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Arhitektura Contact Center Express-a
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Contact Center Express
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Komponente Unified CCX servisa
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=Telephony Platform Interface

Obezbjeduje interfejs telefonskoj
platformi za upravljanje voice pozivima.

*IVR - Interactive Voice Response
Poboljsava subjektivni osjecaj korisnika

Omogucéava automatski servis za korisnika

=ACD - Automatic Call Distributor
Obezbjeduje inteligenciju za upravljanje/stavljanje
u red ¢ekanja dolazne pozive

Unified CCX Server Podrzava odlazne pozive za marketinSke kampanje




Komponente Unified CCX servisa
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Unified CCX Server

= Telephony Platform Interface

Obezbjeduje interfejs za telefonsku platformu da izvrsi
kontrolu poziva

Podrzane platforme: Unified CM i Unified CME

Podrzani interfejsi: JTAPI za Unified CM i SIP za
Unified CME

Telefonska platforma:

Obezbjeduje IP PBX funkcionalnosti za kontrolu
poziva

Podrzava redundantne/cluster opcije (samo Unified
CM)

Omogucéava voice mail integracije
Upravlja voice gateway-ima i IP telefonima

Podesavanje dial-plana za ograni¢avanje i
dozvoljavanje poziva



Komponente Unified CCX servisa
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IVR = Automatski servisi

_ pustanje i prikupljanje podataka

Pozivaoc unosi DTMF preko telefonske tastature

Sistem generisSe izlaz koriste¢i prompt-ove

prikupljene od korisnika ili “prompt” step-ove
Govorne tehnologije (opciono)

Pozivaoc moze napraviti unos podataka govorom
u telefon preko ASR-a

Sistem generiSe izlaz koriste¢i TTS

Podrzani audio kodeci: G.7111 G.729

= |ntegracija IVR-a sa korisniCkom bazom
podataka

Podrska za sve ODBC kompatibilne baze

Unified CCX Server Dozvoljava klijentima da naprave konekciju na
bazu koristeéi db korake kroz skriptu
Omogucéava rutiranje poziva na osnovu podataka
iz baze




Komponente Unified CCX servisa
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ACD - Automatic Call Distributor

A = Resource & Contact Manager

Prati stanje agenta i prosljeduje dolazni poziv do
slobodnog agenta

Na osnovu unesenih podataka korisnika, poziv se
prosljeduje do najpogodnijeg agenta za datog
korisnika

Stavlja pozive u red ¢ekanja, na osnovu
sposobnosti i kompetencije agenta, te prioriteta
korisnika

Prosljeduje i prikazuje podatke vezane za korisnika
na desktop agenta

Omogucéava agentu i supervizoru da vrse kontrolu
poziva sa svog desktopa

Omogucava izvestaje u realnom vremenu i
Unified CCX Server izvjeStaje iz proSlosti na osnovu statistike poziva




Komponente Unified CCX servisa
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ACD - Automatic Call Distributor

= Recording i Monitoring

Podrzani su SPAN port i desktop monitori
Snimanje poziva na zahtjev moze biti inicirano od
agenta ili supervizora

Supervizor moze da preslusava ili briSe snimljene
fajlove sa svog desktopa

Vrsi praéenje poziva sa supervizorskog desktopa

Udaljeno supervizorsko praéenje poziva

Unified CCX Server



Komponente baze Unified CCX-a
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e/ = Config Datastore

Pohranjuje konfiguracije za aplikacije, trigere, grupe
za kontrolu poziva, medija grupe itd.

Pohranjuje konfiguracione podatke za Unified CCX,
e vjestine (skills), resurse, timove, CSQ-ove itd.

Datastore Cuva konfiguracije kampanije i korisni¢ke kontakt
podatke za svaku kampanju

Config Datastore

Repository = Historical Datastore

Cuva podatke iz proslosti koje uglavnom koristi
HRC -Historical Report Client.

Agent Datastore

Ovo je mjesto gdje se €uvaju svi podaci o
pozivima, stanjima agenta i izvjestaji o konekciji
sa agentom.

Database



Komponente baze Unified CCX-a
e Cisco.com

Config Datastore

Historical
Datastore

Repository
Datastore

Agent Datastore

Database

= Repository Datastore

Cuva skripte, promptove, gramatiku i dokumente

= Agent Datastore

Obezbjeduje podatke za sljedece izvjestaje u CAD:
Agentove ACD logove stanja,

Agentove statistike

Agentove logove poziva

Obezbjeduje podatke za sljedeée izvjestaje iz CSD:
Statistike za timove agenata

Stanje timova agenata

Logove poziva agenata

Logove ACD stanja agenata

Pohranjuje meta podatke za svaki zapis (agentov ID,
ekstenziju, vrijeme i datum kada je poziv snimljen itd.) i
ovi podaci se koriste kod Supervizora za pregledanje
zapisa.



Unified CCX klientske komponente
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Unified CCX klientske komponente
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Cisco Supervisor Desktop
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Unified CCX tok poziva

I T T T T T T T T Cisco.com

Dolazni poziv sa Unified CM

Unified CM
Cluster

TDM Voice

= = = |P Voice

Call Control
and CTI Data

Korisni€ki poziv dolazi na Voice Gateway
Voice Gateway obavjestava Call Manager
o pristiglom pozivu

Call Manager uoc€ava pristigli poziv na

CTI Route Point-u i Salje JTAPI zahtjev za
rutom Contact Centre Express-u (CCX).



Unified CCX tok poziva
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Dolazni poziv sa Unified CM

p

Unified CM
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TDM Voice

= = = |P Voice
Call Control

and CTI Data

Na osnovu DN-a, CCX pronalazi odgovarajudi
JTAPI okidaé€ (trigger) i Salje poziv do
odgovarajuéeg CTI porta iz grupe za kontrolu
poziva asocirane tom JTAPI okidacu.

CCX mapira DN do unaprijed konfigurisane
CCX skripte i pokrece je. Skripta odgovara na
poziv i trigger-uje CCM da otvori RTP stream
izmedu porta na Voice Gateway-u i izabranog
CTI porta.

Skripta vrsi prosljedivanje poziva, pusta
korisniku zvuéni prompt (melodiju), pita
korisnika za unos podataka, pretrazuje bazu
sa korisni¢kim podacima i postavlja ga u red
za ¢ekanje kod odgovarajuceg agenta.



Unified CCX tok poziva
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Dolazni poziv sa Unified CM

Unified CM
Cluster

TDM Voice

= = = |P Voice

Call Control
and CTI Data

Agent sa odgovaraju¢om vjestinom (skill)
je dostupan

CCX bira i rezervise agenta, a ovo trigger-
uje da se izvrsi transfer poziva do
agentovog telefona i agentov telefon zvoni.
U isto vrijeme CCX postavlja odgovarajudi
prozor na agentov desktop

Agent odgovara na poziv i CCX kompletira
transfer sa CTl porta do agentovog
telefona, a CM inicira uspostavljanje RTP
VoIP data stream-a izmedu agentovog
telefona i porta na Voice Gateway-u, a
potom se oslobada CTI port na CCX
serveru.
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* O nama

) Sta rad i mo Call Centre koristi Cisco Unified Communications

platformu koja svojom raznoliko$éu i bogatstvom visoko
kvalitetnih opcija ojaCava organizacione prednosti i

i Us I u ge samim tim utiCe na povecéanje produktivnosti §to ovo
rieSenje stavlja ispred proizvoda koje nudi konkurencija.
Krajnji u€inak su zadovoljni potrosaci koji prepoznaju
kvalitet koje ovo rjeSenje nudi.
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¢ Reserved - Cisco Agent Desktop M=l
4 4
@h'i!tﬂﬂ 1 Mi|===!ﬁ 2 E?-
State | Caling# | Called# | Alerting# | Original Caling® | Criginal Called# | Duration
&
Field | Data | Device | Type | Diescription | Duration
ANI 0522363516 555  PRout... Roufte Point 555 00:00:00
DMIS 555 112z CTIP... CTIPort 1122 00:00:04
Layout default 2 50 MALLOGLASL. 00:00:01
550 Agenk CCAgentdl 00:00:08
Tokal 000013
N o
J SR X ﬁ‘ “ wrk Sites j
=
Rub. Podr. Kljuéne rijedi za pretragu
I I I I FIRME
Tragi | Panigti | Ukupno pronadenih: 0
Zavi i pitaj, Menadier Co. Pretraga po nazivu firme:
Ukupno pronadenih oglasa; 0

Tradi |

korisnik pozvao

#istart| @& 3 IPEE Mali Oglasi

"l/(_") Reserved - Cisco Age... & ] Mali O

Sta nudi Agent Desktop?
 Informacije o korisniku
 Informacije o servisu koji je



Cisco Agent Desktop
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¢” Reserved - Cisco Agent Desktop M=l E3
oy e
@hﬁ’(ﬂﬂ ] mi|===ﬁ A H -
State | Caling® | Called# | Alerting® | Original Caling# | Original Called# | Duration
&
Field | Data | Device | Type | Description | Duration
AMI 052236316 555  PRout... Route Poink 555 00:00:00
DMIS 555 1122 CTIP... CTIPort 1122 00:00:04
Layout default 2 50 MALLOGLASL.. 00:00:01
550 Agent CCAgentnl 0o:00:03
Total 00:00:13
L w
J LR ﬁ H Wwiork Sites j
=
Rub. Podr. Kljuéne rijedi za pretragu
I I I I FIRME
TraZi | FPaonisti | Ukupno pronadenih: 0
Zavi i pitaf, ManadZer Co. Pretraga po nazivu firme:
Ukupno pronadenih oglasa: 0

Trazi |

Sta nudi Agent Desktop?

« Dodatne informacije koje
koriste administratori
sistema

#iseart| @ 13 ek Mali Oglasi

"((? Reserved - Cisco Age... & |MaliQ
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¢” Reserved - Cisco Agent Desktop M=l E3

LAY CIET - EIREEEE

State | Caling# | Called# | alerting# Original Called# | Duration

=

Field | Data | Device | Type | Description | Duration
AMI 052236316 555  PRout... Route Poink 555 00:00:00
DMIS 555 1122 CTIP... CTIPort 1122 00:00:04
Layout default 2 50 MALLOGLASL.. 00:00:01
550 Agent CCAgentnl 0o:00:03
Total 00:00:13
J E =0 ﬁ J Wwiork Sites j
=
Rub. Podr. Kljuéne rijedi za pretragu
I I I I FIRME
TraZi | FPaonisti | Ukupno pronadenih: 0
Zavi i pitaf, ManadZer Co. Pretraga po nazivu firme:
Ukupno pronadenih oglasa: 0
Trazi |

Sta nudi Agent Desktop?
 Integracija web aplikacije
« Servis “Zovi i pitaj”

L

W Startl a P Mali Oglasi "((? Reserved - Cisco Age... | & 1Mali 0




Cisco Agent Desktop
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Instalacija na Terminal serveru
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anage Your Server

Manage Your Server

Server: TITAN

Managing Your Server Roles

IJse the tools and information Found here to add or remove roles and
petform wour daily administrative tasks,

Your server has been configured with the Following roles:

# File Server

Filz servers provide and manage access ko files,

Search Help and Suppor

Add or remove a role
Read sbout server roles

Read sbout remote
adminiskrakion

L
L

Manage this file server
add shared Folders

€)) Review the next steps for

" this role
-
# Terminal Server
a Ierm:{nal Services License Server has been found on the @) Review licensing
NELHOrE, reguirements
The use of Internet Explorer is not restricted on this server, For Open Terminal Services
information on how to increase secarity, click the Internet Zonfiguration
Explorer Enhgnced Security Configuration link in the Tools and Open Terminal Services
Updates section. Manager
) Review the next steps For
this role
‘o

[ Cor't display this page at logon

M= E3

Tools and Updates

Administrative Tools
More Tools
Windows Update

Computer and Domain Mame
Infarmation

Internet Explorer Enhanced
Security Configuration

See Also

Help and Support
Microsoft Techiet
Deplovment and Resource Kiks

List of Common Adminiskrative
Tasks

Windows Server Communities
What's Mew

Strateqgic Technology Protection
Pragram

Cisco.com
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Instalacija na Terminal serveru

T TR Cisco.com
Ed windows Task Manager =l E3
File ©Options Wew Help
Applications I Processes I Performance I MNetworking  Users |
|ger | ID| Statuz | Client Mame | S ezzion |
m 8 Dizconnected
i 7 Digconnected
( ﬁ stankica 1 Active CC13 ROP-Tcpdd13
draganato 2 Active CC13 ROP-Tcpid1f
£ boba D?sconnected
ﬁ Eag:g? : B windows Task Manager _ O]
sladignadz 10 File  Options  Wiew Help

— _\_\__3
1

qf“".ﬁtﬁue_q___

Dizconnected

Disconnes

Processes: 101 CPU Usage: 1%

|Carnmit Charge: 2095M f £

Applications  Processes |PerF0rmance| Mebworking I sers I

=]
agenk, exe sladjanadz
cchpp.Exe draganato on 416 K
cchpp.Exe stankica aa 586 K
cchpp.exe CCAger03 ul] 1,352 K —
cchpp.exe misg an 6,204 K
cchpp.Exe sladjanadz aa 465 K
cchpp.Exe boba an 425 K
CCApp.Exe milenab i} 176 K
cchpp.Exe CiZAger0s on 288 K
cchpp.exe CiCAger0l on 288 K
cchpp.exe admin i} 6,224 K
ccEvtMgr.exe SYSTEM an 3,396 K
ccSetMar.exe SYSTEM on 4,156 K
C5F55, EXe SYSTEM un] 3464 K
CSI55, BXE SYSTEM an 3,784 K
CSF55, BXE SYSTEM on 4,624 K
CSPS5, EXE SYSTEM on 4,188 K
C5FSs . Exe SYSTEM ul] 3,964 K
CSI55, BXE SYSTEM an 4,280 kK
CSPS5, EXE SYSTEM on 4,416 K
C5F55, EXe SYSTEM un] 3472K ﬂ
reres pve SVSTFM nn R EAR K

v show processes from all users End Process |

|Pr0cesses: 100

CPL Usage: 2%

Commit Charge: 20930 § S019M

4
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#3) Cisco Customer Response Solutions Editor
File Edit Tools

Debug  Window Settings Help

Cisco.com
10l x|

IDEHE @R < =% %30 X|

S e |

%l IPCC Express

ACO SCRIPT REPOSITORY' finalne skripte za Menadzer' Content_Delivery'

=l81x]

ot |
—’23' Secept (--Triggering Contact--)
&= Set pocetakPoziva = Dinow]year + =" + D[how] manth + =" + D[noww].dom + " " + Dinow ] hod + " + D[nowe] min + " + Dlnow].2ec
—@ calingMumber = Get Call Contact Info (--Triggering Contact--, Calling Mumber)
—C@' Flay Prompt (--Triggering Contact--, dobrodosliUsms)
[El—ﬁé zvjezdica = Extended Get Digit String (--Triggering Contact--)
—@ pocetak:
—‘@' Plary Prompt (--Triggering Contact--| posjeduiete TonskoBiranje)
—C@' Flay Prompt (--Triggering Contact--, podrskaGprs)
—@ Novg Biranje Proizvoda:
[-EI— henu (- Triggering Cortact--, izhor'reteProizvoda)
—@ ra sa barom
== Set SMS_text = Keyword + " " + Content_ID
== Set krajPoziva = Dinow] year + " + Dlnow]monith + =" + D[now].datn + " " + Dlnow]hod + " + Dinow]min + " + Dinow] sec
[-EI—@ DE "Wirite : resource: VR _push, database: smaContent_odbc
—QB DE Release : resource; WR_push

—@ ooiava:
[EI—::?E daljieMarucivanje = Extended Get Digit String (--Triggering Contact--1
—@ e
—?X Terminate (--Triggering Contact--)
/% End
HAEH|
IMaime I Type I Y alle I Aftribites
Cortert_|D String Paratmeter -
Heywyard tring Paratneter ]
Phane_numker Stritg Paratmeter C o n te nt D e I Ive ry
Product_|D int 0] Parameter
SS_text String " Parameter
brojlgriceojustel .. |final Prompt PIFO3.weay] - -
brojiojiStelnijeli  |final Prompt Plphore_number ... L4 Se rVI S Za I S po ru ku
brojMelodijeloju... |final Prompt PICO3 weav]
brojkobTel Prompt Pl Parameter . s v .
brojProizvoda Prompt Pl Parameter m u Itl m ed IJ a I n Og S a d rzaJ a Za
brojFealTonakoi.... |final Prompt PEOQS weaw]
broislikeloiuStel. .. final Promet PTAOZ wvaw] LI w . .
Step 14347 Ln 121 | &) Menadzer_Pcex_protie| Z crsadnin| [ I VaS m O b I I Ni te I efo N
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#3) Cisco Customer Response Solutions Editor _ Inlﬂ

File Edit Tools Debug ‘Window Setkings Help

IDEEHS| BR[| % (9|30 X|
| General ', CHLANACO SCRIPT REPOSITORY' finalne skripte za Menadzer'loto_i_bingo. =12l

U1 cortact Y Successtul d
[ call Cortact AE Timeaut

%l ehtail Cortact T{? Unstccessful

f| Hity Cortact [—]—'_{! Switch String [ unesena'vrijednost ZaBiranjeLotailiEinga )

fl RG] I.J—]—ﬁ Binga

fl Uzer & uhos broja kartice:

LI promgt —-43 LneseniBrojBingokartice = Extended Get Digit String (—Triggering Contact--1

4 Graimar LJ—]—Z? Successiul
Ll Document

—| Database brojBingokartioe = Create Generated P b iErojEingok artice, fal
4|pcc Express FoISIngorartice = Lresle =eneraie rDmpt Aumoer (UHBSBHI FOJEINQORAITICE, ESB:I

T licm @ pobhada apossa:
;| Java /] Plary Prompt (--Triggering Cortact--| uneseniBrajle)
F] Play Prompt (--Triggering Cortact--, brojEingokartice)
: potvrdalnoss = Extended Get Digit String (--Triggering Cortact--1 —
= f}l Successiul
= Set brojZaPotvrdulnosa = potvrdalnosa
: If (hrojZaPaotvrdulnosa = 23 Then

A% prowjera unosa broja bingo kartice #/

"Z:Z True
'@ Falge
f}l Timeout
“{? Unsuccesaful ﬂ
£]2]x]
Mame I Type Walug Attributes I
hingakalo int 0 Parameter - |
hingo_connect final String " | ] ]
brojBingolartice  |Prompt Pl Parameter Loto I b I n g o
brojDobitaka int 1] Parameter
bt ojlolaBings Protnpt 1] Parameter
hrojMagrada Pratnpt Il Paratneter - -
g . Provjera rezultata za igre na
cestitatno firal Promt PlCestitarmo wav]
cetvrtiBroj Protngpt Pl Parameter /4 L .
cetvrti_Broj int 0 Patarmeter S recu ( I Oto I b I n g O)
daPaotvrdite’vaszU... [final Promgt Plpctvrdalnosa....
clan it a Patarmeter LI

Step 1 1116 Ln 1737 | |8 wenadzer_pccx_protie| S crsadmin| |
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sco Customer Response Solutions Editor 1ol =|
File Edit Tools Debug wWindow Settings Helpl
D@ HEE BRI =% %336 X|
— eneral ANACO SCRIPT REPOSITORY" finalne skripte za Menadzer' horoskop.aef =1l
T|S|333i0n ﬂ

TI Cortact = Metis (--Triggering Cortact--, FILE[C Program FilesbwiawvidPromptzwserien_UShajavenajava wav])
| Cal Contact I.J—J—'Z? Dnevnd tarat horoskap
o [T (D[noww].date=10) Then
@ Unos horoskopskog Znaka:
;l User : hrojZnaka = Get Digit String (--Triggering Contact--1
ﬂ Suecesatur
o If ((brojZnaka == "01")[(brojZnaka == "02")(brojZnaka == "03"M[(broiZnaka == "04")|(broiZnaka == "05")|(brojZnaka == "06")|[(hrojZnaka ==
== Set horoskopskiZnak = brojZnaka + " was"
| Database "'l Play Promgt (--Triggering Cortact-- P["Opcija 2 Drevni tarat horoskop"+date+"" +horoskopskiZnak] )
Cpce Express A povratakl G lavnibeni = Get Digit String (--Triggering Contact--)
;| 1 ﬂ Timeout
" 1Java 'Z? Unsyceessiyf

%l Grammar
T| Document

—?3' Terminate (--Triggering Contact--)
— Ay Enel
+ ﬁ Tarot
ﬂ JEDiing
ﬂ Ciganshe Kare
ﬂ Astra krag b
ﬂ Timeout
PR Unsnccesstil hd
4 | of
£lz]x]
Mame I Type I Walue Attributes
brojZnaks Strirg Parameter -
Ibuducnost Prormpt Pl Parameter
Idate Strirg Parameter H o ros ko p
Ihornskopskilnak Strirg Parameter
IiiDjing Prormpt Pl Parameter
IIjubavMuskarc:i Prormpt Pl Parameter
IIjubavZene Prormpt Pl Parameter
InazivFajla =yigiglel Parameter
possokuskarc Prormpt Pl Parameter
posaoiens Prormpt Pl Parameter
povratakllGlavhi... [String Parameter
prosiost Pramnt Pl Parameter LI

Step 11113 Ln 1726 || B Menadzer_pcx_Protie| E crsadwin |




Historical Reports

all

centre

¥ Cisco Customer Response Solutions Historical Reports

File View Settings Help

= 7 % 7

B=1E

Feparting T ask

" Schedule future reparts, including repeat reports.

™ Load esisting repart zetting,

Select the optionz for histonical reparts below:

General I Detailedl

Report Type:

[+ Include charts in report

- Agent Detaill Report shows the details of agent
IAgent Dretail ;I activity during the report period.

| 00:00:00

Time Range:
Repart Start Date; I 3224,2008 ;I
Feport End Date: I 3 /28,2008 LI
Rerminder:

=l
x|
=l
=

|0n:00:00

It's recommended to generate reports at off-peak hours to avoid performance impact on CRS Server.

Wiew Rezet

| Help |

[3/25/2008 [16:56

Cisco.com



Historical Reports
e Cisco.com

Agent Detail Report - Chart 1

Agent Name

CCAgent01

CCAgent02

CCAgent03

CCAgent04

CCAgent06

CCAgent07

CCAgent08

CCAger05

Call,

100%

Total Talk Time, Hold Time, Work Time by Agent

3242008 00:00:00 - 3/25/2008 00:00:00

3000
Time (seconds)

.Talk Time

OHold Time

Byyork Time



Historical Reports Qg,éé,.e

i Cisco.com

XS Historical Reports

Agent Summary Report - Chart 1

Call Handle Ratio* by Agent
3/24/2008 00:00:00 - 3/23/2008 00:00:00

CCAgentd

CCAgentd2

CCAgentd3

CCAgent0d

Agent Name

CCAgentls

CCAgentd7

CCAgentls

CCAger0s

0.2 0.4 0.6
Call Handle Ratio

* Call handle ratio is calculated as calls handled divided by calls presented.



Historical Reports

C8Q-Agent Summary Report - Chart 1

Call,

Calls Handled by CSQ and Agent
3/24/2008 00:00:00 - 3/23/2008 00:00:00

MALI_OGLASI_CSQ

TSOURCE_CSQ

ZOVIPITAJ_CSQ

300
Number of Calls

B ccagenttt
M cCAgento2
O cCAgent03
@ cCAgent0d

Cisco.com



Agenda

I TTTTTTTT T T T T T Cisco.com

* Pregled Arhitekture

» Softverske Komponente Unified CCX-a
* Tok Poziva u Unified CCX-u

« CCX u Call Centre d.o.o

» Zakljucak



Koristenje web aplikacije u Cisco Agent-u

i mmy Cisco.com

=181x]|

9 -

ad

Duration

Field | Data | Device \ Type \ Description Duration
ANI 51335559 100 Rout.. RoutePoint 100 00:00:00
DRIS 100 510 CTIP.. CTIPortS10 00:00:05
Layeut defaule 1 [=s) ELEKTROKRAJINA  00:00:06
136 Agent  AGENT 161P C.. 00:00:09

Total 00:00:20

wiork Sites | CALL CENTAR WEB =

Naplatni broj | | Obraéuni ( Uplate i Energetska karﬁa\[ Finansijska kartica
Maziv potrofada | | Period Miesto ED Broj Naziv MM Ulica MM Bri'i‘a - Tar. Grupa P’;zgf:;’“ {E’::r';a
‘ Pretrafi | Trenutni poziv ‘ 5 1=
Februar 2008. 78000 BANIA LUKA 101108600  VREBAC ZORAN MAJKE JEVROSIME 1054... 1 Domazinstvo DT 31.01.2008 29.02.2008
Pothiph | Potiiaziv | A;es;

101108600  VREBAC ZORAN MAJKE JEVROSIN

4 | »

Fothpb 101108600
Pothaziv VREBAC ZORAN
Adresa MAJKE JEVROSIME 0 14-135

SopOpis Banja Luka
L \wgust 2007. 73000 BAMIA LUKA 101108600 \C ZORAN AJKE JEVROSIME Domazzinstvo 31.07.2007
PotDatPrij 1911.01.01
PotDatOdj
31—"5-3”7
& T

First Previous I Next | Last |

EBroj telefona 51335559
Yrijeme poziva 25.03.2008 u 02:29:18
Prihvatanje poziva
Kraj razgovora

Naziv agenta Nepoznat agent

Status poziva Eekanje do javljanja operatera

[IPCALL CENTAR AGENT 16 [x136 [CCAgentls [Reserved 00:00:13 [In Service [14:33

o] [ @S @9SHS Q|G |Cn|@o. |Bo.|Ho.|Bo.




Tehnologije koristene za razvoj aplikacije

I T T T T T T TTTTTT T Cisco.com

* Oracle JDeveloper

« MVC Technology (Model-View-Controler)
« AJAX

« JSF (Java Server Faces),

 ADF Faces (Oracle application development
framework Faces) (Oracle-ove jsf - komponente)

 ADF BC (Oracle application development framework
Business Component)



Razvojno okruzenje - Oracle JDeveloper

I T T T T T T T T Cisco.com

Oracle JDeveloper 11g Technology Preview 2 - appCC.jws : userinterface.jpr o |EI|5|
File Edit View Search Havigate Run Debug Refactor WVYersioning Tools Window Help
Go@ag 9290 XER O0-0 - aRdu- > - d-@QHEE PIDT
Applica‘tion Haviga... l @Run Manager E] browsePotrosac Jsp E]CcpregledS'rtuacije il | registerTeIpr.jspx | E E]E]E] ﬁ&:mponerﬂ Palette @Res... E]
— — =
[ appCC 'Iq ) show ~ @[ 'l 'I ']E H#B I U =~ [ADF Faces ']
~ Projects &= [ i » &R ﬁ
e AT N [SISLLESTRSI S L ?P'_,
@ PhoneCalBean java I Common Componerts
@ pot_hean java b Layout
i} pageDets ~ COperations
E DataBindings cpx n X -
-7 Wb Cortert |i| Collection Drop Target
D ;ﬁ Collection Return Popup Data Listener
i W Conwert Color
il = E Convert Date Time
; P Obracuni . Uplate
< - ' 3 Maplatnibro] | gr 4 " ?| Conwert Mumber
I Application Resources Neziv potrogata (g3 4% Data Flavor
- - )
D?_ga--%m{,oclsregleu:.r[uacue'l R #1.. Period lakbel } #{.. Plidiestc ) |;i| Drop Target
----- 5 Brtel Pretrazi Trenutni poziv & Export Collection Action Listener
----- EE Yrijemepoziva = #..Period) . Pithliesto} é‘_ﬁ File Dowvrload Action Listener
----- & Privatanjepaziva | il g‘eﬁpb- #{__Pothaziv Iabel} #.. Adresa) El ForEach
----- {553 Kraj.razgovora #{.. Pothlph} #{ ... PotMaziv} #{.. Adresa} el D LA =ste) [ ] Group
{558 Nazivagerta |Click to select Table - table3.
----- {518 Statuspoziva i i Loty
p (. Period} #1.. Pithfiesta) % - R
----- {578 SagSifra @
" Q Reset Lction Listener
< ¢ | » 55 Return Action Listener
I Recently Opened Files — ¥ Rich Text Editor Insert Behaviar
— s e o . ] éﬁ Server Listener
= f i I
\ = userinterface jpr - Structure E] |f:facet = af:commandbuttongbtnredistru] = af: setactionlistensr = | g_ﬁ =et Action Listener "
|Design ISource |Elindings |His‘tory |<| L | >|:| — 444
Running: Embedded OC4J Server - Log @Proper{y Inzpectar [;]
at java.util. concurrent. ThreadPoolExecutorilorker . yun(ThreadloolExecutor. java: 675 ~
at jawva.lang. Thread. run(Thread. java: E9E5)
Z002. 02 25 132:28:Z21 oracle. adfinternal wiew. faces model binding. CurrencyBowHerSet _computelurrent Rowler
SEVERE: Rowkey does not hawve any primary key attributes. Rowkev:oracle.jbo_ Key[] table:oracle. jbo.serwve:
Z002. 02 25 12:38:ZE oracle.adfinternal. wiew. faces model. binding. CurrencylowKevSet _computelurrent RowHey

SEVERE: Rowkey doss not hawe any primary key attributes. Fowkev:oracle.jbo.Eey[] t,able:oracle.jho.serve],j

~
Messages DRunning: Embedded OC4) Server <] : | > G] E]




Cisco script editor
Prosljedivanje parametara web aplikaciji iz Cisco CallCenter-a

I T T T T T T T T Cisco.com

isco Customer Response Solutions Editor B ] 21
File Edit Tools Debug MWindow Settings Help

IDEE S 2R %D [(FNIL X|

| Gereral e ANACO SCRIPT REPOSITORY' za brisanje'.elektrokrajina.aef =181l

U cortact A% start
1 call Contact Bl /+ ada comnent
;I ehail Cortact —3 Accept (--Triggeting Cortact--)
_|Ht'tp Cortact — /¥ callinglumber - broj aosobe koja poziwva */
T| Medis —@ calingiumber = Get Call Contact Info (--Triggering Comtact--, Calling MNumber)
4 Uszer —EQID Flary Prarpt (--Triggering Cortact--| pozdravnaPoruka)
flpmmpt — A% U prvom prolazu samo callinglumber smjestamo u hazu. *7
:: Grammar DEWrite : resource: Mext, database: co
- Document DB Release : resource: hext

_ | Datab
%| IF‘CS Eaxsperess 4| Select Resource (--Triggering Contact-- from callCenter)

_licw

= Set uzerlD = CRSRezource

= Set uzerDDocument = userlD

A* U bazu upisujemo prikupliene podatke o agent,
kao i wrijeme prozljedjiwvanja poziva agentu %/

[+ DE Wiite : reso 1,0
—Qb DB Release : resource: hext
—3‘ Terminate (--Triggering Contact--)

A% End

HAH
Matne | Type Walue Attributes

CRSResource Lser il

callCerter tring "ELEKTROKEAJMN. .. [Parameter

callingrumber String " Pararmeter

clate: Stritg " Pararmeter

muzikaMaCekanju  [final Prompt F[Cnevni Rezim 2....

pozdravnaPoruka  [final Profmpt F[Chevhi Rezim 1....

userlD tring " Pararmeter
IuserlDDocument Documerit il Parameter




Prosljedivanje poziva

i mmy Cisco.com

File Edit ‘“iew History Bookmarks Tools  Help {:}

¢ - * - @ @ @ ||:‘| http:,l’,l’12?.D.D.1:8988,l’cc,ifaces,l’browsePotrosac.ispx?fadf.win1d=169514621DfZQ&fadF.ctrI-state=1695146210728&br|"| D] |'|buissnes

|| Tmenik¥1.0-Lanarn,.. | | Zshbjevi1.0-Lanamn... || Oracle Enterprise Ma... || Call Centar Application || EK - Orarle Enterpris... || LAMACO Tnkerni Portal E CCEK || Oracle BT Publisher E ..

business - Google Search || http://127.0.0....8%broj=51200200 3

Maplatni broj | | Cbracuni ™. Uplate © Energetska kartica - Finansijska kartica
Maziv potrofata | | Perind Miesta EDBroj | FrECDatum | Dabum Nazly MM Ulica MM B
2citanja Qcitanja Eraijila
Pretrai | Trenutni poziv -
Movemnbar 2007, 78000 BAMIA LUKA 101108600 04.11.2007 |03.12.2007 WREBAC ZORAN MAIKE JEVR.OSIME 10545421~ |
e
FatNph | PokNaziv | Adresa

101108600 |VREBAC ZORAN |MAJKE JEVROSI

Septembar 2007 78000 BAMNIA LUKA 101108600 30.08,2007  |01.10.2007  YREBAC ZORAN MAJKE JEVROSIME 10545421

-
=

L= |l 2007, TE000 BANIA LUKA 101108600 |29.06,2007  |31.07.2007  YREBAC ZORAN MAIKE JEVROSIME 10545421

Pobiph 101108600
Pothaziv YREBAC ZORAN
Adresa MAJKE JEWROSIME O 14-135

SopCpis Banja Luka
PotDakPrij 1911.01.01
PatDatodi
First Previous | Mexk | Last |

[Maj 2007, TE000 BANIA LUKA 101108600 |30.04.2007 |31.05.2007  WREBAC ZORAN MAIKE JEVROSIME 10545421

[Mart 2007, 7E000 BANIA LUKA 101108600  01.03.2007  |30.03.2007  YREBAC ZORAN MAJE JEVROSIME 1054542 1

Broj kelefona 51200200
Wrijeme poziva 25032008 u 01:47:38
Prifwatanje poziva

raj razgovora Febroar 2007, 75000 BAMNIA LUKA 101103600 01.03.2007  YREBAC ZORAN MaIKE JEYROSIME 1054542 1
Maziv agenta Mepoznat agent
Skatus poziva Cekanje do javlianja operatera “
Registruj Tel.Broj sa WNPE 1| 4 | »

Dane A




Javljanje operatera

i mmy Cisco.com

fox =10l x|

File Edit Wiew Hiskory Bookmarks Tools  Help {}

IMozill

¢ - * - @ @ @ ||:‘| http:,l’,ilZ?.D.D.1:8988,|’ccIFaces)’browsePotrosac.jspx?_adf.win[d=1695146210_34&_adf.ctr\-state=1695146210_33&br|'| b] | |buissnes

D Imenik ¥1.0 - Lanaca,, D Zahtjevi 1,0 - Lanaca, . D Oracle Enterprise Ma, D Call Centar Application B EK - Cracle Enterpris... B LAMACO Inkerni Portal E CCEK D Oracle BI Publisher E..

Naplatni broj | ‘ Obrafuni ™. Uplate © Energetska kartica  Finansijska kartica
Maziv patrasata | | Petind Miesto EDEroj | Fret-Dabum | Datum Haziv MM Ulica MM Br.
Ciitanja Ocikanja Eroijila
Pretr. Trenutni poziv -
Movemnbar 2007, 75000 BAMNIA LUKA 101108600  04.11.2007 |03.12.2007  YREBAC ZORAN MAJIKE JEYROSIME 10545421 |
& T
Fathph | PaotlNaziv | Adresa
101108600 |VREBAC ZORAN |MAJKE JEVROSII
Septembar 2007 (78000 BAMNIA LUKA 101108600  30.08.2007 |01.10.2007  YREBAC ZORAN MAIJKE JEVROSIME 1054542 1
1 v _
& T |Jul 2007, 73000 BAMNIA LKA 101108600  |29.06.2007 |31.07.2007  WREBAC ZORAN MAIKE JEVR.OSIME 1054542 1

PokMpb 101108600
Pothaziv  WREBAC ZORAN
Adresa MAIKE JEVROSIME 0 14-135
SopCpis Banja Luka
PotDakPrij 1911.01.01
PotDatodi

First Previous I Mk I Last ‘

IMaj 2007, FA000 BANIA LUKA 101108600  30.04.2007 |31.05.2007  YREBAC ZORAN MAJKE JEVROSIME 1054542 1

Mart 2007, FE000 BANIA LUKA 101108600 |01.03.2007  |30.03.2007  YREBAC ZORAN MAIKE JEVROSIME 105454z 1

Broj kelefona 51200200
Wrijeme poziva 25.03,2008 u 01:47:38
Prifvvatanjs poziva 25.03.2008 U 01:50:35

Krai razqovara Februar 2007, 75000 BAMIA LUKA 101103600 01.03,2007  YREBAC ZORAN MAIKE JEYROSIME 105454211
Maziv agenta Agent 12
Skatus poziva Poziv prhvacen -
Registruj Tel.Broj sa MPE NET| | »

Dane v




Prekid razgovora

I T TTTT T T T Cisco.com

=10l

File Edit ‘iew History Bookmarks Tools Help '::}

¢ - $ M @ @ @ “:I http:,i,l’lZ?.D.D.1:898S,fcc,l’Faces,l’browsePotrosac‘jspx?fadf.win1d=169514621DfSQ&?adF.ctrl-state=1695146210738&!3"| b] | |buissnes

D Imenik ¥1.0 - Lanaca, ., D Zahtjevi 1,0 - Lanaca, , D Oracle Enterprise Ma. D Call Centar Application D EK - Oracle Enterpris... D LANACT Interni Portal E CCEK D Oracle BI Publisher E.,

Maplatni broj | | Ohrafuni . Uplate ' Energetska kartica | Finansijska kartica

Maziv MM Ulica M Ko Tat, Grupa

Maziv potrozaca | | Period | Mjesta | ED Broj

| Pretragi I Trenutni poziv | o rows vet,

Er.
Erajila

& T
Potlph | Potlaziy | Adresa
o rows ek,

Pathpb
PotMaziv
Adresa
SopCpis
PotDatPrij
PokDatodj
First Previous | Mext | Last |

EBraj telefana
Wrijeme poziva
Pribvvatanje poziva
Kraj razgovora
Maziv agenta

Status poziva

Reqistruj Tel,Broj sa NPB 14] | )

Done A




Registrovanje telefona sa naplatnim brojem potrosaca

I T T T T T T TTTT AT Cisco.com
EIMozilla Firefox - O] x|
File Edit Wjew History  Bookmarks Tools  Help -:::.
(ﬁ - @ - @ k9 ﬁ:r Ui heepegjrzr.o || B | (Gl buissnes |Le |
|| Imenik¥1.0-Lanaco... || Zahtjevi 1.0-Llanaco... | | Oracle Enterprise Ma,,,  »

(.| business - Google Search || http://127.0...695146210_38 .3 -

* Maplatni broj | 101108600
* Broj telefona | 51640640

Zapanti

Done o




Registrovani dolazni poziv

i mmy Cisco.com

¢~ Reserve co Agent Desktop =8 x|

ENDCI|EIER |V O0O=CE Ao 2 -

Original Caling# | Original Called# | Duration

Field | Data ‘ Device ‘ Type ‘ Description Duration
AMNI 51335859 100 Rout...  Route Point 100 00:00:00
DNIS 100 510 CTIP.. CTIPort510 00:00:05
Layaut default

1 [a2e] ELEKTROKRAJINA  00:00:06
136 Agent AGENT 161PC... 0O0:00:09
Tokal 00:00:20

| = @@ & | wokske|ca contanwes 7|

Naplatnibroj | | Obracuni ™\ Uplate | Energetsks kartica | Finansiiska kartica
Naziv potrofada . : : 2 " Br. Pret.Datum Datum
‘ ‘ Period Miesto ED Broj Maziv MM Ulica MM Brojia K... Tar. Grupa Ocitan Ocitani
| Pretradi I Trenutni poziv | =
|Februar 2008. 73000 BANJA LUKA 101108600  |VREBAC ZORAN MAJKE JEVROSIME 1054.. |1 Domazeinstvo DT 31012008 |29.02.2008
T
Pottiph | Potiaziv | Adresa

101108600 |VREBAC ZORAN [MAJKE JEVROSIN

Fothpb 101108600
PotMaziv VREBAC ZORAN
Adresa MAJKE JEVROSIME 0 14-135
SopOpis Banja Luka
PotDatPrij 1911.01.01
FotDatOdj
First Previous I MNext | Last |

Broj telefona 51335559
Vrijeme poziva 25.03.2008 u 02:29:18
Frihvatanje poziva
Kraj razgovora
Naziv agenta Mepoznat agent

Status poziva Eekanje do javljanja operatera
n

[IP CALL CENTAR AGENT 16 [x136 [CCAgentis Reserved 00:00:13 [In Service [14:33

o] |G EMBRROHG T | DT @o|@o.] S0 |Bo. |




Agenda

I TTTTTTTT T T T T T Cisco.com

* Pregled Arhitekture

» Softverske Komponente Unified CCX-a
* Tok Poziva u Unified CCX-u

« CCX u Call Centre d.o.o

 CCX u Elektrokrajini a.d



Zakljucak

I TTTTTTTT T T TT T TTT T TTTT T Cisco.com

 Povecanje konkurentnosti
—Integrisane IP aplikacije i servisi povec¢avaju
produktivnost i poboljsavaju customer care

—Smanjeno vrijeme za dodavanje novih
korisnika i servisa

—Svi servisi su dostupni svim korisnicima bez
obzira na lokaciju

e “Return on Investment”

—Smanjenje troskova kod otvaranja novih
lokacija

— Kratkorocne i dugoroc¢ne ustede u
administraciji



e AR AN DY s
—S mud| i »,;;,,_ ,:,:;.; 7

j .
_-7




&> LANACO

COMPUTERS & COMMUNICATIONS

www.lanaco.com



	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	����Contact Center Express�
	Slide Number 6
	Komponente Unified CCX servisa
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Slide Number 28
	Slide Number 29
	Slide Number 30
	Slide Number 31
	Slide Number 32
	Slide Number 33
	Slide Number 34
	Slide Number 35
	Slide Number 36
	Slide Number 37
	Slide Number 38
	Slide Number 39
	Slide Number 40
	Slide Number 41
	Slide Number 42
	Slide Number 43
	Slide Number 44
	Slide Number 45
	Slide Number 46
	Slide Number 47

