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Unified CCX - All In One Solution

Options
Predictive , 

Progressive 

Outbound

ASR/TTS*

Quality 

Monitoring/Workforce 

Management

High Availability CRM Connectors

All in One Solution
Robust and Proven

Easy to Use
Easy to Deploy

Applications Platform
3rd-Party Spec-Based

Unified Computing System

Contact Center Express
Voice, Video

IVR

API

Reporting

Business Edition 6000

Business Edition 7000

Agent Desktop Cisco Finesse

Web Chat, Email

Social Media

* S+



Cisco Finesse

ÅBrowser-based agent desktop for 
easy management & upgrades

ÅDesigned to empower agents via 
user-centered design product

ÅFlexible and Expandable ïFinesse is 
a web gadget container

ÅDeveloper Friendly Web API



Flexible Gadget Container

Side-by-Side Gadgets

Each Finesse tab can 

have a different number 

of columns

Maximize Gadgets

Individual Gadgets can 

be maximized and then 

restored

ÅMini-web pages assembled into a larger webpage

ÅAdministrators define agent and supervisor layouts

ÅA la carte approach to agent desktop

ÅUtilize OpenSocial for standards-based 
integration

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



New 11.0 Feature Set



Desktop

Finesse Replaces CAD

Finesse is the only available 

Desktop in 11.0



Accessibility

ÅAgent Accessibility

ÅNo Accessibility for Supervisor Gadgets

ÅAdherence with Web Content Accessibility 2.0 
Level A Guidelines

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

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


Multiple Call Variable Layouts Per System
ÅAdministrators define multiple call 

variable layouts

ÅAdministrators decide which layout to 
display to the agent by populating the 
user.layout ECC variable with the layout 
name

ÅSame mechanism as CAD ïThis means 
no changes to routing scripts for CAD 
customers who are migrating to Finesse 



Cisco Finesse IP Phone Agent Functionality

ÅAgent Functionality via Cisco IP Phone

ÅAgent State

ÅReady

ÅNot-Ready Codes

ÅWrap-Up Codes

ÅCaller Data

ÅNo Supervisor Controls

ÅNo Queue Data



Cisco Finesse IP Phone Agent Licensing

Standard Seat License

ÅFinesse IP Phone Agent Only

ÅNo Finesse Supervisor Controls or Finesse Desktop

ÅCustomers/Partners are not entitled to use the Finesse API directly

Enhanced or Premium Seat License

ÅAgents can use Finesse IPPA or Finesse Desktop

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

ÅSupervisors use Finesse Supervisor Desktop

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



Phones Supported with Cisco Finesse IPPA

78xx Series

Å7811

Å7821

Å7841

Å7861

79xx Series

Å7911

Å7942

Å7942

Å7945

Å7962

Å7965

Å7975

88xx Series

Å8811

Å8841

Å8851

Å8861

89xx Series

Å8941

Å8945

Å8961



Email Enhancements

ÅDiscard Email

Å Option for agents

Å Historical Reports



Post Call Treatment

ÅProvides custom treatment to completed ICD call

ÅCall routed to IVR route point after the last agent ends the call

Post Call 

Treatment 

trigger DN.

Expanded Call 

Variable for the 

post call 

treatment.



Increased 
System 
Parameters

Team Wrap-up Codes
Increase from 100 to 1500

Team Phone Books
Increase from 50 to 300
Contact increase from 1500 to 50,000



Increase Client to Server Max Round Trip 
Time

Finesse 10.x

Max Round-trip 

time between 

Finesse Client 

and Finesse 

Server 

200ms

Finesse 11.0

Max Round-trip 

time between 

Finesse Client 

and Finesse 

Server 

400ms




