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Implementing Cisco Contact Center Chat & Email (CCECE)

COURSE OVERVIEW

The Implementing Cisco Contact Center Enterprise Chat and Email (CCECE) v1.0 course teaches you
how to deploy Cisco® Enterprise Chat and Email (ECE) into an existing Enterprise Contact Center
environment. You will learn the steps required to prepare and configure both Cisco Packaged
Contact Center Enterprise (PCCE) and ECE environments for integration, as well as gain experience
with the operation and administration tasks required for initial ECE deployment. Additionally, you will
experience ongoing system administration tasks such as enabling Single Sign-On (SSO), importing
objects, preparing queues and workflows, using the scripting tool, generating reports, and enabling
system logs for troubleshooting. Finally, you will also learn how to implement features that enhance
ECE operations for Agents.

WHO WILL BENEFIT FROM THIS COURSE?
Deployment engineers

PREREQUISITES
Before taking this course, students should have:
e Strong knowledge of computer networking components: Windows A/D, SQL
e Strong understanding of IP networks
e Advanced experience administering Cisco Packaged Contact Center Enterprise
e Experience deploying Cisco Packaged Contact Center Enterprise

COURSE OBJECTIVES
After taking this course, you should be able to:
e Describe the ECE solution as deployed with Cisco Contact Center Enterprise (CCE)
e Define the components of ECE that make up the available deployment models available for
enterprise solutions
e Utilize the Classic ECE interface to differentiate between partitions
e Utilize the Classic ECE interface to differentiate between processes and instances
e Configure the PCCE requirements necessary to integrate ECE
e Configure the requirements necessary to integrate ECE with the Single Pane of Glass used
with PCCE
e Configure the requirements necessary to integrate ECE with email services
e Add the ECE Agent gadget to the Cisco Finesse Desktop layout
e Describe the installation requirements for a high-availability deployment of ECE
e Describe a basic email and chat call flow through the ECE/PCCE environment
e Understand the general operational requirements for adding CCE Agent, skill, and scripting
objects and importing them into CCE
¢ Navigate the administrative tabs in both the Business Partition and Department view of the
Single Pane of Glass
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e Add and import objects into the ECE

e Describe the configurations options found in the Email and Chat Queue

e Describe the configuration and verification of chat functionality in a CCE ECE environment

e Configure and verify ECE settings

e Configure an entry point for a chat queue and introduce template sets

e Customize the chat experience

e Define and verify the configuration requirements to deploy callback and delayed callback

e Describe the benefits of implementing Agent Single Sign-on in the ECE/CCE environment

e Configure the requirements necessary to implement Agent Single Sign-on in the ECE/CCE
environment

COURSE OUTLINE
e Deploying Cisco Enterprise Chat and Email
e ECE General administration
e Cisco ECE Email administration
e Cisco ECE Chat administration
e Cisco Enterprise Chat and Email features
Lab outline
e Navigate CCE discovery architecture and components
¢ Navigate ECE and CCE discovery architecture and components
¢ Navigate ECE Email and Cisco Finesse integration
e Add and Import CCE Resources into ECE
e Personalize the Email Trail
e Build a Department Workflow
e Build CCE Script for Email
e Agent Verification of Email
e Configure and Verify Chat Operation
e (Customize Chat
e Explore Reporting for ECE
e Support Single Sign On (SSO) for ECE
e Troubleshoot ECE

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

