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Overview

This document describes the integration of both the Cisco ICM solution and the Cisco IPCC platform with
LightLink™ from iNOVA Corporation. LightLink is a real-time information system that captures raw data,
and through filtering and analysis converts the data into important business information that is then delivered
to the right people in real-time. This information can relate directly to contact center operating efficiency,
sales initiative effectiveness, or customer satisfaction. The LightLink system contributes to improved

decision-making, increased efficiency, and reduced costs in the contact center. LightLink adds value to Cisco
ICM/IPCC through:

o Ability to Deliver Information to Multiple Outputs—LightLink supports data delivery to any
combination of display devices including iNOVA LED wallboards, PC desktops, displays (VGA, plasma),
wireless devices (pagers, phones), and the Web. LightLink data management tools allow supervisors to
define where, when, and to whom data is delivered.

o Ability to Monitor Data from Disparate Data Sources—LightLink supports a wide variety of legacy ACD,
database, workforce management and other common data source options. The LightLink system can be
configured to monitor dozens of data sources and thousands of data items to provide a common platform
for event notification and for the application of custom business rules and logic.

o Ability to View Real-Time Status of Multiple CRM Systems—LightLink supports simultaneous
connections to multiple data sources within a single contact center, or located across several remote

contact centers.

o Ability to Define Threshold Events—LightLink provides the tools to build business logic that defines
threshold event based actions. Possibilities include changing colors, sounding alarms, triggering messages,
or automatically sending pages or emails. The LightLink system can also be easily extended to include the
additions of custom business algorithms to meet the specific needs of an individual or group within your

organization.

o Ability to Monitor Changing Conditions—The integration between LightLink and Cisco IPCC provides
a current and accurate view of contact center conditions allowing agents and supervisors the opportunity

to identify potential issues and resolve them before they become problems.

Cisco Systems Overview

Cisco IPCC is an automatic call distributor (ACD) alternative based on the Cisco Architecture for Voice,
Video, and Integrated Data (AVVID). Cisco IPCC provides intelligent call routing, network-to-desktop
computer telephony integration (CTI), interactive voice response (IVR) integration, real-time and historical
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reporting, and multimedia contact management to contact center agents over an IP network. Cisco IPCC enables rapid
deployment of contact centers and enables businesses with legacy ACDs to evolve their existing call centers to virtual

multimedia contact centers.

The Cisco IPCC solution is based on the proven products: Cisco CallManager and Cisco Intelligent Contact Management
(ICM) software. Cisco CallManager provides the location independent public branch exchange (PBX) capabilities, while

Cisco ICM provides the virtual ACD features. With the Cisco IPCC solution, enterprises can build virtual contact centers
and can take advantage of IP transport to extend the boundaries of the contact center to include branch and home offices.

Cisco IPCC integrates easily with legacy call center platforms and networks, enabling a contact center to continue to leverage
its investments in legacy systems while providing a smooth migration path to an IP infrastructure. Whether your company is
expanding an existing operation or establishing its first contact center, the Cisco IPCC solution can help you realize the cost
and performance benefits of converged network at your pace. Cisco IPCC is designed for implementation in single-site and

multi-site contact centers as well as service provider hosting environments.

iNOVA Overview

iNOVA Corporation provides solutions for the management and distribution of real-time information in contact centers and
other environments where critical events drive workforce action. The company manufactures it’s own line of professional

quality LED wallboards, and develops high-end real-time data monitoring and messaging software.

iNOVA systems are currently installed in over 700 companies throughout North America and Europe. Fortune 500
customers include MCI Worldcom, Dell, Bank of America, Cox, General Motors, American Express, BlueCross BlueShield,
Citigroup and Marriot.

Integration Overview
Figure 1 Cisco/iNOVA reference architecture. The LightLink Server, residing within a customer’s network, captures data from

Cisco ICM/IPCC data stores through a software data capture interface. The LightLink server also distributes data to a variety of
output devices including iNOVA LED wallboards, PC desktops, displays, wireless devices, and the Web.
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Cisco Components Partner Components

* Cisco ICM 4.5  LightLink Server
» Cisco CallManager 3.0.8 * LightLink 2.6 Software

* AW 4.5 (compatible with any ODBC compliant  « LightLink Data Capture Interface for Cisco ICM/IPCC
version)

Implementation

System Recommendations

LightLink Server Supervisor Workstation Agent Workstation

Pentium 500 MHz * Pentium 300 MHz Pentium 233 MHz

128MB RAM 64MB RAM 64MB RAM

200MB available disk space 30MB available disk space 15MB available disk space
Windows NT 4.0 Workstation or Server Windows 95, 98, ME, 2000 Windows 95, 98, ME, 2000

with Service Pack 5 or higher Professional, or NT 4.0 Workstation Professional, or NT 4.0 Workstation
« Network Interface Card for LAN/WAN with Service Pack 5 or higher with Service Pack 5 or higher
configuration * Network Interface Card for LAN/WAN « Network Interface Card for LAN/WAN
- Serial Ports-1 per data source input configuration configuration

and 1 per output channel
8X CD ROM Drive

Availability

The iNOVA solution requires LightLink 2.6, and one LightLink Data Capture Interface for Cisco ICM/IPCC per data source.
Optional components include LightLink F/X II LED Wallboards. These components are currently available through iNOVA
Corporation.

Resources
Training
LightLink Training is provided with each installation. Additional training including LightLink certification is available.

Support

Support is available 24/7 through the iINOVA Customer Support Center or online at http://www.inova-support.com. Various
support options are available to suit customer needs. The two standard offerings are the Gold iNOVA Service Portfolio (ISP)
and Platinum ISP. The Gold ISP provides a standard level of service and support on a yearly basis. The Platinum ISP builds
on the Gold ISP by adding training, on-site response, an extended warranty and other benefits.

iNOVA also offers the INOVA Freedom Plan. This plan shifts the responsibility for daily system maintenance, system
optimization, output standardization, and troubleshooting from a customer’ internal IT staff to a highly trained staff of
iNOVA technicians.

Documentation
Full printed documentation is provided with each system installation.

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 iNOVA Corporation applications please visit http://www.inovacorp.com.

Cisco Systems, Inc. and iNOVA Corporation
All contents are Copyright © 1992-2001 Cisco Systems, Inc. and iNOVA Corporation. All rights reserved. Important Notices and Privacy Statement.
Page 3 of 4


http://www.inova-support.com
http://www.cisco.com/warp/public/180/prod_plat/cust_cont/
http://www.cisco.com/warp/public/180/prod_plat/cust_cont/
http://www.inovacorp.com

Cisco SYSTEMS

INOVA

CORPORATION

Corporate Headquarters European Headquarters Americas Headquarters Asia Pacific Headquarters
Cisco Systems, Inc. Cisco Systems Europe Cisco Systems, Inc. Cisco Systems Australia, Pty., Ltd
170 West Tasman Drive 11, Rue Camille Desmoulins 170 West Tasman Drive Level 9, 80 Pacific Highway
San Jose, CA 95134-1706 92782 Issy-les-Moulineaux San Jose, CA 95134-1706 P.O. Box 469
USA Cedex 9 USA North Sydney
WWW.cisco.com France WWW.cisco.com NSW 2060 Australia
Tel: 408 526-4000 WWW-europe.cisco.com Tel: 408 526-7660 WWW.Cisco.com
800 553-NETS (6387) Tel: 33158046000 Fax: 408 527-0883 Tel: +61 2 8448 7100
Fax: 408 526-4100 Fax: 33158046100 Fax: +61 2 9957 4350

Cisco Systems has more than 200 offices in the following countries and regions. Addresses, phone numbers, and fax numbers are listed on the

Cisco Web site at www.cisco.com/go/offices
Argentina ® Australia ® Austria ® Belgium e Brazil ¢ Bulgaria ¢ Canada ¢ Chile ® China PRC ¢ Colombia ® Costa Rica ¢ Croatia
Czech Republic ® Denmark ® Dubai, UAE e Finland e France ® Germany ¢ Greece ® Hong Kong SAR e Hungary ¢ India ¢ Indonesia
Ireland o Israel o Italy e Japan ¢ Korea ® Luxembourg ¢ Malaysia ® Mexico ® The Netherlands ® New Zealand ® Norway e Peru
Philippines ® Poland ® Portugal ® Puerto Rico ® Romania ® Russia ® Saudi Arabia e Scotland ¢ Singapore ¢ Slovakia ¢ Slovenia ® South Africa
Spain ® Sweden e Switzerland ® Taiwan e Thailand ® Turkey ¢ Ukraine ® United Kingdom ® United States ® Venezuela ® Vietnam ¢ Zimbabwe
Copyright © 2001, Cisco Systems, Inc. All rights reserved. Printed in the USA. Cisco, Cisco Systems, and the Cisco Systems logo are registered trademarks of Cisco Systems, Inc. and/or its affiliates in the U.S.
and certain other countries.

All other trademarks mentioned in this document or Web site are the property of their respective owners. The use of the word partner does not imply a partnership relationship between Cisco and any other
company. (0105R) SPS 7/2001



	Overview
	Cisco Systems Overview
	iNOVA Overview
	Integration Overview
	Implementation
	System Recommendations

	Availability
	Resources
	Training
	Support
	Documentation


