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Deploying Cisco Unified Contact Center Express v6.0 (UCCXD)

COURSE OVERVIEW

This course, Deploying Cisco Unified Contact Center Express (UCCXD) provides the student with
hands-on experience and knowledge of tasks typically performed during contact center deployment.
This includes the deployment of Cisco Unified Contact Center Express and Cisco Unified IP
Interactive Voice Response (IVR) (Cisco Unified CCX and Cisco Unified IP IVR) as contact center
solutions. Tasks include planning, installation, and configuration, scripting, and troubleshooting.

WHO WILL BENEFIT FROM THIS COURSE?
e Cisco Unified Communications system channel partners and resellers
e System engineers
e Customers deploying and maintaining Cisco Unified Contact Center Express products.

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

e Internetworking Fundamentals

e Basic IP telephony concepts

e Cisco Unified Communications Manager

e Cisco IP phones, Cisco IP Communicator

o Contact Center operations

COURSE OBJECTIVES

e Provide a comprehensive overview of the Cisco Unified Contact Center Express product
suite. This overview will cover descriptions of the product, compatibility, and hardware and
software options, architecture, and sizing and ordering tools.

e Provide a complete description of the Cisco Unified CCX installation process, the
configuration required with an overview of the most common configuration web pages, and
describe the call flow processes needed to establish a call on Cisco Unified CCX.

e Describe the Cisco Unified CCX script editor, how it is installed and how to implement
common IVR scripting techniques.

e Provide a comprehensive view of Cisco Unified CCX ACD operations to include basic contact
center build-up, scripting, agent and supervisor desktop configurations, advanced scripting
topics, and reporting.

e Describe how to install, configure and use features found in Cisco Unified CCX Premium
such as Remote Monitoring, Outbound Dialer, Agent Email, Agent Web Chat, and Automatic
Speech Recognition (ASR) and Text-to-Speech (TTS).

e Understand how to maintain and monitor a Cisco Unified CCX system.
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COURSE OUTLINE
Module 1: Cisco Unified CCX Product Overview
e Lesson 1: Cisco Unified CCX Product Packages
e Lesson 2: Cisco Unified CCX Architecture
e Lesson 3: Designing Cisco Unified CCX
Module 2: Cisco Unified CCX Installation and Configuration
e Lesson 1: Installing Cisco Unified CCX
e Lesson 2: Managing Cisco Unified CCX
e Lesson 3: Configuring Basic Properties of Cisco Unified CCX
Module 3: Cisco Unified CCX Scripting
e Lesson 1: Understanding Script Editor Basics
e Lesson 2: Creating a Basic IVR Script
e Lesson 3: Prompting and Collecting Information
e Lesson 4: Accessing an External Database
e Lesson 5: Making Decisions
e Lesson 6: Confirming Caller Input
Module 4: Cisco Unified CCX ACD Operations
e Lesson 1: Implementing Cisco Unified CCX
e Lesson 2: Scripting Fundamentals for Cisco Unified CCX
e Lesson 3: Using Desktop Administration
e Lesson 4: Advanced Cisco Unified Contact Center Express Scripting Topics
e Lesson 5: Using Cisco Unified CCX Reports
Module 5: Cisco Unified Contact Center Express Premium Functions
e Lesson 1: Configuring the Outbound Dialer
e Lesson 2: Configuring Agent Email and Agent Web Chat
e Lesson 3: Understanding ASRand TTS
Module 6: Cisco Unified CCX Maintenance
e Lesson 1: Using Cisco Unified RTMT
e Lesson 2: Using the Disaster Recovery System

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!
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Premiere World Class Instruction Team
e All SLI instructors have a four-year technical degree, instructor level certifications and field
consulting work experience
e Sunset Learning has won numerous Instructor Excellence and Instructor Quality Distinction
awards since 2012

Enhanced Learning Experience
e 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
e 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
e All Sunset Learning Institute classes are guaranteed to run — you can count on us to deliver
the training you need when you need it!

Outstanding Customer Service

e You will work with a dedicated account manager to suggest the optimal learning path for you
and/or your team

e An enthusiastic student services team is available to answer any questions and ensure a
quality training experience

Interested in Private Group Training?
Contact Us
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