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= The number of IP agent positions will grow significantly over
the coming years at a CAGR of 42%.

= By 2009, there will be over 2.6 million IP agent positions for
approximately 37% of the global total APs.

- Data Monitor “The urge to converge” , Sep 2005 -

Global IP vs TDM inbound routing spending Figure 3: Global IP APs penetration, 2004 - 2009

2003

DATAMONITOR Source: Datamonitor DATAMO




Market Penetration Leader

“Cisco has demonstrated strategic excellence in product innovation,
marketing, and sales strategies that has resulted in the largest gain in market
share over the past 2-3 years” - Frost & Sullivan

orea
(Contact

Center 2005

Market Penetration Leadership Award
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= Frost & Sullivan gave

=  With more than 1,700 IP Contact Centers deployed over the last
three years, Cisco has achieved a leadership position in IP contact
centers, and the fifth position in the overall ACD market.

For more information visit:

htto://www.frost.com/prod/serviet/press—
release.pag?docid=20786039&ctxixplink=FcmCtx1&cixixplabel=FcmCix2
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Virtual Call Center
- 24l 2t Load Balancing
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— Voice, Email, Web, Fax, Video
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- Voice/Data S
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— Unified Messaging System
— Video Conference
— Rich media communication
— Mobility extension
— Personal Assistant
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IPCC = ICM Software + IP Telephony

= |CM Software (Intelligent Contact Management)

— Carrier—class Contact Center Software
— A ASE NIAL LU A (X MH 1002H AEHA)

— Full featured core contact center software

= |P Telephony
— AlIA D 2| VolP/LAN Telephony &3 &
— Call Manager(IP-PBX), Voice Gateway, Inline—power switch
— g0 235 84 & L AZlY (& MHAH 6502+ AFZXL)
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Call Manager — IP Voice

—— TDM Voice

—— Call Control
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ICM Software (Intelligent Contact Management)
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= Data export utilities
= 12000 Ol &S| template 712 HIZ
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A A2 IP PBX : Call Manager

MCS Servers
- MCS 7815 = Standard Application Xl &
- MCS 7825 — TAPI, JTAPI S
xgg ;gig = Ct2FSH Al 57 Applications
= Open Architecture
- Web-based Admin &Xl, 74, &l
JI& PBX Telephone JIs + ~ H.323, MGCP, (Skinny) Protocol X &
- Voice & Video call control
Flexibility & Scalability
- A2t ZI0H 202t X2l s
- A & 7,500 IPT (450 AGT) XI&
22AH ¢ 30,000 IPT XI&
Clustering, Load Sharing, Fail over
Availability, Reliability
Remote survivability

Quality of Service (QOS) CallManager Administration




Cisco IP Phones 7941G and 7961G

Affordable, Feature Rich Business
IP Phones for IP Contact centers

New higher resolution display
(320x240 vs. 145x100)

Display will benefit XML app developers

Display supports double-byte
characters/Unicode
(fully w/SD-GA release)

Lighted line keys

IEEE standard 802.3af inline power,
and will support Cisco legacy power
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MH D18t == [P-IVR
JlIZ TDM IVR + J|ls NS
HCO SAEE(PBX, IVR) 22 s
HER3 HCINAL = & 29
GUI J18t2] |IP IVR Script Editor Ml &
= 1) A8 IVR Scenarioll JHE X &
» |[P-PBX (CallManager)2} 2848t E&t
= SQL, Oracle, IBM, Sybase S Open DB2} &2 &
» Text—-To—Speech Enginelt CIE H O] A
= Speech Recognition Engine1t Q1E HI O A
» Java InterfaceE 0| &, 2| % Applicationdt H=
= [P |IVR AP E= LOAP ClEEHZI0f H&

= CED(Caller Entered Digits) 2t2| &8t X2l
= ASHR Application 9=




IP IVR Deployment with IPCC
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Web Collaboration Option
IPCC Outbound Option
E—mail management Option
Video Conferencing
Meeting Place

Wireless IP Phone

Mobile Extension

Unified Messaging




Security & Serviceability

A /& CC (Common Criteria) 2 2t = & S (2005.8)

= Cisco Security Agent (CSA) v4.5

— Host-based Intrusion Protection

— Observes program behavior and can block or terminate any process
that is exhibiting suspicious behavior

= Security:
— Native Mode IPSec is supported on all communication paths

— Allows for secure communications to protect passwords, call context
data, configuration, etc.

* QoS:
— Private Net: Duplexed Routers; Duplexed PGs

= McAfee, Norton and Trend Micro Certified




Supportability

Support Tools 2.0
Serviceability tool dashboard that applies to the IPCC
products

Common Web-based User Interface for all tools

Provide customers with tools to manage their systems.

Ability to pull log files from
Call Manager, IPCC Express,
CVP (new), IP-IVR(new),

ICM Web Collaboration,

and E-Mail Manager

Lessens required time to locate

and resolve issue

Single entry point to all the log files
Registry compare view

Set Trace Level from Support Tools
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Summary
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Cisco IPCC Enterprise Edition 7.0

A comprehensive contact center solution

True distributed IP communications architecture
Carrier-class fault tolerance

Integrated CTI, Outbound, Web, E-Mail, Self-Service
End to End Security and Manageability

A scalable architecture for Enterprise deployments




Why Cisco ?
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Intelligent

Network Access ' LAN Sw%ching
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