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QUESTION 1

In a Cisco Unified Contact Center Enterprise deployment, calls are unable to reach the Cisco Unified IP IVR for
prompting or queuing. Which three tools and logs would be most useful in troubleshooting this problem? (Choose
three.)

A. Cisco Unified Communications Manager PG PIM Log

B. VRU PG PIM Log

C. Cisco Unified IP IVR MIVR Log with SS_TEL and LIB_ICM tracing turned up

D. CTI OS Log with Agent State Trace turned up

E. Cisco Unified Communications Manager PG OPC Log

F. Cisco Unified ICM Router Log Viewer

Correct Answer: BCF

QUESTION 2

Refer to the exhibit. In a Cisco Unified Contact Center Enterprise deployment, an agent is having trouble logging in to
the system. In reviewing the CTI OS log file, the error message has been found in the log. What is the likely cause of
this error?

10:34:21 CTIOS1l-ctios Trace: CSystemEvent::DecodeMessage Begin, Packet Tength 34

10:34:21 CTIosl-ctios Trace: SYSTEM_EVENT received: PGStatus:0, ICMCentralcCont-ollerTime:1207060713
SysTemEventID:1l0 Argl:5000 Arg2:4254567295 Arg3:0 Text:(nJal1)

10:34:21 CTIOS1l-ctios Trace: »» CG: [SYSTEM]tEVT: eSystemEvent( eSysInstrumentoutofservice )

10:34:21 CTIOSl-ctios Trace: CserviceBroker::HandleSystemEvent(). ZRROR - No AjentInstrument provided in
SYS_IMNSTRUMENT _COUT_OF/BACK_TIN_SERVICE

A. The agent\\'s phone is not associated with the PG User.

B. The agent\\'s password was typed incorrectly or is not valid.

C. The agent\\'s CTIOS client is running a lower version than the CTIOS on the Peripheral Gateway.
D. The client cannot communicate with the CTIOS on port 42028.

Correct Answer: A

QUESTION 3
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 33117
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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 4

In the Cisco Unified Contact Center Enterprise solution, which command should be entered at the command prompt to
invoke the Cisco Unified ICM Support Tools command-line version of the "Log Collection Utility" in interactive mode?

A. lct

B. lcutil

C. leutility

D. Ictool

E. supporttoolslogcollection

Correct Answer: D

QUESTION 5

To use the Cisco Unified ICM dumplog utility to gather the Call Router\\'s MDS log from Monday, March 10, 2008,
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beginning at 9:30, and to ensure that you do not get binary data in the log, which command line syntax would you use?
A. dump mds /bt 09:30 /nobinary /o

B. dumplog mds /bd 03/10/2008 /9:30 /o

C. dumplog mds /bd 03/10/2008 /bt 09:30 /nobin /o

D. dumplog /bd 03/10/2008 /bt 09:30 /nobin /o

Correct Answer: C

QUESTION 6

Refer to the exhibit. An agent in a Cisco Unified Contact Center Enterprise system is reporting that the system is
automatically changing the agent\\'s state from "Ready" to "Not-Ready" for no apparent reason.

In the Cisco Unified Communications Manager configuration, the default Calling Search Space for the CTI Ports and
CTI Route Points is "Calling Party."

Given the log file and Cisco Unified Communications Manager configuration, which option is the most likely cause of the
failure?

Accepting call for CTI Route Point: 1208 on CTI Pors 1332, ciscoCause=s1 21817 Apr 0 2002:42.001 COT %MIVR-35_TEL-7-UINK:Call accepte
JTAPICalCortact[ic=122 implid=1052 514 inbound=true, App name=EBUR_TR1 fask=null sess on=200000000%6 e

AL =0,60=120%,0n =120, cgn=62096 531 95 ani=nul, dnis=null lid=null atype=REDIRECT ri=4901 ,0cn=#2233651 72 route=RF [num=1202], TP=13
REDIRECT_FAILED:Redirect filed: Al Call ids=CalllD;122 Mediald: 1052614 Task F2000000315, Extension=613:372 Exception=com.cisco.jtapi.n
Fequest failed becausze of an invalid destination. ,Falure reason= CTIER?_REDIRECT_CALL LIMKNOWN_DESTIMATION=(xEcco003d 21 220: A
COT %MNF-55_TEL-3-EXCEPTIOMNcom.cisco. jtapl. nvalid Party Exceptionlmpl: Request failed because of an invdid destination.

A. The agent walked away from the desk without putting him or herself into "Not Ready."To resolve this issue instruct
the agent to put his or her phone in a "Not Ready" state before leaving the workstation.

B. The error is caused by a Cisco Unified Communications Manager Calling Search Space mis- configuration.The
Calling Search Space of the CTI Route Point 1208 needs to have the agent\\'s extension 613373 in Cisco Unified
Communications Manager.

C. The error is caused by a Cisco Unified Communications Manager Calling Search Space mis- configuration.The
Calling Search Space of the calling device needs to have the agent\\'s extension 613373 in Cisco Unified
Communications Manager.

D. The agent\\'s extension 613373 is not associated with the IP-IVR JTAPI/CTI user in Cisco Unified Communications

Manager.From the Cisco Unified Communications Manger Administration > User; add extension 613373 as a controlled
device.

Correct Answer: C

QUESTION 7

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

Select and Place:
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| Drag the Cisco Unified ICM Script Editor node on the left to its function on the right.

Usedto direct Routing Script execution to its active

. D|§r,_e_f‘; Label output cannection

lUsec to search best matches with Start with first
target or Start with Next target options

Distriaute

Used to return mutiple Labels toa routing client

Used to define the set of skill groups that can receive
the contact

Usedto allocate contacts among te targets based
on current information about each target

e _ Used to combine the functionality of selecting targets
L e = by rules, distributing contacts to targets

Select and Place:

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

Usedto direct Routing Script execution to its active
output connection

lUsec to search best matches witht Start with first
target or Start with Next target options

Used to return mutiple Labels toa routing client

Used to define the set of skill groups that can receive
the contact

Usedto allocate contacts among te targets based
an current information abolt each target

o ; lUsed to combine the functionality of selecting targets
s i by rules, distributing contacts to targets

Correct Answer:
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| Drag the Cisco Unified ICM Script Editor node on the left to its function on the right.

QUESTION 8
Drag and drop the available Cisco Unified IP IVR on the left to its function on the right.

Select and Place:

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

_owleyel Unified ChW Communications

Script Editor

Cluszer Framewark:

e
Archieve Tool
- e
"""" Worlflow Application Frameiworle
,,,,,,,, MERT e

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

o _ MIVR

QUESTION 9

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.

Trace: Device TargetPreCalling: Prelock: RTRCalKey=142408 2062 NTID: 0 digled number=10200 CED= ASTID=5203

Trace: Device TargetPreCallind: 2ostlock: ETRCAIKey=14840% 2062 ASTIC: 5203 NTID: O Ext: 21186

Trace: AddPreRouted Call: Inst: M2112€ Created By PreCall: T PeriphClD: -1 Queue Count: 1 Fouter CallKey=(14240& 52082
Trace: TelephonyDtiver::ProcessCETAROUle Belect: crossRefiD=4626%, ETRCalKey=14240% 2062, [abel 21126 cal|D=50352922

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 10

In the Cisco Unified Contact Center Enterprise solution, the Cisco Unified ICM Script Editor Agent-to- Agent Node is
used to send calls between agents in the system. Which item is not applicable to the Agent- to-Agent Node usage?

A. When selecting an agent by "Peripheral Number," an expression is required.
B. When selecting an agent by "Enterprise Name," an expression is required.
C. An agent may be selected by Peripheral Number, Enterprise Name, or Skill Target ID.

D. When the "Node fails if agent is unavailable" option is checked, the specified agent must be in a Ready state for the
"success" branch of the node to be executed.
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E. When the "Node fails if agent is unavailable" option is not checked, the "success" branch of the node is executed and
the Cisco Unified ICM Call Router sends the call if the Call Router finds a valid label for the agent.

Correct Answer: B
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