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CISCO WEB COLLABORATION OPTION

Today'’s contact center is about more than just hand ling inbound telephone calls—it is about fully integ rated, multi-channel
customer interaction. The Cisco Intelligent Contact Management (ICM) and Cisco IP Contact Center (IPCC ) Enterprise and
Hosted Edition solutions enable your business to im plement a single solution to transparently blend mu Itiple communication

channels, including voice, Web, and email. This off  ers your customers the choice of interacting with y our contact center via
telephone, Web callback, Voice over IP (VoIP), text  chat, or email. To provide these alternativesto ¢ ustomers, Cisco ICM
Enterprise and Cisco IPCC Enterprise offer the Cisc 0 Web Collaboration Option, Cisco E-Mail Manager Op  tion, Cisco
Outbound Option, and Cisco Computer Telephony Integ ration (CTI) Option as tightly integrated component  s.

The Cisco ICM Enterprise and Cisco IPCC EnterpEd#ions are strategic platforms that enable custsriio move into the next phase of customer
contact—beyond today’s Contact Center to a Custdnteraction Network. The Customer Interaction Natwis a distributed, IP-based customer
service infrastructure that comprises a continyoesblving suite of innovative, multi-channel s@es and customer relationship management
applications. These services and applications gegnhanced responsiveness and streamlined custgoiemges to help your organization
deliver superior customer service. A Customer bdon Network extends customer service capalslai@oss the entire organization, giving

your business a more integrated and collaborappecach to customer satisfaction—leading to a bettstomer experience.

CISCO WEB COLLABORATION OPTION OVERVIEW

The Cisco Web Collaboration Option provides yowgamization with a tool to increase sales, fac#ita¢w revenue-generation opportunities, and
enhance customer satisfaction and loyalty. Pow&¥felb collaboration features enable your contactereagents to deliver immediate answers to
customer questions backed by Web pages and othieibdsed content. Agents can also help customears somplex support issues via
simultaneous voice-and-visual interaction.

In addition to allowing your contact center agentshare Web pages with customers while conduetingice or text chat conversation, Web
collaboration allows contact center agents andoousts to collaboratively complete online forms,reteny Windows desktop application using
nothing more than a Web browser, and conduct ofmatéointeractions and one-to-many or many-to-manine seminars. Such features as multi-
session chat capabilities also improve the effigyeand productivity of your service representatiwsle decreasing customer wait times.

By facilitating effective, personalized assistatitat greatly enhances the customer experiencep @b Collaboration Option is an ideal solution
for both sales and service-oriented contact cenitetan be deployed in a pure IP environmenteangessly integrated with your organization’s
existing TDM telephony infrastructure to provide@mated, blended delivery of phone and Web-basguiries.
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FEATURES AND BENEFITS

Powerful Web collaboration capabilities—The features include: text chat, bi-directional V@elge sharing, Follow-Me-Browsing, bi-directional
FormShare, real-time application sharing, collabeeavhite boarding, and ScriptBuilder for creatimgent scripts of frequently shared Web pages
and chat text.

Customer-centric business communication—The Cisco Web Collaboration Option is designedrtvige an unobtrusive and flexible
communications environment for both the customelrtae agent. To facilitate this, the following fes are available:

* The Web Collaboration Option offers a comprehensdasy-to-use interface for both the agent anddiseomer.

¢ The caller and agent interfaces run in a standaet Wowser.

* The Web Collaboration Option can be Secure Sodlatsr (SSL) enabled for secure chat and FormShare.

« The Web Collaboration Option offers hands-free apen for customers—representatives can contrahaliway interactions.
* The Web Collaboration Option offers real-time netwdiagnostics for performance monitoring and jggvtint notification.

« The Web Collaboration Option offers firewall-fridgccommunication over standard HTTP and HTTPS pmoiw

ACD integration—The Cisco Web Collaboration Option easily integsatéth your existing TDM telephony infrastructupgoviding automated,
blended delivery of Web-originated help requestsst@mers requesting help can be automatically arinddo an agent via telephone and Web
collaboration all through a single help request Tésult is a blending of traditional inbound vodzdls with Web-based customer contact such
as Web collaboration and text chat.

Dynamic Content Adapter—This optional feature allows the Cisco Web Collaion Option to share Web content or pages thgpersonalized,
dynamically generated, or require passwords oiinggThe ability to collaborate on secure, passwwadected, and personalized Web content,
without having to exchange passwords or other Seaslata, gives agents the ability to assist custs at the exact moment that they require help.

Comprehensive management, reporting, and customization tools—These tools enable the Cisco Web Collaborationddpt be managed and
customized to meet the requirements of the cootater. They can be used to build multi-user collative Java applications, create scripts that
allow agents easy access to information that gpueatly shared with customers—even split the custensereen for side-by-side comparisons.

Web-based administration, reporting, and managetoetd allow contact centers to easily produce aemensive session and user data logging
and management reports with drill-down capabilitygvide secure browser-based interfaces for ategysnanagement, and complete
configurability of caller capabilities and expergen

Accelerating the Successful Implementation and Oper ation of Your Contact Center Solution
Contact center solutions can help your company dtiaaily improve customer service and increaserass efficiencies. It is critical that your
contact center be correctly deployed and effegtioplerated to help provide optimal contact cenegfggmance and improve customer satisfaction.

Cisco and its partners can help you deploy a roliegtendable contact center solution by takinfeayicle approach that addresses all aspects of
deploying a multifaceted solution including peogiegcesses, and technology. Whether you are tiamisi) your existing contact center solution
to an IP-based contact center or deploying a negoifact center, this approach helps ensure alighofédusiness and technical goals at each of
the six phases of the solution lifecycle: prepatan, design, implement, operate, and optimize.

Cisco services are available through various sempiograms designed to help accelerate customeessithroughout the network lifecycle. For
more information about Cisco services for the contanter, visitttp://www.cisco.com/go/ipcservices contact your local account representative.
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SUMMARY

The ability to collaborate with your customers éalrtime via the Web is invaluable. Whether itilm@y directing customers to the correct
information on the Web or helping them completetaitied online application or form, Cisco Web Cbdeation Option can help your business
reach higher levels of productivity, while increasicustomer satisfaction and loyalty—continuingekielution toward a true Customer Interaction
Network.
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