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REFERENCE OTCCPS900US DELIVERY LANG UAG E English (course m aterial in English) 

DURATION METH ODS

6 hours Virtual self-paced training on the com puter.  

4 days Traditional classroom  or practical sessions w ith tutorials (TAP LAB) 

Tutored virtual training sessions accessible via an internet connection 

MAXIMUM NUMBER OF PARTICIPANTS 12

PUBLIC

Presales engineers &  Solution Designers 

OBJECTIVES

At the end of the course, the participant w ill be able to: 

 Address a RFP (Request For Proposal) based on Alcatel-Lucent Contact Centers: 

o Om niTouch Contact Center Standard 

o Om niTouch Contact Center Prem ium  

o CCivr

o Outbound 

 Design the solution  

 Use Traffic calculation tools for dim ensioning  

 G enerate an offer using ACTIS 

 Find appropriate SD specific Docum entation &  Tools 

The participant w ill learn how  to design and quote Contact Centers Solutions from  end-to-end 

PREREQ UISITES

 To be Certified ACSR ALU  Contact Center Solution (Free I-learning course available on ABPW S) 

 The i-Learning part is m andatory to seat the Classroom  Session 

 The participant will bring is own laptop for hands-on. 

REQ UIRED TECH NICAL CONFIG URATION

For i-learning 

Access to the Business Partner W eb Site. Internet Explorer version 5.5 or better, Macrom edia Flash 7 and Acrobat Reader version 6 or better. 
Virtual Microsoft Java Machine (MSJVM). 
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PROG RAM DESCRIPTION

Phase 1: i-learning 6 hours m andatory to seat the C-learning Session 

This I-Learning session aim s to provide a general overview  on the Contact Centers Solution. 
The participant w ill also acquire enough theoretical know ledge on Contact Centers to m ake the m ost of the  
C-Learning session. 

Contact Center Standard Edition 

Describe the Om niTouch CC Standard Edition Solution

 Architecture 

 Distribution 

 CCSupervision 

 W allBoard

Contact Center Prem ium  Edition 

Describe the Om niTouch CC Prem ium  Edition Solution

 Architecture 

 Visual CC 

 Visual IVR 

 Reporting 

 Agent Desktop 

 CCTeam er 

 Prem ium  Em ail 

 Openness Pack W allboards 

Contact Center Interactive Voice Response 

Describe the CCivr solution 

Contact Center Outbound 

Describe the CCOutbound solution 

Om niG enesys / RSI 

Describe Om niG enesys Fram ew ork &  Com ponents 

Describe the Om niG enesys / RSI solution 
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PROG RAM DESCRIPTION

Phase 2: c-learning 4 days 

The C_Learning Session aim s to address a RFP (Request For Proposal) based on a Contact Center Solution using 
all Solution Designers tools available. 
The participant w ill learn how  to choose, to design these CC Architecture and how  to quote the solution using 
ACTIS.

Position the Alcatel-Lucent Contact Centers Solutions :  

Om niTouch CC Standard - Om niTouch CC Prem ium  - Om niG enesys Suite  

Contact Center Standard Edition 

Describe the CCdistribution (CCD Objects, Call Distribution, Voice G uides, Agent Profiles, CC Direct Calls) 
Describe the CCsupervision 
Describe the CCa and CC SoftPhones 
Describe Advanced Call Routing ACR 
Design the solution using appropriate dim ensioning tools and rules 
Q uote the solution using ACTIS tool 

Contact Center Prem ium  Edition 

Describe the interaction routing and distribution (Voice and Em ail) 
Describe the Visual CC graphical interface 
Describe the Visual IVR tool  
Describe the agent desktop (G AD) and CTI integration 
Describe the reporting principle 
Describe the service continuity (CCd backup and spatial redundancy) 
Design the solution using appropriate dim ensioning tools and rules 
Q uote the solution using ACTIS tool 

Contact Center Interactive Voice Response 

Describe the CCivr solution 
Q uote the CCivr Solution 

Outbound Solution 

Describe the Outbound solution 
Q uote the Outbound Solution 

Describe and Q uote the W all Board Solution 

D escribe and Q uote the m igration program s 

N otes:

Case Studies and Life Dem o w ill be used to strengthen trainees’ know ledge and skills 


