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� Th e  n u m b e r  o f  IP  a g e n t  p o s i t i o n s  w i l l  g r o w  s i g n i f i c a n t l y  o v e r  
t h e  c o m i n g  y e a r s  a t  a  CAG R o f  4 2 % . 

� B y  2 0 0 9 ,  t h e r e  w i l l  b e  o v e r  2 .6  m i l l i o n  IP  a g e n t  p o s i t i o n s  f o r  
a p p r o x i m a t e l y  3 7 %  o f  t h e  g l o b a l  t o t a l  AP s .

- D ata M o nito r “T h e u rg e to  c o nv erg e” ,  Sep  2 0 0 5  -
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S u ppo rta b il ity
Support Tools 2.0
• Serviceability tool dashboard that applies to the IPCC products

C om m on  W eb -b a s ed  U s er  In t er f a ce f or  a l l  t ool s
• Provide custom ers w ith tools to m an ag e their system s.

A b il it y  t o p u l l  l og  f il es  f r om  
C a l l  M a n a g er ,  IPC C  E x p r es s ,  
C VP (new) ,  IP-IVR (new) ,  
IC M  W eb  C ol l a b or a t ion ,  
a n d  E -M a il  M a n a g er

• L essen s req uired tim e to locate 
an d resolve issue

S in g l e en t r y  p oin t  t o a l l  t h e l og  f il es
R eg is t r y  com p a r e v iew

• Set Trace Level from Support Tools
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O pera tio ns M a na g er a nd  S erv ic e M o nito r

O peration s M an ag er
Software on Win 2003

� R eal-ti me vi ew  of I P C  
soluti on

� A lerti n g  an d  d i ag n osti cs
� P h on e i n ven tory  reporti n g

O p er a t ion s
M a n a g er

M a n a g er
of

M a n a g er s

S er v ice
M on it or

Serv ic e
M onitor

Service M on itor
Software +  C is c o 1 04 0 Sens ors

• R eal-ti me voi ce 
q uali ty  alerti n g

• M O S scores an d  d etai ls
• A rch i val of h i stori cal 
call q uali ty

S of tw are

S of t w a r e

C is c o 1 04 0 Sens ors
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Cisc o  U nif ied  Co nta c t Center

I n tern etI n tern et
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G a t ew a y

PS T NPS T N

� ������������������������ �� � � 	 
 �� 	 �  � � � ��� 	 
 ���� � � 	 
 �� 	 �  � � � ��� 	 
 ���� � � 	 
 �� 	 �  � � � ��� 	 
 ���� � � 	 
 �� 	 �  � � � ��� 	 
 ��

� � � � � ���� � � � ���� � � � ���� � � � ��� � � � ����� � � ����� � � ����� � � ���� �  �  �� � � ���  �  �� � � ���  �  �� � � ���  �  �� � � ��

� � 	 � � �	 � � � ��� 	 � � �	 � � � ��� 	 � � �	 � � � ��� 	 � � �	 � � � �� � ��� 	 
 �� � � �� � �� ��� 	 
 �� � � �� � �� ��� 	 
 �� � � �� � �� ��� 	 
 �� � � �� � � � � 	  � �� � 	  � �� � 	  � �� � 	  � �

� �� � ������� � ������� � ������� � ����� � �� ��� 	  � ��� �
 ��� �� ��� 	  � ��� �
 ��� �� ��� 	  � ��� �
 ��� �� ��� 	  � ��� �
 ��

A g en t sA g en t s
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S p eech -en a b l ed  

s el f  s er v ice
B u s in es s  R u l es ,  
R ou t in g  L og ic,

T r ea t m en t  E n g in e,  
R ep or t in g

C R MC R M

C a l l  M a n a g erM ob il e A g en t s
K n ow l ed g e W or k er s

D ep a r t m en t a l  C a r e G r ou p s
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M a rk et Penetra tio n L ea d er
“C i s c o  h a s  d e m o n s t r a t e d  s t r a t e g i c  e x c e l l e n c e  i n  p r o d u c t  i n n o v a t i o n ,  
m a r k e t i n g ,  a n d  s a l e s  s t r a t e g i e s  t h a t  h a s  r e s u l t e d  i n  t h e  l a r g e s t g a i n  i n  m a r k e t  
s h a r e  o v e r  t h e  p a s t  2 -3  y e a r s ” - F r o s t  &  S u l l i v a n
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Each CC can handle 1 0 0 calls / ho u r
A v e q u eu e t i m e =  1 3 s

R eq u i r es  3 6 i nco m i ng  t r u nk s
T he CC can handle 3 7 0 calls / ho u r

A v e q u eu e t i m e =  1 0 s
R eq u i r es  3 0 i nco m i ng  t r u nk s
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Talk time = 180s
Service level = 80/20
Wrap up time = 60s

Talk time = 180s
Service level = 80/20
Wrap up time = 60s
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Cisc o  U nif ied  Perso na l  Co m m u nic a to r
Powerful communication tools in a single, easy-to-use d esk top  software ap p lication

Cisco Unified 
Ca l l M a na g er  5 . 0

I P  Com m u nications S y stem

Cisco Unit y  
Connect ion

I ntellig ent V oice M essag ing

Cisco Unified 
P r esence S er v er

P r esence S tate,  S er v ices

Cisco Unified 
M eet ing P l a ce E x p r ess 

W eb  Confer encing

• A d ap tiv e U ser I nterface
• Presence-enab led
• C all, C ollab orate, E scalate
• D esk top  V id eo C alling
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Cisc o  V id eo  Co nta c t Center

CV P

V id eo-enab led
I PC C  A gent

M ob ile
sub scrib er 3 G

G ateway

1 . V i deo -eq u i p p ed m o b i le s u b s cr i b er  p laces  v i deo  call
2 . Can nav i g at e a m enu  t o  m ak e s elf  s er v i ce o r  r o u t i ng  s elect i o ns
3 . R ecei v es  s t r eam ed v i deo  w hi le w ai t i ng  f o r  an ag ent
4 . V i deo  call di r ect ed t o  v i deo -enab led ag ent  u nder  I P CC co nt r o l
5 . A g ent  can di r ect  addi t i o nal v i deo  s t r eam s  t o  t he caller

© 2 0 0 5  C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d .C i s c o  I P C C  E n t e r p r i s e 47Cisco Confidential

������������ � �� �� �� � 85%
� �� �� �� � � 	 
 �� 	 
 �� 	 
 �� 	 
 �

� � � �  � �� �� �� �
Intelligent 
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P ow er  M a na g em entP ow er  M a na g em ent
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L A N  S w it ch ingL A N  S w it ch ing

A u t o V L A NA u t o V L A N

A u t o Q oSA u t o Q oS

L ink S y sL ink S y s
Ca r r ierCa r r ier

S oft sw it chS oft sw it ch

F ir ew a l lF ir ew a l l

H ost  I nt r u sionH ost  I nt r u sion
P r ot ect ionP r ot ect ion

W iF i N et w or k ingW iF i N et w or k ing

D y na m ic D ev iceD y na m ic D ev ice
D iscov er yD iscov er y

I nt el l ig entI nt el l ig ent
T r a ffic R ou t ingT r a ffic R ou t ing

N et w or k  A ccessN et w or k  A ccess
Cont r olCont r ol

S ecu r e V P N  A ccessS ecu r e V P N  A ccess
S t or a g eS t or a g e

CiscoW or k sCiscoW or k s

S ea m l essS ea m l ess
M ob il it yM ob il it y

D y na m ic UserD y na m ic User
T r a ck ingT r a ck ing

S R S TS R S T

V ideo A ssocia t ionV ideo A ssocia t ion
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Unified 
C o m m u nic a t io n

I P  T el ep h onyI P  T el ep h ony Cu st om er  Cont a ctCu st om er  Cont a ct

Unified M essa g ingUnified M essa g ing V ideoV ideo

Col l a b or a t ionCol l a b or a t ion M ob il it yM ob il it y

W h y  Cisc o  ?
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Q  a nd  A
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