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QUESTION 1

In a Cisco Unified Contact Center Enterprise deployment, which three traces would you apply for a Cisco Unified
Communications Manager PIM in the Cisco Unified ICM PROCMON tool? (Choose three.)

A. trace *low* /on

B. trace csta* /on

C. trace *event /on

D. trace closedcalls /on
E. trace precall /on

F. trace routing /on

Correct Answer: BCE

QUESTION 2

To use the Cisco Unified ICM dumplog utility to gather the Call Router\\'s MDS log from Monday, March 10, 2008,
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 3
Refer to the exhibit. In the Cisco Unified Contact Center Enterprise solution, the Cisco Unified ICM Script Editor

provides a "Monitor Mode" that is useful in understanding how calls are being handled in real time. Given the screen
capture, which two states describe the calls handled by this Call Routing Script? (Choose two.)
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Queue to Skill Group.

CallCER=2

*

A. Thirty calls are currently in queue for the "Gold" Skill Group.
B. Three calls failed the Queue to Skill Group Node because no "Gold" agents were logged in.
C. Agents in the "Gold" Skill Group were immediately available for 20 calls.

D. Four calls remained in queue on the Cisco Unified IP IVR waiting for available agents and heard the prompts played
by the "gmsg" script.

E. "CCM1_1"is the Media Routing Domain of the "Gold" Skill Group.

Correct Answer: BC

QUESTION 4

In the Cisco Unified Contact Center Enterprise Solution, "Translation Route to VRU" node in the Cisco Unified ICM
Script Editor has several options that can be used for intelligent routing. Drag and drop the option on the left to its
function on the right.

Select and Place:
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In the Cisco Unified Contract Center Enterprise Solution, "Translation Route to VRU" node in the Cisco Unified ICM Script
Editor has several options that can be used for intelligent routing. Drag and drop the option on the left to its function on the
right.

e o A formula that must evaulate to "true" for the Cisco
Raute e Unified ICM to be able to use this target when the

e e node executes

G e A forriula that determines which of the targets is
- selected

The route to send the call for initial VR processing if
the target is selectec

A route to send the call if this targat s selected

Select and Place:

In the Cisco Unified Contract Center Enterprise Solution, "Translation Route to VRU" node in the Cisco Unified ICM Script
Editor has several options that can be used for intelligent routing. Drag and drop the option on the left to its function on the
right.

e - A formula that must evaulate to "true" for the Cisco
Raoute e Unified ICM to be able to use this target when the

""" Dome e node executes

G S A forriula that determines which of the targets is
- selected

The route to send the call for initial VEL processing it
the target is selectec

A route to send the call if this target is selected

Correct Answer:
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In the Cisco Unified Contract Center Enterprise Solution, "Translation Route to VRU" node in the Cisco Unified ICM Script
Editor has several options that can be used for intelligent routing. Drag and drop the option on the left to its function on the
right.

A route to send the call if this targat 15 selected

QUESTION 5
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
output connection

. . Divertlabsl

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

Distrioute

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

Used to combine the functionality of selecting targets
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

IUsed to combine the functionality of selecting targets
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 6

Refer to the exhibit. In a Cisco Unified Contact Center Enterprise deployment, Agent 180020 using the Cisco Unified
Communications Manager IP Phone with Extension 7220 is unable to log in to the system.

Given the configuration in the exhibit, what changes need to be made to allow this agent to log in?
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ICM Config M -Agent Expl - Agent 180020 Inf
UC Manager - Agent Phone Device (Ext 7220) Screen Shot: Gl e e
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Reaqistration Reqistered with Cisco Unified Communications Manager 66.118,13<.2 e IAd‘,’anCE:_lI Skill group mﬁmbmh’lbl Supewisorl
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UC Manager - Device Assocations for JTAPI/CTI User: IPIVRuser
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SEP99993501E936 ? [.]] Device target
SEPOOO7S0Z7BCIE l—E‘F"
Queus_7380 [2] Labe]
Queue_ 7381

Click o an item toedit or view its contents.
Wz e ol Dt Lo cieale e ilens.

A. Add the agent\\'s device (IP Phone) to the Controlled Devices for PGuser JTAPI/CTI Application User using Cisco
Unified Communications Manager Administration.

B. Add Agent 180020 to the "Sales" skill group to allow the system to route calls to the agent.

C. Add the agent\\'s device (IP Phone) to the Controlled Devices for IPIVRuser JTAPI/CTI Application User using Cisco
Unified Communications Manager Administration.

D. Add the Role "Standard Presence User" to the PGuser configuration using Cisco Unified Communications Manager
Administration.

Correct Answer: A

QUESTION 7

Refer to the exhibit. In this Cisco Unified Contact Center Enteprise system design:

All calls come into the US Data Center for treatment or queuing in a local Cisco Unified IP IVR Agents are located in a
call center in the US and India and there are also Mobile Agents in their local countries using "nailed-up" connections
via the local PSTN All agents are using CTI OS for their agent desktop, using a specific connection profile to define the

appropriate silent monitoring method for their location

In this design, a Supervisor in the US wants to monitor agents in India. What are the possible combinations that will

Latest 642-243 Dumps | 642-243 PDF Dumps | 642-243 Practice Test 8/11


https://www.pass4itsure.com/642-243.html
https://www.pass4itsure.com/642-243.html
https://www.pass4itsure.com/642-243.html

. VCE & PDF https://www.pass4itsure.com/642-243.html|
a 2024 Latest passditsure 642-243 PDF and VCE dumps Download
== / PassditSure.com

allow that to happen? (Choose two.)

] Vi AN T
“\_ i

India Call Center

PRIy

Mobile Agent Mobile Agemt

India Mobile Agents

A. The Supervisor logs in using the "Desktop Monitoring" profile and can monitor any CTl OS agent in India.
B. The Supervisor logs in using the "Desktop Monitoring" profile and can monitor the Mobile Agents in India.

C. The Supervisor logs in using the "Desktop Monitoring" profile and can monitor the internal or local Call Center Agents
in India.

D. The Supervisor logs in using the "India-CTI OS Silent Monitor Server" profile and can monitor any CTl OS agent in
India.

E. The Supervisor logs in using the "India-CTI OS Silent Monitor Server" profile and can monitor the Mobile Agents in
India.

F. The Supervisor logs in using the "India-CTIl OS Silent Monitor Server" profile and can monitor the internal or local Call
Center Agents in India.

Correct Answer: CE

QUESTION 8

In a Cisco Unified Contact Center Enterprise system, external callers being queued on the Cisco Unified IP IVR are
reporting voice quality issues with the Cisco Unified IP IVR prompts as being "choppy." Which two actions would be
helpful in finding the problem? (Choose two.)

A. Check that the codec configuration matches between the voice gateway configuration on the Cisco Unified
Communications Manager, and the codec configured on the Cisco Unified IP IVR/CRS server.

B. Trace the voice path of a problem call through the network, collecting and analyzing traffic from the voice gateway
and Cisco Unified IP IVR/CRS server.

C. Enable Performance Monitor counters on the Cisco Unified IP IVR/CRS server to monitor CPU and memory usage.
D. Collect JTAPI logs from the Cisco Unified IP IVR to investigate any errors with the call control messages.

E. Verify the MTP resources that are available in Cisco Unified Communications Manager for this call flow.
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Correct Answer: BC

QUESTION 9

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?

=77
-—-’.?3' Accept (--Triggering Cortact--)
—@ BusinezsHours = Get Enterprize Call Info (--Trigeering Contact--, -- Call Peripheralyariable? --, -- All -]
i—_i--Hﬂ If iBusinezsHours == "Y'EZ"] Then

E—'ﬂ& True

!—Eﬁ' Goto PlayPromet
E-1E Faise
I--ﬁ' Gaoto. OFfHoUrS

—[@}3' Play Fromgt (--Triggering Sontact--, SPIICMICk S ayOnline])
T S Flay Masic for 30 secondz Ay
=2 Call Hold (--Triggering Contact--)
= E Delay 30 sec
—&' Puaylaitdnnownce:
—E Call Unhiold {--Triggering Contact--)
—EQIE' Play Prompt (--Triggering Zortact--, SPICMIChI a4k ext Avail])
=== Call Huld (--Trigyerinng Cunlacl--)
= E Delay 60 2&c
—@ Foto Playldiaitdnnownce
—65(' PlavPramol
—&' CFHours!
—F@' Play Prompt (--Triggering Contact--, SP[SMNUgoodkye])
— B Endlabel;

— A% Erd

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 10

In the Cisco Unified Contact Center Enterprise system, there are several key utilities and commands that can be used to
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verify the state of a logged in agent. Which two of these tools or lines of syntax should be used to perform this test?
(Choose two.)

A. C:\>rttest /cust UCCE /node RouterARTTEST Release 7.0.0.0 , Build 14833rttest: list_agent_status /agent 5001
B. C:\>rttest /cust UCCE /node RouterARTTEST Release 7.0.0.0 , Build 14833rttest: agent_status /agent

C. C:\>opctest /cust UCCE /node PG1AOPCTEST Release 7.0.0.0 , Build 14833opctest: list_agents

D. C:\>procmon UCCE PG1A pim1>>>>pim_list_agents

E. C:\>opctest /cust UCCE /node PG1AOPCTEST Release 7.0.0.0 , Build 14833opctest: dump_agents 5000 /agent
67172900

Correct Answer: BC
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