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About this Book and the Library

The NetIQ AppManager product (AppManager) is a comprehensive solution for managing, 
diagnosing, and analyzing performance, availability, and health for a broad spectrum of operating 
environments, applications, services, and server hardware.

AppManager provides system administrators with a central, easy-to-use console to view critical 
server and application resources across the enterprise. With AppManager, administrative staff can 
monitor computer and application resources, check for potential problems, initiate responsive 
actions, automate routine tasks, and gather performance data for real-time and historical reporting 
and analysis.

Intended Audience
This guide provides information for individuals responsible for installing an AppManager module 
and monitoring specific applications with AppManager.

Other Information in the Library
The library provides the following information resources:

Installation Guide for AppManager 
Provides complete information about AppManager pre-installation requirements and step-by-
step installation procedures for all AppManager components.

User Guide for AppManager Control Center 
Provides complete information about managing groups of computers, including running jobs, 
responding to events, creating reports, and working with Control Center. A separate guide is 
available for the AppManager Operator Console.

Administrator Guide for AppManager 
Provides information about maintaining an AppManager management site, managing security, 
using scripts to handle AppManager tasks, and leveraging advanced configuration options.

Upgrade and Migration Guide for AppManager  
Provides complete information about how to upgrade from a previous version of AppManager.

Management guides 
Provide information about installing and monitoring specific applications with AppManager.

Help 
Provides context-sensitive information and step-by-step guidance for common tasks, as well as 
definitions for each field on each window.

The AppManager library is available in Adobe Acrobat (PDF) format from the AppManager 
Documentation page of the NetIQ website.
About this Book and the Library 5
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About NetIQ Corporation

We are a global, enterprise software company, with a focus on the three persistent challenges in your 
environment: Change, complexity and risk—and how we can help you control them. 

Our Viewpoint
Adapting to change and managing complexity and risk are nothing new 

In fact, of all the challenges you face, these are perhaps the most prominent variables that deny 
you the control you need to securely measure, monitor, and manage your physical, virtual, and 
cloud computing environments. 

Enabling critical business services, better and faster 
We believe that providing as much control as possible to IT organizations is the only way to 
enable timelier and cost effective delivery of services. Persistent pressures like change and 
complexity will only continue to increase as organizations continue to change and the 
technologies needed to manage them become inherently more complex.

Our Philosophy
Selling intelligent solutions, not just software 

In order to provide reliable control, we first make sure we understand the real-world scenarios 
in which IT organizations like yours operate — day in and day out. That's the only way we can 
develop practical, intelligent IT solutions that successfully yield proven, measurable results. 
And that's so much more rewarding than simply selling software. 

Driving your success is our passion 
We place your success at the heart of how we do business. From product inception to 
deployment, we understand that you need IT solutions that work well and integrate seamlessly 
with your existing investments; you need ongoing support and training post-deployment; and 
you need someone that is truly easy to work with — for a change. Ultimately, when you succeed, 
we all succeed.

Our Solutions
 Identity & Access Governance 
 Access Management 
 Security Management 
 Systems & Application Management 
 Workload Management 
 Service Management 
About NetIQ Corporation 7



Contacting Sales Support
For questions about products, pricing, and capabilities, contact your local partner. If you cannot 
contact your partner, contact our Sales Support team.

Contacting Technical Support
For specific product issues, contact our Technical Support team.

Contacting Documentation Support
Our goal is to provide documentation that meets your needs. The documentation for this product is 
available on the NetIQ website in HTML and PDF formats on a page that does not require you to log 
in. If you have suggestions for documentation improvements, click comment on this topic at the 
bottom of any page in the HTML version of the documentation posted at www.netiq.com/
documentation. You can also email Documentation-Feedback@netiq.com. We value your input and 
look forward to hearing from you.

Contacting the Online User Community
NetIQ Communities, the NetIQ online community, is a collaborative network connecting you to your 
peers and NetIQ experts. By providing more immediate information, useful links to helpful 
resources, and access to NetIQ experts, NetIQ Communities helps ensure you are mastering the 
knowledge you need to realize the full potential of IT investments upon which you rely. For more 
information, visit community.netiq.com. 

Worldwide: www.netiq.com/about_netiq/officelocations.asp

United States and Canada: 1-888-323-6768 

Email: info@netiq.com

Website: www.netiq.com

Worldwide: www.netiq.com/support/contactinfo.asp

North and South America: 1-713-418-5555 

Europe, Middle East, and Africa: +353 (0) 91-782 677

Email: support@netiq.com

Website: www.netiq.com/support
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1 1Introducing AppManager for Cisco 
Intelligent Contact Management

This chapter introduces AppManager for Cisco Intelligent Contact Management, which is now 
known as Cisco Unified Contact Center Enterprise (UCCE). UCCE provides contact routing and call 
treatment across several geographically distributed call centers over an IP infrastructure.

1.1 Features and Benefits
AppManager is designed to help you gain easy access to UCCE data, and to help you analyze and 
manage that data. AppManager for Cisco Intelligent Contact Management minimizes the cost of 
maintaining a UCCE system, aids in capacity planning, and can prevent downtime.

The module includes Knowledge Scripts to create jobs that monitor the health, availability, and 
performance of key services, applications, and the operating system. These scripts allow you to 
monitor and manage any or all of these crucial UCCE services at a depth unparalleled by any other 
solution. Each Knowledge Script can be configured to send an alert, collect data for reporting and 
perform automated problem management when an event occurs. 

The following are just a few of the features and benefits of monitoring UCCE with AppManager:

 Reduces the time you spend diagnosing and resolving UCCE issues
 Monitors and manages the data in the entire UCCE system, including the local, historical, and 

central databases, skill groups, and the Call Router
 Automates system management issues that could affect UCCE performance
 Pinpoints problems wherever they originate
 Monitors for error, warning, and informational alarms
 Provides Knowledge Scripts for day-to-day and diagnostic monitoring, including a Knowledge 

Script Group composed solely of recommended Knowledge Scripts. 

1.2 Counting AppManager Licenses
The module is licensed by the maximum number of agents logged on. For instance, if, at discovery, 
two agents are logged on, the license count is two. If, at a subsequent discovery, five agents are 
logged on, the license count is five. If the number of logged-on agents is reduced, the license count 
remains at five.
Introducing AppManager for Cisco Intelligent Contact Management 9
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2 2Installing AppManager for Cisco 
Intelligent Contact Management

This chapter provides installation instructions and describes system requirements for AppManager 
for Cisco Intelligent Contact Management, which is now known as Cisco Unified Contact Center 
Enterprise (UCCE).

This chapter assumes you have AppManager installed. For more information about installing 
AppManager or about AppManager system requirements, see the Installation Guide for AppManager, 
which is available on the AppManager Documentation page. 

2.1 System Requirements
For the latest information about supported software versions and the availability of module updates, 
visit the AppManager Supported Products page. Unless noted otherwise, this module supports all 
updates, hotfixes, and service packs for the releases listed below.

The module has the following system requirements:

Only the following AppManager modules should be installed on a UCCE server:

 Cisco ICM (qCiscoICMa4.dll)
 Dell (qdella4.dll)

Software/Hardware Version

NetIQ AppManager installed on the 
AppManager repository (QDB) computers, 
on all agent computers, and on all console 
computers

7.0 or later

Support for Windows Server 2008 on AppManager 7.x requires 
AppManager Windows Agent hotfix 71704 or later. For more 
information, see the AppManager Suite Hotfixes page.

Microsoft Windows operating system on 
agent computers

One of the following:

 Windows Server 2008 R2 

 Windows Server 2008 (32-bit and 64-bit) 

 Windows 2003 Server (32-bit and 64-bit) 

AppManager for Microsoft Windows 
module installed on repository, agent, and 
console computers

7.6.170.0 or later. For more information, see the AppManager 
Module Upgrades & Trials page.

Cisco Unified Contact Center Enterprise 
installed on agent computers

10.x, 9.x, and 8.x

Internet Information Services installed on 
agent computers

5.x or later
Installing AppManager for Cisco Intelligent Contact Management 11
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 IBM Netfinity (qnfda4.dll)
 NT (qnta4.dll)
 WTS (qwtsa4.dll)
 SQL (qsqla4.dll) 

2.2 Installing the Module
Run the module installer on the UCCE servers computers you want to monitor (agents) to install the 
agent components, and run the module installer on all console computers to install the Help and 
console extensions.

Access the AM70-CiscoICM-7.x.x.0.msi module installer from the AM70_CiscoICM_7.x.x.0 self-
extracting installation package on the AppManager Module Upgrades & Trials page.

You can install the Knowledge Scripts and the Analysis Center reports into local or remote 
AppManager repositories (QDBs). The module installer installs Knowledge Scripts for each module 
directly into the QDB instead of installing the scripts in the \AppManager\qdb\kp folder as in 
previous releases of AppManager.

2.2.1 Configuring Environments with User Account Control Enabled

For Windows environments where User Account Control (UAC) is enabled, install the module using 
an account with administrative privileges. Use one of the following methods:

 Log in to the server using the account named Administrator. Then, run the module installer 
.msi file from a command prompt or by double-clicking it.

 Log in to the server as a user with administrative privileges and run the module installer .msi 
file as an administrator from a command prompt. To open a command-prompt window at the 
administrative level, right-click a command-prompt icon or a Windows menu item and select 
Run as administrator.

2.2.2 Configuring Windows Server 2008 R2 Environments

For Windows Server 2008 R2 environments, the Cisco UCCE configuration enables the Windows 
Firewall by default. As a result, you must enter exceptions for the agent ports to enable 
communications between the agent and the management server.

To enter exceptions for the agent ports on Windows Server 2008 R2:

1. On the agent computer, open the Administrative Tools menu and select Windows Firewall 
with Advanced Security. 

2. Right-click Inbound Rules and select New Rule.
3. Select Port and click Next.
4. For the Specific local ports field, specify 9998 for the inbound port and click Next.
5. Select Allow the connection and click Next. 
6. Keep the default settings and click Next.
7. In the Name field, specify a label for the exception, such as AppManager inbound to agent, and 

click Finish.
8. Right-click Outbound Rules and select New Rule.
9. Select Port and click Next.
12 NetIQ AppManager for Cisco Intelligent Contact Management Management Guide

http://www.netiq.com/support/am/extended/modules.asp


10. For the Specific local ports field, specify 9999 for the remote port and click Next.
11. Select Allow the connection and click Next. 
12. Keep the default settings and click Next.
13. In the Name field, specify a label for the exception, such as AppManager outbound to agent, 

and click Finish.

2.2.3 Installing the Module Manually

You can install the module manually, or you can use Control Center to deploy the module to a remote 
computer where an agent is installed. For more information, see Section 2.3, “Deploying the Module 
with Control Center,” on page 13. However, if you use Control Center to deploy the module, Control 
Center only installs the agent components of the module. The module installer installs the QDB and 
console components as well as the agent components on the agent computer.

To install the module:

1 Stop the Cisco Security Agent (CSA) service on each UCCE computer on which you want to 
install the module. 

2 Run the module installer .msi file on all repository computers to install the Knowledge Scripts 
and reports. For repositories running in a clustered environment, run the setup program on the 
node that currently owns the cluster resource. 

3 Install the module on the UCCE computers you want to monitor (the agent computers). Use one 
of the following methods:
 Run the module setup program.
 Use Control Center to deploy the installation package. 

4 Run the module installer on all console computers to install the Help and console extensions.
5 Restart the CSA service on each agent computer. 
6 If you have not discovered UCCE resources, run the Discovery_CiscoICM Knowledge Script on 

all agent computers where you installed the module. For more information, see Section 2.5, 
“Discovering UCCE Resources,” on page 15.

7 Upgrade running jobs for any Knowledge Script changes. For more information, see Section 2.6, 
“Upgrading Knowledge Script Jobs,” on page 16.

After the installation has completed, you can find a record of problems encountered in the 
CiscoICM_Install.log file, located in the \NetIQ\Temp\NetIQ_Debug\<ServerName> folder.

2.3 Deploying the Module with Control Center
You can use Control Center to deploy the module on a remote computer where an agent is installed. 
This topic briefly describes the steps involved in deploying a module and provides instructions for 
checking in the module installation package. For more information, see the Control Center User Guide 
for AppManager, which is available on the AppManager Documentation page.

2.3.1 Deployment Overview

This section describes the tasks required to deploy the module on an agent computer. 

To deploy the module on an agent computer:

1 Verify the default deployment credentials. 
Installing AppManager for Cisco Intelligent Contact Management 13

https://www.netiq.com/documentation/appmanager/


2 Check in an installation package. For more information, see Section 2.3.2, “Checking In the 
Installation Package,” on page 14.

3 Configure an email address to receive notification of a deployment. 
4 Create a deployment rule or modify an out-of-the-box deployment rule. 
5 Approve the deployment task. 
6 View the results. 

2.3.2 Checking In the Installation Package

You must check in the installation package, AM70-CiscoICM-7.x.x.0.msi, before you can deploy the 
module on an agent computer. 

To check in a module installation package:

1 Log in to Control Center using an account that is a member of a user group with deployment 
permissions.

2 Navigate to the Deployment tab (for AppManager 8.x) or Administration tab (for AppManager 
7.x).

3 In the Deployment folder, select Packages.
4 On the Tasks pane, click Check in Deployment Packages (for AppManager 8.x) or Check in 

Packages (for AppManager 7.x).
5 Navigate to the folder where you saved AM70-CiscoICM-7.x.x.0.xml and select the file. 
6 Click Open. The Deployment Package Check in Status dialog box displays the status of the 

package check in. 
7 To get the updates provided in this release, upgrade any running Knowledge Script jobs. For 

more information, see Section 2.6, “Upgrading Knowledge Script Jobs,” on page 16. 

2.4 Silently Installing the Module
To silently (without user intervention) install a module, create an initialization file (.ini) for this 
module that includes the required property names and values to use during the installation.

To create and use an initialization file for a silent installation:

1 Create a new text file and change the filename extension from .txt to .ini.
2 To specify the community string required to access hardware resources, include the following 

text in the .ini file:

MO_CommunityString=string name

where string name is the name of the community string, such as public.
3 Save and close the .ini file. 
4 Run the following command from the folder in which you saved the module installer:

msiexec.exe /i "AM70-CiscoICM-7.x.x.0.msi" /qn MO_CONFIGOUTINI="full path to 
the initialization file"

where x.x is the actual version number of the module installer.
14 NetIQ AppManager for Cisco Intelligent Contact Management Management Guide



To create a log file that describes the operations of the module installer, add the following flag to the 
command noted above:

/L* "AM70-CiscoICM-7.x.x.0.msi.log"

The log file is created in the folder in which you saved the module installer.

NOTE: To perform a silent install on an AppManager agent running Windows Server 2008 R2 or 
Windows Server 2012, open a command prompt at the administrative level and select Run as 
administrator before you run the silent install command listed above.

To silently install the module to a remote AppManager repository, you can use Windows 
authentication or SQL authentication.

Windows authentication:

AM70-CiscoICM-7.x.x.0.msi /qn MO_B_QDBINSTALL=1 MO_B_MOINSTALL=0 
MO_B_SQLSVR_WINAUTH=1 MO_SQLSVR_NAME=SQLServerName MO_QDBNAME=AM-RepositoryName

SQL authentication:

AM70-CiscoICM-7.x.x.0.msi /qn MO_B_QDBINSTALL=1 MO_B_MOINSTALL=0 
MO_B_SQLSVR_WINAUTH=0 MO_SQLSVR_USER=SQLLogin MO_SQLSVR_PWD=SQLLoginPassword 
MO_SQLSVR_NAME=SQLServerName MO_QDBNAME=AM-RepositoryName

2.5 Discovering UCCE Resources
Use the Discovery_CiscoICM Knowledge Script to discover UCCE resources. Run the script on 
UCCE computers.

This Knowledge Script can discover your Cisco Central Controller database automatically if it is on 
the Admin Workstation computer. You can also provide information to guide the discovery of the 
Central Controller database if the database is on a different computer. If you did not install the 
Central Controller Database on the Admin Workstation computer, create a user on the Central 
Controller database computer.

If you delete or add a resource object, or if you make any other kind of change that might affect the 
monitoring of your resources, run the Discovery_CiscoICM Knowledge Script again to update your 
list of resource objects. In addition, if you are running this module on AppManager 8 or later, you can 
use the delta discovery feature in Control Center to run discovery on a schedule to more quickly 
detect changes to your environment. 

To discover a remote Central Controller database:

1 Create a user on the Central Controller database computer and on the computer you want to use 
to monitor the Central Controller. The user must have the same name and the same password on 
both computers. 

2 On the Central Controller database computer, grant the user read-only permission to the Central 
Controller database.

3 If you are using Windows authentication, perform the following steps:
3a On the Central Controller database computer, select Administrative Tools > Services.
3b Right-click NetIQ AppManager Client Resource Monitor.
3c In the Log on as field, specify the user name you created in step 1
3d Restart the service.
Installing AppManager for Cisco Intelligent Contact Management 15



4 If you are using SQL authentication, perform the following steps:
4a In the AppManager Security Manager utility, highlight the Central Controller database 

computer.
4b Add an entry on the SQL tab for the user you created in step 1.

5 Run Discovery_CiscoICM on the Central Controller database computer with the parameter 
Central controller database detection set to Manual and enter computer and database name.

Set the parameters on the Values tab as needed: 

2.6 Upgrading Knowledge Script Jobs
If you are using AppManager 8.x or later, the module upgrade process now retains any changes you 
might have made to the parameter settings for the Knowledge Scripts in the previous version of this 
module. Before AppManager 8.x, the module upgrade process overwrote any settings you might have 
made, changing the settings back to the module defaults.

As a result, if this module includes any changes to the default values for any Knowledge Script 
parameter, the module upgrade process ignores those changes and retains all parameter values that 
you updated. Unless you review the management guide or the online Help for that Knowledge 
Script, you will not know about any changes to default parameter values that came with this release.

Description How To Set It

Raise event if discovery 
succeeds? (y/n)

This script always raises an event when the job fails for any reason. In 
addition, you can set this parameter to y to raise an event when the job 
succeeds. The default is n.

Event severity when discovery 
succeeds

Set the event severity level, from 1 to 40, to reflect the importance of an 
event in which discovery succeeds. The default is 25.

Event severity when discovery 
fails

Set the event severity level, from 1 to 40, to reflect the importance of an 
event in which discovery fails. The default is 5.

Event severity when discovery 
partially succeeds

Set the event severity level, from 1 to 40, to reflect the importance of an 
event in which discovery returns some data but also generates warning 
messages. The default is 15.

SQL User Name (leave blank to 
use Windows authentication)

If appropriate, provide your SQL user name. Leave this field blank to use 
Windows Authentication. Ensure the user has permission to access the 
database in read-only mode.

If you want to use a specific SQL Server login account, use Security 
Manager to update the AppManager repository with the SQL Server login 
you want to use. For more information, see the Installation Guide for 
AppManager.

Central Controller database 
detection

Specify if you want AppManager to automatically identify the Central 
Controller database or if you want to enter the database name manually. 
AppManager can only detect the Central Controller database automatically 
if you installed the Central Controller on the Admin Workstation computer. 
The default is Automatic. 

Name of server hosting Central 
Controller database

Specify the name of the computer where the Central Controller database is 
located. You can enter a host name, IP address, or fully qualified domain 
name.

Name of Central Controller 
database

Specify the name of the Central Controller database. 
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You can push the changes for updated scripts to running Knowledge Script jobs in one of the 
following ways:

 Use the AMAdmin_UpgradeJobs Knowledge Script. 
 Use the Properties Propagation feature.

2.6.1 Running AMAdmin_UpgradeJobs

The AMAdmin_UpgradeJobs Knowledge Script can push changes to running Knowledge Script jobs. 
Your AppManager repository (QDB) must be at version 7.0 or later. Upgrading jobs to use the most 
recent script version allows the jobs to take advantage of the latest script logic while maintaining 
existing parameter values for the job.

For more information, see the Help for the AMAdmin_UpgradeJobs Knowledge Script.

2.6.2 Propagating Knowledge Script Changes

You can propagate script changes to jobs that are running and to Knowledge Script Groups, 
including recommended Knowledge Script Groups and renamed Knowledge Scripts. 

Before propagating script changes, verify that the script parameters are set to your specifications. You 
might need to appropriately set new parameters for your environment or application.

If you are not using AppManager 8.x or later, customized script parameters might have reverted to 
default parameters during the installation of the module. 

You can choose to propagate only properties (specified in the Schedule and Values tabs), only the 
script (which is the logic of the Knowledge Script), or both. Unless you know specifically that 
changes affect only the script logic, you should propagate the properties and the script.

For more information about propagating Knowledge Script changes, see the “Running Monitoring 
Jobs” chapter of the Control Center User Guide for AppManager.

2.6.3 Propagating Changes to Ad Hoc Jobs or Knowledge Script Groups

You can propagate the properties and the logic (script) of a Knowledge Script to ad hoc jobs started 
by that Knowledge Script. Corresponding jobs are stopped and restarted with the Knowledge Script 
changes.

You can also propagate the properties and logic of a Knowledge Script to corresponding Knowledge 
Script Group members. After you propagate script changes to Knowledge Script Group members, 
you can propagate the updated Knowledge Script Group members to associated running jobs. Any 
monitoring jobs started by a Knowledge Script Group member are restarted with the job properties 
of the Knowledge Script Group member.

To propagate changes to ad hoc Knowledge Script jobs or Knowledge Script Groups:

1 In the Knowledge Script view, select the Knowledge Script or Knowledge Script Group for 
which you want to propagate changes.

2 Right-click the script or group and select Properties propagation > Ad Hoc Jobs.
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3 Select the components of the Knowledge Script that you want to propagate to associated ad hoc 
jobs or groups and click OK: 

Select To propagate

Script The logic of the Knowledge Script.

Properties Values from the Knowledge Script Schedule and Values tabs, such as schedule, 
monitoring values, actions, and advanced options. If you are using AppManager 
8.x or later, the module upgrade process now retains any changes you might have 
made to the parameter settings for the Knowledge Scripts in the previous version 
of this module.
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3 3CiscoICM Knowledge Scripts

Cisco Intelligent Contact Management is now known as Cisco Unified Contact Center Enterprise 
(UCCE), but this module continues to use the CiscoICM prefix for its Knowledge Scripts. UCCE 
provides contact routing and call treatment across several geographically distributed call centers 
over an IP infrastructure.

AppManager Knowledge Scripts retrieve information from UCCE computers to help you better 
manage UCCE. You can use the retrieved information to identify when services are down, when 
events have been logged, and when performance-monitoring data exceeds thresholds. 

From the Knowledge Script view of Control Center, you can access more information about any 
NetIQ-supported Knowledge Script by selecting it and pressing F1. In the Operator Console, click 
any Knowledge Script in the Knowledge Script pane and press F1.

NOTE: This release of the module no longer includes SQL and IIS Knowledge Scripts specific to this 
module. If you have a previous version of this module, these scripts remain in the QDB, but are no 
longer supported. Use the most recent Knowledge Scripts from the SQL and IIS modules to perform 
the same monitoring that the CiscoICM versions of those scripts did. NetIQ Corporation 
recommends you delete from your QDBs any CiscoICM_SQL_* and CiscoICM_IIS_* scripts to avoid 
confusion.

Knowledge Script What It Does

ICM_AgentData Monitors agent data from the UCCE database.

ICM_EventGetViaFilter Returns a formatted text version of matching events from the UCCE 
database, not the Windows event log. 

ICM_EventLog Monitors event log entries from UCCE during the past n hours. 

ICM_ProcessLog Searches a log file for a particular regular expression.

ICM_RouteData Monitors Route data from the UCCE database. 

ICM_RoutingClientData Monitors Routing Client data from the UCCE database. 

ICM_ScheduledTargetDataLocal Monitors Scheduled Target data from the UCCE local database. 

ICM_ScriptData Monitors Script data from the UCCE database. 

ICM_ServiceData Monitors Service data from the UCCE database. 

ICM_ServiceDataLocal Monitors Service data from the UCCE local database. 

ICM_SkillGroupData Monitors Skill Group data from the UCCE database. 

ICM_SkillGroupDataLocal Monitors Skill Group data from the UCCE local database. 

Router_AgentsLoggedOn Monitors the total number of agents currently logged on to a router. 

Router_CallsInProgress Monitors the total number of calls in progress for a router. 
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3.1 ICM_AgentData
Use this Knowledge Script to monitor agent data from the UCCE database. A separate event or data 
stream is generated for each agent. This script raises an event if a threshold is exceeded. In addition, 
this script generates data streams for each monitored metric.

3.1.1 Resource Object

CISCOICM_CentralDB

3.1.2 Default Schedule

By default, this script runs every 30 minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will query the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

3.1.3 Setting Parameter Values

Set the following parameters as needed:

Router_CallsPerSec Monitors the number of calls per second for a router.

Recommended Knowledge Script 
Group

Performs essential monitoring of your UCCE environment.

Knowledge Script What It Does

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database. For instance, if you specify 15, the 
script will search through the most recent 15 minutes of activity. The 
default is 60 minutes.

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 
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On subsequent runs, query database 
for extended time range?

Select Yes to search the database beginning with records that have 
timestamps that fall within a time range based on twice the length of 
the schedule you set on the Schedule tab. For example, if you set the 
schedule to run every 30 minutes and the job runs at 10:15, the query 
searches database records with timestamps of 9:15 through 9:45. In 
other words, the query searches 30 minutes’ worth of records 
beginning 60 minutes (twice the Schedule) prior to the time the job 
runs.

Disable this option to search the database beginning with records that 
have timestamps that fall within a time range that is the same as the 
length of the schedule you set on the Schedule tab. For example, if 
you set the schedule to run every 30 minutes and the job runs at 
10:15, the query searches database records with timestamps of 9:45 
through 10:15. In other words, the query searches the most recent 30 
minutes’ worth of records.

Important Select the option appropriate for your UCCE environment. 
In newer versions of UCCE, records are not inserted in the database 
until 30 minutes after the timestamp. Therefore, a record with a 
timestamp of 9:00 is not inserted into the database until 9:30. This 
Knowledge Script queries for records that have timestamps that fall 
within the time frame of the query. To capture records that undergo a 
30-minute delay between timestamp and database insertion, select 
Yes.

Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has permission to access the database in read-only 
mode.

Leave this parameter blank in order to use Windows authentication.

To use a specific SQL Server login account, use AppManager 
Security Manager to update the AppManager repository with the SQL 
Server logins you want to use. 

Threshold - Maximum agent logged-on 
time

Specify the maximum amount of time that agents can be logged on 
before an event is raised. The default is 1680 seconds.

Event severity when logged-on time 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which logged-on time exceeds the threshold. Set to 0 if 
you want to ignore the event. The default is 20.

Collect data for agent logged-on time? Set to y to collect data about the amount of time that agents are 
logged on. The default is n.

Threshold - Maximum agent available 
time

Specify the maximum amount of time that agents can be available 
before an event is raised. The default is 1680 seconds.

Event severity when available time 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which available time exceeds the threshold. Set to 0 if you 
want to ignore the event. The default is 20.

Collect data for agent available time? Set to y to collect data about the amount of time that agents are 
available. The default is n.

Threshold - Maximum agent not-ready 
time

Specify the maximum amount of time that agents can be in a Not 
Ready state before an event is raised. The default is 120 seconds.

Parameter How To Set It
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3.2 ICM_Alarms
This Knowledge Script is no longer supported. 

To monitor SNMP traps, please use the AppManager for SNMP Traps module. To download the 
AppManager for SNMP Traps module, log into the AppManager Module Upgrades & Trials page. 

3.3 ICM_EventGetViaFilter
Use this Knowledge Script to create a formatted text version of matching events. These events are 
from the UCCE database, not the Windows event log. This script raises separate events for each event 
found in the database.

3.3.1 Resource Object

CISCOICM_CentralDB

3.3.2 Default Schedule

By default, this script runs every 30 minutes.

3.3.3 Setting Parameter Values

Set the following parameters as needed:

Event severity when not-ready time 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which not-ready time exceeds the threshold. Set to 0 if 
you want to ignore the event. The default is 20.

Collect data for agent not-ready time Set to y to collect data about the amount of time that agents are in a 
Not Ready state. The default is n.

Parameter How To Set It

Parameter How To Set It

On first run, minutes to go back Set this parameter to determine which events are searched the first 
time you run the Knowledge Script job. The default is 30 minutes. 
Subsequent searches begin where the previous one finished. 

The following entries are valid: 

 n to search entries for the past n minutes (8 for the past 8 
minutes, 50 for the past 50 minutes, etc.) 

 0 to search no previous entries (search from the current time 
forward)

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 
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3.4 ICM_EventLog
Use this Knowledge Script to monitor event log entries from the UCCE database during the past n 
hours. This script raises an event if log entries are detected. In addition, this script generates data 
streams for log entries.

3.4.1 Resource Object

CISCOICM

3.4.2 Default Schedule

By default, this script runs every 10 minutes.

3.4.3 Setting Parameter Values

Set the following parameters as needed:

Cisco ICM database username Enter the database user login account that you want to use to access 
SQL Server. You can use the sa account or other user login accounts 
that have been set up in the managed client's SQL Server. Leave this 
parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Event severity for error message Set the severity level, from 1 to 40, to indicate the importance of an 
event in which an error message is found in the UCCE database. The 
default is 10.

Event severity for warning message Set the severity level, from 1 to 40, to indicate the importance of an 
event in which a warning message is found in the UCCE database. 
The default is 20.

Event severity for informational 
message

Set the severity level, from 1 to 40, to indicate the importance of an 
event in which an informational message is found in the UCCE 
database. The default is 30.

Parameter How To Set It

Parameter How To Set It

Raise event for log entries? Set to y to raise an event when the log contains entries for which you 
have filtered. The default is y.

Collect data? Set to y to collect data about log entries for charts and graphs. The 
default is n.
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Separate data? Set to y to separate events entries from different log files into different 
data streams. If set to n, all event entries matching your filtering 
criteria are placed in the same data stream and the data detail 
message may include event entries from multiple log sources. The 
default is n.

For example, if you are monitoring both the System and Application 
logs, you may want to set this parameter to y so that events in the 
System log are tracked separately from events in the Application log.

Log source Specify the event log you want to monitor. You can specify multiple 
event logs, separated by commas. For example: 
System,Application. The default is Application.

Type: Error Set to y to monitor for error events. If you set to n, this entry does not 
raise an event, is not returned in an event detail message, and is not 
collected as data if you specified y for Collect data? The default is y.

Type: Warning Set to y to monitor for warning events. If you set to n, this entry does 
not raise an event, is not returned in an event detail message, and is 
not collected as data if you specified y for Collect data? The default is 
y.

Type: Information Set to y to monitor for information events. If you set to n, this entry 
does not raise an event, is not returned in an event detail message, 
and is not collected as data if you specified y for Collect data? The 
default is n.

Type: Success Audit Set to y to monitor for success audit events. If you set to n, this entry 
does not raise an event, is not returned in an event detail message, 
and is not collected as data if you specified y for Collect data? The 
default is n.

Type: Failure Audit Set to y to monitor for failure audit events. If you set to n, this entry 
does not raise an event, is not returned in an event detail message, 
and is not collected as data if you specified y for Collect data? The 
default is n.

Instructions for filters: To limit the types of entries that raise events and the type of data that is collected, 
enter a search string that filters the following fields in the event log. The search string can contain criteria used 
to include entries, exclude entries, or both.·

 Separate include and exclude criteria with a colon (:). For example, net:logon.

 Separate multiple include or exclude entries with commas. For example, finance,sales:corp00,HQ.

 If you specify only include criteria, the colon is not necessary. For example, SQL.

 If you specify only exclude criteria, start the search string with a colon. For example, 
:defragmentation,cleanup.

Event source filter Specify one or more text strings to look for; separate multiple strings 
with commas. If your valid text string includes a comma, replace the 
comma with a tilde. For example: GeoTel ICR,Cisco Systems~ 
Inc. 

The Knowledge Script will convert the tilde to a comma at runtime.

Event category filter Specify one or more text strings to look for; separate multiple strings 
with commas.

Parameter How To Set It
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3.5 ICM_ProcessLog
The UCCE Event Management System (EMS) logs events from processes throughout the system and 
stores the event data in the central database. 

The EMS also saves events from individual processes in per-process log files on the local computer. 
These files document events for a specific process running on a specific computer. Use this 
Knowledge Script to search a log file for a particular regular expression.

3.5.1 Prerequisite

The UCCE computer on which you run this script must be running Internet Explorer 5.5 or later.

3.5.2 Resource Object

CiscoICM_Process

3.5.3 Default Schedule

By default, this script runs every 30 minutes.

Event ID filter Specify a single event ID or a range of event IDs; separate multiple 
entries by commas. For example: 1094,1404-1463

Event user filter Specify a single or multiple user names to look for; separate multiple 
entries by commas. For example: Pat,Chris,Alex

Computer filter Specify a single or multiple computer names to look for; separate 
multiple entries by commas. For example: SHASTA,MARS

Event description filter Specify a detail description or keywords in the description. The string 
can contain spaces, underscores, and periods; separate multiple 
entries with commas. For example: data loss during system 
failures,corrupt indices,Inter-Site Transport 
objects failed

Maximum number of entries per event 
report

Specify the maximum number of Application log events that can be 
returned in each event report. For example, if this value is set to 30 
and 67 Application log events are found, three event reports are 
raised: two reports containing 30 events and one report containing 
seven events. The default is 30.

The Message column on the Events tab in the Operator Console 
displays the number of events in each event report, the type of log the 
events are from, and the event report batch number. The batch 
number is the sequential number of the event report. Batch numbers 
start at 1 for each Knowledge Script iteration.

Event severity for log entries Set the event severity level, from 1 to 40, to indicate the importance of 
an event. You may want to adjust the severity depending on the types 
of events for which you are checking. The default is 15.

Parameter How To Set It
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3.5.4 Setting Parameter Values

Set the following parameters as needed:

3.6 ICM_RouteData
Use this Knowledge Script to monitor data from the Route_Half_Hour table in the UCCE database. 
This script raises an event if a threshold is exceeded. In addition, this script generates separate data 
streams for each agent.

3.6.1 Resource Object

CISCOICM_CentralDB

Parameter How To Set It

Raise event for log entries? Set to y to raise an event if the log contains entries for which you 
have filtered. The default is y.

Collect data for log entries? Set to y to collect data about log entries for reports and graphs. The 
default is n.

On first run, minutes to go back Set this parameter to determine which events are searched the first 
time you run the Knowledge Script job. The default is 30 minutes. 
Subsequent searches begin where the previous one finished. The 
following entries are valid: 

 n to search entries for the past n minutes (8 for the past 8 
minutes, 50 for the past 50 minutes, etc.) 

 0 to search no previous entries (search from the current time 
forward)

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 

Filter (regular expression) Enter the expression by which you want to filter the process log. The 
default is error|warning|failed|unexpected.

Event severity when log entries present Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the log contains entries for which you have filtered. 
The default is 10.

Preceding lines to include Enter the number of lines to include before the matching entry in the 
event text. The default is 2.

Following lines to include Enter the number of lines to include after the matching entry in the 
event text. The default is 2.
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3.6.2 Default Schedule

By default, this script runs every 30 minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will query the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

3.6.3 Setting Parameter Values

Set the following parameters as needed:

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database.For instance, if you enter 15, the script 
will search through the last 15 minutes of activity. The default is 60. 

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 

On subsequent runs, query database 
for extended time range?

Select Yes to search the database beginning with records that have 
timestamps that fall within a time range based on twice the length of 
the schedule you set on the Schedule tab. For example, if you set the 
schedule to run every 30 minutes and the job runs at 10:15, the query 
searches database records with timestamps of 9:15 through 9:45. In 
other words, the query searches 30 minutes’ worth of records 
beginning 60 minutes (twice the Schedule) prior to the time the job 
runs.

Disable this option to search the database beginning with records that 
have timestamps that fall within a time range that is the same as the 
length of the schedule you set on the Schedule tab. For example, if 
you set the schedule to run every 30 minutes and the job runs at 
10:15, the query searches database records with timestamps of 9:45 
through 10:15. In other words, the query searches the most recent 30 
minutes’ worth of records.

Important Select the option appropriate for your UCCE environment. 
In newer versions of UCCE, records are not inserted in the database 
until 30 minutes after the timestamp. Therefore, a record with a 
timestamp of 9:00 is not inserted into the database until 9:30. This 
Knowledge Script queries for records that have timestamps that fall 
within the time frame of the query. To capture records that undergo a 
30-minute delay between timestamp and database insertion, select 
Yes.
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Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has permission to access the database in read-only 
mode.

Leave this parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Threshold - Maximum handled calls Specify the maximum amount of calls that can be handled before an 
event is raised. The default is 200 calls.

Event severity when handled calls 
exceed threshold

Set the severity level, from 1 to 40, to indicate the importance of an 
event in which the number of handles calls exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for handled calls? Set to y to collect data about handled calls for reports and graphs. 
The default is n.

Threshold - Service Level Specify your UCCE Service Level threshold, which is the percentage 
of calls that are answered within the number of seconds you set as a 
goal for connecting a call with an agent. If the Service Level threshold 
is exceeded, an event is raised. The default is 20%.

Event severity when Service Level 
threshold is exceeded

Set the severity level, from 1 to 40, to indicate the importance of an 
event in which the Service Level threshold is exceeded. Set to 0 if you 
want to ignore the event. The default is 20.

Collect data for Service Level? Set to y to collect data about Service Level thresholds for reports and 
graphs. The default is n.

Threshold - Maximum Service Level 
calls

Specify the maximum number of calls that can experience a Service 
Level event before an event is raised. The default is 100 calls.

A Service Level event occurs when one of three things happens to a 
call:

 It is answered within the Service Level threshold.

 It is abandoned within the Service Level threshold.

 It reaches the Service Level threshold without being answered 
or abandoned.

Event severity when Service Level calls 
exceed the threshold

Set the severity level, from 1 to 40, to indicate the importance of an 
event in which the number of Service Level calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for Service Level calls? Set to y to collect data about Service Level calls for reports and 
graphs. The default is n.

Threshold - Maximum call-delay time Specify the maximum number of seconds that a call can wait to be 
answered before an event is raised. The default is 45 seconds.

Event severity when call delay exceeds 
threshold

Set the severity level, from 1 to 40, to indicate the importance of an 
event in which call delay time exceeds the threshold. Set to 0 if you 
want to ignore the event. The default is 20.

Parameter How To Set It
28 NetIQ AppManager for Cisco Intelligent Contact Management Management Guide



3.7 ICM_RoutingClientData
Use this Knowledge Script to monitor data from the Routing_Client_Five_Minute table in the UCCE 
database. This script raises an event if a threshold is exceeded. In addition, this script generates data 
streams for each routing client. 

3.7.1 Resource Object

CISCOICM_CentralDB

3.7.2 Default Schedule

By default, this script runs every five minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will query the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

3.7.3 Setting Parameter Values

Set the following parameters as needed:

Collect data for call delay time? Set to y to collect data about call delay time for reports and graphs. 
The default is n.

Threshold - Maximum hold time Specify the maximum number of seconds that a call can wait on hold 
before an event is raised. The default is 200 seconds.

Event severity when hold time exceeds 
threshold

Set the severity level, from 1 to 40, to indicate the importance of an 
event in which hold time exceeds the threshold. Set to 0 if you want to 
ignore the event. The default is 20.

Collect data for hold time? Set to y to collect data about hold time for reports and graphs. The 
default is n.

Parameter How To Set It

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database. For instance, if you enter 15, the script 
will search through the last 15 minutes of activity. The default is 10 
minutes.

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 
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On subsequent runs, query database 
for extended time range?

Select Yes to search the database beginning with records that have 
timestamps that fall within a time range based on twice the length of 
the schedule you set on the Schedule tab. For example, if you set the 
schedule to run every 30 minutes and the job runs at 10:15, the query 
searches database records with timestamps of 9:15 through 9:45. In 
other words, the query searches 30 minutes’ worth of records 
beginning 60 minutes (twice the Schedule) prior to the time the job 
runs.

Disable this option to search the database beginning with records that 
have timestamps that fall within a time range that is the same as the 
length of the schedule you set on the Schedule tab. For example, if 
you set the schedule to run every 30 minutes and the job runs at 
10:15, the query searches database records with timestamps of 9:45 
through 10:15. In other words, the query searches the most recent 30 
minutes’ worth of records.

Important Select the option appropriate for your UCCE environment. 
In newer versions of UCCE, records are not inserted in the database 
until 30 minutes after the timestamp. Therefore, a record with a 
timestamp of 9:00 is not inserted into the database until 9:30. This 
Knowledge Script queries for records that have timestamps that fall 
within the time frame of the query. To capture records that undergo a 
30-minute delay between timestamp and database insertion, select 
Yes.

Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has permission to access the database in read-only 
mode.

Leave this parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Threshold - Maximum errors Specify the maximum number of errors that can occur before an event 
is raised. The default is 30 errors.

Event severity when errors exceed 
threshold 

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of errors exceeds the threshold. Set to 
0 if you want to ignore the event. The default is 20.

Collect data for errors? Set to y to collect data about errors for reports and graphs. The 
default is n.

Threshold - Maximum timed-out calls Specify the maximum number of calls that can timeout before an 
event is raised. The default is five calls.

Event severity when timed-out calls 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of timed-out calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for timed-out calls? Set to y to collect data about timed-out calls for reports and graphs. 
The default is n.

Threshold - Maximum delay Specify the maximum amount of delay that can occur before an event 
is raised. The default is 100 milliseconds.

Parameter How To Set It
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3.8 ICM_ScheduledTargetDataLocal
Use this Knowledge Script to monitor data from the Scheduled_Target_Real_Time table in the UCCE 
local database. This script raises an event if a threshold is exceeded. In addition, this script generates 
a separate data stream for each scheduled target. All data values reflect the current real-time value.

3.8.1 Resource Object

CISCOICM_LocalDB

3.8.2 Default Schedule

By default, this script runs every five minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will query the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

Event severity when delay exceeds the 
threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which delay exceeds the threshold. Set to 0 if you want to 
ignore the event. The default is 20.

Collect data for maximum delay? Set to y to collect data about maximum delay for reports and graphs. 
The default is n.

Threshold - Maximum discarded calls Specify the maximum number of calls that can be discarded before an 
event is raised. The default is 5 calls.

Event severity when discarded calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of discarded calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for discarded calls Set to y to collect data about discarded calls for reports and graphs. 
The default is n.

Parameter How To Set It
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3.8.3 Setting Parameter Values

Set the following parameters as needed:

3.9 ICM_ScriptData
Use this Knowledge Script to monitor data from the Script_Five_Minute table in the UCCE database. 
This script raises an event if a threshold is exceeded. In addition, this script generates a separate data 
stream for each script. 

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database. For instance, if you enter 15, the script 
will search through the last 15 minutes of activity. The default is 5 
minutes.

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 

Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has permission to access the database in read-only 
mode.

Leave this parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Threshold - Maximum calls in progress Specify the maximum number of calls that can be in progress before 
an event is raised. The default is 100 calls.

Event severity when in-progress calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of in-progress calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Threshold - Minimum calls in progress Enter the minimum number of calls that can be in progress before an 
event is raised. The default is 1 call.

Event severity when in-progress calls 
fall below the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of in-progress calls falls below the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for calls in progress? Set to y to collect data about in-progress calls for reports and graphs. 
The default is n.

Threshold - Maximum queued router 
calls

Specify the maximum number of router calls that can be in queue 
before an event is raised. The default is 20 calls.

Event severity when queued router 
calls exceed threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of queued router calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 28.

Collect data for queued router calls? Set to y to collect data about queued router calls for reports and 
graphs. The default is n.
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3.9.1 Resource Object

CISCOICM_CentralDB

3.9.2 Default Schedule

By default, this script runs every five minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will query the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

3.9.3 Setting Parameter Values

Set the following parameters as needed:

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database. For instance, if you enter 15, the script 
will search through the last 15 minutes of activity. The default is 10 
minutes.

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 

On subsequent runs, query database 
for extended time range?

Select Yes to search the database beginning with records that have 
timestamps that fall within a time range based on twice the length of 
the schedule you set on the Schedule tab. For example, if you set the 
schedule to run every 30 minutes and the job runs at 10:15, the query 
searches database records with timestamps of 9:15 through 9:45. In 
other words, the query searches 30 minutes’ worth of records 
beginning 60 minutes (twice the Schedule) prior to the time the job 
runs.

Disable this option to search the database beginning with records that 
have timestamps that fall within a time range that is the same as the 
length of the schedule you set on the Schedule tab. For example, if 
you set the schedule to run every 30 minutes and the job runs at 
10:15, the query searches database records with timestamps of 9:45 
through 10:15. In other words, the query searches the most recent 30 
minutes’ worth of records.

Important Select the option appropriate for your UCCE environment. 
In newer versions of UCCE, records are not inserted in the database 
until 30 minutes after the timestamp. Therefore, a record with a 
timestamp of 9:00 is not inserted into the database until 9:30. This 
Knowledge Script queries for records that have timestamps that fall 
within the time frame of the query. To capture records that undergo a 
30-minute delay between timestamp and database insertion, select 
Yes.
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3.10 ICM_ServiceData
Use this Knowledge Script to monitor data from the Service_Half_Hour table in the UCCE database. 
This script raises an event if a threshold is exceeded. In addition, this script generates a separate data 
stream for each service. 

3.10.1 Resource Object

CISCOICM_CentralDB

3.10.2 Default Schedule

By default, this script runs every 30 minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will either the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has permission to access the database in read-only 
mode.

Leave this parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Threshold - Maximum incoming calls Specify the maximum number of calls that can be incoming before an 
event is raised. The default is 100 calls.

Event severity when incoming calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of incoming calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for incoming calls? Set to y to collect data about incoming calls for reports and graphs. 
The default is n.

Threshold - Maximum routed calls Specify the maximum number of calls that can be routed before an 
event is raised. The default is 100 calls.

Event severity when routed calls 
exceeds the threshold 

Set the event severity level, from 1 to 40, to indicate the importance of 
an event. Set to 0 if you want to ignore the event. The default is 20.

Collect data for routed calls? Set to y to collect data about routed calls for reports and graphs. The 
default is n.

Parameter How To Set It
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3.10.3 Setting Parameter Values

Set the following parameters as needed:

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database. For instance, if you enter 15, the script 
will search through the last 15 minutes of activity. The default is 60 
minutes.

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 

On subsequent runs, query database 
for extended time range?

Select Yes to search the database beginning with records that have 
timestamps that fall within a time range based on twice the length of 
the schedule you set on the Schedule tab. For example, if you set the 
schedule to run every 30 minutes and the job runs at 10:15, the query 
searches database records with timestamps of 9:15 through 9:45. In 
other words, the query searches 30 minutes’ worth of records 
beginning 60 minutes (twice the Schedule) prior to the time the job 
runs.

Disable this option to search the database beginning with records that 
have timestamps that fall within a time range that is the same as the 
length of the schedule you set on the Schedule tab. For example, if 
you set the schedule to run every 30 minutes and the job runs at 
10:15, the query searches database records with timestamps of 9:45 
through 10:15. In other words, the query searches the most recent 30 
minutes’ worth of records.

Important Select the option appropriate for your UCCE environment. 
In newer versions of UCCE, records are not inserted in the database 
until 30 minutes after the timestamp. Therefore, a record with a 
timestamp of 9:00 is not inserted into the database until 9:30. This 
Knowledge Script queries for records that have timestamps that fall 
within the time frame of the query. To capture records that undergo a 
30-minute delay between timestamp and database insertion, select 
Yes.

Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has permission to access the database in read-only 
mode.

Leave this parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Threshold - Maximum outgoing calls Specify the maximum number of calls that can be outgoing before an 
event is raised. The default is 25 calls.

Event severity when outgoing calls 
exceed threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of outgoing calls exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.
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Collect data for outgoing calls? Set to y to collect data about outgoing calls for reports and graphs. 
The default is n.

Threshold - Maximum incoming calls Specify the maximum number of calls that can be incoming before an 
event is raised. The default is 100 calls.

Event severity when incoming calls 
exceed threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of incoming calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for incoming calls? Set to y to collect data about incoming calls for reports and graphs. 
The default is n.

Threshold - Maximum handled calls Specify the maximum number of calls that can be handled before an 
event is raised. The default is 100 calls.

Event severity when handled calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of handled calls exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for handled calls? Set to y to collect data about handled calls for reports and graphs. 
The default is n.

Threshold - Maximum abandoned calls Specify the maximum number of calls that can be abandoned before 
an event is raised. The default is 5 calls.

Event severity when abandoned calls 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of abandoned calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for abandoned calls? Set to y to collect data about abandoned calls for reports and graphs. 
The default is n.

Threshold - Maximum terminated calls Specify the maximum number of calls that can be terminated before 
an event is raised. The default is 5 calls.

Event severity when terminated calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of terminated calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for terminated calls? Set to y to collect data about terminated calls for reports and graphs. 
The default is n.

Threshold - Maximum average delay Specify the maximum amount of average delay that can occur before 
an event is raised. The default is 15 milliseconds.

Event severity when average delay 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the amount of average delay exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for average delay? Set to y to collect data about average delay for reports and graphs. 
The default is n.

Threshold - Maximum average handling 
time

Specify the maximum average handling time that can occur before an 
event is raised. The default is 100 seconds.

Event severity when average handling 
time exceeds the threshold 

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which average handling time exceeds the threshold. Set 
to 0 if you want to ignore the event. The default is 20.

Collect data for average handling time? Set to y to collect data about average handling time for reports and 
graphs. The default is n.

Parameter How To Set It
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3.11 ICM_ServiceDataLocal
Use this Knowledge Script to monitor data from the Service_Real_Time table in the UCCE local 
database. This script raises an event if a threshold is exceeded. In addition, this script generates a 
separate data stream for each service. All data values reflect the current real-time value.

3.11.1 Resource Object

CISCOICM_LocalDB

3.11.2 Default Schedule

By default, this script runs every five minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will query the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

Threshold - Maximum call delay time Specify the longest call delay time that can occur before an event is 
raised. The default is 30 seconds.

Event severity when call delay time 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which call delay time exceeds the threshold. Set to 0 if 
you want to ignore the event. The default is 20.

Collect data for call delay time? Set to y to collect data about call delay time for reports and graphs. 
The default is n.

Threshold - Maximum hold time Specify the maximum amount of hold time that can occur before an 
event is raised. The default is 15 seconds.

Event severity when hold time exceeds 
the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the amount of hold time exceeds the threshold. Set 
to 0 if you want to ignore the event. The default is 20.

Collect data for hold time? Set to y to collect data about hold time for reports and graphs. The 
default is n.

Parameter How To Set It
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3.11.3 Setting Parameter Values

Set the following parameters as needed:

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database. For instance, if you enter 15, the script 
will search through the last 15 minutes of activity. The default is 5 
minutes.

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 

Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has permission to access the database in read-only 
mode.

Leave this parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Threshold - Maximum outgoing calls Specify the maximum number of calls that can be outgoing before an 
event is raised. The default is 25 calls.

Event severity when outgoing calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of outgoing calls exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for outgoing calls? Set to y to collect data about outgoing calls for reports and graphs. 
The default is n.

Threshold - Maximum incoming calls Specify the maximum number of calls that can be incoming before an 
event is raised. The default is 100 calls.

Event severity when incoming calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of incoming calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for incoming calls? Set to y to collect data about incoming calls for reports and graphs. 
The default is n.

Threshold - Maximum handled calls Specify the maximum number of calls that can be handled before an 
event is raised. The default is 100 calls.

Event severity when handled calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of handled calls exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for handled calls? Set to y to collect data about handled calls for reports and graphs. 
The default is n.

Threshold - Maximum abandoned calls Specify the maximum number of calls that can be abandoned before 
an event is raised. The default is 5 calls.
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Event severity when abandoned calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of abandoned calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for abandoned calls? Set to y to collect data about abandoned calls for reports and graphs. 
The default is n.

Threshold - Maximum terminated calls Specify the maximum number of calls that can be terminated before 
an event is raised. The default is 5 calls.

Event severity when terminated calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of terminated calls exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for terminated calls? Set to y to collect data about terminated calls for reports and graphs. 
The default is n.

Threshold - Maximum average delay Specify the highest amount of average delay that can occur before an 
event is raised. The default is 15 milliseconds.

Event severity when average delay 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which average delay exceeds the threshold. Set to 0 if you 
want to ignore the event. The default is 20.

Collect data for average delay? Set to y to collect data about average delay for reports and graphs. 
The default is n.

Threshold - Maximum average handling 
time

Specify the highest amount of average handling time that can occur 
before an event is raised. The default is 100 seconds.

Event severity when average handling 
time exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the average handling time exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for average handling time? Set to y to collect data about handling time for reports and graphs. 
The default is n.

Threshold - Maximum call delay time Specify the highest amount of call delay time that can occur before an 
event is raised. The default is 30 seconds.

Event severity when call delay time 
exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which call delay time exceeds the threshold. Set to 0 if 
you want to ignore the event. The default is 20.

Collect data for call delay time? Set to y to collect data about call delay time for reports and graphs. 
The default is n.

Threshold - Maximum hold time Specify the highest amount of hold time that can occur before an 
event is raised. The default is 15 minutes.

Event severity when hold time exceeds 
the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which hold time exceeds the threshold. Set to 0 if you 
want to ignore the event. The default is 20.

Collect data for hold time? Set to y to collect data about hold time for reports and graphs. The 
default is n.

Parameter How To Set It
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3.12 ICM_SkillGroupData
Use this Knowledge Script to monitor data from the Skill_Group_Five_Minute table in the UCCE 
database. This script raises an event if a threshold is exceeded. Configure thresholds for five-minute 
intervals regardless of how often the script runs. This script generates a separate data stream for each 
skill group. 

3.12.1 Resource Object

CISCOICM_CentralDB

3.12.2 Default Schedule

By default, this script runs every five minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will query the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

3.12.3 Setting Parameter Values

Set the following parameters as needed:

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database. For instance, if you enter 15, the script 
will search through the last 15 minutes of activity. The default is 10 
minutes.

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 
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On subsequent runs, query database 
for extended time range?

Select Yes to search the database beginning with records that have 
timestamps that fall within a time range based on twice the length of 
the schedule you set on the Schedule tab. For example, if you set the 
schedule to run every 30 minutes and the job runs at 10:15, the query 
searches database records with timestamps of 9:15 through 9:45. In 
other words, the query searches 30 minutes’ worth of records 
beginning 60 minutes (twice the Schedule) prior to the time the job 
runs.

Disable this option to search the database beginning with records that 
have timestamps that fall within a time range that is the same as the 
length of the schedule you set on the Schedule tab. For example, if 
you set the schedule to run every 30 minutes and the job runs at 
10:15, the query searches database records with timestamps of 9:45 
through 10:15. In other words, the query searches the most recent 30 
minutes’ worth of records.

Important Select the option appropriate for your UCCE environment. 
In newer versions of UCCE, records are not inserted in the database 
until 30 minutes after the timestamp. Therefore, a record with a 
timestamp of 9:00 is not inserted into the database until 9:30. This 
Knowledge Script queries for records that have timestamps that fall 
within the time frame of the query. To capture records that undergo a 
30-minute delay between timestamp and database insertion, select 
Yes.

Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has permission to access the database in read-only 
mode.

Leave this parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Threshold - Maximum agents logged on Specify the maximum number of agents that can be logged on before 
an event is raised. The default is 100 agents.

Event severity when logged-on agents 
exceed threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of logged-on agents exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Threshold - Minimum agents logged on Specify the minimum number of agents that can be logged on before 
an event is raised. The default is 1 agent. 

Event severity when logged-on agents 
falls below threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of logged-on agents falls below the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for logged-on agents? Set to y to collect data about logged-on agents for reports and 
graphs. The default is n.

Threshold - Maximum time in Available 
state

Specify the maximum amount of time that agents can be in the 
Available state before an event is raised. The default is 20 seconds.

Parameter How To Set It
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3.13 ICM_SkillGroupDataLocal
Run this Knowledge Script to monitor data from the Skill_Group_Real_Time table in the UCCE local 
database. This script raises an event if a threshold is exceeded. In addition, this script generates a 
separate data stream for each skill group. All data values reflect the current real-time value.

3.13.1 Resource Object

CISCOICM_LocalDB

Event severity when time in Available 
state exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which time in the Available state exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for time in Available state? Set to y to collect data about Available state time for reports and 
graphs. The default is n.

Threshold - Maximum time in Not 
Ready state

Specify the maximum amount of time that agents can be in the Not 
Ready state before an event is raised. The default is 20.

Event severity when time in Not Ready 
state exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which time in the Not Ready state exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for time in Not Ready 
state?

Set to y to collect data about agents in Not Ready state for reports 
and graphs. The default is n.

Threshold - Maximum time in Talking 
state

Specify the maximum amount of time that agents can be in the 
Talking state before an event is raised. The default is 20 seconds.

Event severity when time in Talking 
state exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which time in the Talking state exceeds the threshold. Set 
to 0 if you want to ignore the event. The default is 20.

Collect data for time in Talking state? Set to y to collect data about agents in Talking state for reports and 
graphs. The default is n.

Threshold - Maximum handled calls Specify the maximum number of calls that can be handled before an 
event is raised. The default is 100 calls.

Event severity when handled calls 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of handled calls exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for handled calls? Set to y to collect data about handled calls or reports and graphs. The 
default is n.

Threshold - Maximum average handling 
time

Specify the maximum amount of average handling time that can occur 
before an event is raised. The default is 30 seconds.

Event severity when average handling 
time exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the average handling time exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for average handling time? Set to y to collect data about average handling time for reports and 
graphs. The default is n.

Parameter How To Set It
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3.13.2 Default Schedule

By default, this script runs every five minutes.

This script is tied to a corresponding table in the SQL Server database on the UCCE server. UCCE 
writes data into this table at specified intervals. With this interval in mind, the default schedule for 
this script is set so as to gather data in real time. If you change the schedule, to either less or more 
frequently than the default, you will either the database more often than is necessary, or not often 
enough. 

You should not change the default schedule for this script.

3.13.3 Setting Parameter Values

Set the following parameters as needed:

Parameter How To Set It

On first run, minutes to go back Specify the number of minutes of previous activity through which the 
script will search the database. For instance, if you enter 15, the script 
will search through the last 15 minutes of activity. The default is 5 
minutes.

NOTE: Using a "minutes to go back" time that is larger than the 
default may cause this script to be CPU-intensive on its first run 
depending upon the number of database entries being retrieved from 
the UCCE server. 

Cisco ICM database username Provide the database user login account that you want to use to 
access SQL Server. You can use the sa account or other user login 
accounts that have been set up in the managed client's SQL Server. 
Ensure the user has sufficient rights to access the database when the 
database is in read only mode.

Leave this parameter blank in order to use Windows authentication.

If you want to use a specific SQL Server login account, use 
AppManager Security Manager to update the AppManager repository 
with the SQL Server logins you want to use. 

Threshold - Maximum agents logged on Specify the maximum number of agents that can be logged on before 
an event is raised. The default is 100 agents.

Event severity when logged-on agents 
exceed the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of logged-on agents exceeds the 
threshold. Set to 0 if you want to ignore the event. The default is 20.

Collect data for logged-on agents? Set to y to collect data about logged-on agents for reports and 
graphs. The default is n.

Threshold - Maximum time in Available 
state

Specify the maximum amount of time that agents can be in Available 
state before an event is raised. The default is 20 seconds.

Event severity when time in Available 
state exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which time in Available state exceeds the threshold. Set to 
0 if you want to ignore the event. The default is 20.

Collect data for time in Available state? Set to y to collect data about agents in Available state for reports and 
graphs. The default is n.
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3.14 Router_AgentsLoggedOn
Use this Knowledge Script to monitor the total number of agents logged on to a Call Router. This 
script raises an event if the number of agents exceeds the threshold. In addition, this script generates 
data streams for the number of logged-on agents.

Threshold - Maximum time in Not 
Ready state

Specify the maximum amount of time that agents can be in the Not 
Ready state before an event is raised. The default is 20 seconds.

Event severity when time in Not Ready 
state exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which time in Not Ready state exceeds the threshold. Set 
to 0 if you want to ignore the event. The default is 20.

Collect data for time in Not Ready 
state?

Set to y to collect data about agents in Not Ready state for reports 
and graphs. The default is n.

Threshold - Maximum time in Talking 
state

Specify the maximum amount of time that agents can be in Talking 
state before an event is raised. The default is 20.

Event severity when time in Talking 
state exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which time in Talking state exceeds the threshold. Set to 0 
if you want to ignore the event. The default is 20.

Collect data for time in Talking state? Set to y to collect data about agents in Talking state for reports and 
graphs. The default is n.

Threshold - Maximum handled calls Specify the maximum number of calls that can be handled before an 
event is raised. The default is 100 calls.

Event severity when handled calls 
exceed the threshold 

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the number of handled calls exceeds the threshold. 
Set to 0 if you want to ignore the event. The default is 20.

Collect data for handled calls? Set to y to collect data about handled calls for reports and graphs. 
The default is n.

Threshold - Maximum average handling 
time

Specify the maximum amount of average handling time that can 
occur before an event is raised. The default is 30 seconds.

Event severity when average handling 
time exceeds the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which average handling time exceeds the threshold. Set 
to 0 if you want to ignore the event. The default is 20.

Collect data for average handling time? Set to y to collect data about average handling time for reports and 
graphs. The default is n.

Threshold - Maximum hold time Specify the maximum amount of hold time that can occur before an 
event is raised. The default is 15 seconds.

Event severity when hold time exceeds 
the threshold

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which hold time exceeds the threshold. Set to 0 if you 
want to ignore the event. The default is 20.

Collect data for hold time? Set to y to collect data about hold time for reports and graphs. The 
default is n.

Parameter How To Set It
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3.14.1 Resource Object

CISCOICM_Router

3.14.2 Default Schedule

By default, this script runs every five minutes.

3.14.3 Setting Parameter Values

Set the following parameters as needed:

3.15 Router_CallsInProgress
Use this Knowledge Script to monitor the number of calls in progress for a Call Router. This script 
raises an event if the number of calls exceeds the threshold. In addition, this script generates data 
streams for in-progress calls.

3.15.1 Resource Object

CISCOICM_Router

3.15.2 Default Schedule

By default, this script runs every five minutes.

3.15.3 Setting Parameter Values

Set the following parameters as needed:

Parameter How To Set It

Raise event if threshold is exceeded? Set to y to raise an event if the number of logged-on agents exceeds 
the threshold. The default is y.

Collect data? Set to y to collect data about logged-on agents for reports and 
graphs. The default is n.

Threshold - Maximum agents logged on Specify the maximum number of agents that can be logged on before 
an event is raised. The default is 10 agents.

Event severity when threshold is 
exceeded

Set the event severity level, from 1 to 40, to indicate the importance 
of an event in which the threshold is exceeded. The default is 25.

Parameter How To Set It

Raise event if threshold is exceeded? Set to y to raise an event if the number of in-progress calls exceeds 
the threshold. The default is y.

Collect data? Set to y to collect data about in-progress calls for reports and graphs. 
The default is n.
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3.16 Router_CallsPerSec
Use this Knowledge Script to monitor the number of in-progress calls per second for a Call Router. 
This script raises an event if the number of calls exceeds the threshold. In addition, this script 
generates data streams for per-second calls.

3.16.1 Resource Object

CISCOICM_Router

3.16.2 Default Schedule

By default, this script runs every five minutes.

3.16.3 Setting Parameter Values

Set the following parameters as needed:

3.17 Recommended Knowledge Script Group
The following Knowledge Scripts are members of the CiscoICM Knowledge Script Group. You can 
find these scripts individually on the CiscoICM tab and in a group on the RECOMMENDED tab of 
the Operator Console.

 ICM_AgentData
 ICM_EventLog
 Router_AgentsLoggedOn
 Router_CallsInProgress

Threshold - Maximum calls in progress Specify the maximum number of calls that can be in progress before 
an event is raised. The default is 10 calls.

Event severity when threshold is 
exceeded

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the threshold is exceeded. The default is 25.

Parameter How To Set It

Parameter How To Set It

Raise event if threshold is exceeded? Set to y to raise an event if the number of calls per second exceeds 
the threshold. The default is y.

Collect data? Set to y to collect data about per-second calls for reports and graphs. 
The default is n.

Threshold - Maximum in-progress calls 
per second

Specify the maximum number of in-progress calls that can occur per 
second before an event is raised. The default is 10 calls.

Event severity when threshold is 
exceeded

Set the event severity level, from 1 to 40, to indicate the importance of 
an event in which the threshold is exceeded. The default is 25.
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All scripts in the KSG have their parameters set to recommended values. To run all of the 
recommended scripts at one time, click the RECOMMENDED tab and run the CiscoICM group on a 
Cisco UCCE resource. 

The CiscoICM KSG enables a “best practices” usage of AppManager for monitoring your Cisco 
UCCE environment. You can use this KSG with AppManager monitoring policies. A monitoring 
policy, which enables you to efficiently and consistently monitor all the resources in your 
environment, uses a set of pre-configured Knowledge Scripts to automatically monitor resources as 
they appear in the TreeView. 

A KSG is composed of a subset of a module’s Knowledge Scripts. The script that belongs to a KSG is a 
different copy of the original script you access from the CiscoICM tab. If you modify a script that 
belongs to a KSG, the parameter settings of the original script in the CiscoICM tab are not affected.

In some cases, default script parameter settings are different when the script is deployed as part of a 
KSG, as opposed to when it is deployed alone. The default settings of a script within a group depend 
on its monitoring purpose within the larger group, and on the intended monitoring scope of that 
group.

If you modify or remove a script associated with the CiscoICM KSG and want to restore it to its 
original form, you can reinstall the AppManager for Cisco Intelligent Contact Management module 
on the repository computer or check in the appropriate script from the 
AppManager\qdb\kp\CiscoICM directory.
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