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Cisco Agent Desktop (CAD) must be bound to the correct NIC to function 
properly, especially for monitoring and recording. Even if a computer has only 
one NIC installed, configuration changes to it can generate a new NIC in the 
registry. CAD will not automatically use the “new” NIC. The steps below provide 
instructions on setting this manually. Also confirm that the computer is connected 
to the network through the PC Port of the Cisco Unified IP Phone. This is 
required for endpoint monitoring and recording to function. 
 
Monitoring and recording is commonly achieved by the phone spanning the RTP 
(audio) packets down to the PC Port where the computer is attached. This 
behavior can be controlled on the Phone Configuration, Product Specific 
Configuration Layout section of Cisco Unified Communications Manager (UCM). 
Depending on the phone model, there may be one or two settings labeled PC 
Voice VLAN Access and Span to PC Port. Both must be set to Enabled. 
 
Lastly, the audio packets are tagged with 802.1q markings when spanned to the 
computer. Some NICs discard these and do not pass them to the Windows 
networking stack. You can test this by running a Wireshark packet capture on the 
PC. If Wireshark does not see the RTP packets, then CAD cannot forward them 
to the server. Refer to the NIC manufacturer’s documentation on how to properly 
configure the NIC to process these packets. 
 

1. Close CAD and CSD if they are open. 
2. Launch the configuration program by selecting Start > Run and typing 

C:\Program Files\Cisco\Desktop\bin\PostInstall.exe. 
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3. Confirm that the IP addresses for the Cisco Contact Center Express 

server(s) are present. If you have a non-high availability installation, there 
will be only a Primary IP address. Select OK when the correct value is 
present. 

 
4. Open a command prompt and type ipconfig. Note the current IP address. 
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5. If multiple entries are present in the IP address : adaptor name dropdown 

box, ensure that the one matching the currently assigned IP address is 
selected. Change the selection if needed and click Apply. 

 
6. Reopen CAD and try monitoring or recording again. 


