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Videobotschaft an den Kunden: Neue 
Mög l ichk eiten m it dem  U nified C ontact C enter

Rüd i g e r B o h n  ru b o h n @ c i s c o . c o m
P ro d u c t  S a l e s  S p e c i a l i s t
P e t e r H u b a c h  p h u b a c h @ c i s c o . c o m
P ro d u c t  S a l e s  E n g i n e e r C o n t a c t  C e n t e r
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Videobotschaft an den Kunden: Neue 
Mög l ichk eiten m it dem  U nified C ontact C enter

Diese Online Präsenta tio n g ib t z u näc h st einen k u rz en Üb erb lic k  z u  d em  a k tu ellen S ta nd  im  C o nta c t C enter v o n C isc o .
E s w erd en neu e W eg e z u r I nteg ra tio n v o n B a c k  Offic e M ita rb eitern ( E x p erten)  a u fg ez eig t. N a c h  d em  Prinz ip :  Da s g a nz e U nterneh m en ist ein C o nta c t C enter.
Die I nteg ra tio n v o n V id eo  im  C o nta c t C enter g ib t g a nz  neu  W eg e u nd  M ög lic h k eiten m it d em  K u nd en z u  „sp rec h en“.
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Cisco Position im Conta ct Ce nte r  M a r k t

Agenda

V id e o Conta ct Ce nte r  L ösu ng  
B a ck  O f f ice  I nte g r a tion - E x p e r t A d v isor  
Cisco Conta ct Ce nte r  N e w s
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Cisco Position im Conta ct Ce nte r  M a r k t

Agenda
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Unified Communications Content Mapping

Infrastructure
R o u t i n g S w i t c h i n g A v a i l a b i l i t y A d m i n i s t r a t i o nM a n a g e m e n t Q o S S e c u r i t y
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Unified MeetingPlace
C o nfer encing
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E x p r e s s U C  M a n a g e rC i s c o  U n i f i e d
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B u s  E d i t i o n
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C isco’s C ontact C enter  H istor ie

B P M  und  A nal y se
S tand ard s ( S O A )  und  P resence 

O p en V i rtual  C al l  C enter R o uti ng  
IP  C o m m uni cati o ns 

R o uti ng —S w i tch i ng —S ecuri ty  ‘9 9

‘0 0

‘0 1
‘0 2 ‘0 3 ‘0 4 ‘0 5 ‘0 6 ‘0 7

Market entry 
w i th  G eo T el
ac q u i s i ti o n

I nd u s try’s  F i rs t I P -B as ed  
A C D  ( I P C C  E nterp ri s e)

C o m p l ete S ME  C o ntac t C enter i nc .  
ad v anc ed  s p eec h  ( I P C C  E x p res s )

A d v .  s p eec h  s el f -s erv i c e,  i ntel l i g ent 
netw o rk q u eu i ng  and  treatm ent ( C V P ) L ati g ent

ac q u i s i ti o n

A u d i u m ac q u i s i ti o n

F i rs t V ers i o n o f
I P -I V R  R el eas ed

W eb L i ne
ac q u i s i ti o n

I nd u s try’s  F i rs t I P  D i al er R el eas ed

Mu l ti -tenanted  c o ntac t c enter 
( I P C C  H o s ted )

A d v anc ed  s p eec h  anal yti c s  ( C I A )
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C isco’s P osition im I P -based C ontact C enter  Mar k t
� M a rk tfüh rer b ei neu en I P C u sto m er C o nta c t Lösu ng en

– c a .  1 . 8 M  C o n ta c t C e n te r A g e n te n w e l tw e i t
• A u sg eliefert

– U n g e fäh r 6 . 0 0 0  I P  C o n ta c t C e n te r
– U n g e fäh r 1 . 5 0 0  V i rtu e l l e R o u ti n g  S y s te m e (I C M )

� E ig enständ ig e  B u siness U nit ( B U )  a ls T eil d er V o ic e 
T ec h no lo g y  G ro u p

– 7 5 0  B U  M i ta rb e i te r w e l tw e i t p l u s  V e tri e b s - u n d  M a rke ti n g -
M i ta rb e i te r

� M a rk tfüh rer b ei neu en I P C u sto m er C o nta c t Lösu ng en
– c a .  1 . 8 M  C o n ta c t C e n te r A g e n te n w e l tw e i t

• A u sg eliefert
– U n g e fäh r 6 . 0 0 0  I P  C o n ta c t C e n te r
– U n g e fäh r 1 . 5 0 0  V i rtu e l l e R o u ti n g  S y s te m e (I C M )

� E ig enständ ig e  B u siness U nit ( B U )  a ls T eil d er V o ic e 
T ec h no lo g y  G ro u p

– 7 5 0  B U  M i ta rb e i te r w e l tw e i t p l u s  V e tri e b s - u n d  M a rke ti n g -
M i ta rb e i te r
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C isco L eads the Mar k et in T echnol og y ,  
S er v ices,  and W ith P ar tner s

Sources: Synergy Research, Frost & Sullivan, Gartner Dataquest, I DC , I ntellicom , C isco

The Worldwide Leader in Unified 
C om m u nic at ions

� # 1  i n  E n te rp ri s e  V o i c e
� # 1  i n  W e b  C o n fe re n c i n g
� # 1  i n  A u d i o  C o n fe re n c i n g
� # 1  i n  T e l e p re s e n c e
� # 2  i n  C o n ta c t C e n te r
� # 2  i n  U n i fi e d  M e s s a g i n g
� G l o b a l l y -re c o g n i z e d ,  
a w a rd -w i n n i n g  s e rv i c e s
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N o rtel

S i em en s
Av ay a

C i s c o  # 1  
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West ern E u rop e E nt erp rise
V oic e M ark et  S hare
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Vom C al l  C enter  z ur C ustom er  I nter action S ol ution 
C isc o  V isio n – 4  Ph a sen im “C u sto m er Lifec y c le”

Üb erg ang
T D M  z u IP E ntw i ck l .   neuer

S erv i ces

W and el  z ur 
U nterneh m ens-
ap p l i k ati o n

V erb esserte
N utz ung d es 
ex i sti erend en
Inv estm ents V erb esserung

d er A uto m ati o n

M i g ra ti o n T ra n s fo rm a ti o n

R e s o u rc e n
O p ti m i e ru n g

V i rtu a l i s i e ru n g

U n te rn e h m e n s -
A g i l i tät

E i n b e z i e h e n

U n te rn e h m e n s -
T ra n s fo rm a ti o n
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Agenda

Cisco Conta ct Ce nte r  N e w s
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C i s c o  U ni f i ed C o nt ac t  C ent er
S i ng l e S i te A C D

Mu l ti -s i te /  V i rtu al  A C D

Site A

Site B
C u s to m er  A

C u s to m er  B

C u s to m er  C

A  H o s ted  A C D  S o l u ti o n
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Neu: C isco U nified C ontact C entr e E x p r ess 7 . 0
� I n te g ri e rte s v i rtu e l l e s C o n ta c t C e n te r a l s “O u t o f th e  B o x ”

A C D ,  C TI  &  I V R  für b is z u 3 0 0  A g ent en,  op t ional m it op t ional 
S p rac herk ennu ng (asr) u nd Tex t -t o-sp eec h (t t s)

� 5  A g e n te n b e i j e d e m C o m m u n i c a ti o n  M a n a g e r
� O u tb o u n d  – P re v i e w
� E m a i l  - I n te ra c ti o n
� C o m p u te r T e l e fo n i e I n te g ra ti o n  (C T I )
� P re s e n c e  - I n te g ra ti o n  (S u b j e c t M a tte r E x p e rt)
� C A D  u n d  A d m i n  B ro w s e r E d i ti o n
� P a s s e n d für kl e i n e u n d  m i tte l s tän d i s c h e K u n d e n
� E i n fa c h z u i m p l e m e n ti e re n
� S c h n e l l e s tra n s p a re n te s R e p o rti n g
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Neu: C isco U nified C ontact C enter  E nter p r ise 7 . 5
� C isc o’s Lösu ng für den M it t elst and- u nd G roßk u nden-B ereic h
� S k alierb are A rc hit ek t u r – neu 8 0 0 0  A g enten
� V irt u alisieru ng - P G  auf V M W A R E
� H ohe A u sfallsic herheit
� I nt eg rat ion v on 3  A nb iet ern (A C D  &  P B X )
� C R M  I nt eg rat ionen (z . B .  S A P )

– CRM T r e i b e r v o n  Ci s c o
� Web  C ollab orat ion
� E m ail,  F ax ,  V i d eo u nd V m ail
� O u t b ou nd D ialer
� M anag em ent P o rtal  ( C C M P )
� O ffene S c hnit t st ellen
� E x p ert A d v i so r ( E A )
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Neu: C isco U nified C ustom er  Voice P or tal  
( C VP  7 . 0 )

� B i e t e t h o c h e n t w i c k e l t e C a l l  
p ro c e s s i n g  E i g e n s c h a ft e n

– I nt erac t iv e V oic e R esp onse (I V R )
– S p rac herk ennu ng (asr) 

• au f dem G at eway
– Tex t -t o-sp eec h (t t s)
– V oic eX M L
– V ideo-I nt eg rat ion

� Für e i n e v e rt e i l t e A rc h i t e k t u r
� C VP  e rmög l i c h t e i n e
A n ru fb e h a n d l u n g n a h e d e s  K u n d e n

� A rb e i t e t mi t T D M  u n d  I P  b a s i e re n d e n
C o n t a c t  C e n t e rn
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� C i s c o s  n e u e  R e p o rti n g  P l a ttfo rm
� “O p e n  S ta n d a rd s ” I n te g ra ti o n  v o n  3 rd -
P a rty  I n fo rm a ti o n e n  u n d  A p p l i ka ti o n e n

� K o n v e rg i e rte s I n fo rm a ti o n s -P o rta l
– R eal Tim e/ H ist oric al D ashb oards &  A d 
hoc  R ep ort ing
– R ep ort ing  Tem p lat es
– Web  2 . 0  Widg et s
– P ersonalisiert e I nform at ionen
– B au st eine für P erform anc e M anag em ent  
&  A naly se

� M u l ti -Le v e l  S e c u ri ty - m i t e n ts p re c h e n d e m
“P e rm i s s i o n s  &  R o l e  M a n a g e m e n t”

� S i n g l e  S e rv e r Li z e n z
– K eine User-Liz enz

C isco U nified I ntel l ig ence S uite 7 . 5
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A

WAN

Cisco Gateway

Com.-M a n a g e r  
Cl u s t e r

Cisco Gateway

S witch

Cu s t ome r  V oi c e  
P or t a l  ( I V R )

Ci s c o U n i f i e d  
Con t a c t  Ce n t e r

P S T N

A u ßenst elle

S witch

H au p t st andort

C isco U nified C ontact C enter
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Agenda

B a ck  O f f ice  I nte g r a tion - E x p e r t A d v isor  
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Das g e sam t e U n t e r n e h m e n w i r d z u m C o n t ac t  C e n t e r  
u n t e r N u t z u n g d e r  v e r sc h i e d e n st e n M e d i e n ”

K e rn p u n k t e für E n t e rp ri s e  C o n t a c t  C e n t e r,  2 0 0 7
G a rt n e r

“ G ester n” “ H eute”
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� D esk top  Mode

� S oftp hone Mode

C i s c o  U ni f i ed P er s o nal  C o m m u ni c at o r
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N eu : C i s c o  Agent  D es k t o p  –
C U P S  I nt egr at i o n

� C A D  A g e n te n u n d  S u p e rv i s o re n
kön n e n “S u b j e c t M a tte r E x p e rts ”
(S M E s )  s e h e n ,  d i e  C i s c o  U n i fi e d  
P e rs o n a l  C o m m u n i c a to r (C U P C )  
n u tz e n .  

� C A D  A g e n te n kön n e n e i n e n
C h a t m i t S M E  a u fru fe n

� C A D  A d m i n i s tra to rs  ko n tro l l i e rt
d i e  “b u d d y  l i s te ” u n d  S i c h tb a rke i t
d e s  I n h a l te s

� C A D  A u s w a h l fe n s te r i s t
u n a b h än g i g u n d  b e ko m m t
a u to m a ti s c h e i n U p d a te  d e s  
A g e n te n C T I  S ta tu s  u n d  d e n  
S M E  P re s e n c e  S ta tu s .

Unabhäng i g
P r e s e nc e  
F e ns t e r

S e nd e t A nr u f
z u m S M E
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C om m unication 
M anager

P resence 
Server

C AD  P r es enc e I nt egr at i o n Ar c h i t ek t u r

B a c k  O f f ic e 
E x p er te

C isco U nif ied  P ersonal 
C om m unicator

( C U P C )

Ag en tSu p er v is o r

C isco Sup ervisor Desk top C isco Agent Desk top

T el ep h o ny,  C h at,  
&  I M/ P M
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V er f ügb ar  m i t . . .
�Unified Contact Center Express 

( UCCX )  7 . 0
�Unified Contact Center Enterprise 

( UCCE)  7 . 5
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T r ans f o r m i ng B u s i nes s  P r o c es s  w i t h  
U ni f i ed E x p er t  Adv i s o r

C i s c o  U n i fi e d  
P re s e n c e

C i s c o  U n i fi e d  
C o n ta c t C e n te r 
E n te rp ri s e

� P res enc e-enab l ed  kno w l ed g e 
w o rkers  b ec o m e E x p ert A d v i s o rs  

� D ri v e f i rs t-c al l  res o l u ti o ns              
� H i g h er s erv i c e l ev el s

� D ri v e h i g h er c u s to m er s ati s f ac ti o n 
� I nc reas ed  c u s to m er l o yal ty

� E x p ert A d v i s o r c an b e u s ed  to  
au to m ati c al l y l o c ate s p ec i f i c  
res o u rc es  anyw h ere i n th e 
E nterp ri s e

� S el ec ti o n o f  res o u rc es  b as ed  o n 
ex p erti s e and  av ai l ab i l i ty
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A

P S T N

K u n d e C o n tact 
C en ter

I P C C  s elects  a 
trad i ti o n al ag en t

P r e s e n c e  
S e r v e r

Ag en t s u ch t
ei n en

F ach b erater

Wäh lt d em  
P ro z es s  

en ts p rech en d e 
F ach b erater

Wäh lt ei n en  
S tan d ard -
ag en ten

P r äs enz
U n i fi e d  C o mmu n i c a t i o n s  C l i e n t s /  M o b i l e  K o mmu n i k a t i o n /  M e s s a g i n g  
&   S p ra c h n a c h ri c h t e n
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A

P S T N P resence 
Server

Wäh lt d em  
P ro z es s  

en ts p rech n d e 
F ach b erater

P r äs enz
U n i fi e d  C o mmu n i c a t i o n s  C l i e n t s /  M o b i l e  K o mmu n i k a t i o n /  M e s s a g i n g  
&   S p ra c h n a c h ri c h t e n
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A

P S T N P resence 
Server

An ru f er w i rd  m i t 
d em  E x p erten  
v erb u n d en

P r äs enz
U n i fi e d  C o mmu n i c a t i o n s  C l i e n t s /  M o b i l e  K o mmu n i k a t i o n /  M e s s a g i n g  
&   S p ra c h n a c h ri c h t e n
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U ni f i ed E x p er t  Adv i s o r  C al l  F l o w s
A n ru fe üb e r E x p e rt A d v i s o r (E A )  z u
E x p e rte n kön n e n :

O p t i o n 1 : E x p e rte n  w e rd e n  üb e r 
T ra n s fe r o d e r K o n fe re n z  v o m  A g e n te n  
g e ru fe n .
O p t i o n 2 : E x p e rte n  kön n e n  d i re kt üb e r 
e i n  I V R  M e n ü (S e l f S e rv i c e )  o d e r e i n e  
W a rte s c h l a n g e  A n ru fe  b e ko m m e n .
O p t i o n 3 : E x p e rte  b e ko m m t 
I n fo rm a ti o n e n  üb e r I M  z u m  A n ru fe r,  d e r 
i n  d e r W a rte s c h l a n g e  i s t.
O p t i o n 4 : D e r A g e n t ka n n  e i n fa c h  d e n  
E x p e rte n  ko n s u l ti e re n
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Al s  B ei s p i el  der  Agent

A l s  B e i s p i e l  d e r A g e n t

w w w .c isc o .d e/ to u c h c isc o -a rc h iv
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Al s  B ei s p i el  der  E x p er t e

A l s  B e i s p i e l  d e r E x p e rt e

w w w .c isc o .d e/ to u c h c isc o -a rc h iv
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Agenda

V id e o Conta ct Ce nte r  L ösu ng  
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D ie B edeutung  der  v isuel l en I nter ak tion

3 0 %
w a s  e r  n u r
g e s e h e n  h a t

7 0 %
w a s  e r  

g e s e h e n  u n d
g e h ör t  h a t

� D ri n g li ch k ei t f ür V i s u ali s i eru n g  i n  d er K o m m u n i k ati o n :
� 3 0 %  d er m en s ch li ch en  Au f n ah m ef äh i g k ei t g eh en  üb er d em  S eh s i n n ,  8 %  üb er d en  T as ts i n n  

u n d  n u r 3 %  üb er d as  G eh ör
� M eh r als  6 0 %  d er z w i s ch en m en s ch li ch en  K o m m u n i k ati o n  i s t n o n -v erb al

2 0 %
v o n  d e m ,  w a s  

e r  n u r  g e h ör t  h a t

Sources: Human Productivity Lab 2006 
Pearn K andol a:The Psychology of Effective Business Communications in Geographically D ispersed  Teams 2 0 0 6

E i n  M e n s c h  b e h äl t …
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S tudie: „E r fol g r eiche Videok om m unik ation“
� V id eo -K o nferenz en ist für
Z u sa m m ena rb eit b eso nd ers w ic h tig

� V id eo  förd ert p o sitiv T ea m a rb eit z w isc h en
u ntersc h ied lic h en U nterneh m ens-K u ltu ren

� V id eo -K o nferenz en steig ern d ie Offenh eit,  
förd ern Disk u ssio nen u nd  K rea tiv ität in 
Online-S itz u ng en u nd  tra g en d a m it z u
einer sc h nelleren E ntsc h eid u ng sfind u ng
b ei. 
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� Völ l i g n e u e K o mmu n i k a t i o n s mög l i c h k e i t e n :
� V ersc hiedenst e Z u g ang sp u nk t e wie z . B .  M ob ilfu nk
(3 G ),  K iosk ,  Web  et c .
– V i d eo -K u nd ens erv i c e:

•A g ent kann v o m K u nd en g es eh en w erd en
•A g ent kann V i d eo i nf o rm ati o nen z u m K u nd en
“p u s h en”
•V i d eo s  l au f en au to m ati s c h b ei S el f  S erv i c e 
I nterakti o nen

� Vo rt e i l e :
–V erb essert e K u ndenerfahru ng  u nd
–A k z ep t anz
–N eu e A nwendu ng en im  B ereic h des p ersönlic hen
–u nd au t om at isiert en S erv ic e

Video im C ontact C enter
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E i ni ge B ei s p i el e
K u n d e n z u g a n g mi t Vi d e o  üb e r v e rs c h i e d e n e

W e g e mög l i c h

G S M K i o s k

V i d e o  P h o n e T e l e p re s e n c e

P C
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Neu: C isco U nified C ustom er  Voice P or tal  7 . 0
S c h n e l l e r,  I n t u i t i v e  A n ru fb e h a n d l u n g
S t a rk e  I n t e ra k t i o n ,  e i n fa c h u n d  
v e rs t än d l i c h

� Vo i c e  S e l f-S e rv i c e
� I n t u i t i v e  G ra p h i s c h e U mg e b u n g
� N e u e Vi d e o  Fu n k t i o n e n :

– V ideo S elf-serv ic e M enüs
– V ideo Q u eu ing
– V ideo A g ent  (A g ent en V ideo wird üb erm it t elt )

� S u p p o rt  für U M T S  (  3 G )  Vi d e o  u n d  Vi d e o  
K i o s k
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Z u s am m enf as s u ng:
V o r t ei l e v o n C i s c o  U ni f i ed C o nt ac t  C ent er  
� O ffe n e u n d  s ka l i e rb a re C o n ta c t C e n te r Lös u n g e n U C C X  u n d  
U C C E

� V o i c e  /  E m a i l  /  F a x  /  W e b  i s t S ta n d a rd
� D a s  g a n z e U n te rn e h m e n w i rd z u m C o n ta c t C e n te r

– P resenc e für B ac k  O ffic e
– I nt eg rat ion des B ac k  O ffic e 

� V i d e o  e rm ög l i c h t n e u e Z u g än g e für u n d  z u K u n d e n
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Q and A




