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The complete guide to managing UCCE environments: tips, tricks, best practices, and lessons learned
 
Gary Ford
 
Cisco Unified Contact Center Enterprise (UCCE) integrates multiple components and can serve a wide
spectrum of business requirements. In this book, Gary Ford, an experienced Cisco UCCE consultant brings
together all the guidance you need to optimally configure and manage UCCE in any environment.
The author shares in-depth insights covering both the enterprise and hosted versions of UCCE. He presents
an administrator’s view of how to perform key UCCE tasks and why they work as they do. He thoroughly
addresses application configuration, agents, scripting, IVR, dial plans, UCM, error handling, reporting,
metrics, and many other key topics.
You’ll find proven, standardized configuration examples that help eliminate errors and reduce downtime,
step-by-step walkthroughs of several actual configurations, and thorough coverage of monitoring and
troubleshooting UCCE systems.
Cisco Unified Contact Center Enterprise (UCCE) is an indispensable resource to help you deploy and
operate UCCE systems reliably and efficiently.
 
Gary Ford has spent more than 13 years designing, deploying, and maintaining Cisco telephony and contact
center solutions together with several of the world’s largest systems integration companies, Cisco ATPs, and
customers. He was first introduced to contact centers in 1997 while working for British Telecom (BT) as a
test engineer tasked with integrating the GeoTel ICR platform into BT’s core telephony network. After Cisco
acquired GeoTel, Ford’s role evolved to include broader Cisco contact center and unified communications
consulting. He holds a bachelor’s of engineering degree in computer systems engineering, the status of
Chartered Engineer, and several Cisco, Microsoft, and business-related professional qualifications.
 
·                      Understand the Cisco Unified Contact Center product portfolio and platform architecture
·                      Choose the right single-site, multi-site, or clustered deployment model for your environment
·                      Take a lifecycle services approach to UCCE deployment and application configuration-
—including preparation, planning, design, and implementation
·                      Implement traditional, current-generation, and next-generation call routing
·                      Master the latest best practices for call flow scripting
·                      Understand UCCE’s nodes and distributed processes and build a clean system startup
sequence
·                      Design, implement, and deliver unified CM/IP IVR solutions
·                      Set up and efficiently manage UCCE databases
·                      Make the most of UCCE’s reporting tools
·                      Create advanced applications with Data-Driven Routing
·                      Effectively maintain any UCCE deployment, including older versions
·                      Use a best-practice methodology for troubleshooting, and master valuable, little-known Cisco
diagnostic tools



 
This IP communications book is part of the Cisco Press® Networking Technology Series. IP
communications titles from Cisco Press help networking professionals understand voice and IP telephony
technologies, plan and design converged networks, and implement network
solutions for increased productivity.
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From reader reviews:

Debbie Gagnon:

With other case, little individuals like to read book Cisco Unified Contact Center Enterprise (UCCE) (IP
Communications). You can choose the best book if you like reading a book. As long as we know about how
is important a new book Cisco Unified Contact Center Enterprise (UCCE) (IP Communications). You can
add know-how and of course you can around the world by the book. Absolutely right, mainly because from
book you can understand everything! From your country until foreign or abroad you can be known. About
simple point until wonderful thing it is possible to know that. In this era, we are able to open a book as well
as searching by internet product. It is called e-book. You should use it when you feel bored stiff to go to the
library. Let's study.

Phillip Martin:

The knowledge that you get from Cisco Unified Contact Center Enterprise (UCCE) (IP Communications) is
a more deep you rooting the information that hide inside the words the more you get thinking about reading
it. It doesn't mean that this book is hard to comprehend but Cisco Unified Contact Center Enterprise (UCCE)
(IP Communications) giving you buzz feeling of reading. The author conveys their point in certain way that
can be understood by anyone who read the item because the author of this e-book is well-known enough.
This book also makes your vocabulary increase well. It is therefore easy to understand then can go to you,
both in printed or e-book style are available. We suggest you for having this Cisco Unified Contact Center
Enterprise (UCCE) (IP Communications) instantly.

Clara Radtke:

You are able to spend your free time to see this book this reserve. This Cisco Unified Contact Center
Enterprise (UCCE) (IP Communications) is simple to bring you can read it in the recreation area, in the
beach, train and also soon. If you did not include much space to bring the actual printed book, you can buy
the actual e-book. It is make you quicker to read it. You can save the book in your smart phone. Thus there
are a lot of benefits that you will get when you buy this book.

Jeffry Yanez:

As a student exactly feel bored to help reading. If their teacher expected them to go to the library or even
make summary for some book, they are complained. Just very little students that has reading's spirit or real
their leisure activity. They just do what the professor want, like asked to the library. They go to generally
there but nothing reading seriously. Any students feel that reading is not important, boring and also can't see
colorful images on there. Yeah, it is to get complicated. Book is very important in your case. As we know
that on this age, many ways to get whatever we want. Likewise word says, ways to reach Chinese's country.
Therefore this Cisco Unified Contact Center Enterprise (UCCE) (IP Communications) can make you really
feel more interested to read.
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