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ÅCisco Customer Collaboration

ÅContact Center Enterprise

Precision Routing

CUIC

ÅContact Center Express

Web Chat

CUIC

ÅCommon Components

Finesse
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Contact Center Enterprise
Intelligence Center

MediaSense

Customer 

Voice Portal

E-Mail 

Interaction 

Manager

SocialMinerOutbound

Web 

Interaction 

Manager
Video

360
view of your 

customer

Finesse CTI OS (API) Agent Desktop (CAD)

Applications Platform
Unified Communications Manager

Unified Computing System
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Options
Workforce 

Management
Social Media

Quality 

Monitoring
Remote Agent Email

Powerful Solution Capabilities
Easy to Use

Easy to Maintain

Agent Desktop Application
Finesse (Future)

Cisco Agent Desktop

Applications Platform
Unified Communications Manager

Unified Computing System

Contact Center Express
IB/OB Voice

IVR

CTI/CRM

Reporting
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Sales

Wealth

Sales

Insurance
Support

Auto

Support

Mortgage

Predefined, static 

skill groups to catch 

macro skills. Infinite 

combinations of 

skill groups need to 

be managed

Skill 

Wealth

Sales

Skill 

Insurance 

Sales

Skill 

Auto 

Support

Skill 

Mortgage 

Support

Unique Resource 

attributes are lost 

during skill 

mapping

Agent profiles are 

locked into the 

combination of 

core attributes

Reporting is locked and 

non-reactive
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Boat

English

Certified 
Any

Boat

English

Up Sell 
Cross 
Sell
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Up Sell 
Cross 
Sell

Boat

Spanish

Certified

Boat

English

Certified

Boat

Spanish

Certified 
Any

Home

English

Certified 
Any

Home

Spanish

Up Sell 
Cross 
Sell

Home

English

Up Sell 
Cross 
Sell

Auto

Spanish

Certified

Auto

English

Certified

Home

Spanish

Certified 
Any

Home

English

Certified

Auto

Spanish

Up Sell 
Cross 
Sell

Auto

English

Up Sell 
Cross 
Sell

Auto

Spanish

Certified 
Any

Auto

English

Certified 
Any

Home

Spanish

Certified

Jen

English

Auto

Home

Boat 

Up Sell Cross Sell

Certified

Sam

English

Auto

Boat

Up Sell Cross Sell

Certified

John

English 

Spanish

Auto

Home

Up Sell  Cross Sell

Not Certified
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IntentProduct Language

Core Attributes

Entitlement ExperienceRisk
Special 

Care
EmotionRelationship

Extended Attributes

Customer Insight

(CTI, Portals, Social Media) 

Public / Private 

Social Identity

Enterprise 

Communication 

Profile

Knowledge / 

Shared Content

Enterprise 

Directories and 

Application Profiles

Customer Attributes

Resource Attributes

Precision Routing
Multiple Attributes Match 

Find Most Proficient Agent 
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Four Branches

Boston, Dallas,  
Chicago and Seattle

Two Products

Auto Insurance 
and Life 

Insurance

Two Languages

English and 
Spanish
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Two types of Attributes:

ÅProficiency: Numeric attributes with ranking from 1 to 100

ÅBoolean: Exists or not, useful when donôt need a specific value

Examples:

Name Type

English Proficiency (or Boolean)

Auto Insurance Proficiency (or Boolean)

Department ID Boolean

Boston Boolean



É 2010 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 11

English = 80

Auto Ins = 55

Life Ins = 90

Boston = True

Sam
English = 50

Spanish = 90

Auto Ins = 80

Dallas = True

John
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Step 1

ÅAuto Insurance Ó 85

ÅEnglish Ó 80

ÅBoston

Step 2

ÅAuto Insurance Ó 65

ÅEnglish Ó 60

ÅBoston

Step 3

ÅAuto Insurance Ó 50

ÅEnglish Ó 50

ÅAny location 

Wait

20 
seconds

Wait 

30 
seconds

ÁNew multi-dimensional 
and multi-step queues 
that define customer 
experience 

ÁAttribute combination 
defines the dimensions 
of the queue

PQ: Auto English Boston

ÁMulti-step allows to 
methodically expands 
agent search pool

ÁPrecision Queues 
maintain Step level 
metrics for real time 
reporting



É 2010 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 13

Name: Auto English Boston queue

Agent Ordering: Most Competent (or Least Competent or LAA)

Service Level Threshold: 30 seconds

Steps:

Attributes Wait Time

(seconds)
Consider If

Auto Ins English Boston

Step 1 Ó 85 Ó 80 Yes 20 Platinum only

Step 2 Ó 65 & <85Ó 60 Yes 30 -

Step 3 Ó 50 & <85Ó 50 Any N/A -

ñConsider Ifò allows to 

skip a step based on a 

condition
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Start

VRU treatment

Decision logic

Precision 
Queue

Auto English 
Boston

Precision 
Queue

Auto Spanish 
Boston

Precision 
Queue

Auto English 
Chicago

Precision 
Queue

Auto 
<language> 
<location>

Call remains queued at the 

PQ step as it leaves the 

PQ node for any additional 

VRU treatment 

Call can be queued to 

multiple Precision Queues 

as well as Skill Groups
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ÅAgent Real Time (with both Skill Group and Precision Queue)

ÅAgent Team Real Time (with both Skill Group & Precision Queue)

ÅPrecision Queue Real Time* (similar to Skill Group Real Time)
Real Time

ÅAgent Queue Interval (with both Skill Group & Precision Queue)

ÅPrecision Queue Interval* (similar to Skill Group Interval)

ÅCall Type Queue (with both Skill Group and Precision Queue)
Historical

ÅAgent Precision Queue Member* (list of all PQs for each agent)

ÅPrecision Queue Member* (list of all agents in each PQ)
Membership

* New CUIC Template

ÁPrecision Queues analogous to Skill Groups, provide same metrics 

ÁMore granular data with minimal learning curve 

Á4 new and 4 modified CUIC templates:
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Maryôs Attributes

Fluent in English

Cert. to sell Home Ins. 

Fluent in English

Cert. to sell Home Ins. 

Cert. to sell Auto Ins.

ÅFluent in English

ÅCert. to sell Auto Ins.

Precision Routing

HR 

Database

API

English
Auto 

Insurance 

Sales
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TBD

CY2013

ÅMultichannel, 

including Universal 

Queue

ÅScale up

ÅAdditional reporting 

templates

9.5

H2 CY2012
9.0

June 2012

ÅMigration from Skill 
Group
ÅReal-time/Historical 

reporting templates
ÅREST-based API
ÅWeb 2.0 config UI
ÅCTIOS 
ÅDynamic script node
ÅChange agent attributes 

in real time 
ÅEstimate Wait Time 

across steps

ÅInternet Script Editor

ÅOutbound

ÅFinesse 

ÅPin attributes for 

reporting

ÅBulk edit of attributes

ÅAttribute templates

ÅAttribute priority using 

weights

ÅScale up
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ÅReal-time and historical dashboards include 
charts, grids, web content, notes to team

ÅWizard-based interface to extend reporting 
to data sources inside and outside Contact 
Center

ÅHighly customizable look and feel

ÅUser groups & access control to data, 
reports and capabilities

ÅThresholds & Drill Downs

ÅTime Zone preference

Features

ÅAutomate manual consolidation of data in a 
single dashboard

ÅReduce customization costs via end-user 
access to some customization

ÅIncrease speed to find information via pre-
configured drill-down information

Benefits
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ÅNumber of deployments doubling every quarter

ÅIncremental releases every 3-4 months

ÅProduct focus

Integration with other Cisco products (DMS, EIM/WIM, CCX)

Developer Enhancements

Security

ÅSales enablement focus

Ease the transition from other platforms

Taking it beyond those other platforms

Pre-Sales 
Reporting 

Discussions

Report  
Migration 

(Limit change)

Partner-led 
training and 
discovery

Customization Transformation
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Reports that are recognizable to 
CMS users

Identify Field Differences

VDN vs Peripheral

Demonstrate Key Advantages

Switch to alternate views

Voice, chat and email agents
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ÅA Contact-Center-in-a-Box

Fully integrated ACD, IVR and CTI 

Supports up to 400 agents

ÅFully Integrated Self Service

ÅCTI integration

ÅThree packages to fit your needs

Standard, Enhanced and Premium

ÅVoice (Inbound & Outbound) and Email

ÅQuality Management and Workforce Management

ÅAppliance model as UCM

ÅHigh Availability with clustering over the WAN

ÅSupports MCS servers or Cisco UCS with VMware
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ÅIntegrated customer Chat within CCX, available with Premium package

ÅGlobal setting allows administrator to set priority of Chat Vs Voice calls

ÅMultiple chat contact handling per agent (max 5) [stretch goal]

ÅHistorical and real time reports

ÅProvide tool to generate sample code to create user interface that 
initiates chat request

Simple and customizable user form 
(form includes customer name, email, 
problem statement)


