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CISCO CONTACT CENTER ENTERPRISE FUNDAMENTALS (CCCEF) 

COURSE OVERVIEW:  

Through targeted instruction and a series of hands on labs, this course will provide students with a fundamental 

understanding of Cisco Unified Communications and Unified Contact Center Enterprise environment. It introduces 

students to the basic role and operation of Unified Communications Manager, ICM, CVP and Unity Connection (UC). 

 

WHO WILL BENEFIT FROM THIS COURSE?  

This course was developed for anyone in the contact center team who would like a better understanding of the 

intricacies of their Cisco contact center enterprise environment This might include Business Analysts, Operations 

Specialists, Engineers, Technicians or Managers. 

 

PREREQUISITES:  

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

• Basic understanding of contact center KPIs 

• Basic knowledge of networking and components is helpful but not required 

• Functional use of a Windows PC and multitasking 

  

COURSE OBJECTIVES: 

After completion of this course, students will be able to... 

• Describe the Cisco Unified Communications Manager and Unity Connection Solution and identify key 

terms, configuration, and architecture. 

• Describe the Cisco Unified Contact Center Enterprise Solution and identify key terms, architecture and 

configuration requirements. 

• Summarize day to day tasks associated with UCCE agent support in regard to configuration and scripting. 

• Classify the tasks associated with Cisco Unified Contact Center Enterprise scripting to support CVP 

functionality. 

• Explain the additional configuration and scripting considerations to support complex business 

requirements. For example, distinguish Auto-Attendant (Unity) from Agent/Skills/PQ (UCCE) functionality, 

given the requirements of a particular line of business. 

 

COURSE OUTLINE: 

 

Module 1: Exploring Communications Manager and Unity Connection 

• Describe, at a high level, the Cisco Communications Manager and Unity connection solution 

• Describe the role of Cisco Unified Communications Manager Clusters 

• Navigate the Cisco Unified Communications Manager administration tools 

• Provision a phone with Cisco Unified Communications Manager 

• Explore the use of Cisco Unified Communications Manager phone templates 

• Explore Device pools 
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• List and discuss the relevance and importance of Cisco Unified Communications Manager features and 

services 

• Describe functionality of Unity Connection as a Voice Mail and/or Auto Attendant Solution 

• Configure Voice Mail Users and Mail box features 

• Configure Unity Connection Call Handlers 

 

Module 2: Exploring Unified Contact Center Enterprise (UCCE) 

• Describe the Cisco UCCE solution including components and KPIs 

• Examine a UCCE/CVP comprehensive call flow 

• Access the Cisco UCCE administration tool set 

 

Module 3: Basic configuration and scripting for Agent Support 

• Utilize Cisco Unified Contact Center Enterprise Configuration manager 

• Utilize Cisco Unified Contact Center Enterprise Script Editor 

• Utilizing trouble shooting and verification tools within the UCCE administration tools program group 

• Introduction to variables 

• Adding skill groups and agents to a Cisco Unified Contact Center Enterprise deployment 

 

Module 4: Scripting for CVP 

• Understand the use and function of microapps 

• Discuss the management tasks associated with CVP media files 

• Build a simple script to support CVP functionality (Prompt, collect and queue) 

 

Module 5: Advanced Considerations 

• Understand the use of reporting touch points in a Cisco Unified Contact Center Enterprise script 

• Implementing precision routing using precision queues and agent attributes utilizing Cisco Unified Contact 

Center Enterprise formula editor to create basic routing expressions 

 

Appendix: Telephony 101 (From Semaphore to Subnets) 

• Understanding Bandwidth 

• From Analogue to Digtal 

• Transmission Standards 

• TDM to Packet Switching 

• The OSI model (7 layers or 5) 

• TCP/IP Explained 

• Repeaters/.Switches/Routers and Gateways 

• Network classes and subnets 

• VOIP (Voice Over IP) Different from Data...How? 

• Getting there from here: One Packets Network Journey 
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SUNSET LEARNING INSTITUTE (SLI) DIFFERENTIATORS:  

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 cloud 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 at any of our established training facilities or from the convenience 

of your home or office with the use of our HD-ILT network (High Definition Instructor Led Training) 

• 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 

• Dedicated account manager to suggest the optimal learning path for you and your team 

• Enthusiastic Student Services team available to answer any questions and ensure a quality training 

experience 

 

 

   

 

 

 

  


