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CallCenter Technology Overview

PRISM is an Application Integration and Development Suite designed specifically for the non-technical business user. By 

graphically modeling the interfaces and capabilities of common contact center systems, organizations quickly build reports, 

dashboards, or applications that work across all their systems.

Solution Benefits

 • Provides the ability to create a totally customized view of IPCC and other application data without having to write a single 

line of code.

 • Allows the user to use real-time IPCC CTI feed, as well as IPCC real-time, historical and other customer data.

 • Replaces multiple data views from multiple applications with one consolidated view.

 • Increases productivity by allowing the contact center to choose the most important data to look at, and in the most 

convenient form.

Solution Features and Capabilities

 • Complete integration of Cisco IPCC and PRISM.

 • Display real-time schedule adherence and real-time floorplan animation by integrating workforce management and IPCC 

real-time CTI data.

 • Create custom views of IPCC and other application data by simply dragging components onto a form, connecting and 

configuring them using a graphical editor.

 • Represent data values with graphs, charts, tree views, data grids, meters, digital displays, and many other ways as well.

 • Publish reports to the web.

Integration Architecture

PRISM maintains two connections to Cisco ICM: 

 • A TCP/IP connection to CTI link to the Cisco CTI Server

 • An ODBC connection to the IPCC database

The CTI link is used to show real time schedule adherence and real time phone and agent states on a CAD drawing of the 

customer’s floor plan.

The database link is used for reporting.
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Figure 1 Cisco/CallCenter Technology reference architecture

Availability

The Cisco/CallCenter Technology contact center solution requires Cisco ICM version 4.1.5 or later.

Additional Resources

To learn more about Cisco Contact Center Solutions please visit http://www.cisco.com/warp/public/180/

prod_plat/cust_cont/.

To learn more about CallCenter Technology applications please visit http://www.callcti.com.
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