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ID CCEA Price CHF 4,250.—(excl. VAT) Duration 4 days

Who should attend configuration tools
e Configure and populate an agent team and primary
e Account and project managers supervisor
¢ Contact Center Enterprise (CCE) administrators ¢ Improve agent efficiency through finesse enhancements
¢ Deployment engineers ¢ Build and test a basic Voice XML (VXML) application
e Technical sales ¢ Implement roles, departments, and business hours

¢ Run Cisco Unified Intelligence Center (CUIC) reports using
the Reporting tool
Prerequisites

To fully benefit from this course, you should have the following
knowledge:

¢ Basic knowledge of networking (Windows Active Directory,
SQL) and components (servers, routers, switch) is helpful
but not required

e Working knowledge of Unified Communications Manager
and voice gateways

¢ Basic understanding of Cisco Unified Contact Center
Enterprise architecture and operation

Recommended Cisco offerings that may help you meet these
prerequisites:

e Understanding Cisco Contact Center Enterprise
Foundations (CCEF)

¢ Implementing and Operating Cisco Collaboration Core
Technologies (CLCOR)

¢ Understanding Cisco Collaboration Foundations (CLENDU)

Course Objectives

After taking this course, you should be able to:

¢ Navigate CCE configuration and scripting tools

e Configure a dialed number, call type, and media routing
domain

¢ Build a basic Cisco Intelligent Contact Management (ICM)
script

¢ Configure agents and skill groups

¢ Configure basic Interactive Voice Response (IVR)
functionality

e Implement attributes and precision queues

e Configure Ring-No-Answer (RONA) using CCE

Page 1/2


/swisscom/en/course/cisco-ccef
/swisscom/en/course/cisco-ccef
/swisscom/en/course/cisco-ccef
/swisscom/en/course/cisco-clcor
/swisscom/en/course/cisco-clcor
/swisscom/en/course/cisco-clcor
/swisscom/en/course/cisco-clfndu
/swisscom/en/course/cisco-clfndu

Administering Cisco Contact Center Enterprise (CCEA) g;rstﬁg

Platinum Learning

Training Centres worldwide

- 0 PussizaiCls
.' o * . * .- .
l..' = . © .
Ll
° ® sen,* _ *
. - =5
¢ . .-‘ ._"i'_*ru_p_
: £ o ‘c“. 3 .. . .
o > L) ®
Heorin fnzrisz e . . ., .
.. 4 4 - . .
. S iy 3
1 o Wlelel]e Basi : . ot
. E * ‘ .o b As5lz Paeifie .
2 L]
. . W Y, .
S - 1 E T L]
e .. Afriz
. . }
. . .
. . .
. .
2 .
.
Lapilpy Arnisrisz
.
.
.
.
Ll
L . .
L]
.

Fast Lane Institute for Knowledge Transfer (Switzerland) AG

Husacherstrasse 3
CH-8304 Wallisellen
Tel. +41 44 832 50 80

info@flane.ch, https:/lwww.flane.ch
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