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Introduction
Shifting Markets

Agenda

Q&A
Contact Centre Design

Disruptions in Communication/IT

Emerging Trends in Collaboration
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Influencing (blogs), 
motivating (MySpace), 
collaborating 
(telepresence), 
creating (iTunes)

Shipping (SCM), 
paying (PayPal), 
stocking (IMS), 
counting (ERP)

Getting More Value 
out of Interactions

(EFFECTIVENESS)

Getting More Value 
out of Transactions

(EFFICIENCY)

What Keeps Business 
Leaders up at Night?

How Can I Increase 
Revenues and 
Opportunity?

How Do I Improve 
Our Customer 
Relationships?

How Can I Make Us 
More Agile and 

Resilient?

How Do I Cut Costs 
and Make Us More 

Productive?
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CBC News in Depth – 11/22/07
“How May I Help You?”

• Surveyed 40 of Canada’s Top Companies
• Benchmark Quality of Voice Interactions
• Only 12 Companies Rated Over 80%

– Only 2 > 90%
• Measures – examples:

– Demeanour;
– Transfers;
– Simple IVR Navigation;
– Account Information

• Efficiency to Effectiveness Swing

http://www.cbc.ca/news/background/customer-service/
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Cisco’s Vision…

Work Live Play Learn

SM

Shape the future of the Internet by 
creating unprecedented value and 
opportunity for our customers, 
employees, investors and ecosystem 
partners

…and Mission
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Network as the 
Platform for Life’s 

Experiences

Leader in Next 
Generation IT and 
Communications

Worldwide Leader 
in Networking

Virtualization
End-User

Empowerment

Leveraging the Network
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Unified Communications As a Service

Endpoints
Unified IP 

Phone 7985
Cisco Unified IP 

Phones
Wireless 

IP Phones
IP 

Communicator
Unified Personal 
Communicator

Dual Mode
Phones

Services
Communications  
Manager Express Communications

Manager
Cisco Unified

Presence
Communications  

Manager Bus Edition
Smart Business

Communications Sys

Infrastructure
Routing POE

Switching
QoS SecurityVoice 

Gateway

VVVV

Session Border
Control

CUBE

Messaging
Gateway

UMGUMG

Applications
Cisco Unity 
Messaging

Unified Video 
Advantage

Mobile 
Communicator

Unified MeetingPlace
Conferencing

Unified Unified 
CustomerCustomer
ContactContact

Unified Workspace
Licensing

Unified CRM
Connectors
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Unified Communications Defined
Supports Multiple Networks And Applications

Source: Forrester Group
August 2007 “Are You Ready For Unified Communications?”

CUSTOMER CONTACT CENTRE
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Shifting Markets 
& Expectations

Shifting Markets 
& Expectations

Winds 
of Change
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“Yes, you. 
You control the Information Age.
Welcome to your world.”

“Yes, you. 
You control the Information Age.
Welcome to your world.”

“For seizing the reins of the global media... 
Founding and framing the new digital democracy... 
Beating the pros at their own game”

“For seizing the reins of the global media... 
Founding and framing the new digital democracy... 
Beating the pros at their own game”

Time Magazine’s “Person of the Year 2006: You”Time Magazine’s “Person of the Year 2006: You”

Time Magazine 
Person of the Year 2006: You.

Time Magazine 
Person of the Year 2006: You.
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Collaboration
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Welcome to the Human Network

The Internet Is Not a Network of Computers, The Internet Is Not a Network of Computers, 

It is a network of people.

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential
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"I think the future is about us, about collaboration, 
about social networking going into business, 
interactivity into our home entertainment in ways we 
are just beginning to imagine. It will drive a generation 
of productivity, likely beyond 10 years“

John Chambers
Chairman & CEO 

Cisco Systems

Web 2.0
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Business In Transition

One Time 
Zone,

Real-time

Mobility and 
Uniformity of 
Experience

Working 
Moments

New and 
Changing 

Regulations
Staffing 

Dynamics
Business 

Continuance
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Welcome the 
Millenials

(Spoiled Brats!)

Largest new 
workforce since 
the baby boom

Multi-Cultural, 
GlobalTotally 

connected—
Anytime, 

Anywhere
The video 
generation

Real-Time 
Communicators

Social Networkers, 
Collaborators

Influence of Consumer Technology       
on the Enterprise

Generation X and Y 
Influence

Consumerization
the most significant 

trend to affect IT                                 
over the next 10 years

Consumerization
the most significant 

trend to affect IT                                 
over the next 10 years
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DataData VoiceVoice VideoVideo MobilityMobilityOROR OROR ORORANDAND ANDAND ANDAND

Virtualization: Connected Content 
Anytime, Anywhere, Any Device

Connected Content / Devices
Eliminating boundaries and 

unnecessary tradeoffs

Connected Content / Devices
Eliminating boundaries and 

unnecessary tradeoffs
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“Integration of communication 
and collaboration applications 
provides business agility not 

previously possible...”
- Forrester

“Integration of communication 
and collaboration applications 
provides business agility not 

previously possible...”
- Forrester

Better / Faster 
Decision Making

Shortened 
Production 

Cycle

Improved Internal 
Communication

Increased 
Customer 

Satisfaction

Growing Importance 
of Networked Communications
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The Case for 
Contact 
Centre 

Virtualization
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A Unified IP Contact Centre
Lowering Business Cost

IPIP
NetworkNetwork

Vancouver

Victoria Montreal

Common Technology Architecture

Shared Applications Environment

Improved/Simplified Management & 
Workflow (Design/MAC’s)

Consistent & Intelligent Call 
Routing/Treatment

Leveraged Branch Expertise (7x24)

Pooling of Software Licenses

Less servers & queue ports

Edge queuing  - more efficient and 
less complex than  pre or post-routing

Cost Effective Continuity Plan

Edmonton

Mobile Agents
Knowledge Workers

Departmental Care Groups

InternetInternet

Home Agents/Teleworkers
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Consistency & Business 
Rules Across the Enterprise

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential

• The ‘true’ virtual call center is finally a mature 
technology in IP Telephony

• WAN is key to deploying a true virtual CC
• Consistent with companies centralizing enterprise 

wide applications in a data center
– i.e. ERP & CRM apps relying on browser @ desktop

• “…generally beneficial if the contact center’s telephony 
layer is the same as the office telephony layer”

New Findings from Gartner
April 2007

‘Companies Should use IP Telephony to Virtualize their Contact Center’

Key
Benefits

Companies using virtual contact centers increase productivity 
by 15 percent and save an estimated one million dollars per 100 
call center agents. In addition, annual agent turnover 
decreases, falling from 60 percent to only 5 percent. 

Source:  AMR Research
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Today’s Key Themes 

IT & Business Agility 
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Unified IP Contact Center

• Next-Gen IP Based Contact Centre 
• Single Application Instance:

–ACD w/Skills Based Routing;
–Integrated Voice Response (IVR)
–Integrated CTI
–Blended Outbound
–Multi-Channel – E-Mail/Web Colloboration
–Video Enabled
–Workforce Optimization

• Consistent Workflow Design
• CRM and Business Apps Integration

–Leverage cost efficiencies while improving 
customer experience/satisfaction

• Unified Management & Reporting
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The Agent 
Experience

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential

A Typical Agent Desktop

Source: Yankee Group, 2006  

• More than 65% of contact center agents use three or more applications.
• More than 25% use five or more applications.
• 70% say they waste time switching between applications.
• Two-thirds say their IT systems could be improved. 
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Example: Cisco Agent Desktop ….

Cisco Agent Desktop:

• Call Control – Answer, Hold, Transfer, and Conference

• Agent State Control – Call delivery, Agent status, and activities

• Chat and Phone Directory – Supporting first call resolution and 
speed call processing.

• Contact Appearance – Verify real time status as call 
progresses.

• Enterprise and Call History Data – To view caller specific data.

• Skill and Queue Statistics – To keep agent informed of status
of contact center environment and agent performance.

Enables Customer Interaction
Cisco Agent Desktop – CTI Soft Phone IP Phone

IP Communicator

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential

Example: Cisco Supervisor Desktop

CSD reinforces 
consistent 
agent behavior 
and 
management:

• Collaboration
• Communication
• Alerting

–Email
–Audible
–Visual

• Real time display
–Graphical
–Tabular

• Agent status
• Agent state

Improves Agent/Supervisor Productivity

Chat RecordingBarge In
Intercept

Real Time
Graphical

Skills 
Displays

Real Time 
Graphical 

Agent Displays

Supervisor 
Alerts

Agent State 
Control

Silent 
Monitoring

Team 
Messaging

At-a Glance
Agent State

Integrated
Browser
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CRM Integrated Desktop
A single agent application for CRM and call center needs

Call Control 
Features

Agent State 
ControlsIntegrated 

Multi-channel 
Communications 

Toolbar

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential

The 
Customer 

Experience
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What’s Happening to 
Businesses Today?

• Products are vulnerable to replication

• Automation is losing its competitive advantage

• Globalization is impacting consumer choice

• Emerging countries are preparing for inclusion

• Consumers and citizens are more demanding

Differentiation is drawn from 
the “how” versus the “what” is sold.

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential

What Trends Are We Seeing?
Change in Customer Priorities

Personal Relationships with
Employees

Brand Values

Personalization of
Product/Service

Quality of Customer Service

Price Competitiveness

Quality of Product/Service

52%
34%

Customer Priorities: Now and in the Year 2020
Now Year 2020

Personalization of
product/service

Q: Competitive Differentiation in the Next Decade Will Come from…
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Experience-Based Differentiation

September 2007 “Topic Overview: Customer Experience”

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential
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Example:
Cisco E-Mail Interaction Manager

E-Mail Client 
Look and 
feel

Visual 
cues for 
overdue 
tasks

Knowledgebase
Customer 
History
External Links

Suggested 
Responses
Bookmarks
Spell-check

Cisco Interaction Manager – Agent Console – Microsoft Internet Explorer

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential

Cisco Interaction Manager – Agent Console – Microsoft Internet Explorer

Example:
Cisco Web Interaction Manager

Multiple simultaneous 
chat sessions
Red if awaiting input

Push web pages
Knowledgebase
Customer 
History
External Links

Frequently-used 
responses

Spell Check
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For each Agent, 
show…

Inbound 
metrics  

Outbound 
metrics

Email 
metrics

Chat 
metrics

Understanding the Customer Experience
Multi-Channel 

Agent Contact Summary Report

Customer Executives Expected 
To Lead EBD Strategies

August 2006, Best Practices “Twelve Steps To Experience-Based Differentiation”
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Unified Communication for 
Effective Collaboration

Where you’re ability to collaborate 
is limited only by preference

Robert Frank
Status:
Preferred:

SME - Sanitation
311 Agent 

Multi-Lingual 
Skill 

Pay Violations

Zoning 
Specialist

Animal Control

SME
IT Help Desk

311 Agent –
General Skills

Parks & Recreation

Debbie Pattison
Status:
Preferred:

Kim Hansen

PRIVACY 
PROTECTED

Mike Contreras
Status: 
Preferred:

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential

Customer 
Interaction 

Network
Video

(see www.cisco.com/go/cc )



22

© 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential

The Importance of Visual Interaction
A Person Remembers…

30% 
of What 
They See

70% 
of What 

They See 
and Hear

Importance of Visual Traffic
30% of brain’s cortex devoted to vision, 8% for touch and 3% for hearing
More than 60% of communication is non-verbal

20% 
of What 

They Hear

Sources: Cisco Human Productivity Lab 2006 

Pearn Kandola:The Psychology of Effective Business Communications in Geographically Dispersed Teams 2006
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Cisco Video Contact Center

CVP

Video-enabled
Agent

Mobile
subscriber

3G
Gateway

1. Video-equipped mobile subscriber places video call
2. Can navigate a menu to make self service or routing selections
3. Receives streamed video while waiting for an agent
4. Video call directed to video-enabled agent under UCCE control
5. Agent can direct additional video streams to the caller
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What is Consumer 
Connect? 

The ability for the click 
of a TV remote to 

initiate a rich media 
interaction between 

the TV viewing 
consumer and a 

contact center agent 
specific to the current 

TV viewing content.
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Connecting Customers 
With Experts

TELEPRESENCE VIRTUAL AGENT
• Connects virtual agents to callers via 

skill-based treatment
• Video of Agent/customer on displays
• High impact, face-to-face customer 

service from any location
• Create an intimate customer experience 

– Life-size, HD video and CD quality audio
• New Vertical Market Applications:

– Finance: Branch office experts
– Retail: High-end electronics sales
– Healthcare: Remote consultation, interpretive 

services
– Administration: Three lobby ambassadors 

manage 10 buildings

“This is a dream come true.”
- BusinessWeek 

“This is a dream come true.”
- BusinessWeek “The Best of 2006”“The Best of 2006”

“You forget there’s any 
technology going on 

between you and the people 
you’re meeting with.” -

Gartner
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Closing 
Thoughts
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Applications and Business Processes:
Sequence Matters

Internet Business 
Applications

Business 
Processes 25–30% Cost Savings

Business
Processes

Internet Business 
Applications

Customer Service and Support

6–9% Cost Increase

Source: Momentum Research Group—Net Impact 2003 and Net Impact 2004
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Epilogue – Supporting Business Concerns

• Virtualize the Business
– Leverages Investments into the Network
– Access Talent Across Your Enterprise

• Lower Operational Costs

• Optimize Human Resource
• Supporting Business Continuity

• Supporting New Business Modeling Practices – NOW!
– Integrated CTI Desktop
– Introduction of new Business Productivity applications
– FUTURES – i.e. Video, Presence – SME’s ‘in the moment’

• Consistency - Brand Strategy & Management


