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The Monitoring Service may be combined with the Management Service and/or Elective Change
Service to extend the capabilities of your internal team.

The Monitoring Service includes:

+ Cisco MAP 3040

* Management software

» Configuration and provisioning

» Administration and software updates

* Remote training session

» Cisco Management Portal for 24x7 web access to tickets,
availability, and performance statistics

* Premier reports for performance, availability, and inventory

The Cisco Management Application Platform 3040:

* Is a secure, hardened Linux-based server deployed at your
premises in a redundant configuration

* Monitors Cisco Unified Contact Center, Cisco Unified Communications,
and voice infrastructure solutions

» Contains business logic that implements root cause analysis to verify incidents

» Generates a ticket and sends e-notification per incident

» Captures tickets and remediation in a knowledge base

» Performs agentless availability and performance monitoring

» Performs incident detection, recording, and notification

» Performs automated incident analysis and root cause identification

Management Service

Working together with the Monitoring Service, the Management Service supplements your internal
IT resources and responds to incident tickets; performs incident resolution, which can include
root-cause analysis for problems; applies patches to resolve incidents; and opens support cases
with Cisco or third-party application providers. Remote Management Services are delivered by an
experienced team of Cisco engineers using Cisco’s leading practices and Information Technology
Infrastructure Library (ITIL®)-based processes.

Management Service provides:
« Engineering support: diagnose and resolve incidents and problems and restore service
» Configuration changes to resolve incidents and problems
» Custom incident notifications: automated email, mobile telephone, pager, manual,
and telephone
» Review incident and performance trends requiring proactive attention
» Performance threshold notifications for early warning of pending problems
» Manufacturer maintenance support coordination
» Leading practice recommendations for server backup

Cisco engineers have extensive experience on Cisco networking and Cisco Unified Contact Center
technologies. Expertise includes:

+ CCIE® certified personnel

* LAN/WAN engineers

» UCC engineers

» UCC application consultants

» UC engineers

» UC application consultants

» VPN/security engineers

* Registered communication distribution designers
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Remote Management Services will also include a designated Customer Relationship Manager
(CRM), who serves as your primary business interface and escalation resource to Cisco. Your
CRM will conduct operational audits and schedule monthly, quarterly, and annual reviews with you
to discuss performance trends, identify remediation, and develop plans to make sure the service
continues to meet your requirements.

Elective Change Service

Elective Change Service goes beyond basic monitoring and management to provide you with flexible
options to address specific needs and help ensure optimal performance of your customer service
infrastructure. Elective Change Service is a usage-based block of engineering hours that are used
for customer-requested activities and changes to your Unified Contact Center environment. These
scheduled, on-demand services range from routine moves, adds, changes, and deletes (MACDs) to
proactive assistance with capacity planning, customized reporting, and application configuration.

Elective Change Service can be used for the following:

» Gateway administration

» Cisco Media Convergence Server (MCS) administration

» Script adjustments in support of call routing applications

* Outbound campaign modifications

» Cisco application software upgrades for feature enhancements

» Configuration changes to Cisco software and devices

» Licensing: administration and applying updates and changes

* Managing call detail record analysis and reporting service

» Telco/carrier coordination

» Customer Voice Portal (CVP) self-service application configuration

» Computer telephony integration (CTl) port and route point integration updates and
scripting updates

« Configuration Manager changes

» Provisioning applications and interfaces

» Creation of custom reports and dashboards

* Management reporting optimization

« Port administration

» WAV file, text-to-speech (TTS), and Advanced Speech Recognition (ASR) administration

« Email administration

» Session Initiation Protocol (SIP) proxy server configuration

* And more

Each month, customers receive an elective change report on the Cisco Management Portal that
shows the change requests completed, time utilized on the requests, and the hours remaining on
their account.

Unified Contact Center Supported Products

Cisco Remote Management Services support all of the primary Cisco contact center technologies,
including:

Products

» Cisco Intelligent Contact Management

« Cisco Unified Contact Center Enterprise
» Cisco Unified Customer Voice Portal

» Carrier Routing System (CRS)

» Cisco Unified Communications Manager
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+ Cisco Unified Communications Manager Express (Cisco |0S® Software)
+ Cisco Unity®, Unity Express, Unity Connection

» Cisco Unified Presence

» Cisco Unified Mobility Manager

+ Cisco MeetingPlace®

Core Software Subcomponents
* Microsoft Exchange
+ SQL

OS Components
*  Windows 2000 and 2003 OS
* Linux OS

General Hardware Components
* MCS hardware
» Cisco approved HP, IBM, Sun hardware

Mission-Specific Hardware Components
* Administrative workstation

» Peripheral gateway

* Router (ICM)

* Logger

» Historical data server

+ CTI OS/CAD (PG CTI server)
* ICM Carrier NIC

* Ingress gateway

» Egress gateway

+ Gatekeeper

» Cisco Unified Customer Voice Portal VXML server
* Media servers

+ CSS boxes

* ASR/TTS servers

* Outbound dialer

* Third-party connectors

* CVP report servers

» Cisco WebView servers

» CVP application server

* CVP call director server

Benefits of Cisco Unified Contact Center Remote Management Services

Consistent services based on proven methodologies, tools, and talent:

+ Industry-recognized, ITIL® based processes

» Cisco’s world renowned technical talent

» Deep domain expertise on Cisco Unified Contact Center technologies

» Best-in-class tools for monitoring and managing Cisco Unified Contact Center environments

Achieve self-sufficiency at your own pace with flexible services to complement your current
operational readiness and long-term plans.

Assure operational readiness by proactively monitoring your systems, assessing availability trends,
and defining remediation plans.
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Complement skills, achieve operational efficiencies, and transform customer relationships by
leaving the work of installing, configuring, and integrating system components to Cisco experts.

Access services expertise for both TDM-based and IP-based contact center technologies to
support a variety of environments and migration plans.

Lower total cost of ownership through reduced operating expenses by improving the efficiency of
your network and the staff supporting it.

About Cisco Remote Operations Services

Cisco Remote Operation Services (ROS) is an organizational unit of Cisco. Cisco ROS delivers a
suite of services designed to proactively manage, monitor, and protect complex networks and
advanced technologies remotely, based on an ITIL® operations model. Cisco ROS anticipates,
identifies, and resolves issues with greater accuracy and efficiency and in a more cost-effective
manner than most customers typically achieve on their own. Cisco ROS helps customers to quickly
realize the business objectives of deploying Cisco advanced technologies, without the usual IT staff
complexities or disruption to network performance that a customer might expect with such an
implementation.

Why Cisco Services

Cisco understands that the network is a strategic platform in a world that demands better integra-
tion between people, information, and ideas. The network works better when services, together with
products, create solutions aligned with business needs and opportunities. Cisco Services make
networks, applications, and the people who use them work better together.

The unique Cisco Lifecycle approach to services defines the requisite activities at each phase of
the network lifecycle to help ensure service excellence. With a collaborative delivery methodology
that joins the forces of Cisco, our skilled network of partners, and our customers, we achieve
excellent results together.

Availability and Ordering

Cisco Remote Management Services are available globally. Service delivery details may vary
by region.

For More Information

For more information about this and other Cisco Remote Operations Services, visit
www.cisco.com/go/rms or contact your local account representative.
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