
© 2 0 0 6  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  C o n f i d e n t i a lP r e s e n t a t i o n _ I D 1

Cisco Unified 
Com m u nica t ions S y st em

&  R et a il

Aleksandar V u lo v i ć
S i st em i nženj er
2 4 . f eb ru ar 2 0 0 9.



© 2 0 0 6  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  C o n f i d e n t i a lP r e s e n t a t i o n _ I D 2

Cisco Unified Communications System

Media 
C o n t r o l Cisco Unified Communications 

M anag er  E x p r ess
Cisco Unified 
Communications M anag er

I n f r as t r u c t u r e

A p p l ic at io n s
M ob il ity  M anag er

Unity  Unified 
M essag ing Unified P r esence 

S er v er
Unified

Contact Centr e
Unified P er sonal  
Communicator

Unified M eeting
P l ace confer encing  

3 R D P ar t y  
A p p l ic at io n s

V er tical  ap p s. I B M  L otus N otesM icr osoft outl ook

E n dp o in t s
N ok ia D ual -M ode Unified I P  p h ones 

Unified I P  
Communicator  

R outingR outingR outing S w itch ingS w itch ingS w itch ing A v ail ab il ityA v ail ab il ityA v ail ab il ity A dministr ationA dministr ationA dministr ationM anag ementM anag ementM anag ement Q oSQ oSQ oS S ecur ityS ecur ityS ecur ity

Cisco Unified A p p l ication 
E nv ir onment

Cisco I P I CS
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Ethernet Switch

Cisco IP T e l e p on y – B a sic Com p on e n t s
D es k to pI P  P ho ne

C a l l  M a na g er Serv er

R o u ter /  V o ice G a tewa y

PSTN

H .3 2 3 ,M G C P  o r S I P

S C C P ,
S I P ,
H .3 2 3
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Ethernet Switch

Cisco IP T e l e p on y – B a sic Com p on e n t s
D es k to pI P  P ho ne

R o u ter /  V o ice G a tewa y  /  
C a l l M a na g er Ex p res s

PSTN

S C C P ,
S I P ,
H .3 2 3
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QSIG P r o t o c o l
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Cisco IP T e l e p on y E n d -t o-e n d

R o u t er

P ST N
R o u t er

R o u t er

C al l Man ag er

C al l Man ag er

W A N
VPN accessVPN access

I nternet

D S L  D S L  accessaccess

C en t ral l o cat i o n W o rl d

R eg i o n al cen t er

B ran ch  O f f i ce



© 2 0 0 6  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  C o n f i d e n t i a lP r e s e n t a t i o n _ I D 7

� SRST p ro v i d e s  re d u n d a n c y  i n  t h e  c a s e  o f  W A N  f a i l u re
� I d e a l  f o r e n t e rp ri s e  c u s t o m e rs  u t i l i z i n g  C e n t ra l i z e d  C i s c o

C a l l M a n a g e r D e p l o y m e n t  f o r I P  t e l e p h o n y  a t  t h e i r b ra n c h  o f f i c e s
� P ro v i d e s  n e a r f e a t u re  p a ri t y  w i t h  C i s c o  C a l l  M a n a g e r
� C o n f i g u re  i t  a n d  f o rg e t  i t !  SRST i n h e ri t s  i t s  c o n f i g u ra t i o n  f ro m C i s c o  C a l l  M a n a g e r a n d  

re q u i re s  n o  c o n f i g u ra t i o n  o r i n t e rv e n t i o n  i n  t h e  e v e n t  o f  a  W A N  f a i l u re
� Su p p o rt e d  a c ro s s  a l l  V o i c e  p l a t f o rm s ,  u p  t o  7 2 0  P h o n e s  p e r Ro u t e r

C entra l Site

A

PSTN

W A N

Router with SRS 
T el ep hon yRouter

C a l l M a n a g e r  
C l u s t e r

Ap p l i c a t i o n s
S e r v e r

Ap p l i c a t i o n sAp p l i c a t i o n s
S e r v e rS e r v e r

S u r viva b l e  R e m ot e  S it e  T e l e p h on y

B ra nch O f f ice
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Cisco In t e g r a t e d  S e r vice s R ou t e r  Por t f ol io

Embedded Wireless, Security and Data

800 Series

2 800 Series
3 800 Series

1 800 Series
1 86 1

T h e I n t eg ra t ed  Serv ic es R o u t er P o rt f o l io

H ig h  Density and P erf o rmance
f o r C o ncurrent Serv ices

Embedded, A dv anced V o ice, V ideo , 
Data and Security Serv icesPe

rfo
rm

an
ce
 an

d S
erv

ice
s D

en
sit

y

Small O f f ice and 
T elew o rk er M edium to  L arg e B ranchSmall B ranch M edium

B ranch  

N ew  C isc o
880/ 86 0
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Cisco 8 8 0  S R S T  In t e g r a t e d  
S e r vice s R ou t e r    

� Desk to p  f o rm f acto r
� WA N  I nterf aces:  F E, V DSL 2 * , G . SH DSL
� P ST N  F allback :  B R I , F X O
� V o ice P o rts:  F o ur F X S
� F o ur-p o rt F E M anag ed Sw itch  w ith  P o E
� V o ice P ro to co ls:  H . 3 2 3 , SI P , M G C P , SC C P
� So f tw are:  A dv anced I P  Serv ices

For Small Branch, Enterprise T elew ork er
or R emote C all C enter A g ent

� A d d s Vo i ce w i t h  S u rv i v ab i l i t y  F eat u res 
B est-in-class integ ratio n o f  data and 
to ll-q uality analo g / dig ital v o ice serv ices 
f o r Enterp rise T elew o rk er

� W A N/ L A N T ech n o l o g i es
F ast Eth ernet, G . SH DSL , V DSL 2 *
8 0 2 . 1 1 n WL A N  and U nif ied M anag ement

� C o m p reh en si v e secu ri t y
I P sec V P N  acceleratio n:  DM V P N , G ET  V P N , 
Easy V P N
F irew all, I P S, C o ntent F iltering , SSL -V P N , 

� C o m p reh en si v e R o u t i n g  an d  Q o S
� E ase o f  M an ag em en t

C isco  C o nf ig uratio n P ro f essio nal
C isco Wo rk s
U nif ied Wireless M anag ement

* F uture

N ew
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IP Phones & 
S er v i c es



© 2 0 0 6  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  C o n f i d e n t i a lP r e s e n t a t i o n _ I D 11

C isc o  U n if ied  I P  P h o n e
7 9 6 0G  /  7 9 6 1 G  /  7 9 6 1 G -G E

C isc o  U n if ied  I P  P h o n e
7 9 7 5G  /  7 9 7 1 G -G E

C isc o  U n if ied  I P  P h o n e
7 9 4 0G  /  7 9 4 1 G  /  7 9 4 1 G -G E

C isc o  U n if ied  I P  P h o n e
7 9 85G
C isc o  U n if ied  V id eo  
A d v a n t a g e

Cisco E n d p oin t s

C isc o  U n if ied  I P  P h o n e
7 9 3 1 G

C isc o  U n if ied  I P  P h o n e 7 9 06 G  /  
7 9 1 1 G

C isc o  I P  C o m m u n ic a t o r
C isc o  U n if ied  W irel ess 

I P  P h o n e 7 9 2 1 / 7 9 2 5 
C isc o  U n if ied              P erso n a l  C o m m u n ic a t o r

C isc o  U n if ied      
P erso n a l  C o m m u n ic a t o r

C isc o  V G 2 02 / 2 04 / V G 2 2 4 / V G 2 4 8
A n a l o g P h o n e G a t ew a y

C isc o  A T A 1 86
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Cisco
W L A N  A P

Nokia 
E n t e r p r is e  
V oic e  C l ie n t

• N o k i a  E  S e r i e s  D e v i c e
• N o k i a  S C C P  V o i c e  C l i e n t
• N ok ia  M ob il e  E m a il  *
• N ok ia  M ob il e  V P N *
• N ok ia  D e v ice  M a n a g e m e n t *

D u al  M od e
d e v ic e s

166

165

SCCP/SIP

D T M F /d a t a  p a t h  
s i g n a l l i n g

Nokia Dual Mode phone
O p e r a t o r  
i n f r a s t r u c t u r e

m o b i l e n et w o rk

f i x ed  
n et w o rk

Enterprise infrastructure
Cisco

I P  p h on e

• G S M  A ccou n t

• C i s c o  C a l l  M a n a g e r
• C C M  u s e r  l i c e n s e
• C i s c o  W L AN

* Optional add-on

Mobile Operator

Cisco
Ca l l M a n a g e r

‘B l e n d i n g  W i -F i a n d  c e l l u l a r  c o n n e c t i o n s  w i t h  
E n t e r p r i s e  PB X  c a l l i n g  f e a t u r e s  i n  a  V o IP h a n d s e t  i s  

a p p r o a c h i n g  t e l e p h o n y  n i r v a n a
N E T W O R K  W O R L D
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- Nokia I n t e l l isy n c C al l  C on n e c t
- P h on e  h an d se t s:   Nokia E 60 ,  E 61,  

E 61i, E 65,  E 51,  E 66 an d  E 71
- S C C P -on l y  C l ie n t
- S w it c h  t o c e l l u r al :  su p p or t e d on  E 51,  E 66

an d  E 71
- Nokia M ob il e  V P N

N ok ia  D u a l -M od e  Ph on e

N ok ia E 6 0 N ok ia E 6 1 N ok ia E 6 1 i N ok ia E 6 5 N ok ia E 6 6 N ok ia E 7 1
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Cisco IP Ph on e  S e r vice s E x a m p l e s

F lig h t S tatu s

T ran s it
S c h ed u les

S toc k  T rac k er

Meetin g  R oom
S c h ed u ler

Y ellow  P ag es
L ook u p

W orld
C loc k

W eath er
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Joining the Live Broadcast

� A f t er t h e d em o  h as 
b een  st art ed ,  u sers 
can  j o i n  t h e 
S u b scri p t i o n  b y  
sel ect i n g  t h e L iv e  
B r oad c ast f ro m  t h e 
m en u .  T h u s b eco m i n g  
p art i ci p an t s an d  
st art i n g  t o  recei v e 
au d i o  an d  i m ag es 

� U sers can  l eav e t h e 
B ro ad cast  at  an y  t i m e 
b y  p ressi n g  t h e E x it
b u t t o n .
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C l ic k s t o  c a l l
nearest store

C u stom er ro u t ed  
d irec t l y  t o  a sso c ia t e i n 
ap p rop ri ate d ep artm ent

C l ic k -t o -T a l k C V P :  N a t u ra l -
l a n g u a g e I V R

A sso c ia t e p i c k s u p  o n  
W if i I P  p h o n eC u st o m er su rf s 

st o re w eb sit e

C u st o m er

C h ec k s i tem s of  
i nterest u si ng  b a rc o d e 
sc a n n er in t eg ra t ed  
w it h  I P  p h o n e

UC-e n a b l e d  S t o r e  A s s o c i a t e  S o l u t i o n  e n h a n c e s  a s s o c i a t e  
p r o d u c t i v i t y  a n d  c u s t o m e r  e x p e r i e n c e
1

BusinessBusiness
V a l ueV a l ue

• E n h an c ed  as s oc iate prod u c tiv ity  ( poten tial > 5 0 %  im prov em en t in  
ef f ic ien c y  of  in terac tion  w ith  c u s tom ers )

� C a l l  ro u t ed  d irec t l y  t o  a sso c ia t e w it h  w if i p h o n e
� Sea m l ess 2 -w a y  p h o n e t o  ra d io ,  p h o n e t o  P D A  c o m m u n ic a t io n s in  st o re

• I n c reas ed  c ros s -s ell/ u ps ell d u e to ric h er c u s tom er ex perien c e 
� P h o n es in t eg ra t ed  w it h  p ro d u c t  l o o k u p  a n d  in v en t o ry  a p p l ic a t io n s

2 3 4

5

C o n t in u es o n  w if i p h o n e,  
w a l k s a ro u n d  sh el v es to 
answ er q u eri es ab ou t 
m u l ti p l e p rod u c ts

U ses P ro d u c t  L o o k u p  
a p p l ic a t io n  o n  p h o n e to 
p rov i d e m ore i nf orm ati on 
on i nv entory ,  su i tab l e 
ac c essori es

67
8

C l o ses sa l e a n d  p u t s 
it em  o n  h o l d  f or 
c u stom er p i c k u p  l ater 
th at d ay
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W if i P hones I ntegrated W ith K ey  S tore A p p l ications 
C an E nhance P rodu ctivity  O f  S tore E m p l oy ees

R ev en u e m en u  R ev en u e m en u  
• I tem  d es c ription
• P ric e,  loc ation ,  Q OH
• Open  P Os ,  av ailable d ate
• P artn er s tore av ailability
• H ot-k ey  ac c es s  to 
prod u c t/ c ateg ory  ex pert ( on  
th e s peak erph on e)

• P rom otion  alerts  f or c ros s -
s ell

Operation al m en u  Operation al m en u  
• I tem  loc ation  an d  Q OH
• R eplen is h m en t,  tran s f ers
• C y c le c ou n ts
• R ec eiv in g
• P lan og ram

Man ag er m en u  Man ag er m en u  
• S ales  m etric s  ( e. g . ,  rev en u e 
per h ou r,  per d epartm en t,  
per c u s tom er)

• S pec ial ord er s tatu s  an d  
m etric s

• A s s oc iate s tats
• B road c as t m es s ag in g  ( e. g . ,  
v oic e-m ail)

ILLUSTRATIVE

Cost

B u si n e ss
T r a n sf or m a ti on P r od u c ti v i ty
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BusinessBusiness
V a l ueV a l ue

• I m prov ed  as s oc iate prod u c tiv ity  ( ~ > 5 0 %  d ec reas e in  on -board in g  tim e)
• I m prov ed  c u s tom er s erv ic e by  rein v es tin g  g ain s  to c u s tom er f ac in g  tim e
• More c on s is ten t d eliv ery  of  m an ag em en t c om m u n ic ation s
• ( F U T U R E ) :  V oD s d eliv ered  to I P  ph on es  c an  s av e train in g  c os ts   

St o re A sso c ia t e 
a rriv es at start of  
sh i f t

1 . C l o c k  I n / O u t  o f  S h i f t
2 . R e c e i v e s  S h i f t  a n d  M e a l  B r e a k s
3 . R e a d s  R e p o r t s  a n d  N e w  

I n f o r m a t i o n
4 . R e c e i v e s  g o a l s / t a s k s

UC E m p l o y e e  D a s h b o a r d  S o l u t i o n  d e c r e a s e s  o n -b o a r d i n g  t i m e  b y  
s t r e a m l i n i n g  d e l i v e r y  o f  i n f o r m a t i o n  t o  a s s o c i a t e s

1
2 A ssoc i ate o n -b o a rd s a t  sin g l e st a t io n

u si ng  ap p l i c ati ons i nteg rated  on I P  p h one

W a l k s t o  d ep a rt m en t ,  
b eg in s w o rk

3
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A va il a b l e  IP A p p l ica t ion s

� In v e n t o r y  Av a i l a b i l i t y
� Se r v i c e  C o n n e c t i o n
� IP  P h o n e  M e d i a  D i s p l a y
� F i t t i n g  Ro o m  As s i s t a n c e
� P r i c e  In q u i r y

S tore C u stom er 
A ssistance A p p l ications

S t or e  C u st om e r
I P  A p p l ic at ion s
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R e t a il  Cu st om e r  Ca r e  

Si z e  N e e d e d
As k  f o r  It

St o re E m p l o y ee

B r i n g  It  t o  Y o u

C u stom er access t o  p r o d u c t  i n f o r m a t i o n  a n d  s a l e s  
a s s i s t a n c e  t h r o u g h  IP  e n a b l e d  d e v i c e  f r o m  s a l e  f l o o r  
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A va il a b l e  IP A p p l ica t ion s

� Ti m e  c a p t u r e  s y s t e m
� St o r e  r e m i n d e r  
n o t i f i c a t i o n

� B r o a d c a s t  a u d i o  
m e s s a g i n g  s y s t e m

� Em p l o y e e  c o m m u n i c a t i o n  
a n d  r e c o g n i t i o n

R etail  E m p l oy ee I P
D ashb oard S ol u tion

S t or e  E m p l oy e e
I P  A p p l ic at ion s
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U C M e d ia  D isp l a y :  
Features

I m ageBuy 2 
G e t  1
Free!
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U C M e d ia  D isp l a y :  
Features

I m age and 
A u dio

Important M e s s ag e  f rom Y ou r P re s i d e nt
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U C M e d ia  D isp l a y :  
Features

T ex t
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U C M e d ia  D isp l a y :  
Features

S u rvey s

�� � �� �

�� � � 	 
� � � �
 �

�� � � � � �
 � � �

�� � � �� �� ��

�� � � � � � !



© 2 0 0 6  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  C o n f i d e n t i a lP r e s e n t a t i o n _ I D 28

U C M e d ia  D isp l a y :  
Features

I m age 
and P hone 
D ial -O u t
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R ich  M e d ia  
Com m u n ica t ion s
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In t r od u cin g  IP V id e o T e l e p h on y
Enterprise-c l a ss I P  tel eph o ny  a nd  v id eo  is d el iv ered  o v er a  sing l e 

C isc o  I P  C o m m u nic a tio ns inf ra stru c tu re
Cisco

Ca l l  M a n a g e r  4 . 1

W i r e l e s sB u s i n e s s

C o l o r

P r o f e s s i o n a l
Cisco I P  

Com m u n ica t ion s
N e t w or k S t a n d a r d s  B a s e d

H . 3 2 3  S y s t e m

S m a l l  G r o u p
S y s t e m

I P  P h o n e  w i t h  
P C  V i d e oE x e c u t i v e

D e s k t o p
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JJ Foods: Leveraging UC platform to 
drive greater c ollab oration

4

M a n a g e r  on  I P  v id e o
p h on e  h e l p s r e sol v e  
issu e (call with 1st

e m p lo y e e  o n  C U P C  is  
v id e o ,  2 n d e m p lo y e e  is  o n  
o n ly  f o r  au d io  )

Business
V a l ue

� R ap id  in te g r atio n :  A d d e d  6 0  e m p lo y e e s  f r o m  acq u ir e d  co m p an y  in  1 d ay
� E as e  o f  m an ag e m e n t:  2  n e w lo catio n s  m an ag e d  with s am e  3 -m an  s taf f  
� A b ility  to  r e ach r ig ht e m p lo y e e  the  f ir s t tim e  p r e s e n ts  b e tte r  im ag e  to  cu s to m e r s
� F o u r -d ig it d ialin g ,  d ir e cto r y  lo o k u p ,  u n p lan n e d  co n f e r e n ce  callin g ,  u n if ie d  

m e s s ag in g  all s av e  tim e  an d  in cr e as e  p r o d u ctiv ity

U se s P r e se n ce in  
C U P C  to  f in d  a  
col l e a g u e  in  
a n ot h e r  l oca t ion
av ailab le  f o r  a call

2

C o lle ag u e  an s we r s  
o n  I P  p ho n e ,  d e cid e s  
to con f e r e n ce  in  a  
m a n a g e r

3

"New features in Cisco Unified Communications-such  as p resence tech nol og y ,  easy -to-use v ideo p h ones,  
and S I P  sup p ort-mak e our comp any  more coh esiv e. "- Rif K ia m il ,  I T  M a n a g e r ,  J J  F o o d  S e r v ic e  L im it e d

E m p lo y e e  at H Q  
r e a d s cu st om e r  
v oice m a il in  e m ail 
in -b o x ,  wan ts  to  
d iscu ss issu e  w it h
a  col l e a g u e

1
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U C  C an E nab l e R ap id D el ivery  O f  T raining A nd E x ecu tive 
C om m u nications T o E m p l oy ees

1 Checklist of training 
top ics

2 D ocu m ents to share w ith 
trainees

3 O n-d em and  category  
ex p ert

4 V O D  ex p lanations

6 A u tom ated  click to 
com p lete

5 K now led ge d atab ase 
key w ord  search

12

C l i c k  t o  C o m p l e t e
6

3

4

S E AR C H
5

C i s c o  T o o l s

P o t e n t i a l  B e n e f i t s  t o  R e t a i l e r
• R a p i d  r a m p -u p  o f  n e w  t e a m  m e m b e r s  - i m m e d i a t e  d e l i v e r y  o f  e x p e r t  c o n t e n t  a t  t h e  
t i m e  o f  n e e d  w /  n o  a s s o c i a t e d  l a b o r

• I m m e d i a t e  a v a i l a b i l i t y  o f  e x p e r t s  f o r  k e y  p r o d u c t s  t h r o u g h  v o i c e /  v i d e o /  w e b  
c o n f e r e n c i n g

• T r a i n i n g  r e l a t e d  t r a v e l  a n d  f a c i l i t i e s  c o s t  a v o i d a n c e  a n d  a s s o c i a t e d  p r o d u c t i v i t y  
e n h a n c e m e n t s

Cost

B u si n e ss
T r a n sf or m a ti on P r od u c ti v i ty
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U C  C an I ncrease C u stom er C onversion and R etention
D i g i t a l  S i g n a g e ,  I P  P h o n e  L o o k u p ,  Cl i c k  t o  Ca l l  P r o d u c t  E x p e r t

A  cu stom er w alks in and  know s the p rice of an item  is correct as it changes in real-tim e …p rice history  can b e got on the sp ot to show  if an item  is cu rrently  on sale

T he cu stom er is interested  in the item  b u t cannot find  the ex act color /  siz e they  w ant …check at the nearest kiosk ab ou t this for nearb y  store inv entories

T o clarify  a q u estion the cu stom er “clicks to talk” and  sp eaks w ith a v irtu al call center agent w ho com p letes the sale of the item  on line w ith ship m ent to hom e … sale closed  
A gent

Connectiv ity

S tore
L ook-u p  

D igital
S ignage 

Cost

B u si n e ss
T r a n sf or m a ti on P r od u c ti v i ty
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R e t a il  -- Cr isis M a n a g e m e n t
P O S  S y s t e m  D o w n  a t  L u n c h t i m e  i n  30 0  L o c a t i o n s  

A s is…

R e v e n u e  I m p a c t  p e r  m i n u t e  =  
$ 3 0  /  m i n u t e  X  3 0 0  S t o r e s  =  $ 9 , 0 0 0

Av e r a g e  t i m e  t o  b e g i n  r e s o l u t i o n  =  2 5  m i n u t e s

V i e w s  
l i s t  o f  
c r i s i s  
m g m t  
t e a m s

W a l k s   
h a l l w a y s  t o  
f i n d  t e a m  
m e m b e r s  
i m m e d i a t e l y  
a v a i l a b l e

S t a r t s  m a k i n g  
c a l l s  t o  c e l l  

p h o n e s ,  p a g e r s  
o f  t h o s e  n o t  i n  

o f f i c e

Meeting Start Up:  10-4 0 m inu tes

IT manager 
l earns  o f  P O S  

S y s t em 
S ev eri t y  1  
C ras h

E m a i l s  t e a m  
m e m b e r s  w i t h  
c o n  c a l l  i n f o

No single view 
of  t ea m  

loc a t ion,  st a t e

S e t s  u p  a d  
h o c  c o n  c a l l

T e a m  
m e m b e r s  

e x i t  
c u r r e n t  
a c t i v i t i e s

Ca nnot  r ea c h  a ll t ea m  
m em b er s 7 5 %  of  c a ses 
a nd  need  su b seq u ent  

m eet ing

Im p a c t  of  c r isis c om p ou nd ed  b y  t im e d ela y

…W it h  U n if ie d  Com m u n ica t ion s 

<  2  m i n u t e s  t o  b e g i n  p r o b l e m  r e s o l u t i o n  
R e v e n u e  S a v e d  =  2 3  m i n u t e s  X  $ 9 , 0 0 0  =  $ 2 0 7 , 0 0 0

Meeting Start Up: 1-2  Minu tes

S ingle view 
of  a ll t ea m  
c ont a c t  inf o

O ne c lic k  t o c olla b or a t ion wit h  
web  c ont ent  a nd  /  or   vid eo 

P r e -d e f i n e d  c r i s i s  
t e a m s  w i t h  m u l t i p l e  
c o n t a c t  p o i n t s

Au d i o  C o n f e r e n c i n g  
a u t o m a t e d  d i a l -o u t  a n d  
a d m i t t a n c e  t o  m e e t i n g

( 1 0 -4 0  m i n u t e s )

T e a m  B e g i n s  
P r o b l e m  
R e s o l u t i o n

S y st em  d ia ls d esk ,  
c ell,  P DA,  p a ger

T e a m  B e g i n s  
P r o b l e m  
R e s o l u t i o n

( 1 -2  m i n u t e s )
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Br a nc h
C

Br a nc h
C

M a r k e t  A

Br a nc h
B

Br a nc h
B

Ch ica g o R e g ion

Cont a c t
Cent er
Cont a c t
Cent er

Br a nc h
D

Br a nc h
D

Br a nc h
F

Br a nc h
F

Br a nc h
G

Br a nc h
G

Br a nc h
H

Br a nc h
H

Br a nc h
E

Br a nc h
E

Br a nc h
K

Br a nc h
K

Br a nc h
J

Br a nc h
J

Br a nc h
L

Br a nc h
L

Br a nc h
I

Br a nc h
I

Br a nc h
A

Br a nc h
A

G rainger Uses UC T o I nc rease Cu stomer 
R esponsiveness T h rou gh  CC V irtu aliz ation

• G r a in g e r :  m u l t i-ch a n n e l ,  B 2 B  
d ist r ib u t or  of  in d u st r ia l  su p p l ie s 
&  e q u ip m e n t

• Com p a n y  p r of il e : ov e r  $5 B n  in  
sa l e s,  15 , 0 0 0  cu st om e r s,  1, 5 0 0  
sa l e s r e p s a t  ~ 4 0 0  b r a n ch e s

• K e y  b u sin e ss ch a l l e n g e : h ow  t o 
l e v e r a g e  l oca l  p r e se n ce  w it h  
ce n t r a l  e n t e r p r ise  r e sou r ce s t o 
d r iv e  sa l e s,  im p r ov e  cu st om e r  
e x p e r ie n ce

• S ol u t ion : I n t e g r a t in g  b r a n ch  a n d  
e n t e r p r ise  r e sou r ce s t h r ou g h  a  
con v e r g e d  n e t w or k

• R e su l t : S h or t e r  h ol d  t im e  f or  
cu st om e r s,  l oca l  t ou ch ,  
in cr e a se d  a n n u a l  sa l e s b y  $6 0 M

“E a c h  b r a n c h  i s  n o w  p a r t  o f  a  v i r t u a l  c o n t a c t  c e n t e r  w i t h  a n  
i n c r e d i b l e  a r r a y  o f  r e s o u r c e s .  T h e  l o c a l  ( b r a n c h )  c u s t o m e r  s e r v i c e  
a g e n t  c a n  n o w  a c t  a s  t h e  q u a r t e r b a c k  f o r  t h e  c u s t o m e r  c o n t a c t . ”

- P a t  D a v i d s o n ,  G r a i n g e r  S V P  o f  C u s t o m e r  S e r v i c e
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V alu e T o Cu stomers I s T h at UC I s “M ak ing                   
I t S imple” … R esu lting I n I nc reased S ales 

Before A ft er

Grainger 2004 Annual Report:
“W e u p d ated  ou r U . S .  b ranch telep hony  and  I T  infrastru ctu re 
u sing the latest V oice ov er I P  technology .   Cu stom ers now  hav e seam less 
connectiv ity  to all the p rod u cts and  serv ices G rainger offers.  W e are alread y  
seeing im p rov em ents in ou r costs w hile cap tu ring m ore sales. ”
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Contact Center
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V ir t u a l  Ca l l  Ce n t e r

H om e -b a se d
Cu st om e r  
a g e n t

I n t e r n e t

V P N

C u s t o m e r

B r a n c h  O f f i c e s

Reduce dedicated CC FTE

I m p r o v e cus to m er  s er v ice

M an ag e p eak  cal l  p er io ds

U til iz e em p l o y ees  f r o m  h o m e
U til iz e p ar t tim e em p l o y ees

S k il l s  b as ed cal l  r o utin g
U til iz e b es t tr ain ed s taf f

B a n k  D a t a  
C e n t e r

W A N

B a n k
C o n t a c t
C e n t e r
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J J  F ood s:  In t e g r a t in g  t h e  ca l l  ce n t e r  w it h  t h e  
E R P/ CR M  sy st e m s f or  in cr e a se d  ca p a cit y

Portal sends back information about the customer and how the call 
should be treated � I PC C  E x p ress routes call to the correct p erson

“T o build this ap p lication has taken a total 10  
d a y s - the web dev elop er has nev er worked on 
C isco U nified C ontact C enter E x p ress or on a 
call centre ap p lication before. ”

“T his allowed us to cut 
down 1 6 2 , 5 0 0  
customer calls a y ear 
being  transferred 
and/ or being  called 
back. ”

1 6 2 , 5 0 0  x  1 0 5 sec =  
$ 6 . 5 m  p r o d u c t i v i t y  
g a i n
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E x tending th e Contac t Center w ith  E -M ail 
Cu stomer I nterac tion – A gent E -M ail!
� Em a il  int er a c t io n m a na g em ent  ser v ic e
� A g ent  E-M a il  p r o v id es a  c o r e f ea t ur e 
set  f o r  m a na g ing  e-m a il s

D istributes e-mails to ag ents
S ends resp onses from the contact center to 
the customer 
Prov ides real-time and historical rep orts on 
e-mail activ ity

� Z er o  f o o t p r int ,  b r o w ser  b a sed  a nd  f ul l y  
int eg r a t ed  w it h  A g ent  a nd  S up er v iso r  
D esk t o p s

C o n t a c t  C e n t e r  Ag e n tC o n t a c t  C e n t e r  Ag e n t

C l i c k  t o  
p l a y  t h e  
d e m o !

C i s c o  Ag e n t  
D e s k t o p  a n d  
Ag e n t  E -M a i l
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E x tending th e Contac t Center w ith  E nterprise 
Collab oration: Unified Contac t Center E x press 
w ith  P resenc e!
� A g ent  a nd  sup er v iso r  d esk t o p s a r e 
p r esenc e ena b l ed  v ia  int eg r a t io n 
w it h  C isc o  U nif ied  P r esenc e S er v er

� A v a il a b l e a t  no  a d d it io na l  c h a r g e in 
S t a nd a r d ,  Enh a nc ed  a nd  P r em ium

� U nif ied  C o nt a c t  C ent er  Ex p r ess 
w it h  P r esenc e:

E nhances collaboration throug hout the 
enterp rise
Prov ides ag ents with v isibility  to key  
op erational ex p erts
I ncreases ag ent p roductiv ity  and F irst 
C ontact R esolution

C o n t a c t  C e n t e r  Ag e n tC o n t a c t  C e n t e r  Ag e n t

C i s c o  Ag e n t  
D e s k t o p  
a n d  

P r e s e n c e

C l i c k  t o  
p l a y  t h e  
d e m o !
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In t e g r a cij a sa  m r e žom
A plik ac ij a – “P ronađ i ek sperta”

Bogd a n

U r oš V u k
La z a r

Ga t eGa t e
33

Closest

P r i m e r  z a  a e r o d r o m :
� Pristup  ap likacij i kroz X M L  
telefonski serv is na telefonu

� I z aberemo želj enu lokacij u,  np r.
“g ate 3”

� Prikaz  map e eksp erata koj i nose 
wireless 8 0 2 . 1 1  I P telefon

� K orisnik može da iz abere 
određ enog  eksp erta  sa map e ili 
da klikne na “N aj bliži”

� U p ućuj emo p oz iv  na eksp ertov  
wireless I P telefon 7 9 2 1  

Isti princip može  d a  se  prime ni i u  
z d ra v stv u ,  ma l oprod a j i,  proiz v od nj i . . .
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Cisco T e l e p r e se n ce
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Cisco T e l e Pr e se n ce  M e e t in g  r e še n j e
Krajnji uređaji

C isc o  T el eP r esenc e S y st em  3 0 0 0
� 12 m e s t a  z a  v i r t u e l n i m  s t o l o m
� S p e c i j a l n o  n a p r a v l j e n a  s o b a
� 15  M b p s  z a 10 8 0 p ,  u l t r a -h i g h  d e f i n i t i o n
� P r o s t o r n i w i d e b a n d  a u d i o
� K a šn j e n j e  s e  n e  m o že  u o či t i

C isco T elePresence S y stem 1 0 0 0
� 4 m e s t a  z a  v i r t u e l n i m  s t o l o m
� S o b a  z a  o p št e  n a m e n e
� 5  M b p s  a t  10 8 0 p ,  u l t r a -h i g h  d e f i n i t i o n
� W i d e b a n d  a u d i o
� K a šn j e n j e  s e  n e  m o že  u o či t i



© 2 0 0 6  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  C o n f i d e n t i a lP r e s e n t a t i o n _ I D 45

T e l e Pr e se n ce  vir t u e l n i st r u čn j a k
� C isco T elePresence  i C isco
U nified contact center

� V irtuelni p oslov ni terminali
M a l o p r o d a j a
F i l i j a l e  b a n a k a
V i r t u e l n a  z d r a v s t v e n a  n e g a
V i r t u e l n a  r e c e p c i j a
H o t e l i

� Prodaj na mesta
� C all centri
� M esta g de j e bliskost sa korisnicima 
komp erativ na p rednost
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E x ample D eliverab le: P rodu c tivity  and B u siness 
T ransformation O pportu nities for K ey  R oles in R etail

R e t a il  S t or e  M a n a g e r

Con t a ct  Ce n t e r  A g e n t  
R ol e :  P r o d u ct e x p e r tis e  an d  p e ak  tim e  
r e s o u r ce  f o r  s to r e s

Cl ick -t o-t a l k  t o e x p e r t ,  
in t e g r a t e d  r ou t in g

I m p a ct : R e d u ce  cu s to m e r  walk  
away s  an d  in cr e as e  cu s to m e r  
lo y altyF r om T o

I ssu e : L o s t s ale s  d u e  to  lack  o f  p o in t 
o f  s ale  p r o d u ct e x p e r tis e

S ol u t ion

R ol e :  I n cr e as e  s ale s  an d  cu s to m e r  
lo y alty ,  while  m in im iz in g  o p e x

I m p a ct : I m p r o v e  e m p lo y e e  k n o wle d g e ,  
r e d u ce  tu r n o v e r ,  in cr e as e  s ale s  4 -6 %

I ssu e : H ig h tu r n o v e r  an d  e m p lo y e e  
r e tr ain in g  b u r d e n

F r om T o S ol u t ion
W e b  e n a b l e d  d ist a n ce  
l e a r n in g ,  I P  p h on e  p ol icy  
a d h e r e n ce  a p p s

$
$

R e t a il  S t or e  E m p l oy e e
R ol e :  M ax im iz e  cu s to m e r  f ace  tim e ,  
an s we r in g  q u e s tio n s  an d  s e llin g .

I m p a ct : R e d u ce  tim e  away  f r o m  
cu s to m e r s  b y  15 -4 5  m in s  /  d ay  /   e m p .

I ssu e : A d m in is tr ativ e  an d  in v e n to r y  
s e ar ch activ itie s  r e d u ce  f ace  tim e

I P  p h on e  t im e  m a n a g e m e n t ,  
in v e n t or y  l ook u p  a p p s.

F r om T o S ol u t ion

? !

I T  A p p l ica t ion  M a n a g e r  /  E n g in e e r
R ol e :  M ax im iz e  u p tim e  o f  e n te r p r is e  
an d  s to r e  ap p licatio n s

I m p a ct : R e d u ce  lo s t s to r e  r e v e n u e  b y  
u p  to  $ 2 0 0 K  p e r  in cid e n t

I ssu e : S lo w r e s p o n s e  tim e  o n  
cr itical s y s te m  d o wn  s itu atio n s .

R ich  m e d ia  con f e r e n cin g  
ou t d ia l  f u n ct ion a l it y

F r om T o S ol u t ion
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R etail: Fash ion R etailer E nh anc ing E mploy ee 
P rodu c tivity  and B u siness A gility  T h rou gh  UC

B u siness Challenges
� N e e d  to  f acilitate  b e tte r  co m m u n icatio n  an d  co llab o r atio n  b e twe e n  e x e cu tiv e s  d is cu s s in g  s tr ate g y ,  d e s ig n  d e cis io n s ,  n e w p r o d u ct lin e s  e tc.
� I m p r o v e  p r o d u ctiv ity  f o r  m o b ile  wo r k e r s  an d  te le wo r k e r s
� R e d u ce  te le p ho n y  co s ts  while  f acilitatin g  e x p an s io n  an d  acq u is itio n s
� I m p r o v e  co n tact ce n te r  s e r v ice

� C is co  I P  te le p ho n y  s o lu tio n  in clu d in g  C all M an ag e r ,  I P  p ho n e s  an d  b r o ad b an d  r o u te r s ;   I P  C o m m u n icato r  s o f tp ho n e s f o r  tr av e lin g  e x e cu tiv e s  an d  as s o ciate s
� C is co  I P C C  E x p r e s s  to  o b tain  in te g r ate d  r e p o r ts  an d  p e r f o r m an ce  m e tr ics
� P lan n e d  d e p lo y m e n t o f  v id e o  te le p ho n y  s o lu tio n  to  in cr e as e  p r o d u ctiv ity  o f  d e s ig n  d is cu s s io n s ,  r e d u ce  f r e q u e n t tr av e l b e twe e n  o f f ice s  e tc.

S olu tion

� I m p r o v e d  p r o d u ctiv ity  f o r  e x e cu tiv e s  v is itin g  o the r  lo catio n s  s in ce  the y  can  lo g  o n  to  an y  p ho n e  as  the ir  o wn
� S ig n if ican t co s t r e d u ctio n  d u e  to  s av in g s  in  co n n e ctiv ity ,  to ll b y p as s ,  M A C s ,  ce ll p ho n e  an d  ho m e  p ho n e  e x p e n s e s  f o r  m o b ile  an d  te le wo r k e r s
� F as te r  in te g r atio n  o f  n e w o f f ice s  in to  the  co r p o r ate  te le p ho n y  n e two r k
� O p tim iz e d  s taf f in g  an d  im p r o v e d  cu s to m e r  s e r v ice  thr o u g h d e taile d  co n tact ce n te r  r e p o r tin g  an d  e n han ce d  r o u tin g  cap ab ilitie s

B u siness V alu e

“E x tens ion M ob ility  
is  a b oon f or 
prod uc tiv ity ”
“I ntegrating 
teleph ony  s y s tem s  
of  ac q uis itions  is  3 X  
f as ter th an th e 
ind us try  s tand ard ”
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H annaford B roth ers E nab les G row th  V ia UC-
driven E mploy ee P rodu c tivity

B u siness Challenges
� I m p r o v e  s t o r e  e m p l o y e e  p r o d u c t i v i t y  – i n c r e a s e  c u s t o m e r  f a c e  t i m e  a n d  i m p r o v e  t a s k  a l l o c a t i o n  a c r o s s  e m p l o y e e s
� I m p r o v e  a b i l i t y  t o  o p e n  /  c l o s e  s t o r e s  m o r e  e f f e c t i v e l y
� E n h a n c e  u s e r  e x p e r i e n c e  a n d  r e d u c e  c o s t s  o f  i n t e r n a t i o n a l  m e e t i n g s  a n d  p r e s e n t a t i o n s

� U n i f i e d  C o m m u n i c a t i o n s :  C a l l  M a n a g e r ,  I P  P h o n e s ,  U n i f i e d  
M e s s a g i n g ,  V i d e o  C o n f e r e n c i n g ,  p h o n e -b a s e d  a p p l i c a t i o n s

S olu tion

Com p any  P rofile
� F i f t h  l a r g e s t  g r o c e r y  o p e r a t o r  i n  U . S .  - 1 4 7  s u p e r m a r k e t  /  f o o d  /  d r u g  s t o r e s  i n  N o r t h e a s t  – b u s i n e s s  s e g m e n t  o f  B e l g i a n  b a s e d  g l o b a l  r e t a i l e r  D e l h a i z e .   2 4 , 0 0 0  e m p l o y e e s

B u siness V alu e
� O p e n e d  1 4  n e w  s t o r e s  i n  2 0 0 6  – h i g h e s t  s i n g l e  y e a r  i n  h i s t o r y
� $ 7 5 M  a n n u a l  s a v i n g s  f r o m  u n i f i e d  c o m m u n i c a t i o n s ,  I P  v i d e o c o n f e r e n c i n g  a n d  c o n v e r g e d  n e t w o r k .
� B e t t e r  c o m m u n i c a t i o n  /  c o l l a b o r a t i o n  b e t w e e n  s t o r e s ,  H a n n a f o r d  H Q  a n d  D e l h a i z e  p a r e n t  c o m p a n y .   
� I m p r o v e d  c u s t o m e r  e x p e r i e n c e  a n d  v i d e o  “h o w  t o ” c o n t e n t

“W e’re low ering the 
cost of d oing 
b u siness,  and  w e’re 
ru nning a b etter store.
O u r cu stom ers see it 
b oth in the cost of ou r 
p rod u cts and  how  w ell 
the store is organiz ed  
– v ery  few  p rod u cts 
are ev er ou t of stock,  
for ex am p le.
I t’s su b tle,  b u t its v ery  
p ow erfu l. ”
- B i l l  H o m a ,  C I O
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E x ample: G lob al Q u ic k  S ervic e Ch ain
U C P latform  S av ed  2 3 %  on T CO  in F irst Y ear

� I m p r o v e  c o m m u n i c a t i o n s  a c r o s s  5  b r a n d  s i l o s ,  m u l t i p l e  
g e o g r a p h i e s ,  c o n s i s t e n t  m a n a g e m e n t ,  q u a l i t y  a n d  p o l i c y

� M o v e  a w a y  f r o m  E O L  P B X  s o l u t i o n ,  w i t h  e s c a l a t i n g  
s u p p o r t  c o s t s

� R e d u c e  v o i c e  T C O  a n d  c o n s o l i d a t e  4  V M  p l a t f o r m s  t o   
e n a b l e  c o r p o r a t e  w i d e  c o m m u n i c a t i o n s

B u s i n e s s  Ch a l l e n g e s

� E n d -t o -e n d  I P T  /  m e s s a g i n g  i n  H Q ,  r e g i o n a l  s i t e s
� C l i c k  t o  t a l k  i n t e g r a t i o n  w i t h  c o r p o r a t e  d i r e c t o r i e s ,  w e b  

c o n f e r e n c i n g  a p p l i c a t i o n ,  c r i s i s  m a n a g e m e n t
� N e x t  p h a s e :  L e v e r a g e  p l a t f o r m  t o  e x p a n d —

C o n t a c t  c e n t e r ,  r i c h  m e d i a ,  U M

S o l u t i o n

� 2 3 %  r e d u c t i o n  i n  v o i c e  T C O  r e a l i z e d  i n  f i r s t  y e a r
� C o n s i s t e n c y  o f  c o m m u n i c a t i o n s  a n d  a d h e r e n c e ,  

f a s t e r  c r i s i s  r e s o l u t i o n ,  p r o d u c t i v i t y  g a i n s  o n  r e p e t i t i v e  
c o m m u n i c a t i o n s  t a s k s

B u s i n e s s  V a l u e

“Crisis situ ations 
d riv e need  to b ring 
d isp arate team  
together.   B efore,  it 
w as d ifficu lt…and  
inv olv ed  m aking 
m u ltip le p hone calls,  
searching offices,  
p aging p eop le,  
setting u p  im p rom p tu  
m eetings… j u st to 
start resolu tion”


