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Overview



Unified CCX - All In One Solution

Agent Deskiop

Quality Predlctlve
Opt|0ns Monltorlng/Workforce Progresswe H|gh Availability ASR/TTS* CRM Connectors
Management Outbound

Voice, Vldeo Web Chat, Email
Contact Center Express
Somal Media Reportlng

3fd-Party Spec-Based

Business Edition 6000

AppllcatlonS Platform Unified Computing System Business Edition 7000

All in One Solution
Robust and Proven
Easy to Use

Easy to Deploy .
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Cisco FInesse

A Browser-based agent desktop for
easy management & upgrades

A Designed to empower agents via
user-centered design product

A Flexible and Expandable T Finesse is
a web gadget container

A Developer Friendly Web API
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Customer: Premium Customer Call Type: Serwvice Question
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Chris Two ® Logged Out
Gary One ® Logged Out
Gary Three ® Logged Out




Flexible Gadget Container

A Mini-web pages assembled into a larger webpage
A Administrators define agent and supervisor layouts

A A la carte approach to agent desktop

A Utilize OpenSocial for standards-based
integration

A All applications that agents need (Cisco or 3rd party)
contained within Finesse

Side-by-Side Gadgets

il | hl l 11 Supervisor AGENT 1001050 (1001050) - Extension 1001005
CISCO - otReay- Cofee Break v 1133

"Home Manage Call
Qs | AdamOutler(t1010111)

Campaign: Buy some bunnias Last Purchase Date: 11/23/2013
Account Number: 2221214532 Last Purchase Amount: $221

Customer Since: 10/2010 Likes: AEC , New, Tech

Maximize Gadgets

Each Finesse tab can
Al have a different number
clsce of columns

Individual Gadgets can
be maximized and then
restored



New 11.0 Feature Set



Desktop

wt|1er|1y Supervisor AGENT 1001050 (1001050) - Extension 1001005 Sign Out ¥
CISCO - NotReady- CoffeeBreak ¥ 11:33

Home Manage Call .

Q145 Adam Outler(t1010111) |  [EIEED +d, Direct Transfer

Campaign: Buy some bunnies Last Purchase Date: 11/23/2013
Account Number: 222-121-4532 Last Purchase Amount: $23221

Customer Since: 10/2010 Likes: ABC . New . Tech

Finesse Replaces CAD 15 VIP: Yes Discount Offers 35%

Finesse is the only available R Gadget 2
Deskiop in 11.0 e e e
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Accessibility

A Agent Accessibility
A No Accessibility for Supervisor Gadgets

A Adherence with Web Content Accessibility 2.0
Level A Guidelines

http://www.w3.orq/TR/WCAG20/
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http://www.w3.org/TR/WCAG20/

Multiple Call Variable Layouts Per System

A Ad m | n |Strat0 rS defl ne m u Itl ple Ca” Cilsco IFinesse-Admini?trﬁtion - Some ?’-u!:vporte-d Browser E|E|g|
Variable IayOUtS LS Cisco Finesse Administration Sign Out

Home m Desktop Layout Phone Books Reasons Team Resources Workfowe Settings

A Administrators decide which layout to
List of Call Variables Layouts

display to the agent by populating the
user.layout ECC variable with the layout ermatkoouns cl e
n am e Spedal Sales Layout Black Friday Layl:;l-.l-t

Edit VIP Layout

A Same mechanism as CAD i This means Neme (17 toved Descripton | Exva Specl VIPH!

Call Header Layout

no changes to routing scripts for CAD Display Nams hssanTa
customers who are migrating to Finesse

Call Body Left-Hand Layout Call Body Right-Hand Layout
Display Name  Assign To Display Name Assign To

|Acc0unt Number| ‘.call\fariablez » x CustomerName| | callvariablet
X

| Customer Since ‘ callVariabled | Address | | user.address

s VIP? | | user. isvip 4 City, State Zip | user.address_rest =
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Cisco Finesse IP Phone Agent Functionality

A Agent Functionality via Cisco IP Phone

@ Change State - 1D:2311
1 Work
2 Hot Ready

A Agent State
A Ready
A Not-Ready Codes

A Wrap-Up Codes
A Caller Data

] Talking
| Select Stats CData Option

A No Supervisor Controls

A No Queue Data

.......
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Cisco Finesse |IP Phone Agent Licensing

e
Cisco

Standard Seat License

AFinesse IP Phone Agent Only
ANo Finesse Supervisor Controls or Finesse Desktop
ACustomers/Partners are not entitled to use the Finesse API directly

Enhanced or Premium Seat License

AAgents can use Finesse IPPA or Finesse Desktop

AAgents can switch from Finesse Desktop to IPPA on-the-fly (PC Crash Use
Case)

ASupervisors use Finesse Supervisor Desktop

AAgents are NOT allowed to use IPPA and Desktop at same time




Phones Supported with Cisco Finesse IPPA

D
Cisco

78xx Series

A7811
A7821
A7841
A7861

79xx Series

A7911
A7942
A7942
A7945
A7962
A7965
A7975

88xx Series

A8811
A8g41
A8851
A8861

89xx Series

A8941
A8945
A8961



Email Enhancements

A Discard Email
A Option for agents
A Historical Reports

From :Sandip Bhattacharyya <sandibha@ermaill3.sm:=
Sent  :Friday, March 27, 2015 5:31 PM
To :Nagendra Mahesh <namahesh@emaill3.smx=

.~ LT

Confirmation

Are yau sure you want to discard?
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Post Call Treatment

A Provides custom treatment to completed ICD call

A Call routed to IVR route point after the last agent ends the call

New Variahle

Type final int

Name: PostCallTreatment |

8000

........ N Accept (~Triggering Contact--)
imensi D &) Play Prompt (~Triggering Contact--, WelcomePrompt)

b [Set Enterprise Call Info
- @I Select Resource (~Triggering Contact— from CSQ)

Expanded Call

Variable for the Post Call i~
" fayEnd
post call Treatment e
treatment. ——— trigger DN. @
@ Ju User -3
&y Prompt
TR @ 4 eMal Contact
- Context Service - |, Http Contact
b Datohaca [ Meda
T - Ju User
i | (oo ] - J, Prompt
VS [Enne hostrame Ist s enoty @ Grammar
[Check the LDAP for enabled Uinfied CCX Engnes. (& J. Document
Name Type Vale Attributes.
csa |Strng. | od |Parameter L L Coptent Stavice -
ot o Pararmeter
|QueuePrompt Prompt |SPICOVCDQueve. .. [Parameter
SRS_TempResou... |User Il
!wm-mnv Prompt |SPICt |Parameter
Jresourcen String. =
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Increased Inrease from 100 1o 1500
SySte m Team Phone Books
P aram ete rS Increase from 50 to 300

Contact increase from 1500 to 50,000
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Increase Client to Server Max Round Trip
Time

Finesse 11.0

Max Round-trip 400ms
time between
Finesse Client Finesse Client

and Finesse and Finesse
Server Server

Max Round-trip 200ms
time between
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