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Polling Question 1 
1. Are you interested in Webinars, covering 
UCCE technology?
A. Yes
B. No
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UCCE Technology

• Series of online Webinars, that will be 
delivered quarterly

• Topics will be selected from the survey

Are you interested?
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Lead-In

When did 
it start?

When did 
it start?

What is your 
version?

What is 
your age?

What changes in 
the environment?

What changes 
in your life?

What are the 
error messages?

What is the 
collor of your..?



© 2018  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential



© 2018  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential

Agenda

1
CVP Comprehensive Call 
Flow 

2
CVP Standalone Call 
Flow

3 IP IVR Call Flow

4 IP IVR Standalone Call Flow
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Comprehensive Call Flow
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Comprehensive Log Analysis and callID mapping 
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Correlation between components

RTR:
Dialog ID
RCK, RCK Day

CVP CS:
Dialog-ID
RCK, RCK Day
CALL-ID, LEG-ID
Call GUID

CVP VXML:
Call-ID
Call GUID

VGW:
SIP Cisco-Guid
SIP Session-ID
CCAPI Call ID
CALL-ID, LEG-ID

VVB:
Call GUID
LEG-ID

CUCM:
CI
GCH
LEG-ID

OPC:
Call GUID
RCK, RCK Day
Dialog-ID
CID

AgentPIM:
CTI Svr:
Finesse:
CID

JGW:
GCH
CI
CID
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Message flow

Ingress SIP SS ICM SS ICM
VXML

Browser

VXML 

Server

INVITE
NEW_CALL

ICM_NEW_CALL

ICM_TEMP_CON
(vru label + corID)

CONNECT

INVITEOK
media 
established

NEW_CALL

ICM_REQUEST_INSTRUCTION

ICM_RUN_SCRIPT_REQ (GS,Server,V)

NEW_CALL

ICM_RUN_SCRIPT_REQ (GS,Server,V) Audium_root

SubmitPostScript_Result

ICM_RUN_SCRIPT_RESULT

ICM_RELEASE RELEASE
DISCONNECT

Disconnect Page
BYE

BYE

IVR SS
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Polling Question 2

What will happen with the Agent, when Router 
generates Label with Agent extension?

A. Call will be dropped
B. Agent will go to Reserved state
C. Agent phone will start Ringing
D. Call will be send to VRU
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CVP Standalone Call Flow
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CVP Standalone Call Flow
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Standalone Model Components
Required components (Without ICM Lookup) Required components (With ICM Lookup) 

• Ingress voice gateway

• VoiceXML gateway or VVB

• Cisco Unified Call Studio

• Unified CVP Operations Console Server

• CVP Media Server

• Unified CVP VXML Server (Standalone)

• Ingress voice gateway

• VoiceXML gateway or VVB

• Cisco Unified Call Studio

• Unified CVP Operations Console Server

• CVP Media Server

• Unified CVP Call Server (ICM SS)

• Unified CVP VXML Server 

• ICM components
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CVP Standalone Call Flow (without ICM lookup) 
Ingress VVB

VXML 

Server

Media 

Server
SIP INVITE

SIP 200 OK

SIP ACK
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CVP Standalone Call Flow (without ICM lookup) 
Ingress VVB

VXML 

Server

Media 

Server
SIP INVITE

SIP 200 OK

SIP ACK

Invoke CVPSelfServiceBootstrap.vxml and Fetch VXML doc
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CVP Standalone Call Flow (without ICM lookup) 
Ingress VVB

VXML 

Server

Media 
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SIP 200 OK
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Invoke CVPSelfServiceBootstrap.vxml and Fetch VXML doc

GET HTTP request (Application= “Name”)

HTTP 200 OK + VXML content

Fetch Root doc
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CVP Standalone Call Flow (without ICM lookup) 
Ingress VVB

VXML 

Server

Media 

Server
SIP INVITE

SIP 200 OK

SIP ACK

Invoke CVPSelfServiceBootstrap.vxml and Fetch VXML doc

GET HTTP request (Application= “Name”)

HTTP 200 OK + VXML content

Fetch Root doc

GET HTTP request (audium_root)

HTTP 200 OK + VXML content

POST HTTP request

HTTP 200 OK + VXML content with audio path

Fetch audio and check if 
file is modified
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CVP Standalone Call Flow (without ICM lookup) 
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file is modified GET HTTP request (helloworld_audio.wav)

304 Not Modified or 200 OK
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CVP Standalone Call Flow (without ICM lookup) 
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CVP Standalone Call Flow (without ICM lookup) 
Ingress VVB

VXML 

Server

Media 

Server
SIP INVITE

SIP 200 OK

SIP ACK

Invoke CVPSelfServiceBootstrap.vxml and Fetch VXML doc

GET HTTP request (Application= “Name”)

HTTP 200 OK + VXML content

Fetch Root doc

GET HTTP request (audium_root)

HTTP 200 OK + VXML content

POST HTTP request

HTTP 200 OK + VXML content with audio path

Fetch audio and check if 
file is modified GET HTTP request (helloworld_audio.wav)

304 Not Modified or 200 OK

Play audio files
RTP

POST HTTP request
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CVP Standalone Call Flow (with ICM lookup) 

VVB
VXML

Server
ICM SS

ReqICMLabel
step ICM_LABEL_REQUEST

ICM

NEW_CALL

Transfer to Label

Connect (label)

Transfer 
step

CONNECT

HTTP Request

200 OK + VXML content

SIP REFER
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CVP Standalone Call Flow (without ICM lookup) 
Ingress VVB

VXML 

Server
CUCM
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CVP Standalone Call Flow (without ICM lookup) 
Ingress VVB

VXML 

Server
CUCM

SIP REFER

SIP 202 ACCEPTED

HTTP 200 OK + VXML content
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CVP Standalone Call Flow (without ICM lookup) 
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CVP Standalone Call Flow (without ICM lookup) 
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CVP Standalone Call Flow (without ICM lookup) 
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CVP Standalone Call Flow (without ICM lookup) 
Ingress VVB
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Configuration
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Ingress Gateway / vCUBE configuration

Outbound dial-peer to VVB:

dial-peer voice 205 voip

description * CVP Standalone Model to VVB *

destination-pattern 402.

session protocol sipv2

session target ipv4:10.48.54.128

dtmf-relay rtp-nte

codec g711ulaw

no vad

Outbound dial-peer to CUCM:

dial-peer voice 209 voip

description * Agent’s Phones to CUCM *

destination-pattern 2...$

session protocol sipv2

session target ipv4:10.48.54.87

dtmf-relay rtp-nte

codec g711ulaw

no vad
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VVB Configuration – Application Management



© 2018  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential

VVB Configuration (cont), StandAlone script
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VXML GW Configuration

Incoming dial-peer for Self Service:

dial-peer voice 201 voip

description * Self Service SIP Calls from IP *

service StandAlone

codec g711ulaw

incoming called-number 4020

dtmf-relay rtp-nte

no vad

The application’s settings:

application

service StandAlone flash:CVPSelfService.tcl

paramspace english language en

paramspace english index 0

param CVPSelfService-port 7000

param CVPSelfService-app Standalone_Transfer

param CVPPrimaryVXMLServer 10.48.54.105

paramspace english location flash

paramspace english prefix en

!

service CVPSelfService

flash:CVPSelfServiceBootstrap.vxml

!
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• Connecting to OAMP webpage

• Deploying a Unified CVP VXML 
Server(standalone)

CVP Configuration – Deploying VXML Server



© 2018  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential

• Create a custom application on CVP Call Studio.

• Deploying this Application on VXML Server.

CVP Configuration – Application with Transfer
Example of  a simple application:
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CVP Configuration – Application with with ICM Lookup
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CVP Configuration – Application with with ICM Lookup
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ICM Configuration – Application with with ICM Lookup
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CVP traces & UCCE traces
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CVP traces
CVP Trace : 

---------------------

# Call Server SIP Tracing : 

Step 1) 

Please go to the diag page of CallServer

http://<Ip Address of CallServer>:8000/cvp/diag

Click on the DEBUG/41 link on the left side of the page to turn up ICM, IVR and SIP to DEBUG Mask 41

Step 2) 

Under Serv Mgr select com.dynamicsoft.DsLibs.DsUALibs from the drop down list

Under Level select DEBUG Then click Set

This logs can be gathered from the following location :

C:\Cisco\CVP\logs\



Cisco Unified IP-IVR
Deployment models
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The Unified IP IVR (Interactive Voice Response) is a Unified CCX product package that 
provides IP call queuing and IP intelligent voice response functionality for a contact center. 

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

What is IP-IVR?



© 2020  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential 121© 2020  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential

Features

• VoiceXML Browser

• MRCP ASR/TTS

• Email

• Database

• HTTP Request



© 2020  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential 122

UCCE Deployment Model
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Unified Deployment Model within Unified CCE 
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Polling Question 3 

How ICM knows, which Routing Script to run?

A. Call hits specific DN that is associated with 
Routing Script
B. Call hits DN, that is associated with Call Type 
and Call Type is associated with the Routing 
Script
C. There is only one Routing Script in the 
system to run
D. Random select of the Routing Scripts
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Standalone Deployment 
Model
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System requirements

Gateway/CUBE

Unified CM Server

Unified IP-IVR
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Call flow

SIP/H323/MGCP

The caller dials the desired phone number 

CM ServerVoice Gateway
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. 

CM Server IP-IVR
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. 

CM Server IP-IVR

IP-IVR sends Redirect Request to CTI Manager in the CM to send the call to the CTI port. 
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. 

CM Server IP-IVR

IP-IVR sends Redirect Request to CTI Manager in the CM to send the call to the CTI port. 



© 2020  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential 183

Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. 

CM Server IP-IVR

IP-IVR sends Redirect Request to CTI Manager in the CM to send the call to the CTI port. 

Unified CM sends the contact to the specified CTI port. 
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. 

CM Server IP-IVR

IP-IVR sends Redirect Request to CTI Manager in the CM to send the call to the CTI port. 

Unified CM sends the contact to the specified CTI port. 

IP-IVR accepts the call and starts the application with script
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. 

CM Server IP-IVR

IP-IVR sends Redirect Request to CTI Manager in the CM to send the call to the CTI port. 

Unified CM sends the contact to the specified CTI port. 

IP-IVR accepts the call and starts the application with script

IP-IVR answers the call with the Accept step. Media is established with the caller.
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IP-IVR 
Configuration 
Checklist

1. Configure the JTAPI 
subsystem on IP-IVR.

2. Provision a JTAPI Call Control 
Group.

3. Check to make sure the 
JTAPI information in 
Unified IP-IVR and Unified 
CM is synchronized. If it is 
not synchronized, 
resynchronize it.

4. Provision the Cisco Media 
Termination Subsystem.
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IP-IVR 
Configuration 
Checklist
(continued)

• MRCP Automated Speech 
Recognition (ASR)

• MRCP Text-to-Speech (TTS)

• HTTP subsystem.

• Database subsystem

• Email subsystem.

• ICM Subsystem

5. Provision and configure any 
other IP-IVR subsystems that you 
will use:

6. Install and configure the IP-IVR 
applications
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IP-IVR Engine Traces

Trace Level Purpose

LIB_ICM Debugging
These traces show the GED-125 messages being sent from/to the UCCE VRU PG. These 
traces are extremely important.

ENG
Debugging + 
XDebugging1

These traces show the script (workflow) step execution.

SS_CM Debugging These traces show the logic of the Contact Manager component of the RMCM subsystem.

SS_TEL Debugging

These traces show the logic of the Unified CM Telephony Subsystem (JTAPI subsystem). 
They show the Provider 1 (P1) JTAPI messages the engine receives from the UCCX JTAPI 
client. It is important to reiterate that these traces only report call events on CTI Route Points 
and Ports.
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Talent wins games, but   
teamwork…wins championships

Frederic

Deckor
Alex 

Doukas
Harry 

Keramidas
George 
Kovanis

German 
Manvelyan

Mohamed 
Mohasseb

Lazar 
Obradovic

Nada 
Sabil

Konstantin 
Vaksin

EMEAR IPCC TEAM



© 2018  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential© 2018  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential

Submit Your 
Questions Now!

Use the Q&A panel to submit your 
questions, our expert will respond
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Ask Me Anything following the event

Now through Friday October 30, 2020

https://bit.ly/AMAe-22oct20

With 
German & Konstantin

German Manvelyan
Technical Consulting Engineer

Konstantin Vaksin
Technical Consulting Engineer

https://bit.ly/AMAe-22oct20
https://bit.ly/ama-firepower-aug2020
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Twitter

• @Cisco_Support

http://bit.ly/csc-twitter  

Facebook

• Cisco Community

http://bit.ly/csc-facebook

Collaborate within our Social Media

Learn About Upcoming Events

http://bit.ly/csc-facebook
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We invite you to review our
Social Media Channels

• Cisco Community

• http://bit.ly/csc-linked-in

LinkedIn

• Cisco Technical Support

App

Learn About Upcoming Events

• Cisco Community

• http://bit.ly/csc-youtube

YouTube

http://bit.ly/csc-linked-in
https://www.youtube.com/watch?v=LKW61EwIXNs
http://bit.ly/csc-youtube
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Comunidade da Cisco 
Portuguese

Сообщество Cisco
Russian

Comunidad de Cisco 
Spanish

シスココミュニティ
Japanese

思科服务支持社区
Chinese

Cisco has support communities in other languages!
If you speak Spanish, Portuguese, Japanese, Russian or Chinese we invite you to participate & collaborate

NEW
Communauté Cisco

French

https://community.cisco.com/t5/comunidade-da-cisco/ct-p/comunidade-portugues
https://community.cisco.com/t5/%D1%81%D0%BE%D0%BE%D0%B1%D1%89%D0%B5%D1%81%D1%82%D0%B2%D0%BE-cisco/ct-p/russian-community
https://community.cisco.com/t5/comunidad-de-cisco/ct-p/comunidad-espanol?lang=es
https://community.cisco.com/t5/japan/ct-p/japanese-community
http://www.csc-china.com.cn/
https://community.cisco.com/t5/communaut%C3%A9-cisco/ct-p/communaute-francais
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More IT Training 
Videos and 
Technical 
Seminars on the 
Cisco Learning 
Network

View Upcoming Sessions Schedule
https://cisco.com/go/techseminars

https://cisco.com/go/techseminars


© 2018  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential© 2018  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential

Thank you for Your 
Time!

Please take a moment to complete 
the survey
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Thank you for participating, you earned a discount!

Redeem your 35% discount offer by entering code: CSC when checking out.

http://bit.ly/Community-CiscoPress2020

Cisco Press

http://bit.ly/Community-CiscoPress2020
http://www.ciscopress.com/store/ccnp-and-ccie-enterprise-core-encor-350-401-official-9781587145230
https://www.ciscopress.com/store/ccnp-enterprise-advanced-routing-enarsi-300-410-official-9781587145254
https://www.ciscopress.com/store/ccnp-and-ccie-security-core-scor-350-701-official-cert-9780135971970
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Thanks For Joining today!




