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Comprehensive Log Analysis and calllD mapping
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Com D re he NSIVE transferred call to VRU landed on VWB and Router produces RUN_SCRIPT_REQ
DialogID

) VR) ~ processing from VXMLSarver - [NEW. CALL] ClentNewCalEvant sessionid
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slnhud-r- EGC vanables-uset mecsa.d: ATGFODO0IOOI00000000008BI6300A, o P Sarvernfo- 11 105 - .. EGO atoyse Variables=
6 endSeqNo=1 ANI=95007
7 0
8
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1
I( 12
13
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19
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23
2 18 .CALL - [RUN_SCRIPT_RESULT] DialogID= 1 SendSeqNo= InvokelD= | Result
25 =1 CED= newTransaction=" ECC variables=user.micr - 0, user_microapp. mmnu Nlooo vl Ih IA 005544 1GS, Server, V. user.microapp. caller_input: complete, ECC arrays=
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—ad 19
L - i ) r VRU 96 ) | - Route j
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)
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Correlation between components

RTR: CVP CS:
Dialog ID S— Dialog-ID .
RCK, RCK Day RCK, RCK Day SZE’_X)XML‘
‘ CALL-ID, LEG-ID

VGW:
SIP Cisco-Guid CUCM:
SIP Session-ID VVB: Cl
CCAPI Call ID GCH
CALL-ID, LEG-ID=1— LEG-ID LEG-ID
OPC:

AgentPIM: JGW:
RCK, RCK Day CTI Svr: GCH
Dialog-ID Finesse: Cl
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ICM_RUN_SCRIPT_REQ (GS,Server,V) -
ICM_RUN_SCRIPT_REQ (GS,Server,V  Audium_root
) Script_Result SubmitPost
) ICM_RUN_SCRIPT IRESULT
ICM_RELEASE RELEASE
DISCONNECT BYE < Disconnect Pagé
BYE <
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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 Stand@one, Call Flow
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CVP Stand@one, Call Flow
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CVP Standalone Call Flow
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CVP Standalone Call Flow

/XIS
SENVEN

[=]VOS

Engine

Media
Server

Incoming Call Leg
(SIP'or TDM)

=

Customer

) and/or its affiliates. All rights reser co Confidential



CVP Standalone Call Flow
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CVP Standalone Call Flow

/XIS
SENVEN

Studio

Media Ca
Server SerV.

SS

Incoming Call Leg
(SIP'or TDM)

Sa
3N -- Vi - - > '
3>
Agent

v
Phone
=

Customer

b and/or its affiliates. All rights reservec Cisco Confidential

—7 PSVTNW+ SIPN VHTVTVP s P s HT P ossss GET125 ICM



CVP Standalone Call Flow
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CVP Standalone Call Flow
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CVP Standalone Call Flow
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CVP Standalone Call Flow
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CVP Standalone Call Flow
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CVP Standalone Call Flow
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CVP Standalone Call Flow

B 200 OK + VXML P
* SEIVEr

Studio

Media Ca
Server

SS

Incoming Call Leg
(SIP'or TDM)

P - - - -~
€ M .
=R -

., Agent Phone
@ '..... CUCM -->

Customer

8 Cisco and/or its affiliates. All rights reserved. Cisco Confidential

—7 PSVTIV\IW— SIP — VHTTP s P s HT P ossss GET125 ICM



CVP Standalone Call Flow
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Standalone Model Components
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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)

| ] ] I
VXML Media
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CVP Standalone Call Flow (without ICM lookup)

] ]
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o
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CVP Standalone Call Flow (without ICM lookup)

| ] ] I
VXML Media
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GET HTTP request (Application= “Name”)

. 4

HTTP 200 OK + VXML content

Fetch Root doc
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Fetch audio and check if
file is modified
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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)

| ] ] I
VXML Media
Ingress VVB
Server
SIP INVITE ‘ Sefver
- SIP 200 OK
SIP ACK N

Invoke CVPSelfServiceBootstrap.vxml and Fetch VXML doc
GET HTTP request (Application= “Name”)
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-

Fetch Root doc
GET HTTP request (audium_root)

HTTP 200 OK + VXML content
POST HTTP request .
‘HTTP 200 OK + VXML content with audio path'

. 4
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Fetch audio and check if

file is modified GET HTTP request (helloworld_gudio.wav)
L 304 Not Modified or 200 OK
Play audio files
RTP
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CVP Standalone Call Flow (with 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)
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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)
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CVP Standalone Call Flow (without ICM lookup)

| ] |
VXML
Ingress VVB S CUCMm
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CVP Standalone Call Flow (without ICM lookup)

| ] |
VXML
Ingress VVB S CUCMm
) SIP REFER HTTP 200 OK + VXML content
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POST and Close
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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)

| ] |
VXML
Ingress VVB Sorver cucm
) SIP REFER HTTP 200 OK + VXML content
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Configuration



Ingress Gateway / vCUBE configuration

Outbound dial-peer to VVB: Outbound dial-peer to CUCM:
dial-peer voice 205 voip dial-peer voice 209 voip

description * CVP Standalone Model to VVB * description * Agent’s Phones to CUCM *
destination-pattern 402. destination-pattern 2...$

session protocol sipv2 session protocol sipv2

session target ipv4:10.48.54.128 session target ipv4:10.48.54.87
dtmf-relay rtp-nte dtmf-relay rtp-nte

codec g711ulaw codec g711ulaw

no vad no vad



VVB Configuration = Application Management

Application Management

aMdNew Q@ refresh a1

—Status
O 3 records found
Name & Sessions & Enabled & Delete Copy Refresh
€ Comprehensive 600 Yes s § o (57
€ Ringtone 600 Yes S 1 e,
® Eror 600 Yes g oH 8

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




Cisco Script Application

Q Update T Delete @ Cancel ‘ Back to Application List

VVB Configuration (cont), StandAlone script

r— Status

@ Status : Ready

SIP Trigger : 4020

Add new trigger

Update Delete

es. All rights reservec

Name

Maximum Number of
Sessions*

Seript*
ApplicationName
Port
PrimaryVXMLServer
BackupVXMLServer
Secured
Description

Enabled

StandAlone
600

SSCRIPT[SelfService.aef]

"Standalone_Transfer"

*7000"
"10.48.54.105"
false
©OYes No

A
v

Back to Application List

onfidential



VXML GW Configuration

The application’s settings:

application
Incoming dial-peer for Self Service: service StandAlone flash:CVPSelfService.tcl
paramspace english language en
dial-peer voice 201 voip paramspace english i_ndex 0
description * Self Service SIP Calls from IP * param CVPSelfService-port 7000
service StandAlone param CVPSelfService-app Standalone_Transfer
codec g71lulaw param CVPPrimaryVXMLServer 10.48.54.105
incoming called-number 4020 paramspace english location flash
dtmf-relay rtp-nte paramspace english prefix en

service CVPSelfService

flash:CVPSelfServiceBootstrap.vxml
!

no vad



CVP Configuration - Dep

. Connecting to OAMP webpage

. Deploying a Unified CVP VXML
Server(standalone)

2018 Cisco and/or its af ates. All rights reservec Cisco Confidential

Device Management | Uszer Managemert -

oying VXML Server

Unifigd CWP Call Server
Unified CWP Reporting Server

Unified CWP Vbl Server

Unified CVYP WML Server [standalone)

| Gatewneay

“irtuslized voice Browser
Speech Server

Madia Server

Unified Ch

Edit Unified CVP VXML Server (standalone) Configuration

Q Save & Save & Deploy Statistics [a File Transfer ‘? Help

General | Device Pool |

1P Address: *
Hostname: *

Description:

Device Version:

10.48.54.105

‘CVF' Standalone

Enable secure communication with the Ops console: ¢ []

|cvP 12.0(1) Build=1

* Required.
1 Change in value requires machine reboot.




CVP Configuration = Application with Transfer

Example of a simple application:

- Create a custom application on CVP Call Studio.
() Start Of Call

« Deploying this Application on VXML Server.

Bl C\Windows\system32hemd.exe

[] Audio_01

Customer Vo

done

[] Phone_01

™
[ ‘_
A J

done o
Running e & m ax_/ncmatch ¢ max_noinput
Runnin g g y ™
Runnin B B < [ Transfer_o1 J
/
Running g : . V4
/ to continue . . . ‘\ | S
R s
., phone_error Ve

\«lﬁf

O Hang Up




CVP Configuration — Application with with ICI\/I Looku

Cisco Unified Customer Voice Portal

Signed in as: Administrator My Account Sign out About Documentation Search

System « Device  User w  Bulk Administration + SHNMP = Tools » Help «

Unified CVP Call Server Configuration
G Mext ? Help

General
G I Turn on Services
IP Address: = 1cM:
Hostname: * IVR: |
Description: ‘ SIP: |
Enable secure communication with the Ops console: 10

Cisco Unified Customer Voice Portal

Signed in as: Administrator My Account | Signout |

System ~ Device h ~ UserMar t = Bulk Administration + SNMP ~ Tools ~ Help -

Unified CVP VXML Server Configuration
B Save IE Save & Deploy ? Help

IGE'HE'] Canfiguration 1[ Device Poal “ Infrastructurew

General Unified CVP Call Server(s)

IP Address: * [10.48.54.105 |

Hostname: * |cc-cvp-st | Backup Unified CVP Call Server: 2 | = hd
Description: |

Enable secure communication with the Ops console: © Il

* Required.
L Change in value requires machine reboot.

= Change in value requires restart of Unified CVP Call Server(s) and Unified CWP VXML Server.




CVP Configuration - Application with with I[CM Lookup

Decision Elernent - ReglCMLabel

General | Settings Data|Events|

MName Value
* Timeout 5000
callvarl
callvar2
CVP Subdialog Start 01 calbaes
callvard Voice_5G
| callvard
done callvarf
callvar?
callvard
callvard
callvarl0
| FromExtVXMLO
e FromEdVXMLI
[ FromBdVXML2
<> ReqlCMLabel_01 FromBdVXML3
l caller_input
I
done
Error
-
busy phone_error | neanswer
done
[ CVP Subdialog Return_01 ]




|ICM Configuration - Application with wit

“ |f Properties (Read Only)

F | Comment | Connection Labels |

Define condtion:

Formula Editor. .

0K I Cancel

Help

t)

CUCM_PG_1 Voice_SG Lc

~

v

Call.PeripheralVariable10

8 . Release call

6 = Sset Variable

Call PeripheralVariable10

"no agents”
-

next

CVP Subdialog Start_01

done

AN

ror

{ [ Transfer_o1

busy phone_error ‘ noanswer
&‘&‘ done /
CVP Subdialog Return_01

h ICM Looku

Voice Element - Transfer

General | Settings Audm‘ Datal Event;‘

Name
* Transfer Destination
* Destination Type

Value
{Data.Element.ReqlCMLabel _01.result}
tel

* Connect Timeout 60s
Max Transfer Time  0s

* Bridge false
Transfer Audio
aai

<

VoiceXML Property Value



CV
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CVP traces
CVP Trace:

# Call Server SIP Tracing :

Step 1)

Please go to the diag page of CallServer

http://<lp 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\
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Cisco Unified IP-IVR
Deployment models



What is IP-IVR?

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.

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

- VoiceXML Browser
- MRCP ASR/TTS

- Email
. Database
-HTTP Request




UCC

Deployment Model



Unified Deployment Model within Unified CCE

) ) SCCP/SIP 8 n
y,— b= i =
(‘ -) JTAPI / Agent
JTAPI

GED-125 DMP

IVR

Router



Unified Deployment Model within Unified CCE

SCCP/SIP R n
. = s =2
€ > JTAPI Agent

JTAPI

Finesse

GED-125 DMP

IVR

Router



Unified Deployment Model within Unified CCE

‘ et SCCP/SIP "?O
M X (-IEI-) JTAPI Agent
GW

} CUCM GED-188 HTTP/BOSH 3

JTAPI

Finesse

GED-125 DMP

IVR

Router



Unified Deployment Model within Unified CCE

SCCP/SIP . '®)
4 .—~.} - - 18 B
('@') JTAPI Agent
JTAPI
Finesse

GED-125 DMP

VR




Unified Deployment Model within Unified CCE




Unified Deployment Model within Unified CCE

OPC




Unified Deployment Model within Unified CCE

CUCM

OPC

IVR



Unified Deployment Model within Unified CCE

CUCM

IVR



Unified Deployment Model within Unified CCE

CUCM

IVR



Unified Deployment Model within Unified CCE

CUCM

IVR



Unified Deployment Model within Unified CCE

M |
CUCM

[=i

Ve

B35
VR

'.' Dialed Mumber / Script Selector List

Select filter data

Routing dient | <Al ~ |
Customer | <All= ~ |
Optional Filter Condition Value (Case Sensitive)

|Dialednurnberstring V| |Con13ins V| |222

[ save Cancel filter changes

Dialed Murber / Script Selector

MName

CUCM

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

Attibutes  Digled Mumber Mapping  Dialed Number Label

Routing client

Media routing domain

Name

Customer

Defautt label
Description

Pemit application routing
Reserved by VR

* CUCM_RC w

Dialed number string / Script selector  * |ZZZDD

Cisco_Voice

| <MNones

| <Mone ~ |

| |
O
O




Unified Deployment Model within Unified CCE

CUCM

[=i

> ¢
«3-

IVR

© 2020 Cisco and/or its affiliates. All rights

. Dialed Number / Script Selector List

Select filter data

Routing dient | <Al = v |
Customer | zAll= [ |
Optional Filter Condition Value (Case Sensitive)

|Dia|ednun1bEf string V| |Con1zins V| |222

Dialed Mumber / Script Selectar

Narne:

erved. Cisco Confidential

Attributes  Dialed Number Mapping  Digled Number Label




Unified Deployment Model within Unified CCE

Call Type Manager

Call Directory  Schedules | Call Type Tree |

CUCM

Calltype: [IPIVR_VOICE_CT ~|
L | I
Customers! very day all daw starting 943042020

IVR
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Unified Deployment Model within Unified CCE

CUCM

[=i

4
— 0. .
> P o € ——————————— IPIVR TransRoute Service Release cjl

«3-
VR
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Unified Deployment Model within Unified CCE

CUCM

Release Cal
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Unified Deployment Mod

el within Unified CCE

0 Translation Route Explorer

Select filter data

re

Optional Filter Condition Value (Case Sensitive)

Translation Route

;I Hide legend

Mt (1] Translation raute
S [Z]Route
L@ (3 Peripheral target
LB [4)Label

Click o an item to edit or view its contents
Use the Add buttons to create new items

-t IPIVR.Transroute
=%  IPIVR.Transroute.RT
DNIS:22100; NTG: IPIVR_NTG

5@
ENG)

B 22100.CUCM_RC
DNIS:22101; NTG: IPIVR_NTG
EF 22101.CUCM_RC
-t UNASSIGNED

© 2020 Cisco and/or its affiliates. All rights

Name *||P|VF{.T|Ensmute
Description: |
Type: * DNIS
Route
Name: * [IPIVR. Transroute. RT

Cisco ICM Translation-Routing

g Update 'ﬂ Delete @ Cancel . Backto Application List

Status

@ Status : Ready

UCCE TransRouta

Unified CI Telephony Mame
Trigger: 22100 10+
Unified CM Telephony
Trigger: 22101

Add new trigger

Maximum Mumber of
Sessions®

Description

Service name: IPIVR Trans Route. Service: =
Peripheral Targst

DNIS: * |21m ‘

Description: | ‘

Network trunk group =| IPIVR_NTG ~ ‘
Label
Routing client * CUCM_RC ~
Label: * 22101 ‘
Labeltype: * Nomal v
Customer: NONE ~

Description:

rved.  Cisco Confidential




Unified Deployment Model within Unified CCE

’ Translation Route Explorer - hs

Cisco ICM Translation-Routing

g Update 'ﬂ Delete @ Cancel . Backto Application List

Select filter data

re

Translation Route

Name *||P|VF{.T|Ensmute ‘

Optional Filter Condition Value (Case Sensitive) Description: | ‘

Status

Route
;I Hide legend
(TR E——— N * [PV Trerwroute RT Unified Cl Telephony hame UCCE TransRoute
S [2)Route Description Trigger: 22100 o*
L@  (3)Peripheral target . - Unified CM Telephony
l—l[ze]“ en;]ei:b:rga Service name: IPIVR TransRoute Service v Trigger 22101 Maximum Number of
— Sessions®
Click on an item ta edit or view its contents.
Use the Add buttons to create new items. Peripheral Target
-t IPIVR.Trap DNIS: *|21m ‘
SR Description: | ‘
Em DNIS:22100; NTG: IPIVR_NTG
B 22100.CUCM_RC Network tunk group: = [PIVR_NTG v
B DNIS:22101; NTG: IPIVR_NTG
... 22101.CUCM_RC
- Label
M UNASSI
Routing client * CUCM_RC ~
Label: * (22101 |
Label type: * Nomal v
Customer: NONE R
Description:

w

eserved. Cisco Confidential
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Unified Deploy

ment Model within Unified CCE

‘ Translation Route Explorer

Select filter data

s

Optional Filter Condition Value (Case Sensitive)
[Hone v | g | _
[[save | Retrieve | |Cance|ﬁterd'ﬂr1ges|

;I Hide legend

Mt (1] Translation raute

S [Z]Route
L@ (3 Peripheral target
LB [4)Label

Click o an item to edit or view its contents
Use the Add buttons to create new items

=4t IPIVR.Transroute
% IPIVR Transroute.RT
-8 DNIS:22100; NTG: IPIVR_NTG
B 22100.CUCM_RC
D DNIS:22100; NTG: IPIVR_NTG
EF 22101.CUCM_RC
UNASSIGNED

Translation Route

Name *||P|VR.TIEI’15IOU{E ‘
Description: | ‘
Type: * DNIS v
Route
Name: = [IPIVR. Transroute RT |

Service name: | IPIVR Trans Route. Service:

Peripheral Targst
DNIS: * |21u1 ‘

Network ik gous: = IPIVR_NTG

Label

Routing client * CUCM_RC ~
Label: * 22107

Label type: * | Nomal ~
Customer: NONE ~
Description:
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Unified Deployment Model within Unified CCE

‘ Translation Route Explorer - hs

Select filter data
Translation Route
E
Name *[IFIVR Transraute ‘
Optional Filter Condition Value (Case Sensitive) Description: | ‘
[one v | H | o Type: * DNIS v
[save | Retrieve | |Cance|ﬁterd'ﬂnges|
Route
;I Hide legend
Wt (1) Translstion route Name: * [IPIVR. Transroute. RT
S [2)Route Description
\— (3) Peripheral target Service name: \PIVR. TransRoute Servi -
LB (4)Label

Click o an item to edit or view its contents

Use the Add buttons to create new items Peripheral Target
=4t IPIVR.Transroute Dmis: * |E101 ‘
=%  IPIVR.Transroute.RT Description:

548 DNIS:22100; NTG: IPIVR_NTG
B 22100.CUCM_RC

548 DNIS:22101; NTG: IPIVR_NTG

EF 22101.CUCM_RC

UMASSIGNED Laoel
Routing client * CUCM_RC ~
Label: * 22107
Label type: * | Nomal ~
Customer: NONE ~
Description:
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Unified Deploy

ment Model within Unified CCE

’ Translation Route Explorer

Select filter data

re

Translation Route

Name

Optional Filter Condition Value (Case Sensitive) Description:

[save Cancel filter changes
Route
;I Hide legend
Mt (1] Translation raute Name:
S [2)Route Description
\— (3) Peripheral target Service name:
LB (4)Label
Click o an item to edit or view its contents
Use the Add buttons to create new items Peripheral Target
=t IPIVR.Transroute Dmis:
=%  IPIVR.Transroute.RT Description:

DNIS:22100; NTG: IPIVR_NTG
B 22100.CUCM_RC
DNIS:22101; NTG: IPIVR_NTG
EF 22101.CUCM_RC
-4t UNASSIGNED

5@
ENG)

Label

Routing client
Label:

Label type:
Customer:

Description:

© 2020 Cisco and/or its affiliates. All rights

Metworl trunk group

*|IPIVR Transroute

‘ Metwork Trunk Group Explorer

Select filter data

=

o
fows |

Optional Filter Condition

Value {Case Sensitive)

* [IPIVR. Transroute. RT

IPIVR Trans Route. Service:

* 2210

[save Cancel filter changes

LI Hide legend

ﬁ [1) Network trunk. group
[ ﬁ [2] Trunk. group
L (3) Trunk

Click. o aritem to edit or view its contents.
Usze the Add buttons to create new items.

* | IPIVR_NTG

IPIVR_NTG
IPIVR.IPIVR_TG

* CUCM_RC ~
* ‘zzmw ‘
* ‘ MNomal ~ ‘

NONE v

Confidential

Metwork trunk group

Trunk group
Peripheral: * IPIWVR v
Peripheral number: * ‘2 |
® ‘ IPIVR_TG |

Peripheral name:

Mame: = ‘ IPIVRIPIVR_TG |
Extension: ‘ |
Trunk court:

Configuration parameters: ‘ |
Description: ‘ |




Unified Deployment Model within Unified CCE

’ Translation Route Explorer

Select filter data

re

Translation Route

Name

Optional Filter Condition Value (Case Sensitive) Description:

[save Cancel filter changes
Route
;I Hide legend
Mt (1] Translation raute Name:
S [2)Route Description
\— (3) Peripheral target Service name:
LB [4)Label
Click o an item to edit or view its contents
Use the Add buttons to create new items Peripheral Target
-t IPIVR.Transroute DnIS:
=% IPIVR.Transroute.RT Description:
- DNIS:22100; NTG: IPIVR_NTG
LB 22100.CUCM_RC Metworl trunk group
248 DNIS:22101; NTG: IPIVR_NTG
EF 22101.CUCM_RC
- Label
4t UMNASSIGNED
Routing client
Label:
Label type:
Customer:

Description:

© 2020 Cisco and/or its affiliates. All rights

*|IPIVR Transroute

‘ Metwork Trunk Group Explorer

Select filter data

=

o
fows |

Optional Filter Condition Value {Case Sensitive)

* [IPIVR. Transroute. RT

IPIVR Trans Route. Service:

* 2210

[save Cancel filter changes

LI Hide legend

ﬁ [1) Network trunk. group
[ ﬁ [2] Trunk. group
L (3) Trunk

Click. o aritem to edit or view its contents.
Usze the Add buttons to create new items.

—

IPIVR_NTG

* CUCM_RC ~
* ‘zzmw ‘
* ‘ MNomal ~ ‘

NONE v

Confidential

Metwark trunk group

Mame: *|IPIVR_NTG ‘

Description | ‘

Trunk group

Mame = ‘ IPIVRIPIVR_TG |
Extension: ‘ |
Trunk court:

Configuration parameters: ‘ |
Description: ‘ |




Unified Deployment Model within Unified CCE

L i o

g Update 'ﬂ Delete @ Cancel

Cisco Unified CM Telephony Call Control Group Configuration

sitive)

changes

Group 1D*

MNumber Of CTI Ports™
Media Termination Support*
Group Type*

Device Mame Prefic®

Starting Directory Number*
List of CTI Ports

Device Pool

DN Calling Search Space

Location
Partition

Call Control Group 1

[10

®@ves O No
@® Inbound

| ipivr |

[22000 |

ipivr_22000 ipivr_22001,ipivr_22002 ipivr_22003 ipivr_22004,
ipivr_22005 ipivr_22008,ipivr_22007 ipivr_22008,ipivr_22009,

|None w

© 2020 Cisco and/or its affiliates. All rights reserved
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Metwark trunk group

Mame: *|IPIVR_NTG ‘

Description | ‘

Trunk group

Mame = ‘ IPIVRIPIVR_TG |
Extension: ‘ |
Trunk court:

Configuration parameters: ‘ |
Description: ‘ |
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Unified Deployment Model within Unified CCE

’ Translation Route Explorer

Optional Filter Condition Value (Case Sensitive)
Mone v ~ ~

Translation Route

Name
Description:

Type:

;I Hide legend

Route

Mt (1] Translation raute

S [Z]Route
L@ (3 Peripheral target
LB [4)Label

Name:

Service name:

Click o an item to edit or view its contents
Use the Add buttons to create new items

Peripheral Targst
DNIS:

=4t IPIVR.Transroute
Ep-f  IPIVRTransroute.RT
o] DNIS:22100; NTG: IPIVR_NTG
LB 22100.CUCM_RC
{8 DNIS:22101; NTG: IPIVR_NTG

EF 22101.CUCM_RC
-t UNASSIGNED

VR

© 2020 Cisco and/or its affiliates. All rights

Description:

Label
Routing client
Label:

Label type:
Customer:

Description:

Metwork trunk group :

* | IPIVR. Transroute

* DNIS

=

* [IPIVR. Transry

IFIVR Transh

* CUCM_RC

* 22101
* Normal

Q Service Explorer

Optional Filter Condition Value (Case Sensitive)
MNone ~ ~ w

LI Hide legend

™ (1) 5ervice
L% (2 Route
l_ [3) Peripheral target

LB (4 Label

NONE

Click on an item to edit or view itz contents.
Usze the Add buttons to create new items.

Service  Advanced  Service members

Media routing domain: ™ | Cisco_Voice

parameters:

Service level type: :| Defautt ~ |

]

Description:

Service level
threshold:

* | IPIVR. TransRoute. Service R T

Descrptn: |

#t  IPIVR.TransRoute.Service
E IPIVR. TransRoute Service.RT
-fit  UNASSIGNED

served. Cisco Confidential




Unified Deployment Model within Unified CCE

CUCM

PIM

IVR
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IVR



Unified Deployment Model within Unified CCE

CUCM

IVR



Unified Deployment Model within Unified CCE

CUCM

IVR



Unified Deployment Model within Unified CCE
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Unified Deployment Model within Unified CCE




Unified Deployment Model within Unified CCE

CUCM

[=i

4
— 0. .
> P o € ——————————— IPIVR TransRoute Service Release cjl

«3-
VR
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Unified Deployment Model within Unified CCE

CUCM

[=i

4
— 0. .
> P o € ——————————— IPIVR TransRoute Service Release cjl

«3-
VR
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Unified Deployment Model within Unified CCE

= Network VRU Script List -

Select filter data Aftributes
Network VR |IPIVR_vRU v

Name * | BasicQ |
Customer | <All> A |

=

Optional Filter Condition Value (Case Sensitive) Network VRU IPIVR_VRU e |

CUCM N : : |
[Jsave Cancel filter changes Timeout * seconds

Metwork WRU Script Configuration param | |

Mame Customer |<None> e |

Intemuptible 1
Qvemidable O
Description |

IVR

© 2020 Cisco and/or its affiliates. All rights reserved. Cisco Confidential
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Unified Deployment Model within Unified CCE

I = Network VRU Script List -

l ICM VRU Scripts Abutes

g :I Name 1*|Bastit:(] |
pdate 'ﬂ Delete @Dancel v

x
C Value (Case Sensitive) Network VRU IPIVR_VRU e |
— Status - - VRUscriptname ™ |BasicQ.aef |
e Cancel filter changes Timeout *1180 seconds
@ Ready | o |

Configuration param | |

Customer |<None> v |
VRU Script Name® et
Script* SSCRIPT[vru/BasicQ.aef] v Overidatie O

Description |

=

> ¢

«3-
VR
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Unified Deployment Model within Unified CCE

ICM VRU Scripts

g Update n Delete @ Cancel

Status
’7 @ Ready

VRU Script Mame* BasicQ.aef

M RIFTVru/BasicC.aef]

© 2020 Cisco and/or its affiliates. All rights reserved
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Accept (—Triggering Contact—)
PlayPrompt {-Triggering Contact—, 5P ICMYCMStayOnline])
/* Play Music for 30 seconds */
e=a Call Hold (—Triggering Contact-)
E Delay 30 sec
g PlaWiaitnnounce:
Call Unhold {(-Triggering Contact-)
PlayPrompt {—Triggering Contact—, SP [ICMMCMWaita e xtavail])
e=a Call Hold (~Triggering Contact-)
E Delay a0 sec
3 Goto Plapiaitdinounce




Unified Deployment Model within Unified CCE

CUCM

IVR



Unified Deployment Model within Unified CCE

CUCM

IVR




Unified Deployment Model within Unified CCE

CUCM

OPC



Unified Deployment Model within Unified CCE

CUCM

OPC



Unified Deployment Model within Unified CCE

2MIS
CUCM

----- e Call Haold {—Trlggerlng Contact--)

----- E Delay 30 sec

----- g Pla isitihnounce:

----- Call Unhold (—Triggering Contact-)

----- PlayPrompt {—Triggering Contact—, SP[ICMICMWaitd e stavail])
----- e=a Call Hold (-Triggering Contact--)

----- E Delay el sec

----- 3 Goto Playiaitdinounce
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Unified Deployment Model within Unified CCE

JTAPI

6
«|MJ>
}CUCM
GED-125

PI

SCCP/SIP . 'E n

Agent

GED-188 HTTP/BOSH T

DMP

Router



Unified Deployment Model within Unified CCE

SCCP/SIP

¢ =l UTAPI
}CUCM GED-188

HTTP/BOSH T

JTAPI

GED-125 DMP

Router



Unified Deployment Model within Unified CCE

SCCP/SIP i
g > pum
& -> JTAPI
CUCM GED-188 HTTP/BOSH ?
JTAPI
Finesse
GED-125 DMP

Router



Unified Deployment Model within Unified CCE
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Unified Deployment Model within Unified CCE

JTAPI

i ) Reserved J
SCCP/SIP - 3 gn
g > pum R -
& -> JTAPI Agent
‘ CUCM GED-188 HTTP/BOSH 3
Finesse

GED-125

DMP

Router



Unified Deployment Model within Unified CCE

SCCP/SIP

v\
( \ | Reserved

JTAPI

GED-125

PI

GED-188

Finesse

DMP

Incoming Call from 95007
Call Variable 1
BA AccountNumber

(7 BA Campaign

Router



Unified Deployment Model within Unified CCE

RTP :\.,‘_‘,./; Talking
SCCP/SIP i n
- Bdrvtd - N - Kl
(‘@') JTAPI Agent

‘CUCM GED-188 HTTP/BOSH 3

JTAPI

GED-125 DMP

IVR

Router



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




Standalone Deployment
Model



System requirements

r—

E’ Gateway/CUBE
2 Unified CM Server
= »

>Ee Unified IP-IVR



Call flow

The caller dials the desired phone number

i—
M SIP/H323/MGCP__ /3
€

M

.
>

Voice Gateway CM Server
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Call flow

9
(.

CM Server
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€

> |

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

A 4

——
i

>58¢

=Y
IP-IVR

178



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

o =%
M 9 Trigger Ba onfiguration _) "\ 6

l'-l.:a me StandaloneAd (_ E 9
ew trigge aximum Mumber of Sessions™® 10
CM Server it IP-IVR

[ welcomePrompt

OB 2

1 Maxretry
[ operExtn

Description
Enabled

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

o =%
M 9 Trigger Ba onfiguration _) "\ 6

l'-l.:a me StandaloneAd (_ E 9
e aximum Mumber of Sessions™® 10
CM Server it IP-IVR

[ welcomePrompt

OB 2

1 Maxretry
[ operExtn

Description
Enabled

Default Script
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. F
n > =
-) ‘ i ' L i 2
K MI> IP-IVR sends Redirect Request to CTI Manager in the CM to send the call to the CTI port. 3 (-
- . 5>
CM Server IP-IVR

© 2020 Cisco and/or its affiliates. All rights reserved. 181



Unified IP-IVR receives the contact signal at the phone number trigger point.
—— Cisco Unified CM Telephony Call Control Group Configuration

ne () vpoate T Delete @
MI> IP-IVR sends Rediré

Bk 3. 2

=

>
&

CM Server IP-IVR

® Inbound

Directory Number Information

Dev ame Prefix* ipivr

Starting Directory Number*

Partition

Show More.
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. F
. > =
b ‘ | : >
K- M IP-IVR sends Redirect Request to CTl Manager in the CM to send the call to the CTI port. -) (-
- . 5>
CM Server Unified CM sends the contact to the specified CTI port. IP-IVR

A\ 4

© 2020 Cisco and/or its affiliates. All rights reserved.
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. A
> El |

< 5>

Ky ‘ | | —y
€ M IP-IVR sends Redirect Request to CTl Manager in the CM to send the call to the CTI port. -) (-‘
M Server Unified CM sends the contact to the specified CTI port. IP-IVR

C

A\ 4

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

a

© 2020 Cisco and/or its affiliates. All rights reserved.
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Unified IP-IVR receives the contact signal at the phone number trigger point.

—
>
M

€
->

>
&

Configuration
MName

CM Server o 20

Maximum MNumber of Se

Il welcomePrompt r ct Prompt e
1 Maxretry

[ operExtn
Description
Enabled

Default Script
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Call flow

Unified IP-IVR receives the contact signal at the phone number trigger point. AR
A > =
ey
2 o | - >
€ M o IP-IVR sends Redirect Request to CTl Manager in the CM to send the call to the CTl port. - €
: «=3-
CM Server Unified CM sends the contact to the specified CTI port. IP-IVR

A 4

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

P
<

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

-
<

* -Triggering Contact—)

npt {~Triggering Contact—, SP[ICMK
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IP-IVR
Configuration
Checklist

Configure the JTAP!
subsystem on IP-IVR.

Provision a JTAPI Call Control
Group.

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

Provision the Cisco Media
Termination Subsystem.




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

will use:

. MRCP Automated Speech
|P_ |VR Recognition (ASR)
Conﬁguration . MRCP Text-to-Speech (TTS)
CheCkliSt - HTTP subsystem.

(continued) . Database subsystem

. Email subsystem.
. ICM Subsystem

6. Install and configure the IP-IVR
applications

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




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.

Debugging + . .

ENG XDebugging 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.
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
SS_TEL Debugging

client. It is important to reiterate that these traces only report call events on CTI Route Points
and Ports.

© 2020 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 189



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.

Debugging + . .

ENG XDebugging 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.
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
SS_TEL Debugging

client. It is important to reiterate that these traces only report call events on CTI Route Points
and Ports.
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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.

Debugging + . .

ENG XDebugging 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.
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
SS_TEL Debugging

client. It is important to reiterate that these traces only report call events on CTI Route Points
and Ports.
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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.

Debugging + . .

ENG XDebugging] 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.
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
SS_TEL Debugging

client. It is important to reiterate that these traces only report call events on CTI Route Points
and Ports.
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Use the Q&A panel to submit your
questions, our expert will respond




Ask Me Anything following the event
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