SUNSET LEARNING INSTITUTE

- »
- » ) CLouD TECHNOLOGY TRAINING PROVIDER
.

EDUCATE. INNOVATE. OPTIMIZE. _
.

CVP Development and Scripting (CVPDS Part 1)

COURSE OVERVIEW:

CVP Development and Scripting — Part 1 is part of the Cisco UCCE with CVP suite of Contact Centre training classes.
CVPDS-1 teaches each student to use the features of Call Studio to build self-service IVR applications and to run and
maintain them on the CVP VXML Server, and to interface with UCCE/ICM scripts.

Students have ample practice writing applications, using OAMP for put applications into production on the classroom
VXML Server, and troubleshooting through log files analysis.

WHO WILL BENEFIT FROM THIS COURSE?

CVPD is for Cisco customers, partners, and employees involved in UCCE/CVP or CVP Stand-alone deployments. This
class is for application developers, programmers, sales and pre-sales, technical support, and project managers to
learn to script in CVP Call Studio and VXML Server.

COURSE OUTLINE:

Module 1: Overview

e Overview of a UCCE with CVP Comprehensive Call Flow.

Module 2: ICM Routing Scripts
e |ICM routing scripts to route calls to CVP VXML Server applications, passing data (eg, global variables),
parsing and evaluating data returned, queueing, and assigning data to send to Finesse.

Module 3: Writing Call Studio scripts (applications) that include:
e Prompting Callers — using pre-recorded audio; TTS text-to-speech; Say it Smart to format audio as digits,
date, time, currency; input error reprompting
e Menus
e Collecting and confirming caller input, such as account numbers, dates of birth, etc
e  Working with variables — Session data, Element data, Call data, Local data (CVP11)
e Introduction to retrieving data from back end systems:
o SQL Database interaction — using the Studio Database element to select data
o Web service interaction- Studio Web Services element for SOAP-web services and calling a simple
REST web service
e  Playing audio to callers during back-end data retrieval
e  Catch events
e  Working with counters, decisions, math
e Introduction to javascript for substrings and string length
e  Multi-Language applications
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Module: 4 Working with Subversion Version Control

Module: 5 Implementing a Post Call Survey

Module: 6 Application to take recordings and FTP them to the media server

Module: 7 Using the Studio Debugger to test applications within Studio

Module: 8 CVP Reporting Server:
e  Best practices regarding naming elements and variables
e  Configuring data to pass to the Reporting Server using OAMP
e Understanding Reporting Server tables
e Understanding the Application Summary CUIC reports

Module: 9 Administration is covered throughout the course:
e  OAMP Operations Console to deploy applications to VXML Server
e  Using Studio Documenter to print Visio-like diagrams of the application
e Configuring log file properties
e Using logs for debugging applications
e Important log, debug, administration files

Module: 10 Cisco Courtesy Callback

o Detailed discussion of the CCB Call flow, the ICM script, and the 5 Studio scripts used for Courtesy Call
back.

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!
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Premiere World Class Instruction Team
e AllSLI 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 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)
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
o Dedicated account manager to suggest the optimal learning path for you and your team
e  Enthusiastic Student Services team available to answer any questions and ensure a quality training

experience
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