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Cisco UCCX / UCCE / PCCE Integration With Salesforce

Contact Center Agent with SFDC

HTTPS

HTTP/HTTPS Cisco API

SIP/SCCP

UCCX/UCCE

Unified Contact Center Express

Unified Contact Center Enterprise

Packaged Contact Center Enterprise

Agent Login & Other State Control

Display of Current Agent State in Real Time

All Call Variables value collected by CVP/IP-

IVR

Salesforce (SFDC) CRM Screen-pop based on

customer request (i.e. based on Account No.,

Policy No. or Mobile No.)

After Call record (Task, Account, Contact,

Leads etc.) can be created as per customer

requirement in Salesforce

Call Controls features like Click-To-Call,

Answer, Hang-up, Hold/Resume, Transfer.
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MARS SFDC UCCX/UCCE Connector

SFDC on Cloud



After Login, Agent Current State

will be “Not Ready”

Agent can set their state with

Reason Code

If there is any state change on

Finesse that will reflected on

Salesforce

Agent logged-in duration
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Screen-pop On Inbound Call

On Inbound Call, Salesforce contact

screen will be opened automatically

Agent can answer call from Salesforce

soft phone screen

Hold/Resume,Transfer,disconnect call

control features

Call duration

All CVP/IP-IVR collected data in

Salesforce

After call, activity/task with call details

will be created in Salesforce. Additional

data can be stored as per customer

requirements
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After call answer



Outbound call – Clickk2Dial

Manually dial out a typed

number

Click2Dial any contact’s number

to initiate a outbound call

Agent can hold/resume, transfer

outbound call from Salesforce

screen

After call, activity/task with call

details will be created in

Salesforce

www.parsec-tech.com



System Requirements

Hardware Requirements
Parsec’s application with all dependency software will be deployed on independent 

application server and communicate with Cisco Contact Center solution.

The agent PC (SFDC user),application server, Cisco CUCM/UCCX/UCCE/PCCE & Cisco IP 
Phones(Agent’s Phone) should be in the same enterprise network 

Following are the application server system specification
Intel Dual Core Xeon 2.3 +

RAM : 8 GB+,HDD : 70 GB+

OS : Win Server 2012 R2 64 Bit

VMware supported

Server IP Address should be static
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System Requirements….

Software Requirements

JAVA JRE 1.8

Tomcat 8

MySQL Database 5.7

Cisco CUCM 10.x/11.x

Web browsers supported

Internet Explorer 10+

Chrome

Cisco Endpoints / IP Phones

Cisco Jabber Windows Client used by agents should support Cisco JTAPI

All the Cisco IP Phones which are supported By Cisco JTAPI 
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