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Questions? 
Use Cisco Webex Teams to chat 
with the speaker after the session

Find this session in the Cisco Events Mobile App

Click “Join the Discussion”

Install Webex Teams or go directly to the team space

Enter messages/questions in the team space

How
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Cisco Webex Teams
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Agenda

• Introduction

• Planning Contact Center Express 12.0

• Finesse 12.0 New Ux

• Advanced Supervisor Capabilities and Calendaring

• Omnichannel Enhancements 

• Reporting CUIC Updates

• Upgrade Tips & Best Practice

• UCCX 12.5 Sneak Peak

• Conclusion
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Introduction
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In an emergency, 
communication is vital 
and getting accurate 
communication to the 

right people is key. 

User Story Example
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This scenario is not intended to be a template, guide or advice on how 
to configure a disaster IVR and is only being used as a fictional user 

story for the development of this Cisco Live UCCX 12.0 Presentation to 
illustrate features and functionality as applied to this scenario. 

Disclaimer
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Disaster SAR Scenario
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Disaster Queue 
Emergency

Reporting 
Disasters Queue

Agents



Planning & Design
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Before any Planning and Design is made… 
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Who is the 
Business

Stakeholders, 
Customers, etc

Milestones

What are the operational 
milestone requirements

What Business 
Problems are we solving

What problems 
are priority

Current CC 
Infrastructure

What current 
customer service 
exists

Will CCX 
Work Here?

Given the 
requirements, 
will CCX meet 
those?

Does Current 
Infrastructure Meet CCX 
Needs

What will need to be 
added?

Exit Criteria

What should be 
fulfilled to go to 
Day 2
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A Large UCCX Solution
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Internet

PSTN
(TDM/IP)

Solution Capacity

SM

Large OVA
400 agents, 42 supervisors
400 IVR ports
2000 Configured agents

Total BHCC: 6000(LAN) 
(inbound + outbound)

2400 chats/hour
120 concurrent chat sessions
120 email agents with 400 
emails/hour (300 if cloud /sm
attachments)

150 Blended or Preview Agents
6000 Outbound BHCC
1million contacts/campaign with 
10000/import

50 skills/agent
50 agents/team
5 supervisors/team
42 concurrent sup

100 remote agents
42 silent monitoring sessions
8 historical reporting sessions

SAML v2
Any generic IDP
Kerberos support

Recording

UCCX
CUCM

IM&P

Ingress and 
Egress Gateways

AD, IDP
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A Large UCCX Solution
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Internet

PSTN
(TDM/IP)

Solution Capacity

SM

Recording

UCCX
CUCM

IM&P

Ingress and 
Egress Gateways

AD, IDP

Gadget Server

Wallboards

Large OVA
400 agents, 42 supervisors
400 IVR ports
2000 Configured agents

Total BHCC: 6000(LAN) 
(inbound + outbound)150 Blended or Preview Agents

6000 Outbound BHCC
1million contacts/campaign with 
10000/import

50 skills/agent
50 agents/team
5 supervisors/team
42 concurrent sup

100 remote agents
42 silent monitoring sessions
8 historical reporting sessions

SAML v2
Any generic IDP
Kerberos support

2400 chats/hour
120 concurrent chat sessions
120 email agents with 400 
emails/hour (300 if cloud /sm
attachments)
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A Large UCCX Solution
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Internet

PSTN
(TDM/IP)

Solution Capacity

SM

Recording

UCCX
CUCM

IM&P

Ingress and 
Egress Gateways

AD, IDP

Gadget Server

Wallboards



Call Flows 
Explained
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UCCX Call Flow
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CTI Ports

IVR
Answers

Agent
Answers

Agent
Hangs-up

Treatment Agent Talk Time Wrap-up TimeQueue

Call is
Queued

Agent
Ready

Time Agent is Occupied

Time Trunk is Occupied

Time IVR is Occupied

Available Agent States

Call path once agent joins

PSTN
Transfer to AgentX
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UCCX Call Flow
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CTI Ports

IVR
Answers

Agent
Answers

Agent
Hangs-up

Treatment Agent Talk Time Wrap-up TimeQueue

Call is
Queued

Agent
Ready

Time Agent is Occupied

Time Trunk is Occupied

Time IVR is Occupied

Call path once agent joins

PSTN

Troubleshooting Tip

Breaks in communications, 
echo, drops, sound quality and 

other call issues here are usually 
outside CCX since it is no longer 

in the call path
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Baseline Contact Center Metrics
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Average Handle Time

• Talk time + wrap-upAHT

• Prompts/menu treatment in script
IVR port 

usage time

Busy Hour Call Attempts 

• Average number of calls received in a busy hour.BHCA

Measure
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Baseline Contact Center Metrics
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• Goal for agents

• Percentage of calls answered by agents 
within a  specific number of seconds

Service 
Level

• Percentage of calls that get a busy tone 
(no gateway trunks available) out of the 
total BHCA

Grade of 
service

Risk 
appetite 
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Erlang Calculations
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Agner Krarup Erlang

“The erlang (symbol E) is a dimensionless unit that is used in telephony 
as a measure of offered load or carried load on service-providing 

elements such as telephone circuits or telephone switching equipment. 
A single cord circuit has the capacity to be used for 60 minutes in one 
hour. Full utilization of that capacity, 60 minutes of traffic, constitutes 1 

erlang.”

ErlangB: is a formula for the blocking probability that describes the 
probability of call losses for a group of identical parallel resources. 

-- Used to calculate number of trunks/lines/ports

ErlangC: originally used to calculate number of switchboard operators 
required. 

-- Used to calculate number of agents
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Inbound Call Timeline Resources Occupancy
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IVR
Answers

Agent
Answers

Agent
Hangs-up

Treatment Agent Talk Time Wrap-up TimeQueue

Call is
Queued

Agent
Ready

Time Agent is Occupied

Time Trunk is Occupied

Time IVR is Occupied

Erlang B Erlang C There has to be 
an easier way
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Hello Erlang Calculator!
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Reference: https://www.erlang.com/calculator/call/)

Enter Desired 
Calls Per Hour.  

Mainly just 
calculate for the 
busiest hour(s)

Tweak the 
targets and 

parameters to 
adjust for 

business needs

https://www.erlang.com/calculator/call/
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Available CCX Bandwidth Calculator
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https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-express/products-technical-reference-list.html

Plug in Values
Spreadsheet is already 
set with appropriate 
needed values

Other Calculators

Bandwidth Calculator

Finesse Desktop BW

Finesse BW Data

Finesse LD Report BW

Email BW Data

Chat BW Data

EDBS BW Data

REST APIs BW Data

CUIC Report BW Data

FIPPA BW Data

Found on CCO 
under Technical 

Reference for CCX
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Support Info
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OS 
Compatibility

Windows 8.1 Windows 10
Chromebook

Red Hat 
Enterprise 
Linux v6

Mac OS X Android AppleiOS with 
Safari browser

Finesse 12 NO YES YES NO YES
10.10 & 10.11

NO NO

UCCX Compatibility Guide



Finesse 12.0
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Finesse Reformed Experience

Design Improvements

• Align Finesse and CUIC 
to look & feel the same

• Force Wrap-Up Reason

• New PhoneBook and 
one-click calling UX

• Supervisor Control 
Additions

• Customizable to Business 
Needs

25BRKCCT-2035

User Experience

• Clarity in color indicators 
for Agent state

• Wrap-Up State Timer

• Improved Wrap-Up 
Reason UX

• Workflow Enhancement 
for digital channels

• Agent to agent chat

Performance Enhancement

• Identity Component

• Browser close 
confirmation

• Ease of changing states 
for voice & digital 
channels

• Pop-over for voice & 
digital channel alerts

Design Improvements User Experience Performance Enhancement
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Old Finesse Desktop 
was dated and not 

very intuitive

Finesse Design Improvements
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Side Menu Bar 
Frees up desk space 
and navigation is 
simplified

Cleaner looking interface in 
Finesse now matches the 

theme in CUIC
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Post Login - Desktop
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Horizontal tabs are 
replaced with 

vertical menu and 
can be hidden

Easy to read Voice 
and Digital 

Channel states

Configurable 
Header

Agent controls for 
chat, phone and 

login
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New Finesse Header
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Customizable
Change icons, name 
and alignment in 
desktop editor
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New Finesse Header
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Customizable
Change icons, name 
and alignment in 
desktop editor Finesse Desktop Layout
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New Finesse Header
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Customizable
Change icons, name 
and alignment in 
desktop editor

Finesse Desktop Layout

Left Aligned 
Column XML 

tags will place 
components on 
the left side of 

the Finesse 
Header Gadget

<leftAlignedColumns>

</leftAlignedColumns>
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New Finesse Header

31BRKCCT-2035

Customizable
Change icons, name 
and alignment in 
desktop editor

Finesse Desktop Layout

Right Aligned 
Column XML 

tags will place 
components on 
the right side of 

the Finesse 
Header Gadget

</rightAlignedColumns>

<rightAlignedColumns>

<1 of 1> Be advised that this is the new Team Chat function

rightAligned
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Voice 
Indicator

Meaning Multichannel 
Indicator

Meaning

Agent in Ready State Agent Ready for 
Chat and Email

Reserved
Talking
Wrap-Up

Reserved State
Chat

Agent in Not Ready 
State

Agent Not Ready for 
Chat and Email

Missed Call RONA
Phone Disconnected
Phone Connected

Chat Not Answered 
Chat RONA

Out of Service
(error condition)

Out of Service
(error condition)

Clarity in Color Indicators

32BRKCCT-2035

Want to create your own indicators? https://developer.cisco.com/docs/finesse/#!visual-design-guide
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Vertical Icons Configurable
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<tab>
<id>home</id>
<icon>home</icon>                
<label>finesse.container.tabs.agent.homeLabel</label>
<columns>
………
</columns>

</tab>

• Icon is an optional tag supported in 12.0. It takes a name of the icon, which is supported by the 
build, or can have the URL to a custom icon, that is uploaded via 3rdpartygadget account.

• Icons available in finesse, and their names can be found at DevNet
• If not configured, a default icon will be shown.

<tab>
<id>manageTeam</id>
<icon>manage-team</icon>                
<label>finesse.container.tabs.supervisor.manageTeamLabel</label>
<columns>
………
</columns>

</tab>

SupervisorAgent
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Popover for Voice and Digital Channels
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Finesse Popovers are new 
notification to Agents and 

Supervisors for voice, 
emails, and chat contacts

Agent/Supervisor Notification

Popovers are a 
mechanism for an 

Agent/Supervisor to 
accept a contact

Accept

Popovers are only 
displayed if Finesse is at 

the forefront on the 
desktop

Finesse Must Be Active

Popovers will disappear if 
contact RONA occurs or 

when accepted

Gone After RONA

Popovers are not Toaster 
Notifications

No Flying Toasters Here

Popovers provide extra 
information about the 

contact and are 
configurable in FDA

Configurable
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Agent Desktop Popover examples
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Incoming Call

Call with 
Options

Chat Popover

Minimized

Email Popover
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Popover Configuration
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Max 6 variables 
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Force Wrap-Up
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Choose up to 5 wrap-up 
codes for any contact type

Force Wrap-up will not allow 
state change until wrap-up 
selected or timer expires

Counter can count 
down or up (global)
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Identity Gadget
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Sign Out is grayed 
out if agent is not in 
an idle state such 
as Not Ready
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Identity Gadget
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Send Error Report 
is now on the 
Identity Gadget

Previously difficult for agents to recognize at the bottom of the page
Send Error Report

Tech Tip

Send Error Report is a very 
important element of support that 

will capture Finesse client side logs 
and upload them to the CCX server 

for retrieval by RTMT
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Browser Close
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No more accidental 
browser closes

Sign Out Confirm
Agent/Supervisor must 
confirm sign out 

X_



Troubleshooting 
Finesse with 
Locallog
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Enabling Locallog in Finesse

Login with 
locallog tag

Clear Local 
Storage Cache

https://10.10.10.12:8445/desktop/localloghttps://uccxpri.cc.lab:8445/desktop/locallog

Always use FQDN 
for all Finesse 

operations

Click Sign In With 
Persistent Logging

BRKCCT-2035 43
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Enabling Locallog in Finesse
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Open a New Tab

If troubleshooting login issues, 
don’t press Sign In until opening 

the locallog tab.
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Enabling Locallog in Finesse
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Use Locallog URL

Refresh for New 
Information
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Enabling Locallog in Finesse
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Login as Normal

Locallog can be used to 
troubleshoot in realtime even 
with login issues or problems 

experienced after login as well.
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Enabling Locallog in Finesse
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Search can be used in the browser 
to help isolate and track issues



Finesse Failover 
and Status
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Cisco Unified 
CCX 

Notification 
Service

Cisco Unified 
CCX Engine

Cisco Unified 
CCX 

Notification 
Service

Cisco Unified 
CCX Engine

Finesse 
OUT_OF_SERVICE

Engine 
Master

Secondary

Finesse Failovers in CCX 12.0

Site 1 Site 2
https://<node1dn>:8445/finesse/desktop

https://<node2dn>:8445/finesse/desktop

https://<node1dn>:8445/finesse/desktop

Finesse  
IN_SERVICE

Finesse 
OUT_OF_SERVICE

Finesse  
IN_SERVICE

Finesse Active on 
both nodes
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Cisco Unified 
CCX 

Notification 
Service

Cisco Unified 
CCX Engine

Cisco Unified 
CCX 

Notification 
Service

Cisco Unified 
CCX Engine

Finesse 
OUT_OF_SERVICE

Finesse  
IN_SERVICE

Engine 
Master

Secondary

Finesse Failovers in CCX 12.0

Site 1 Site 2
https://<node1dn>:8445/finesse/desktop

https://<node2dn>:8445/finesse/desktop

https://<node1dn>:8445/finesse/desktop

Finesse  
IN_SERVICE

Finesse 
OUT_OF_SERVICE

Finesse  
IN_SERVICE

New Logins
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Checking Finesse health
https://<host-primary>:8445/finesse/api/SystemInfo

Finesse depends on the 
following services for its 
normal functioning :
1. Cisco Finesse Tomcat
2. Cisco Unified CCX 

Engine Service
3. Cisco Unified CCX 

Notification Service

BRKCCT-2035 51

https://host.domain.com:8445/finesse/api/SystemInfo
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Checking Finesse health
http://<host-primary>:9080/engineconfig/systeminfo

BRKCCT-2035 53

http://host.domain.com:9080/engineconfig/systeminfo
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Checking Finesse health

https://host.domain.com:8445/finesse-dp/rest/DiagnosticPortal/GetPerformanceInformation

BRKCCT-2035 54

Shows total 
agents 

logged and 
on calls 

across all 
nodes

https://host.domain.com:8445/finesse-dp/rest/DiagnosticPortal/GetPerformanceInformation
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Checking Finesse health

https://<host-secondary>:8445/finesse/api/RuntimeConfigInfo

Finesse API in 12.0

BRKCCT-2035 55

Any agents 
logged into 
the standby 
node should 
be asked to 
move to the 

primary

https://host.domain.com:8445/finesse/api/RuntimeConfigInfo


Finesse Desktop 
Chat
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Desktop Chat in Finesse
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Team Chat
IM&P chat now in 
Finesse
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Desktop Chat in Finesse
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Team Chat
IM&P chat now in 
Finesse

jdoe@cc.lab

***********

Separate Login
In 12.0, users must 
initially sign into chat 
separately.
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Desktop Chat in Finesse
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Presence Status
Chats have presence 
status and have the 
look and feel of Jabber
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Chat Need to Know Info
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YES NO

Newly created desktop chats sync’d in Jabber

Finesse failover requires re-login to chat

SSO will login to chat automatically

Attachments are allowed

Jabber and Desktop chat states consistent

Has user search capabilities 

Supports group chats

Saves chat transcripts
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Chat Need to Know Info
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UCCX 12.0(1) Compatibility Guide



New Supervisor 
Experience
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New Supervisor Experience
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Manage Team
New tools to manage 
teams

ExpandDetails Include
• Active Participant 

number
• Phone number of 

held participants
• Current call duration
• Call Status
• Queue Name
• Up to 5 additional 

call variables can be 
assigned in CFD 
Admin
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View History
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Monitor
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View History
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Supervisors can now see agent call history and login/logout history

Click the < to get back to the Manage 
Team View
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View History
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Monitor

View History 
missing?
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Disable/Enable Active Call Details & View History
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To enable active call details action (default enabled)

• utils finesse set_property desktop showActiveCallDetails true

To disable active call details action

• utils finesse set_property desktop showActiveCallDetails false

To enable view agent history details (default enabled)

• utils finesse set_property desktop showAgentHistoryGadgets true

To disable view agent history details

• utils finesse set_property desktop showAgentHistoryGadgets false

The managedBy gadget 
must be assigned to 
current team performance 
gadget to show the “View 
History”

If any one of them is false, 
”View History” will not be 
displayed in TPG actions.

Tech Tip
If upgrade from a previous 

version, this may have to be 
copied from default layout
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Supervisor Team 
Messages

70BRKCCT-2035
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Supervisor Team Messages
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Compose message and 
ability to see recently 

sent messages
Selection of Teams to 

post broadcast 
message to

Duration of 
message 5 min 

intervals

APIs Available for Admins and Supervisors to manage messages
https://developer.cisco.com/docs/finesse/#!teammessage-apis/teammessage-apis
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Team Messages Agent View
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Indicator for agents 
if there are unread 

messages

Team message stays resident even in the 
event of a failover



Advanced 
Supervisor & 
Calendaring



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

Ray the Supervisor
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ReportingQ DisasterQ

Business needs may change 
on a daily or hourly basis

Call volume for certain queues 
may fluctuate greatly

Outbound campaigns may 
need to be updated

Until 12.0 only 
option was to give 

Admin role
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Solution in 12.0 is the 
creation of Advanced 

Supervisors

Advanced Supervisors & Calendaring
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Queue 
Management

Add/Remove agents from 
queues

Modify CSQs 

Calendar 
Management

Modify calendars
Associate calendars with 

voice, chat

Application 
Management

Update prompts
Associate script parameters

Campaign 
Management

Modify campaign settings
Manage contacts



Advanced Supervisor Demo
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Advanced Supervisor Demo



Advanced 
Supervisor: 
Getting Started
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Choosing Advanced Supervisors
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Choosing Advanced Supervisors
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Manage Supervisors 
allows to add users to 

the supervisor role only

To access Advanced 
Assignments, Select the 

Supervisor
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Choosing Advanced Supervisors
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Calendar Management
Check box absent if no 
calendars exist on the 
system

Queue Management
Advanced Queue 
Management

Campaign Management
Campaign must exist

Application Management
Select Applications 
which this supervisor 
can manage
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Choosing Advanced Supervisors
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Supervisor capabilities are 
checked for elements 
they can now control

Unchecked 
means no visibility 
to the supervisor



Supervisor ASC 
Gadget
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Enable ASC Gadget
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Until the gadget 
is enabled, 

supervisors will 
not see it

Enable in Desktop 
Layout by moving 
remarked section

-->



Supervisor 
Capabilities 
Explained
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Queue Management Capabilities 
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Realtime Queue Statistics Manage
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Queue Management Example
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ReportingQ DisasterQ

Added By and Time 
Added are shown

Lowest Skill is Added to 
the New Agents
Disaster Help(4)

Manual 
Delete

Auto Removal 
Time
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Important Parameters
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YES NO

Skill Based Queues

Resource Group Queues

Agent Added to Multiple Queues

Multimedia Skill Based Queues

Automatic or Manual Removal

Logged Out Agents Can be Added

Bulk Additions

Reporting Available for Changes
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Keeping track of all the changes – Audit Trail 
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Calendar 
Management
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New Calendar Management
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Business Hours for 24x7, Fixed, 
Flexible and Custom 

Easily Set Holidays or Other Closed 
Days 

Manageable by Advanced Supervisors

Calendar 
Management

Select/Modify calendars
Associate calendars with 

voice, chat
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The format of a calendar
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Calendar Management
Create Calendars 
under Applications 
Menu

Calendar Type
• 24x7 
• Fixed
• Flexible

Holidays
• Maximum of 40
• Changes dynamic 

and immediate
• Much easier to 

manage than XML
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Calendar Setup - Script
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Set a new Parameter 
Variable
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Calendar Setup - Script

Once Application Param is 
changed, Calendar will 

show as associated

Calendar as a parameter 
allows easy change from 
application management
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Supervisor Calendar Management
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Supervisors can 
manage all elements 
of the calendars they 

are assigned

Calendar Type can 
also be changed, 

however, supervisors 
cannot delete



Application 
Management



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

ASC Application Management
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Manage Calendars associated with 
applications

View, Change & Preview Application 
Prompts

Prompts Set as Parameters for Quick 
Changes

Application 
Management

Update prompts
Associate script 

parameters
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ASC Application Management
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Manage Applications 
assigned

Manage Calendars for 
assigned applications

Manage & Preview 
Prompts for assigned 

applications

Prompts are 
Searchable



Campaign 
Management
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Manage easy operation of Outbound Campaigns
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Enable/Disable 
Campaigns

Campaign 
Schedules

Manual/Scheduled 
Import of contacts

Delete 
Contacts
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Enabling Outbound for ASC
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Supervisors can set 
campaign hours

Enabling and 
Updating Contacts 

are available

Enabling Outbound is 
done per campaign
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Import Contacts
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Omnichannel 
Enhancements
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Legacy Chat Replaced by Bubble Chat
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Classic Chat BubbleChat
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Web Server

Chat Request
New Contact Notification

Contact Dialog Event 

Open Reply Template
Agent Joined

Reply Template

End Session
Session Complete

Session Complete
Contact Dialog Event 

1

Legacy Chat Message Changes
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SocialMiner UCCX Finesse Client

Any changes to 
the chat form on 
the UCCX side 

MUST be 
updated on the 
customer Web 

Server side
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Bubble Chat flow (Loading of Bubble form)
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Browser UCCXSocial Miner

1. Click to Chat 

2. DB dip to mmca_webhook

3. GET widget config

4. 200 OK (widget config)
5. Widget details (JSON)

6. Load Chat Bubble

Customer enters details, hits Start Chat

db_cra:chatbubbl
e

1
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Customize Bubble Chat Appearance

114BRKCCT-2035



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

Post Chat Rating
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Rating and type of chat 
now show on chat reports 
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Select Customer Fields and Mapping
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Problem statements are 
presented to the end customer 

to help route the chat
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Chat Auto Messages
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• Widget Wait Message
• Join Time-out Message

Initialization 
Messages

• Text for Text Typing Box
• Agent Joined Message
• Agent Left Message

In Progress 
Messages

• Close Chat Confirmation Pop-Up
• Close Chat and Download Transcript

End Messages

• System Error Message
• Connectivity Error Message

Error Messages
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Calendar Options for Bubble Chat
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24x7 is default 
selected

Select Calendar requires 
that a calendar already was 

created

Calendaring for Bubble 
Chat is new in 12.0



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

Save Widget Code
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• Once we click finish a JavaScript code is 
generated.

• Click on Save Code to File

• Auto saved with chat name given to 
downloads directory



Facebook Chat
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Deployment overview
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Facebook

Facebook

UCCX

UCCX

UCCX

Create application

Get the application approved and 
enable Messenger integration

Enter Facebook page 
access token

Configure proxy details

Configure custom 
messages

SM Chat 
Gateway

Cisco 
Tomcat

SocialMiner

SM APIs

Finesse Agent

FBM 
Message

FB APIs

Web Hook

Queue

A
llo

c
a
te

A
c
c
e
p
t

Customer

➢ No special gadget for agent
➢ Native FBM, no custom 

development
➢ Comprehensive reporting

Deployment Model Steps Needed

If SM is behind a firewall, 
a proxy will be required 

Proxy

https://developers.facebook.com

https://developers.facebook.com/
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Facebook Chat Agent Experience
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Agent sees 
Facebook Icon on 

chat request

This is a text based experience.  No 
images, attachments, location 

sharing, GIFs, stickers, likes, reactions, 
voice recordings

Tech Tip

UCCX supports only 1 
instance of Facebook Chat at 

a time.  Choose wisely.

Facebook Messenger Chat



UCCX 12.0 Reporting 
Experience Updates
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New Scheduler 
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New Scheduler
CUIC 12.0 Scheduler 
wizard is in the new UI

Regular or LARGE?
Reports over 8000 
rows can now be 
scheduled

Large reports over 
8000 rows were 

previously 
prohibited but now 
can be scheduled
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Large Schedules
Select the Large Schedule 
radio button

Remote Location
Email is not available as an 
option for Large Schedule 
delivery
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Tech Tip

Large Schedules are limited to 
only 1 Large Schedule present 

on the system at a time
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Destination Choices
Remote and email can be 
enabled

Test Connection
Remote Location allows to 
test the connection but not 
required to save

Regular Schedule 1 saved 
successfully.
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Tech Tip

Emailing from Scheduler 
requires email server config 

added to Appadmin
Tools – Historical Reporting – SMTP 

Configuration
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What else is new?
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Data Sources gets a face lift

Data Sources are 
redesigned as cards 

for easier 
management

Adding Data Sources in 
UCCX is not supported 
and must be done on 

Stand Alone CUIC
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Data Sources

Off-Box CUIC 
config uses 

same settings 
from the Co-

Resident CUIC 
on CCX

Authentication 
should be 

setup using 
uccxhruser.  

Set password 
in Password 

Management. Passwords are not sync’d 
across nodes in HA. You must 

change manually on both 

CO-RES CUIC



Upgrade Tips
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Pre-upgrade health check of server
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utils service list

utils diagnose test 

utils ntp status 

utils uccx database dbserver integrity

show status 

show hardware 

utlis dbreplication runtimestate

utils uccx dbreplication status 

Check all the services are in running state.

Network connectivity check should pass.

NTP should be under startum 5

Checks for database health 

Verify Disk usage and CPU usage

Verify vCPU/RAM/Hardware

Verify platform replication is running

Verify CCX replication is running
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Notable Upgrade Notes from the Upgrade Guide
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Required

Upgrade 
SocialMiner prior to 
upgrading CCX for 

Multichannel 
systems

Warning!

In an HA cluster, 
never do a switch-

version on both 
nodes at the same 

time

Advised

After upgrade, agents and 
supervisors must clear the 

browser cache and 
cookies before logging in 
to Cisco Finesse Desktop 

and Cisco Unified 
Intelligence Center

Required

DNS is required 
with both forward 

and reverse lookup 
enabled prior to 

upgrade

Advised

Prior to switch 
version on node 2, 
validate with agents 
logged in on node 
1 that all is working

B
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u
p
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e
 1

 b
e
fo
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u
p
g
ra
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e

R
e
a
d
 th

e
 In

s
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p
g
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d
e
 

G
u
id

e
!

Required

If upgrading from a 
CCX version lower 
than 10.0, a step 

upgrade is required

https://www.cisco.com/c/en/us/support/customer-collaboration/unified-contact-center-express/products-installation-guides-list.html



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

Switch Version to 12.0

Switch Version 
Initiated from the 

CLI

SELinux is set to 
Permissive Mode

Switch Version 
Script is run. This 

script also runs the 
hardware check 

script.

Waiting for Finesse, 
CUIC and UCCX 
switch action to 

complete ...

Finesse and CUIC 
invoke their switch 

action scripts

uccx_sv_config.sh 
is executed which 
copies config to 
/partB

UCCX DB stops and 
starts back up. DB 
schema is migrated 
after checking for 
DB corruption

Complete switch 
version & clean-up 
operations.  System 
reboots. May take 
up to 30 min.

License Version in CCX 12.0 is actually shown as 
11.7 instead of 12.0
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New in CCX 12.5

• Smart Licensing Integration

HEADLINE
Enhance your on-premises contact center 
with cloud innovation without abandoning 
your current contact center investments.

Why It Matters
This release demonstrates our continual 

commitment to invest in our on-premises 
platforms, by enabling connectivity and 

integration to Cisco’s latest contact center 
technology acquisitions via the cloud.
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Cisco Smart Licensing
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 Monthly 
Inventory 
Update

Smart 
Software 
Manager

Cisco Software Usage

CSSM Portal

Gateway

Router

UxCN

CER

Cisco UCM

Device Name Usage

Cisco Smart 
Software 
Manager

CC Setup

Transport Gateway

Offline

Manage 
Licenses

Redesigned innovative licensing

• Unified licensing model across all Cisco 
products, designed with the customer in mind

• Allows customers to know what they have 
purchased and what’s being used in real time

• Your products are registered to the Virtual 
Account and checked for compliance

• Licenses are not tied to a product 
instance/node

• There are no PAK/license files on the 
product, making activation simpler and 
quicker 
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New in CCX 12.5

• Smart Licensing Integration

• Finesse Failover Improvements

• Cloud Connected Analyzer 

• Health Check Utility

HEADLINE
Enhance your on-premises contact center 
with cloud innovation without abandoning 
your current contact center investments.

Covered in 
BRKCCT-2807

Why It Matters
This release demonstrates our continual 

commitment to invest in our on-premises 
platforms, by enabling connectivity and 

integration to Cisco’s latest contact center 
technology acquisitions via the cloud.
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The UCCX Health Check
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Alerts – services, 
database

Sizing violation 
indicators

General System 
Health

• Detailed report with errors and 
suggestions to fix

• Report available for TAC 
• Dashboard – in the works
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Why It Matters
This release demonstrates our continual 

commitment to invest in our on-premises 
platforms, by enabling connectivity and 

integration to Cisco’s latest contact center 
technology acquisitions via the cloud.

HEADLINE
Enhance your on-premises contact center 
with cloud innovation without abandoning 
your current contact center investments.

New in CCX 12.5

• Smart Licensing Integration

• Finesse Failover Improvements

• Cloud Connected Analyzer 

• Health Check Utility

• Advanced Supervisor Improvements

• Security Improvements

• OS Agnostic Script Editor

• Finesse Enhancements

• Webex Experience Management
• Edit Call Variables
• Short Cut Keys
• New Finesse APIs
• Drag/Drop/Resize Gadgets
• Admin Layout Improvements
• Other Enhancements 

• Webex Experience Management: 
Integration to on-premises contact center 
brings ability to capture customer feedback, 
and present scores to agents and 
supervisors via Finesse desktop.
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New in CCX 12.5

• Smart Licensing Integration

• Finesse Failover Improvements

• Cloud Connected Analyzer 

• Health Check Utility

• Advanced Supervisor Improvements

• Security Improvements

• OS Agnostic Script Editor

• Finesse Enhancements

• Webex Experience Management
• Edit Call Variables
• Short Cut Keys
• New Finesse APIs
• Drag/Drop/Resize Gadgets
• Admin Layout Improvements
• Other Enhancements 

WALK IN LABS ONLY OPEN UNTIL 1PM TODAY

• LABCCT-2184   UCCX Security (SRTP + secure 
JTAPI)

• LABCCT-1186   Finesse Features
• LABCCT-1125   UCCX Health-Check
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Complete your 
online session 
survey • Please complete your session survey 

after each session. Your feedback 
is very important.

• Complete a minimum of 4 session 
surveys and the Overall Conference 
survey (starting on Thursday) to 
receive your Cisco Live t-shirt. 

• All surveys can be taken in the Cisco Events 
Mobile App or by logging in to the Content 
Catalog on ciscolive.com/emea.

Cisco Live sessions will be available for viewing on 
demand after the event at ciscolive.com. 
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Continue your education
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Related sessions

Walk-in labs
Demos in the 
Cisco campus

Meet the engineer 
1:1 meetings



Thank youThank you
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Digital Channel 
Workflows in 12.0
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Digital Channel Workflow - Triggers
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Email

When Email is Presented

When Email is Read

When Email is Discarded

When Email is Replied

When Email is Forwarded

When Email is Requeued

Chat

When Chat is Presented

When Chat is Accepted

When Chat is Handled

When Group Chat is Declined

When Leaving Group Chat
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Email

Digital Channel Workflow - Triggers
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Media Type + Trigger + Condition Requirements = Action to be Performed
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Digital Channel Workflow - Triggers
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Media Type + Trigger + Condition Requirements = Action to be Performed

Chat
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Digital Channel Workflow - Example
If an emergency 

email to the 
Disaster_email

queue is 
discarded

SMS a 
message to 

the supervisor 
cell number

A 
Disaster_email

with subject 
Emergency 
has been 
deleted

179
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Troubleshooting Desktop Chat
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Sign-In Troubleshooting

• IM&P Servers are not 
reachable

• Certificates not 
accepted

Invalid Username 
or password

Same user signed 
in to another 
Desktop chat

Username is not 
in valid format

• User is not 
configured on IM&P

• IM&P Cisco XCP 
Authentication 
Service may be 
down



System Monitoring Tools -
CUIC
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Utilization Monitoring – Call Handling
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CUIC provides stock reports for this:

• Application Performance Analysis report

• Application Summary Report

• Aborted and Rejected Report
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Utilization Monitoring – Aborted and Rejected Calls
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Cause Codes :

• Reject - TRIGGER_MAX_SESSION

• Reject – NO_CHANNEL_LICENSE

• Aborted - Too many transfer failures

• Aborted – Max Steps Executed (1000)

Aborted Contacts - Exception occurred in the script workflow –
ABORT!

Rejected Contacts - System reached maximum capacity –
REJECT!

Reports give helpful contact 
details and exact timestamps!
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STATE LOG pattern DESCRIPTION

RECEIVED Call.Received Call was received at a configured CTI Route Point

ASSOCIATED Call.Associated An available CTI port was assigned.

ACCEPTED Call.Accepted Call was routed to available CTI port

REJECTED Call.Rejected Call failed to be routed to a port

ATTRIBUTED Call.Atrributed An application task was invoked to handle this call

ANSWERED Call.Answered Call was answered by the application (Accept Step)

ABANDONED Call.Abandoned Call was dropped by the caller or CTI port during consult

DISCONNECTED Call.Disconnected Call was terminated by the application

TRANSFERRED Call.Transferred Call was successfully transferred by the application

ABORTED Call.Aborted Call was terminated prematurely

Call States - Reference
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UCCX Call Flow – Call End from Finesse 
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CCX Engine
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CCX Notification
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CTI Server

Media
Driver Subsystem 
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Cisco 
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HTTP
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Platform DB
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Rejected/Aborted Cause Codes:

ID Name Description
2 CHANNELS_BUSY Channels are all busy

3 NO_ROUTE No Route
4 RESOURCE_OUT_OF_SERVICE Resource is out of service

5 RESOURCE_BUSY Resource is busy

6 RESOURCE_NOT_ACKNOWLEDGING Resource is not acknowledging

7 RESOURCE_INVALID Resource is invalid

8 UNKNOWN Unknown

9 UNCAUGHT_EXCEPTION Too many transfer failures

10 CONTACT_NOT_OFFERED Contact was not offered

11 RESOURCE_FORWARDING Resource is forwarding

12 RESOURCE_DISCONNECT Resource disconnected

13 NO_TRIGGER No Trigger

14 TRIGGER_TIMEOUT Trigger timeout

15 TRIGGER_FAIL Trigger failure

16 TRIGGER_MAX_SESSION Trigger max session

17 SETUP_TIMEOUT Setup timeout

18 SETUP_FAIL Setup failure

19 REMOTE_TIMEOUT Remote timeout

20 CHANNELS_NOT_READY Channels are not yet ready

21 NO_CHANNEL_LICENSE No channel license

22 SOFTWARE_ERROR Software error

23 INTERRUPTED Interrupted
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Log Map

RTMT Choice Folder Files What does it have ?
How do you enable 

detailed tracing?

CCX Notification Service 
/opt/cisco/desktop/

logs/openfire

debug
Debug output is 

logged here when 
enabled in CLI

utils uccx notification-
service log enable

error Error level messages

info
Informational level 

messages

openfireservice
Openfire startup and 
shutdown messages.

stdout
by default shows 

successful AXL auth 
with user/pw

warn Warn level messages
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Log Map

RTMT Choice Folder Files What does it have ?
How do you enable detailed 

tracing?

CUIC Reporting Service

/opt/cisco/cuic/cuicsrvr/logs

catalina.out ?

Cisco Unified CCX 
Serviceability              Note: 

Cluster_Mgr to enable 
debugging for JMS. JMX 

port is 12350.

host-manager empty by default

localhost ?

localhost_access Live Data/gadget calls

manager ?

/opt/cisco/cuic/logs/cuic

CCBU-cuic

All trace output for CUIC 
Reporting Service based 

on CCX Sericeability 
configuration

Error-cuic
Error level messages for 
CUIC Reporting Service

mmca-install.log
CUIC data migration 

events triggered by switch 
version

CUIC Serviceability Service /opt/cisco/cuic/logs/jmx JMX-INFO ?

Cisco Unified Cluster View Daemon /opt/cisco/uccx/log/MCVD C*MCVD*.log

The CVD logs include the 
internodal activity as well 
as JMS Broker Service 

activity.

Cisco Unified CCX Engine Service /opt/cisco/uccx/log/MIVR C*MIVR*.log

UCCX Engine activity is 
logged here. This includes 

all of the subsystems 
under the Engines control.

Cisco Unified CCX Administration Service /opt/cisco/uccx/log/MADM C*MADM*.log
UCCX Administration 
interface actions are 

logged here.
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Finesse Log Map

RTMT Choice Folder Files What does it have ?
How do you enable 

detailed tracing?

Cisco Finesse

/opt/cisco/desktop/logs/webservices

Error-Desktop-webservices.2013-11-
20T14-18-30.806.startup.log

Finesse Tomcat service 
logs. Has XMPP interaction 

with Notification service 
(openfire) and intreraction 

with UCCX Engines CTI 
Server.

Trace levels are not 
configurable.

Desktop-webservices.2013-11-27T12-
37-17.090.log

/opt/cisco/desktop/logs/realm
realm

Finesse attempts to 
validate user creds via axl 
with cucm, and establish 
Bosh tunnel with openfire

/opt/cisco/desktop/logs/desktop Container-desktop.2013-11-20T14-18-
14.799.startup

Finesse Admin logs

/opt/cisco/desktop/logs/db online.phx DB logs

phx_repl_output_util.log DB Replication setup logs

/opt/cisco/desktop/logs/admin Container-admin.2013-11-20T14-18-
10.661.startup

Finesse Admin logs

/opt/cisco/desktop/finesse/logs
catalina.out Finesse Tomcat logs

localhost_access_log Finesse Admin logs

/opt/cisco/uccx/log/AXL AXLClient
UCCX AXL Authentication 

events

/opt/cisco/desktop/logs/clientlogs
Desktop-

ClientLog.<agentID>.<day/time>.log

Logs pushed by agents 
using the Send Error 

Report function
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