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QUESTION 1

Refer to the exhibit. In the distributed Cisco Unified Contact Center Enterprise design with multiple Cisco Unified
Communications Manager clusters as shown in the exhibit, what is the impact if Agent 2551 transfers a call, routed to
that agent by Cisco Unified CCE, directly to Agent 1233 using the agent extension 3311? 

A. Agent 1233 could get an ACD call routed by Cisco Unified CCE on extension 3311. 

B. Cisco Unified CCE would reject the transfer across the intercluster trunk automatically. 

C. Agent 1233 would get the call, but without any screen pop or CTI data. 

D. Cisco Unified CCE provides cradle-to-grave reporting on the call once it is sent to Agent 1233. 

E. The call would only work if both agents were using either CAD or CTI OS desktops. 

Correct Answer: C 

 

QUESTION 2

Drag and drop the available Cisco Unified IP IVR on the left to its function on the right. 

Select and Place: 



Correct Answer: 

 

 

QUESTION 3

Common configuration elements occur across Cisco Contact Enterprise solution components. Drag and drop the Cisco
Unified ICM configuration elements on the left to the matching Cisco Unified Communications Manager and IP IVR
configuration elements on the right. 

Select and Place: 



Select and Place: 

Correct Answer: 



 

 

QUESTION 4

Refer to the exhibit. In a Cisco Unified Contact Center Enterprise deployment, calls are failing during the Translation
Route to the Cisco Unified IP IVR. Review the MIVR log file and select the most possible reason for this failure. 

A. There are not enough Sessions configured on the JTAPI Trigger configuration of the Cisco Unified IP IVR. 

B. There are not enough Channels configured in the Cisco Media Group of the Cisco Unified IP IVR. 

C. There are not enough CTI Ports configured in the CTI Port Group of the Cisco Unified IP IVR. 

D. The CTI Port\\'s Partition is not in the Calling Search Space of the JTAPI Trigger in the Cisco Unified IP IVR. 

Correct Answer: C 

 

QUESTION 5

Drag and drop the Cisco Unified ICM Support Utility on the left to its function on the right. 



Select and Place: 

Select and Place: 

Correct Answer: 



 

 

QUESTION 6

Refer to the exhibit. In the Cisco Unified Contact Center Enterprise solution, there are a number of different log files that
are generated by different components and processes in the solution. Identify the specific process that generated the
log file. 

A. CTI OS (Server) 

B. CTI OS (Client) 

C. JTAPI Gateway (jgw) 

D. UC Manager PIM (Enterprise Agent PIM) 

E. ICM Call Router (rtr) 

Correct Answer: D 

 

QUESTION 7

In addition to enabling tracing in the Cisco Unified IP IVR, what additional trace files would be helpful in troubleshooting



calls that are being dropped in the Cisco Unified IP IVR for the Cisco Unified Contact Center Enterprise solution?
(Choose two.) 

A. Cisco Unified Communications Manager > CM Services > CM Services > Cisco CallManager > Debug Trace Level
set to Detailed 

B. Cisco Unified Communications Manager > CM Services > CM Services > Cisco CallManager > Debug Trace Level
set to Error 

C. Cisco Unified Communications Manager > CTI Services > SDI > Debug Trace Level set to Error 

D. Cisco Unified Communications Manager > CTI Services > Cisco CTIManager > Debug Trace Level set to Detailed 

E. Cisco Unified Communications Manager > CM Services > Cisco CTIManager > Debug Trace Level set to Detailed 

Correct Answer: AE 

 

QUESTION 8

Drag the Cisco Unified ICM Script Editor node on the left to its function on the right. 

Select and Place: 

Select and Place: 



Correct Answer: 

 

 

QUESTION 9



Refer to the exhibit. In a Cisco Unified Contact Center Enterprise system, callers have reported that their calls are
dropping intermittently without hearing any greetings or queue music. At times they are able to hear Cisco Unified IP
IVR 

prompts but are then dropped before connecting to an agent. 

The Cisco Unified Communications Manager is configured as follows for this deployment: 

All CTI Route Points that make requests to Cisco Unified ICM have names that start with "IPCC." 

All CTI Route Points used for Cisco Unified ICM Translation Routing to the Cisco Unified IP IVR are named starting with
"Trans." 

All CTI Ports used by the Cisco Unified IP IVR are named starting with "CTI." 

All Agent Phones are named starting with "SEP." 

There is concern about how these devices are associated in the Cisco Unified Communications Manager configuration.
The device associations for the PGuser and IVRuser are shown in the exhibit. 

Given the problem and the current device associations, what two things might be causing these call failures? (Choose
two.) 

A. "Enable CTI Application Use" is not checked on the PGuser and IVRuser configurationoptions 

B. The Peripheral Gateway and Cisco Unified IP IVR do not use the PGuser nor IVRuser Cisco Unified Communications
Manager user accounts 

C. CTI_1300 and TransRtPT3 should not be associated with the PGuser Cisco Unified Communications Manager user
account 

D. All devices should be associated with both the PGuser and IVRuser Cisco Unified Communications Manager user
accounts 

E. The Agent IP Phone 3001 should not be associated with the IVRuser Cisco Unified Communications Manager user
account 

F. The problem is not with the configuration. The Cisco Unified Communications Manager database subscription is
broken on subscribers 

Correct Answer: CE 

 

QUESTION 10

Refer to the exhibit. In a Cisco Unified Contact Center Enterprise call flow, the Cisco Unified IP IVR application is used
to queue calls during business hours, or plays the system generated "goodbye" prompt. In testing this call flow, all
callers are hearing the "goodbye" prompt, even during business hours. In order to correct this error, which Cisco Unified



IP IVR step needs to be moved in the flow shown in the exhibit? 

A. Get Enterprise Call Info step 

B. If step 

C. Play Prompt ("goodbye") step 

D. Play Prompt ("ICMStayOnline") step 

E. Label ("PlayPrompt:") step 

Correct Answer: E 

 

QUESTION 11

Refer to the exhibit. The Cisco Unified Communications Manager Peripheral Gateway is unable to connect and activate
the link to Cisco Unified Communications Manager. Review the log file from the Cisco Unified Communications Manager
JTAPI Gateway. What are two possible causes of this failure to connect? (Choose two.) 



A. The Cisco Unified Communications Manager is not reachable on the network. 

B. The JTAPI Gateway\\'s configuration of the Cisco Unified Communications Manager Publisher IP Address is invalid. 

C. The JTAPI Gateway\\'s configuration of the JTAPI User ID (ccm1pguserX) does not match with the Cisco Unified
Communications Manager\\'s preconfigured ID. 

D. The JTAPI Gateway version is not compatible with the Cisco Unified Communications Manager version and needs to
be downloaded again from the Plug-in page in Cisco Unified Communications Manager. 

E. The Cisco Unified Communications Manager\\'s CTI Manager service is not enabled. 

F. The JTAPI Gateway\\'s configuration of the JTAPI User Password does not match the Cisco Unified Communications
Manager\\'s preconfigured password. 

Correct Answer: CF 

 

QUESTION 12

Refer to the exhibit. Given the highlighted error message in the Cisco Unified ICM Call Router Log Viewer, what is the
most appropriate configuration change to make to avoid the error? 



A. Create a Device Target and Label for the Dialed Number (CTI Route Point). 

B. Configure a default Label for the Dialed Number or update Cisco Unified ICM Routing Scripts to avoid "End" Nodes
without Labels. 

C. Use a Divert Node in the Cisco Unified ICM Routing Script for that Dialed Number. 

D. Associate the Cisco Unified Communications Manager CTI Route Point for the Dialed Number to the JTAPI User. 

Correct Answer: B 
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