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Administering Cisco Unified Intelligence Center (ACUIC) 

 

COURSE OVERVIEW 
Administering Cisco Unified Intelligence Center (ACUIC) is a 3-day administration course focusing on 

the CUIC reporting solution for Unified Contact Center Enterprise (UCCE), Packaged Contact Center 

Enterprise (PCCE) and Customer Voice Portal (CVP) environments.  This course takes the place of 

DUIC and covers all of the certification requirements of DUIC while adding additional content you 

can only get at SLI. 

 

CUIC is a comprehensive, end-to-end UCCE/PCCE reporting solution, designed to make the task of 

creating reports and managing disparate data sources, easier on the customer. Although CUIC is 

also used in the UCCX environment, this course focuses on UCCE and PCCE environments only. 

 

The first 2-days of the course focuses on the daily administrative functions of a CUIC 

user/administrator, running and customizing reports as needed, and ensuring security and 

organization of the reporting environment is functional and organized. The last day of the class will 

cover further maintenance/support of the CUIC environment such as A/D integration, Data Source 

definitions, GW/CVP/ICM configuration requirements.  

 

Most of your time in ACUIC will be spent working in the lab environment which includes a live 

functional UCCE/CVP environment deployed with CUIC as the reporting solution. During this class, 

you will wear multiple hats including: CUIC user, administrator, supervisor, agent and report 

customization specialist. The third day of class explores skills needed for architects and engineers.   

 

ACUIC is intended to be a 3-day class. If your role is a reporting user and/or basic CUIC administrator 

you have the option to attend the first two days of class only. If you are responsible for advanced 

maintenance and management of the CUIC architecture, you’ll want to stick around for all three 

days. 
 

WHO WILL BENEFIT FROM THIS COURSE? 

This course is intended for anyone who desires an understanding of the CUIC reporting solution for a 

Unified CCE environment. 

 

PREREQUISITES 
To fully benefit from this course, students should have the following prerequisite skills and 

knowledge:  

• Familiarity with the UCCE or PCCE environment, or have at least heard of it. 

• Working knowledge of Contact Center operations is desirable. 

• Working knowledge of SQL commands is desirable, but not required. 

• Working knowledge of Windows and the simultaneous use of the Alt and Tab key is helpful 
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COURSE OBJECTIVES 

Upon completing this course, the learner will be able to meet these overall objectives: 

• Define how CUIC is implemented as a reporting solution in a UCCE/PCCE/CVP environment. 

• Define the various interfaces to CUIC and their relevant use. 

• Define CUIC ’standard’ datasources (CCE, CVP) as well as how to configure a custom data 

source. 

• Demonstrate proficiency with regard to the security of users/groups/roles/permissions 

within CUIC. 

• Demonstrate how to obtain and import reports into CUIC. 

• Define other UCCE configuration settings which affect the output of data as seen from CUIC. 

• Demonstrate how to install, administer, and provide user/group security for the CUIC 

solution. 

• Define the role of Active Directory integration as it relates to CUIC Users, Supervisors and 

Teams. 

• Demonstrate proficiency of use with regard navigation and use of the CUIC Reporting 

Solution for the creation of reports. 

• Demonstrate proficiency with creating custom Reports 

• Demonstrate proficiency with creating custom Report Definitions. 

• Describe the benefit and use of various CUIC features including Dashboards, Value Lists, 

Collections, pop-outs and perma-links, just to name a few 

 

COURSE OUTLINE 

ACUIC is best described as an interactive course and includes all of the components which make up 

a UCCE installation, from the PSTN all the way down to the agent. Since students are working on our 

’live-test’ system, you are encouraged to experiment and try the ’what-if scenarios’ that may not be 

feasible in a production environment. This provides students a chance to see how changing Service 

Levels in a Call Type might affect reporting, or how Agent Desk Settings impacts things, as just a few 

examples. In this course, the instructor will encourage any and all ’out of the box’ thinking that 

students might want to try.   

 

Day 1 and Day 2 

 

Module 1: Overview 

A brief overview of the CUIC product and how to access the administrative interface(s). This course 

quickly moves into the lab environment where students will do some initial exploration of the 

Contact Center environment to observe the existing configuration. Understanding a bit of what is 

going on in your deployment will be paramount to the correct interpretation of your reports. 

(MicroApps vs. Call Studio Apps, PQ’s or Skill Groups, Call Types, etc.) 
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Starting off with a Contact Center Supervisor role, students will explore the default behavior and 

permissions that a Supervisor would inherit by default. Understanding default capabilities for users 

of the solution will provide a better idea about how to implement some security/control within your 

reporting environment. Students finish this section by running a stock Agent Team real-time report, 

noting the Agents within your team(s). The following lab will have you explore several other types of 

reports typically used, noting the key differences of each (Call Type, Skill Group, PQ, etc.). Students 

will also be doing some work with basic/advanced filters for reports, and come to understand the 

need/want to ’personalize’ reports. 

 

Module 2: Personalizing Reports 

In this course we distinguish between personalization vs. customization of your reporting 

environment. Personalization involves everything you could do if you have CUIC Standard. 

Customization will involve additional (deeper) capabilities of the environment as found with CUIC 

Premium. This section is dedicated to the personalization aspect - saving stock reports as your own, 

adding default filters, customizing ’Views’, field thresholds, grouping columns, etc. At the end of this 

section students will end up with several of reports that better reflect their personal requirements, 

based on the stock reports that come with the solution. This module also covers the concept of 

Value Lists and Collections Value Lists are a List of Values. Collections are a subset of Value Lists. 

This session contains an explanation of what that means, and why it is important. Students will 

create their own Collection to use within a report filter. Creating Dashboards with your favorite 

Reports, Links, Notes and a Widget or Widgets is also covered in this section. Using Permalinks and 

popouts will also be a part of the discussion. 

 

Module 3: CUIC Policy Administration 

A term used for users/groups and security. Although few are interested in controlling policy 

administration, without it you will end up with a jumbled mess of reports. This lesson includes 

discussing and implementing Groups, Permissions, and Report Sub-categories so that the 

’personalized’ reports are secure and organized. 
 

Module 4: Report Definitions and Custom Reports 

This section begins to delve into the ’advanced’ configuration of CUIC with the 

discussion/customization of stock Report Definitions. Understanding the basic relationship of the 

Report Definition to the Report is a key component, and includes understanding basic terminology 

differences like Basic Query, Anonymous Block and Stored Procedures, including why this is 

important. Students will also spend time with formatting/renaming fields, fields vs. parameters, key 

fields, and drilldowns. 
 

Per above (Personalization), this section deals with the 2nd half - Customizations. Building on what 
you have learned so far, this three (3) lab section shows students how to create a new Report 
Definition and Report from scratch. Students will integrate the Route Call Detail (RCD) and 
Termination Call Detail (TCD) data into a custom report. The concepts learned here could be applied 
to any custom reporting need. The labs will guide you through the configuration of a new Report 
Definition, ultimately implementing an Anonymous Block Query to produce fields and Parameters for 
a basic RCD query, after which students create and use a custom RCD report. Students continue to 
customize and personalize this report by implementing Value Lists and Drilldowns to other reports. 
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*This will be the conclusion of the 2-day section of the course. 

 

Day 3 

 

Module 1: Deployment Considerations 

Includes a discussion of the big picture of how CUIC fits into your environment - which components 

of UCCE/PCCE communicate with CUIC and why this is important. Product licensing and deployment 

models are major topics in this lesson. Many of our students have been surprised in this section to 

learn that they have more than 1 CUIC server in their environment. 

• Database Integration: CUIC integrates with CCE (ICM) data sources, and can also be 

configured to integrate with other data sources, most typically CVP. This may be obvious to 

some learners depending on their background, what they may not know is the myriad of 

other settings and configuration options which may affect reporting events from the 

Gateway all the way thru ICM. Knowing practical tools and methods to find database schema 

information is a key topic in this section. 

• Importing Reports: By default, CUIC comes with very few reports - even the ’stock’ reports are 

imported. Students need to know where to go to download new/updated reports for their 

environment. We will also demonstrate how to easily import these reports into your solution. 

• Active Directory Integration: Now that the data sources are configured, reports imported, and 

security is in place, it is time for some Active Directory integration. By following our 

guidelines, students can now allow the automatic replication of Supervisors into CUIC from 

Active Directory. If done properly, this allows supervisors to log on to CUIC with a standard 

ability to run reports and create dashboards, all without any replication of these users within 

CUIC. Also demonstrated will be other tricks to get your other administrative users added to 

CUIC. 

 

Module 2: Deployment Workshop 

In this module students will put into practice the theory learned in the previous module. Students will 

perform or observe each of the tasks outlined in the list below in a workshop environment. 

 

CUIC Deployment Workshop 

 

Lab 1: CUIC Data Sources 

• Task 1: Verify Data Base Configuration 

• Task 2: Complete the UCCE Real Time Data Source Connection 

• Task 3: Complete the UCCE Historical Data Source connection 

• Task 4: Complete the CVP Reporting Server and CCB data Source connections 

Lab 2: Importing Reports 

• Task 1: Verify Pre-Import Configuration 

• Task 2: Import CCE_AF_Realtime Reports 

• Task 3: Import Remaining Reports 

Lab 3: Active Directory Integration 

• Task 1: Active Directory Integration 
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Lab 4: Understanding UCCE synch 

• Task 1: Log in User 

• Task 2: UCCE synch 

• Task 3: Assign our Volunteer Default Supervisor Roles 

Lab 5: Configuring CCE for Monitoring and Reporting 

• Task 1: Examine Current Report Sample Data 

• Task 2: Configuring Network Trunk Group and Trunk Groups: CVP 

• Task 3: Configuring Network Trunk Group and Trunk Groups: ICM 

• Task4: Configure Services: ICM 

• Task 5: Verify ICM Sites are Configured 

• Task 6: Gateway configuration 

• Task 7: Verify your Configuration 

 

 

 

WHY TRAIN WITH SUNSET LEARNING INSTITUTE?  

Sunset Learning Institute (SLI) has been an innovative leader in developing and delivering authorized 

technical training since 1996. Our goal is to help our customers optimize their technology Investments 

by providing convenient, high quality technical training that our customers can rely on. We empower 

students to master their desired technologies for their unique environments.  

 

What sets SLI apart is not only our immense selection of trainings options, but our convenient and 

consistent delivery system. No matter how complex your environment is or where you are located, SLI 

is sure to have a training solution that you can count on! 

 

Premiere World Class Instruction Team 

• All SLI instructors have a four-year technical degree, instructor level certifications and field 

consulting work experience 

• Sunset Learning has won numerous Instructor Excellence and Instructor Quality Distinction 

awards since 2012 

 

Enhanced Learning Experience 

• The goal of our instructors during class is ensure students understand the material, guide 

them through our labs and encourage questions and interactive discussions. 

 

Convenient and Reliable Training Experience 

• You have the option to attend classes live with the instructor, at any of our established 

training facilities, or from the convenience of your home or office  

• All Sunset Learning Institute classes are guaranteed to run – you can count on us to deliver 

the training you need when you need it! 
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Outstanding Customer Service 

• You will work with a dedicated account manager to suggest the optimal learning path for you 

and/or your team  

• An enthusiastic student services team is available to answer any questions and ensure a 

quality training experience 

 

 

Interested in Private Group Training? 

Contact Us 

https://www.sunsetlearning.com/contact-us/

