
Cheat Sheet for comprehensive Cisco Sales Expert (CSE) - Collaboration 

Collaboration Overview 

-   Cisco Collaboration Suite: Unified Communications (UC), Contact Center, and 

Collaboration Platforms. 

-   Key Components: 

  -   Unified Communications (UC): Webex Teams, Webex Calling, Cisco Unified 

Communications Manager (CUCM). 

  -   Contact Center: Cisco Unified Contact Center Enterprise (UCCE), Cisco Finesse. 

  -   Collaboration Platforms: Webex Meetings, Cisco Webex Devices. 

Unified Communications (UC) 

Webex Teams 

-   Features: 

  -   Messaging: Real-time chat, file sharing. 

  -   Spaces: Persistent chat rooms for teams. 

  -   Calling: Direct and group calls. 

  -   Video: High-definition video calls. 

-   Shortcuts: 

• `/meet` to start a meeting. 

• `/poll` to create a poll. 

• `/remind` to set reminders. 

Webex Calling 

-   Features: 

  -   Call Control: Call forwarding, transfer, hold. 

  -   Voicemail: Visual voicemail, transcription. 

  -   Integration: Integrates with Webex Teams. 

-   Shortcuts: 

• `*7` to forward calls. 



• `*6` to transfer calls. 

• `*9` to hold calls. 

Cisco Unified Communications Manager (CUCM) 

-   Features: 

  -   Call Routing: Advanced call routing, IVR. 

  -   Mobility: Mobile and remote access. 

  -   Scalability: Supports large deployments. 

-   Tips: 

  - Use   CallManager for call management. 

  - Configure   Route Patterns for efficient call routing. 

Contact Center 

Cisco Unified Contact Center Enterprise (UCCE) 

-   Features: 

  -   Multichannel Support: Voice, email, chat, social media. 

  -   Reporting: Real-time and historical reporting. 

  -   Skills-Based Routing: Route calls based on agent skills. 

-   Shortcuts: 

• `Alt + F4` to close active windows. 

• `Ctrl + S` to save configurations. 

Cisco Finesse 

-   Features: 

  -   Agent Desktop: Unified interface for agents. 

  -   Supervisor Tools: Real-time monitoring, coaching. 

  -   Integration: Integrates with UCCE. 

-   Tips: 

  - Use   Finesse Desktop for agent interactions. 

  - Configure   Skills for efficient routing. 



Collaboration Platforms 

Webex Meetings 

-   Features: 

  -   Video Conferencing: High-definition video. 

  -   Screen Sharing: Share screens, applications. 

  -   Recording: Record meetings for later viewing. 

-   Shortcuts: 

• `Ctrl + Alt + S` to start/stop screen sharing. 

• `Ctrl + Alt + R` to record the meeting. 

• `Ctrl + Alt + M` to mute/unmute. 

Cisco Webex Devices 

-   Features: 

  -   Room Devices: Webex Room Series, Desk Series. 

  -   Board Devices: Webex Board, Room Kit. 

  -   Integration: Seamless integration with Webex Meetings. 

-   Tips: 

  - Use   Touch 10 for intuitive control. 

  - Configure   Room Kit for advanced conferencing. 

Deployment and Management 

Cisco Unified Communications Manager (CUCM) Deployment 

-   Steps: 

  -   Installation: Install CUCM on a server. 

  -   Configuration: Configure phones, trunks, and routes. 

  -   Testing: Test call flows and features. 

-   Tools: 

  -   Cisco Prime Collaboration: For monitoring and management. 

  -   Cisco Unified Serviceability: For troubleshooting. 



Webex Deployment 

-   Steps: 

  -   Provisioning: Provision Webex accounts. 

  -   Integration: Integrate with existing systems. 

  -   Training: Train users on Webex tools. 

-   Tools: 

  -   Webex Control Hub: For centralized management. 

  -   Webex Admin Portal: For user and device management. 

Troubleshooting and Support 

Common Issues 

-   Call Quality: 

  -   Solution: Check network bandwidth, codec settings. 

-   Device Connectivity: 

  -   Solution: Verify IP configuration, reboot device. 

-   Meeting Issues: 

  -   Solution: Check Webex status page, update client. 

Support Resources 

-   Cisco Support: 

  -   TAC: Cisco Technical Assistance Center. 

  -   Community: Cisco Community Forums. 

-   Documentation: 

  -   Cisco Docs: Official documentation. 

  -   White Papers: In-depth technical papers. 

Best Practices 

Security 

-   Encryption: Use AES encryption for calls. 



-   Authentication: Implement strong authentication methods. 

-   Access Control: Limit access to sensitive data. 

Performance 

-   Network Optimization: Ensure sufficient bandwidth. 

-   Device Management: Regularly update and maintain devices. 

-   User Training: Provide regular training sessions. 

Scalability 

-   Planning: Plan for future growth. 

-   Flexibility: Use scalable solutions like CUCM. 

-   Integration: Integrate with existing infrastructure. 

Examples 

Webex Teams Example 

-   Scenario: Team collaboration on a project. 

-   Steps: 

  1. Create a space for the project. 

  2. Invite team members. 

  3. Use /meet to schedule a meeting. 

Webex Calling Example 

-   Scenario: Remote worker needs to forward calls. 

-   Steps: 

  1. Dial *7. 

  2. Enter the forwarding number. 

  3. Confirm the change. 

Webex Meetings Example 

-   Scenario: Hosting a webinar. 

-   Steps: 

  1. Schedule the webinar in Webex Meetings. 



  2. Share the link with attendees. 

  3. Use Ctrl + Alt + S to share the presentation. 

Conclusion 

-   Summary: Cisco Collaboration solutions offer robust, scalable, and secure 

communication tools. 

-   Next Steps: 

  -   Explore: Dive deeper into specific features. 

  -   Implement: Start deploying in your environment. 

  -   Support: Leverage Cisco support resources for assistance. 
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