1
L]
BHCA
BHCA
. IPIVR CTI
. ICM JTAPI CTI
ICM JTAPI
ICM
. IPCC 1P
1
IPCC
CTI
Cisco CallManager 1P
Cisco CallManager
I:1 IPCC
P.6-11
. Cisco CallManager LAN MAN
VLAN
. IP WAN IP WAN
WAN
pP.2-17 URL Cisco IP Telephony Solution Reference Network Design
(SRND) Clustering Over the I[P WAN
www.cisco.com/go/srnd
Cisco CallManager URL Cisco IP
Telephony Solution Reference Network Design (SRND)
www.cisco.com/go/srnd
Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-4 .m


www.cisco.com/go/srnd
www.cisco.com/go/srnd

6 IPCC Cisco CallManager |

Bl IPCC Enterprise  Cisco CallManager Release 3.1 3.2
IPCC Enterprise  Cisco CallManager Release 3.1 3.2
Cisco CallManager 3.1 3.2 Cisco CallManager
IPCC URL Cisco CallManager
Compatibility Matrix

http://www.cisco.com/univercd/cc/td/doc/product/voice/c_callmg/ccmcomp.htm

e 1 CallManager CallManager Service 6
4 2 Trivial File

Transfer Protocol TFTP

e 4 Computer Telephony Integration CTI
1 800 1
3200 IPCC IPIVR CTI CTI
CTI
e 1 H.323 H.323 Cisco CallManager Release 3.1
500 Cisco CallManager Release 3.2 1000
¢ Cisco CallManager Release 3.1 32
Cisco CallManager Release 3.3 1/0
Cisco CallManager Release 3.3
MCS-7800
Battery-Backed Write Cache BBWC;
BBWC
BBWC
2 BBWC /0
CPU
* C(Cisco CallManager Signal Distribution Layer SDL
F
CTI C
I/0
Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |


http://www.cisco.com/univercd/cc/td/doc/product/voice/c_callmg/ccmcomp.htm

6 IPCC Cisco CallManager

IPCC Enterprise  Cisco CallManager Release 3.3 ||

IPCC Enterprise  Cisco CallManager Release 3.3

Cisco CallManager 33
¢ (CallManager 1 8
TFTP
. CTI
Battery-Backed Write Cache BBWC;
6-2 1 800 1
3200 CTI 2000 Cisco
MCS-7835
. CTI
Battery-Backed Write Cache BBWC;
MCS-7845H 6-2 1
2500 1 10,000 CTI
2500 Cisco CallManager IPCC
IPIVR CTI CTI
CTI
e 1 Cisco CallManager 4 4
2,000 IPCC 60,000 BHCA
BHCA 1:1 8
IPCC P.6-11 8
Cisco CallManager(BBWC MCS-7845H
250 7,500 BHCA
500 15,000 BHCA
Cisco CallManager Cisco

CallManager Capacity Tool — P.6-7

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m



6 IPCC Cisco CallManager |

W rcC Cisco CallManager
IPCC Cisco CallManager
Cisco CallManager P IP IVR CTI(TAPI/JITAPI)
DSP
I/0
1P
1 6 IPCC
IP IVR 1 30
Cisco CallManager
BHCA
A
1P IPCC Cisco
CallManager
Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



| 6 IPCC Cisco CallManager

Cisco CallManager Capacity Tool W

Cisco CallManager Capacity Tool

Cisco CallManager Capacity Tool

P
BHCA IPCC 1
25 1 2 BHCA 25
0.83 1 2 25 50 50/60 = 0.83 6-1
Capacity Tool
6-1 Cisco CallManager Capacity Tool
BHCA

P
P 4 0.15
Unity 20 0.8
CTI #1 8 0.3
CTI #2 8 0.3
CTI 100

8 0.3

20 0.8
H323 4 0.15
H323
H323 DSO TI1CAS TI1PRI EIPRI 20 0.8
MGCP
MGCP DSO TI1ICAS TI1PRI ElPRI 20 0.8
MoH 20

20 0.8
MTP 20 0.8

6 0.8

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m



6 IPCC

Cisco CallManager

M Cisco CallManager Capacity Tool

6-1 Cisco CallManager Capacity Tool

BHCA
IPCC
IPCC 30 0.8
ISN )
ISN(
CTI IPIVR 30 0.8
)
CTI IPIVR 30 0.8
CTI
H323
H323 DSO T1CAS TI1PRI E1PRI 20 0.8
MGCP
MGCP DSO T1CAS TI1PRI E1PRI 20 0.8
10%
10%
IPCC Internet Service Node ISN
IPIVR

BHCA

l_ Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0

OL-7279-01-J |



| 6 IPCC Cisco CallManager

IPCC Enterprise Cisco CallManager ||
IPCC Enterprise Cisco CallManager
6-2 IPCC Enterprise Cisco CallManager
6-2 IPCC Cisco CallManager
IPCC Enterprise 1
o 100
MCS-7825H o
o RAID >0
. 250
MCS-7835H BBWC o BBWC
. SCSI RAID 125
o 500
MCS-7845H BBWC o
° SCSI RAID
BBWC
250
1. BHCA 30
1 Cisco CallManager IPCC Enterprise
6-3
6-3 Cisco CallManager Release 3.3 1 IPCC Enterprise
1
Cisco CallManager MCS IPCC
1 2
¢ Cisco MCS-7845H-3000 Dual Prestonia Xeon 3.06 GHz 500 3
4 GB RAM
e HP DL380-G3 3.06 GHz 2-CPU 3
® (Cisco MCS-7845H-2400 Dual Prestonia Xeon 2400 MHz |500 4
4 GB RAM
BBWC
e HP DL380-G3 2400 MHz 2-CPU
® (Cisco MCS-7845H-2400 Dual Prestonia Xeon 2400 MHz |250
4 GBRAM BBWC
e HP DL380-G3 2400 MHz 2-CPU
e (Cisco MCS-7835H-3000 Prestonia Xeon 3.06 GHz |250 4
1 GB RAM
BBWC

e HP DL380-G3 3.06 GHz 1-CPU

Cisco IP Contact Center Enterprise Edition

[ oL-7279-01-J

SRND Releases 5.0/6.0 ]



6 IPCC Cisco CallManager |

M IPCC Enterprise Cisco CallManager
6-3 Cisco CallManager Release 3.3 1 IPCC Enterprise
1
Cisco CallManager MCS IPCC
1 2
e Cisco MCS-7835H-3000 Prestonia Xeon 3.06 GHz |125
1 GBRAM BBWC
e HP DL380-G3 3.06 GHz 1-CPU
* Cisco MCS-7825H-3000 Pentium4 3.06 GHz 1 GB RAM |100
e HP DL320-G2 3.06 GHZ’
1. 1 BHCA 30
2.
3. BBWC
4. BBWC
5. MCS-7825H 1 IPCC
50
6-3
. Cisco CallManager Release 3.3
e IPCC Cisco CallManager Release 3.3 500 Cisco CallManager
Release 3.2 250
o 1 IPCC
50
* (Cisco MCS-78451-3000 Cisco CallManager MCS
IBM IBM x345 3.06 GHz CPU 0OS 2000.2.6
IPCC
e Cisco MCS-7815I-2000 Cisco IP Cisco
CallManager IPCC Enterprise
o MCS-7835H MCS-7845H 6-3

http://www.cisco.com/en/US/products/hw/voiceapp/ps378/prod_brochure_list.html

CDR

CSS

Cisco
CallManager

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |


http://www.cisco.com/en/US/products/hw/voiceapp/ps378/prod_brochure_list.html

| 6 IPCC Cisco CallManager

IPCC ||
Cisco CallManager
Cisco
CallManager
Cisco CallManager
Administration

IPCC

Cisco CallManager IPCC

e 2:116 2 1
e 1:16 1 1
1:1
Cisco CallManager Release 3.3 8 Cisco CallManager
1 4
4
1:1
1
2 TFTP Music on Hold MoH;
3 50/50
Cisco CallManager
4
Cisco CallManager Cisco CallManager
CTI Peripheral Gateway PG;
5 Cisco CallManager
Cisco CallManager

Intra-Cluster Communication Signaling
ICCS

SQL LDAP

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m



6 IPCC Cisco CallManager |

H ircc

2:1

2:1

IPCC

Cisco CallManager

1
2 Cisco TFTP Cisco TFTP
3 Cisco CallManager Music on Hold Cisco IP Media Streaming Application
1 1
Cisco CallManager
q 1
IPCC
500
5 Cisco CallManager 1
2
4
Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0oL-7279-01-J |



| 6 IPCC

Cisco CallManager

6-1 6-5 Cisco CallManager IPCC
6-1
2 1DTRER 11D TTRERK
~
K579 (i w0757 (k) mb)
) (D) 57 it
cERRMENS L TEY e 7y L— FOEIZHE

7y I L—FOBIZHY—ERNET
e COAXIFHELEEA

TRASEYT 1 &Rl
o LU T IVITHER

126039

62  1:
1 2 3 ‘
18Ty ow ETFTPH— K71 v ETFTPH—
I—Czv b BKR50ET I—CxY b RK500ET I—Cx v b BK1000ET
NIV NE a— N“J77“J7° j’—,(vu
Ry 797 ;‘@‘: F54<Y | 7
75 [k 5277 G o277 (k) BRl 77
4 5

Ty x ETFTPH—
I—Yxr b &K1500F T

18T Y v &% [TFTP
I—Y1 b BK2000% T

y
o077 Fui) Bwp)75

y
w9277 (i) FRR75 <Y

A, A
svo77 Fui) Bap)75 <

A, A
sv27v7 (i) FRp75« <Y

A, A
w077 Fui) Bap)75 <

y
sv27v7 i) BRR75«<Y

A, A
w277 (i) BRR 754 <Y

Cisco IP Contact Center Enterprise Edition

126040

[ oL-7279-01-J

SRND Releases 5.0/6.0 ]



6 IPCC

Cisco CallManager

|
6-3 2:1
1 2 i 3 i
INT )y ETFTPH—/N INT )y ETFTPH—/N
I—2x b RK50F T I—Jx Y b &A500FE T MAX 1000 AGENTS
ALV p— _a— _a—
59577 B 7517y Kkl ST EEERD
HIRY S5 'f/\ ) /\J77J7’ _a—
554 (k) 152277 [} B 7>
4 ) 5
INT Yy ox ETFTPH—N INT) X [TFTP
I—2x Y &KA1500F T I—2xr Y &K2000F T
’7747u ’7’747u
Nyo7v7 ’ N7y 7 '
ST ’7“7470 Bkl ’7747u
o757 Aap) BEph751<v g 75
Ny 7y7 ' é
ST 5T0% EEERD g
6-4 IPCC Enterprise 1:1 Cisco CallManager Release 3.3 50/50
BBWC
IPCCT—2 x> 5004 IPCCT—2 = > 10004 IPCCT—< = > 20004
/\°7’IJ vk /i'j") vy _/\7'J vy
TFTPH— TFTPH—/3 TETPH—/3
1~250: 754 <) 4-—-, 251~ Q-—-* ¢-—-* 1~ 251~ ’ ’
251~500:/3v 9 7w 7 500 250 500 - - 250
251~500: 751 <) 751~ 501~ 751~ frm—y 501 ~
< . 4"‘+ P Y
1~250:/\9 97w 7 1000 ’ ’ 750 1000 ’ - 750
1250~ ' fr=vef 1001~
1500 - - 1250
1750~ 1501~ | |
2000 GB) Gkl 1750 | |2
© MCS-7845H-2.4 BBWC BBWC
Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



6 IPCC

Cisco CallManager

6-5 IPCC

1:1

50/50 MCS-7845H-3000

Cisco CallManager Release 3.3

IPCCT—2 Y 2504
B & UEHEITSE

IPCCT—2 x> 5004
£ LUV EFET5005

IPCCT—> x> 10004
£ & UEFE150005

NITYyoxk
TFTP4—/
IPCCTI—Jx vk

I—Yxrh250%: 75143
BEEI7506:/ v 97 v T T
) it

AWAIRIEZ
’ TFTPH—/%
IPCCT—> x> b+

Ty E
TFTP#—/\

IPCCT—Y v b

251~ i P
500 250

251~ ey 1~
500 250

E

N < 5
I—Sx 2 h250%: 1\ 7y T

B
3751~ 1~
7500 3750

751~ _’ 501~
1000 750

L
;

3750~ ~
7500 3750

7501~

15000 KWL KLY 11250

126043

Cisco IP Contact Center Enterprise Edition

SRND Releases 5.0/6.0 ]

[ oL-7279-01-J



6 IPCC Cisco CallManager |

H ircc

IPCC

1:1 1
2:1

Cisco CallManager

50/50
1
MCS-7845H-3000 500 IPCC
1:1 2 250 500
6-2 1
IPCC 1P CTI
1
TFTP URL

Cisco IP Telephony Solution Reference Network Design (SRND)

www.cisco.com/go/srnd

IPCC Cisco CallManager
Cisco CallManager

CTI
CTI

o BHCA Cisco

CallManager CPU

. CPU

. Cisco CallManager
MOH

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |


www.cisco.com/go/srnd

| 6 IPCC Cisco CallManager

IPCC Cisco CallManager ||
. IPCC Enterprise
P.6-2
IVR
CPU
CPU
. H323 IPIVR
ISN H.323
CPU ISN
Cisco CallManager
Cisco CallManager ISN
ISN
P.4-22
. Media Gateway Control Protocol MGCP IPIVR
ISN H.323 CPU
ISN
H.323 MGCP
CPU
e ISN BHCA
Cisco CallManager 2,000
L]
Cisco CallManager CPU Cisco
CallManager
CPU
CPU
Cisco Technical Assistance Center
CPU Cisco CallManager
o /0
L]
Cisco CallManager

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m



6 IPCC Cisco CallManager |

W rcC Cisco CallManager

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



IPCC
Cisco Intelligent Contact Management ICM IPCC
IP Phone
IP Phone ICM
Cisco CallManager
1D ICM
IPCC
ID IP Phone
Ip
IP Phone 1P
Phone IP Phone  IPCC ICM  Cisco
CallManager Extension Mobility IP Phone
CTI OS 7-1
CTIOS Cisco CallManager PG PG
CTIOS
PG
CTI CG CG PG
IPCC
P.5-1

[ oL-7279-01-J

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0 w



7-1 CTIOS

icM£> bSnay ba—5)
I

IPCCT—zv
TR by

PGH—/\
PG 1

s “" I
) ;
scl e iy
OPCLT WR1PM |- 7~ E-l T TR

— / - ——
IPIVR2 ,~ st
sci  Eal ’
p
—‘ IVR 2 PIM —‘ ——————— [ | T e IPEE
— —— TDMERE N
-—— CTI/Callfli#nT—% g
Cisco CallManager PG Cisco CallManager 1 CTI OS
CTI OS Cisco CallManager PG
OPC CTI OS CTI
OPC Cisco CallManager PG ICM
Cisco CallManager
CTI CTI OS CTI OS CTI OS
Desktop Cisco Agent Desktop 6.0
CTIOS CTI
Cisco CallManager PG ICM ICM
CTIOS CTI Cisco CallManager PG
Cisco CallManager Cisco CallManager
IPCC IP Phone Cisco

CallManager PG

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



IPCC

IPCC

¢ Cisco Agent Desktop
* CTI Object Server CTI OS

IPCC | |

Customer Relationship Management CRM
e CRM Cisco CRM
CTIOS
Cisco Agent Desktop  CTI OS
Cisco Agent Desktop
Microsoft Windows
CTI OS
CTIOS
CRM
2 1 Cisco Agent Desktop
. CTIOS
e [P Phone Agents IPPA  Cisco 7940 7960 IP Phone
ACD XML
¢ SPAN IPPA Cisco Agent Desktop
CTI OS PC
IPPA
CRM CRM

CTI CTIOS

Cisco IP Contact Center Enterprise Edition

[ oL-7279-01-J

SRND Releases 5.0/6.0 ]



W pcc
Cisco Agent Desktop Supervisor Desktop CTI OS Cisco CallManager
Cisco CallManager PG
Cisco Supervisor Desktop CTIOS
CTI OS Cisco Agent Desktop
2 2
CTI
Cisco Agent Desktop Cisco Supervisor Desktop
Cisco Agent Desktop Cisco Agent Desktop
Cisco Supervisor Desktop Cisco Supervisor Desktop  Cisco Agent Desktop

Cisco Agent Desktop and Supervisor Desktop Product Suite CiscoICM  CTI

CTI / Cisco Agent Desktop
VoIP
Cisco Agent Desktop 1 Enterprise
CTI
Cisco Agent Desktop
Release 6.0 Cisco Agent Desktop  CTI CTI
Release 6.0 IPCC Express CTIOS
Cisco Agent Desktop PG
Cisco Agent Desktop
IPCC
P.5-1
7-2

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |



IPCC

7-2 Cisco Agent Desktop

= W -
Ciscolit gy (P  [==s -
T—bozA ‘E_‘ Cisco Catalyst EEHPC =i’
HA LY bEZ4B| TRV R —18—1\1 HPC

SPANR— k D=9 RT—v3v

(FFvav)

-Cisco Supervisor Desktop
-Cisco Agent Desktop

i),

| —]
I—<x Y RPC

‘ Ci A Desk
P oh I -Cisco Agent Desktop
P O”e-//

y 4

l
Q/’

-—

y 4

I—2x Y kPC

-Cisco Agent Desktop

-Media termination (# 7> 3 >)

14 —H %y FLAN

o Y
Gt

.
Ell

! Cisco
IPIVR CallManager

a—
=
L
PGH K UCTIOS
-Cisco DesktopZ AR+ —/\
-Cisco Desktop VoIPE =% H—/\
-Cisco Desktop#i & —/\

ICM

Cisco Agent Desktop Release 6.0 1
e CTIOS

L]
Cisco Desktop Administrator

o Cisco Agent Desktop  Configuration Setup
Desktop Administrator

e HTTP  Post/Get Agent Desktop
Cisco Agent Desktop
e Agent Desktop
1

¢ Cisco Direct Preview Dialing

Cisco IP Contact Center Enterprise Edition

_a—
= |
L
PG# & UCTI OS
(optional, TE%R)
-Cisco DesktopE A+ —/\

-Cisco Desktop VoIPE =4 H—/\
-Cisco Desktop$x&H—/3

Web

[ oL-7279-01-J

SRND Releases 5.0/6.0 ]



H ircc

Cisco Supervisor Desktop

80

URL Cisco Agent Desktop Supervisor Desktop

http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm46doc/ipccdoc/cadall/cad60d/index.

htm
Cisco Agent Desktop
Cisco Agent Desktop
Cisco Agent Desktop
Cisco Agent Desktop Cisco IP Phone 7940 7960 Media Termination
Media Termination
Cisco Agent Desktop
Media Termination 1P Cisco Agent Desktop

Cisco Agent Desktop URL Cisco Agent Desktop User’s Guide

http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm46doc/ipccdoc/cadall/cad60d/index.
htm

IP Phone Agent IPPA

Cisco IP Phone IP Phone Cisco Agent
Desktop Release 6.0 IPPA
Release 6.0 IPPA
IPPA Cisco 7940 7960 IP Phone =~ XML

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
m. 0L-7279-01-J |


http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm46doc/ipccdoc/cadall/cad60d/index.htm
http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm46doc/ipccdoc/cadall/cad60d/index.htm

IPCC | |

Cisco IP Phone Agent URL IP Phone Agent User’s Guide

http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm46doc/ipccdoc/cadall/cad60d/index.
htm

Cisco Supervisor Desktop

Cisco Supervisor Desktop
Windows Explorer

Cisco Supervisor Desktop PC  Cisco Agent Desktop
Agent Desktop PC
Agent Desktop
Supervisor Desktop Supervisor Desktop Agent Desktop
Supervisor Desktop
IP Phone Cisco 7940 7960 Media Termination
Agent Desktop

Supervisor Desktop URL IPCC Supervisor Desktop User’s Guide

http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm46doc/ipccdoc/cadall/cad60d/index.
htm

CTI Object Server (CTI OS)

Cisco CTI Object Server CTI OS CTI
CTI
CTIOS Customer Relationship Management CRM
1
CTIOS
CTIOS
e CTIOS

¢ Client Interface Library
e CTI OS Agent Phone
e CTI OS Supervisor Phone

CTI OS CTI OS CTI
CTI OS

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0
[ oL-7279-01-J .m


http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm46doc/ipccdoc/cadall/cad60d/index.htm
http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm46doc/ipccdoc/cadall/cad60d/index.htm

H ircc

CTIOS

e CTIOS

e CTI OS Agent Desktop

¢ CTI OS Supervisor Desktop

Cisco IPCC

7-3 CTI OS
,,,,,,,, PGCTITZ Y bIA—H
| , L | | CTIOSH—/\ |
. Cisco 1 CTI 1 ol poTTTs X
] | CallManager: 1 4—,%: 11 CTI !ICTIOS |
| PIM o LN N
! o Bl ATl o
JgtAPI | bhinii e ———

7-3

TCP/IP

M m
ST
B

Bt
S

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

CTIOS T—ox M
RA—=IN—NNAHFFRY +y T

'

Cisco —
CallManager A
i
CTIOS TCP/IP CTI
CTIOS CTI Cisco CallManager PG
IPCC CTIOS PG/CTI
CTI CTI OS 1 CTIOS
500 CTI OS
CTIOS IPCC
P.5-1
CTI OS 2 CTI OS
CTI OS
CTI OS 1
CTI OS Release 5.1
1P
URL Release Notes for CTI OS Release 6.0

http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm60doc/icm6cti/ctios60/index.htm

SRND Releases 5.0/6

.0

l_ Cisco IP Contact Center Enterprise Edition

OL-7279-01-J |


http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm60doc/icm6cti/ctios60/index.htm

IPCC u
CTIOS
¢ CTI OS JavaCIL API Java
SDK
. IPCC CTI OS
Web
* Siebel IPCC Enterprise Adapter ~ Siebel 7.05 7.53

URL Cisco CTI Object Server

http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm60doc/icm6cti/ctios60/index.htm

[ oL-7279-01-J

Cisco IP Contact Center Enterprise Edition SRND Releases 5.0/6.0 m


http://www.cisco.com/univercd/cc/td/doc/product/icm/icmentpr/icm60doc/icm6cti/ctios60/index.htm

Wl Cisco Agent Desktop Supervisor Desktop

Cisco Agent Desktop Supervisor Desktop

Cisco Agent Desktop Cisco Supervisor Desktop URL

CTI Compatibility Matrix

Cisco Agent Desktop CTI OS Server CTI OS Client Data Collaboration Server DCS  Siebel 6
Siebel 7 ICM PG Object
Server OS
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Citrix Citrix Cisco Agent Desktop
Release 6.0
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ICM Microsoft ~ Software Update Services SUS
Windows Update Software Update Services SUS

Windows Update Services WUS

Windows 2000 Server CIPT OS

Cisco CallManager Security Patch Process

http://www.cisco.com/application/pdf/en/us/guest/products/ps556/c1167/ccmigration_09186a0080157c73.
pdf

SQL Server

http://www.cisco.com/univercd/cc/td/doc/product/voice/c_callmg/osbios.htm
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Cisco CallManager 1
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http://www.cisco.com/warp/public/779/1argeent/software_patch.html
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http://www.cisco.com ICM
N
IPCC Cisco
Security Agent
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. UNC
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Security Best
Practices for Cisco Intelligent Contact Management Software ICM
IPCC ICM
http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1001/prod_technical_reference_list.h
tml
o
Security Best Practices
Cisco CallManager

* http://cisco.com/en/US/partner/products/sw/voicesw/ps556/products_implementation_design_guides_lis
t.html

¢ http://cisco.com/en/US/partner/products/sw/voicesw/ps556/products_user_guide_list.html
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M Cisco Security Agent

Cisco Security Agent

Cisco Security Agent

Cisco Security Agent

Cisco Security Agent

Cisco Security Agent

Cisco Security Agent IPCC

Cisco Security Agent 2

. Cisco
Software Center Cisco Security Agent Management
Center MC

L]

XML
CiscoWorks VPN/Security Management Solution VMS Cisco Security Agent
CiscoWorks Management Center
Cisco Security Agent CiscoWorks Management Center
Web
1
® (CiscoICM IPCC Enterprise ISN  Customer Voice Portal CVP

http://www.cisco.com/kobayashi/sw-center/contact_center/csa/

http://www.cisco.com/kobayashi/sw-center/sw-voice.shtml

Cisco Security Agent Cisco Intelligent Contact Management (ICM) Bill of Materials
Cisco Security Agent

Cisco ICM Installing
Cisco Security Agent for Cisco Intelligent Contact Management Software

http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1001/prod_configuration_guides_list.html
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IPSec W

IPSec

TCP/UDP IP

Cisco Contact
Center Product Port Utilization Guides

http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1001/prod_configuration_guides_list.html

N
Cisco CallManager PIX
http://www.cisco.com/en/US/products/sw/secursw/ps2120/prod_release_notes_list.html
Release Notes for the Cisco Secure PIX Firewall
IPSec NAT
IP IPSec
ICM IPCC Enterprise
Peripheral Gateway PG;
IPSec
IPSec WAN
Cisco
10S IPSec 2 Cisco IP Router IPSec
WAN
IPSec
IPSec 10S Router
IPSec
e HMAC-SHA1 ESP-SHA-HMAC
e 3DES ESP-3DES
1P CPU
QoS
QoS
Cisco IOS IPSec
http://www.cisco.com/en/US/tech/tk583/tk372/tech_protocol_family_home.html
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[ | IPSec

Network Address Translation NAT

IPCC Release 6.0(0) 1P IPCC NAT
Router
Logger NAT PG
PG NAT NAT
Cisco IP
Cisco IOS NAT 1P 1P

Cisco IOS NAT
1P
1P

NAT

http://cisco.com/en/US/partner/tech/tk648/tk361/tk438/tech_protocol_home.html
IPCC NAT 1P

http://cisco.com/en/US/partner/products/sw/iosswrel/ps1834/products_feature_guide09186a008008052¢

.html
N
IPSec NAT NAT IPSec
NAT Port Address Translation PAT IPSec
NAT VPN
Cisco IOS Software Release 12.2(13)T
VPN NAT-T NAT
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Cisco CallManager Release 4.0 ||
Cisco CallManager Release 4.0
Cisco CallManager Release 4.0 IPCC IPCC Cisco 7940
IP Phone Cisco 7960 IP Phone
Cisco CallManager
Cisco 7970 IP Phone Cisco 7970
IP Phone IPCC IPCC
Cisco 7970 IP Phone 1P
Cisco CallManager Cisco IP Phone VLAN PC
PC PC
IPCC
e PC
PC 10/100 PC
PC
e PC VLAN
PC VLAN
VLAN PC VLAN
PC
PC
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GLOSSARY

3DES Triple Data Encryption Standard;
A
ACD Automatic Call Distribution;
ADSL Asymmetric Digital Subscriber Line;
AHT Average Handle Time;
ANI Automatic Number Identification;
APG Agent Peripheral Gateway;
AQT Average Queue Time;
ARM Agent Reporting and Management;
ASA Average Speed of Answer;
ASR Automatic Speech Recognition;
AVVID Cisco Architecture for Voice, Video, and Integrated Data;
AW Administrative Workstation;
B
BBWC Battery-Backed Write Cache;
BHCA Busy Hour Call Attempts;
BHCC Busy Hour Call Completions;
BHT Busy Hour Traffic;
BOM Bill of Material; BOM
bps Bits per second; /
Bps Bytes per second; /

Cisco IP Contact Center Enterprise Edition
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M Glossary

CAD Cisco Agent Desktop;
CC Central Controller;
CG CTI gateway; CTI
CIPT OS Cisco IP Telephony Operating System; Ip
CIR Cisco Independent Reporting;
ConAPI Configuration Application Programming Interface; API
CPE Customer Premises Equipment;
CPI Cisco Product Identification tool;
CRM Customer Relationship Management;
CRS Cisco Customer Response Solution;
CSS Cisco Content Server Switches;
CSvV Comma-Separated Values;
CTI Computer Telephony Integration;
CTIOS CTI Object Server; CTI
CVP Customer Voice Portal;
D
DCA Dynamic Content Adapter;
DCS Data Collaboration Server;
DES Data Encryption Standard;
DHCP Dynamic Host Configuration Protocol;
DID Direct Inward Dial;
DiffServ Differentiated Services;
DMP Device Management Protocol;
DMZ Demilitarized Zone;
DN Directory Number;
DNP Dialed Number Plan;
DNS Domain Name System;
DSCP Differentiated Services Code Point;
DSL Digital Subscriber Line;
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Glossary W

DSP Digital Signal Processor;
E
ECC Extended Call Context;
H
HA WAN Highly available WAN; WAN
HDS Historical Data Server;
|
ICC Intra-Cluster Communications;
ICCS Intra-Cluster Communication Signaling;
ICM Cisco Intelligent Contact Management;
IDF Intermediate Distribution Frame;
IDS Intrusion Detection System;
IntServ Integrated Services;
P Internet Protocol;
IPC Cisco IP Communications; 1P
IPCC Cisco IP Contact Center; 1P
IPM Internetwork Performance Monitor;
IPPA IP Phone Agent; IP Phone
ISN Internet Service Node; Internet
IVR Interactive Voice Response;
IXC Inter-Exchange Carrier;
J
JTAPI Java Telephony Application Programming Interface; Java
K
kb Kilobits;
Cisco IP Contact Center Enterprise Edition
[ oL-7279-01-4

Releases 5.0/6.0 ]



M Glossary

kB
kbps

kBps

L
LAMBDA
LAN

LCC
LDAP
LEC

LLA

LSPAN

MAC
Mbps
MC
MCS
MDF
MDS
MGCP
MoH
MR
MRCP

MTU

NAT

NDIS

NIC

Kilobytes;
Kilobits per second; /

Kilobytes per second; /

Load Adaptive Message-Base Data Archive;
Local Area Network;

Logical Contact Center;

Lightweight Directory Access Protocol;
Local Exchange Carrier;

Longest Available Agent;

Local Switched Port Analyzer;

Media Access Control;

Megabits per second; /
Management Center;

Cisco Media Convergence Server;
Main Distribution Frame;

Message Declivery Subsystem;
Media Gateway Control Protocol;
Music on Hold;

Media Routing;

Media Resource Control Protocol;

Maximum Transmission Unit;

Network Address Translation;
Network Driver Interface Specification;

Network Interface Controller;
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OPC

(O]

PAT
PerfMon
PG

PHB
PIM
PLAR
PPPoE
Progger
PSPAN
PSTN

PVC

Open Peripheral Controller;

Object Server;

Port Address Translation;

Microsoft Windows Performance Monitor; Microsoft Windows
Peripheral Gateway;

Per-Hop Behavior;

Peripheral Interface Manager;

Private Line Automatic Ringdown;

Point-to-Point Protocol over Ethernet;

Peripheral Gateway, Router, and Logger;

Port Switched Port Analyzer;

Public Switched Telephone Network;

Permanent Virtual Circuit;

Glossary W

Logger

QoS Quality of Service;
R
RAID Redundant Array of Inexpensive Disks;
RIS Real-time Information Server;
Rogger Router and Logger; Logger
ROI Return on Investment;
RONA Reroute On No Answer;
RSPAN Remote Switched Port Analyzer;
RSVP Resource Reservation Protocol;
RTD Real-Time Distributor;
RTP Real-Time Transport Protocol;
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S

S1 S2 S3
S4

SAA
SCCP
SCI
SCSI
SDL
SE
SLG
SPAN
SRND

SUS

TAC

TAPI

TCP

TDM

TES

TFTP

TNT

TOS

TTS

UDP

Ul

URL

Severity levels for service requests;

Service Assurance Agent;

Skinny Client Control Protocol; Skinny
Service Control Interface;

Small Computer System Interface;
Signal Distribution Layer;

Cisco Systems Engineer;

Service Level Goal;

Switched Port Analyzer;

Solution Reference Network Design;

Microsoft Software Update Services; Microsoft

Cisco Technical Assistance Center

Telephony Application Programming Interface; APIL

Transmission Control Protocol;
Time-Division Multiplexing;
Task Event Services;

Trivial File Transfer Protocol;
Takeback N Transfer;

Type of Service;

Text-To-Speech;

User Datagram Protocol;
User Interface;

Uniform Resource Locator;
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\'}
V3PN Cisco Voice and Video Enabled Virtual Private Network;
VLAN Virtual Local Area Network;
VMS CiscoWorks VPN/Security Management Solution; CiscoWorks VPN/
VoIP Voice over IP; 1P
VPN Virtual Private Network;
VPNSM Virtual Private Network Services Module;
VRU Voice Response Unit;
VSPAN Virtual LAN Switched Port Analyzer; LAN
VXML Voice XML (Extensible Markup Language); Voice XML
w
WAN Wide Area Network;
WwWUS Microsoft Windows Update Services; Microsoft Windows
X
XML Extensible Markup Language;
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Numerics Cisco Resource Manager ~ 5-11
Cisco Security Agent 9-8
802.1q  8-10 Cisco CallManager
IPIVR 3-13
A 3-8
3-8
ACD 2-35 3-24,3-34
Agent Desktop 3-34
VoIP 5-15 Cisco.com XVviii
5-15 Cisco CallManager
5-15 6-6, 6-7
3-41 6-1
8-14 6-9
5-3,5-4 1-2
5-16 6-4, 6-5
Agent Reporting and Management ARM 3-16 Cisco Product Identification Xix
Agent PG APG 5-6, 5-7, 5-12 Cisco Supervisor Desktop
APG 5-6, 5-7, 5-12
AQT 4-11 Cisco TAC Technical Assistance Center Xix
ARM 3.16 Citrix 8-25
AW 1-9, 5-5 Collaboration Server 3-16, 3-20
Combo Box 4-22
Content Server Switches CSS 1-3
B css 13
BHCA 4-2,4-9,5-9 Tl )
BHCC 410 Object Server CTI OS
BHT  4-3 1-6.3-39
Business Ready Teleworker 2-30 3-8,3-11,3-35
CTIOS
Agent Desktop 8-12
C 5-14
3-41
CallManager Cisco CallManager 7.7
CIPT OS 9-3,9-4 7.7
Cisco Agent Desktop 5-15 CTI OS 7.7
Cisco Agent Desktop  Agent Desktop Customer Voice Portal CVP  5-8, 1-3,4-18
Cisco CallManager CVP 1-3, 4-18, 5-8
9-11
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H index

D 1P PC 9-11
IPIVR
DCA 57 Cisco CallManager 3-13
DMZ 3-20 ICM 3-13
DN 1-14 312
DNP 1-20 312
Dynamic Content Adapter DCA 5-7 3-34
4-15
E IPCC
1P 1-18
ECC 5-11 1-1
Email Manager 3-16, 3-18, 5-8 3-21
Erlang 7-3
4-6, 4-7 1-1
4-3 6-3
export 4-12 XVvii
Extended Call Context ECC; 1-5
5-11 1-8,5-2
5-5
H 5-9
7-3
H.323 3-15 9-1
HA WAN 2-17, 2-23, 2-26, 2-27 1-18
HDS 3-42,5-5 1-5
Historical Data Server HDS 3-42,5-5 IPCC 1-1
IPCC 4-6
IPCC IP 1-18
! IPCC 1-8, 5-1
1CC 217,224 IPIVR
ICM 14
IP IVR 3-13 IPPA 76
1-6 IP Phone Agent IPPA 7-6
311 IPSec 9-9
15 1P 1-3
16 P
1-6 IPCC 1-18
3-25 I-18
1P IPCC
3-35 118
e 2-21 ISN N
Application Server 4-25
-2 Combo Box ~ 4-22
ICM 1-24 315
Intelligent Contact Management ICM 3-14, 425
Internet Service Node ISN 496
IP Communications IPC Resource Calculator 4-8 2-13, 219, 2-20
1P IPSec 9-9
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2-13,2-19, 2-20
422
4-22
3-14
1-3
3-15
4-25
ISN
4-26
IVR
IP IVR
1-25
2-11,2-18
2-11,2-18
5-9
5-10
5-10
4-23
2-36
4-11, 4-12
J
JTAPI  1-10
L
LCC  5-15

Logger 1-6, 3-36, 3-42, 5-5

M

Media Blender 5-7
Media Routing (MR) Peripheral Gateway (PG)
MR PG 3-16, 5-6, 5-7

5-6, 5-7

Index W

P
PBX 2-36
PG
Cisco CallManager 3-35
3-35
5-12
4-26, 5-13
3-22
PIM
5-13
1-6
3-24
PIX 9-9
Progger 5-5
PSTN 1-25,2-38
Q
QoS
WAN 2-23
8-9
8-10
8-1
8-10
8-9, 8-25
8-5
8-11

Quality of Service (QoS )
R
reroute on no answer RONA 1-12, 1-17
Rogger 5-5

RONA 1-12, 1-17

Router 1-6, 3-36, 5-5

RSPAN 5-15

N RTD 3-38
NAT 9-10
Network Address Translation NAT 9-10 S
NIC 8-5
SCCP 2-6
SCI 1-4
o) Security Agent 9-8
Skinny Client Control Protocol SCCP 2-6
OPC 16 SLG 4-9
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SPAN 5-15 Web Collaboration Server 5-7
SRND Xvii WebView Reporting Server 5-5
Supervisor Desktop Windows 2000 Server 9-3,9-4
8-22 Windows 2000 9-3,9-4
T
TAC Xix 1-1, 8-2
Takeback N Transfer TNT 1-25 3-21, 2-32
Task Event Services TES 3-16
TCP 8-4 1-26
TDM 1-4 AW 1-9,5-5
Technical Assistance Center TAC ConAPI
TES 3-16
TNT 125 4-3,4-9
3-1
U
UDP 8-4
1-4
v Icc 2-17,
2-24
V3PN 2-28 3.5
VLAN 9-11
Voice Response Unit VRU; 5-6, 5-9,
5-10
Voice and Video Enabled IPSec VPN V3PN 2-28
Voice XML VXML 4-26 9-6
VoIP 8-18, 8-21
VoIP Cisco Agent Desktop 5-15
VRU 1-15, 3-35, 5-6, 5-9, 5-10
VRU
VXML 4-26
\W
WAN
2-17
2-17,2-23, 2-26, 2-27
2-25

WAN
WAN

2-17

4-3,4-16
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1-24
8-23

Cisco Agent Desktop 7-4
CTIOS 7-7
7-3
7-4
1-13
1-8, 7-1
8-15

4-28
4-10

4-10, 4-11
1-17

OPC 1-6
VLAN 9-11

VRU 1-15, 3-35

3-14
2-5,2-18,2-19
2-7,2-11, 2-13, 2-20
4-15
4-25, 5-8

1-25
XVil
XVvii
Xix

Erlang 4-6

Xvii

8-4

XiX
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4-11 8-24
4-16 8-24
1-15 Xix
1-26 XX
Location 4-3,4-4
1-28 4-4
SLG 4-9
IPCC 6-2 5.9
2-5
6-11 Cisco Agent Desktop 5-15
2-11, 2-16 Cisco CallManager 6-1
8-14 IP IVR 4-15
4-2 IPCC 5-1,5-5
4-3 ISN
1-5 4-26
ISN 4-22
IPIVR 2-3,2-7,2-10,2-11, 2-18 Peripheral Interface Manager PIM;
ISN 2-3,2-7,2-10, 2-13, 2-19, 2-20 5-13
4-10 PSTN 4-7,4-15
1-19 47, 4-14
4-4,5-10 4-13
1-15 4-26
1-24 4-15
4-11 5-9
2-11, 2-13, 2-18, 2-19, 2-20, 4-15 4-15
4-5 4-1
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1-22 8-11
CTI 4-27
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PG 4-26, 5-13
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