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Technical Track - Topics to choose from

= An introduction : Solution Positioning
» User Interfaces and Functionality

» Social Media integration

= Knowledge worker integration

» Workforce Management

» Recording

= High Availability



Solution Positioning



Cisco Unified Contact Center Editions

Single Site ACD

Unified

& Contact Center
Express

Multi-site / Virtual ACD

» '._:_4‘
A Cisco

o

Site A
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Cisco Unified Customer Care Portfolio

Self-Service Customer Care Knowledge
& Virtualization

Agents

Worker As a Service

Service
Provider Cisco
Unified
Customer
Voice
Portal
Enterprise
Cisco
Unified IP
SMB IVR
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Cisco Unified Contact Center Express

All-In-one customer service solution

Tightly coupled to Cisco Unified Communications Manager
Easy to manage and maintain

Fast implementation with minimum disruption to the business

Feature functionality
Skills-based routing
Real-time and historical reporting

#. Cisco

Built-in IVR capability

. Unified
Multichannel Contact Center
- Express
Outbound =

Integrated workforce optimization suite
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Positioning Unified Contact Center
Express

= PREMIUM
Formal contact centers

Integration with customer’s database to
provide CTI integration and/or driven
routing

Self service

Inbound and/or outbound voice
Email, web, chat

Quality and workforce management

Sophisticated

4

= Enhanced

Formal/informal inbound voice contact
centers requiring skills based routing

... but not requiring integration with
customer’s database

= Standard

Informal contact centers requiring skills
based routing with simple Cisco IP Phone
only based agent interface

Presen tation_ID © 2009 Cisco Systems, Inc. All rights reserved. Cisco Confidential
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Cisco Unified Contact Center Enterprise

» Cisco’s mid to large market contact center solution

Highly scalable architecture

Fault tolerant design

Unigue support for distributed contact center deployment models

Feature functionality
ACD with scriptable routing environment

Web-based contact center reporting

F (@) —
a raﬂiscud"""'-"
Embedded CTI platform with development toolkits Unified
Contact Center

Outbound campaign management and predictive dialer Eﬁﬂerpriseﬁ ’
Multichannel with universal queuing

Queuing and self service with CVP or IP IVR
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Cisco Unified Contact Center Hosted

Cisco’s Hosted Market Contact Center Solution

Intelligent network integration to leverage service provider assets

Designed and packaged for service providers

Carrier-class deployment model

Feature functionality

Core feature set of Contact Center Enterprise plus

A Cisco —
Multi-tenancy and partitioning of core components Unified
Contact Center
= Hosted
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Cisco Unified ICM Enterprise and Hosted

» Intelligent Contact Management for multi-site contact centers
» Enterprise and carrier deployment models

» High scalable architecture

» Fault tolerant design

» Platform to easy migration from traditional-voice to IP-based
Unified Communications solutions

» Feature Functionality
Integration with all major ACD/IVR platforms
Scriptable multi-site routing
Web-based enterprise reporting application

CTI platform with development toolkits
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Cisco Unified IP IVR

All-in-One Interactive Voice Response (IVR) solution

Tightly coupled with Cisco Unified Communications Manager

Embedded in Contact Center Express, integrated as an optional
component of Contact Center Enterprise and Hosted

Feature functionality
Call treatment, Prompt and Collect
Backend database integration for transactional IVR
Optional Automatics Speech Recognition (ASR)
Optional Text to Speech (TTS)
Historical Reporting
Multi-lingual support
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Cisco Unified Customer Voice Portal

= A new approach to contact center self service and call treatment
= Combined self-service and call control platform

» Leverages Cisco voice gateways to provide network queuing and IP
network switching

» Available standalone or as integrated component of an ICM, Contact
Center Enterprise, or Contact Center Hosted

= Valuable in both TDM and IP contact center environments

» Feature Functionality
IVR with VoiceXML, ASR, TTS
Visual eclipse-based service creation environment
Call control vial SIP B2BUA and H.323 for network queuing
Cradle to grave data repository for reporting

Centralized OAM&P
Interoperability with leading ACDs and IVRs
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User Interfaces and Functionality



Cisco Agent Desktop Core Capabilities

Agent State & Collaboration &
Call Control Presence

CRM & 3" Party Configurable

Application Integration Work Flows
Outbound Real-time
Support Displays & Alerts
Monitoring & Integrated
Recording Agent E-Mail

All work together in fully-packaged and
configurable composite application.



Cisco Agent Desktop Modules

Cisco Agent Desktop Cisco Supervisor Desktop £ \

Version 7.0(1)

s i A
a : %
[}
Version 7.0(1) L A

= Rich, Windows-based = Rich, Windows-based
Client Client

= Browser Edition

* |P Phone Agent

Cisco Desktop Workflow
Administrator

Version 7.0(1)

» Rich, Windows-based Client (Work Flow)
= Web Based Administration (System
Configuration)



Cisco IP Phone Agent

[ 23:47 08/18/08

oy . @ Caller Data - ID:4321
= Agent State Control | - g A Tezrosrcar
,’ o Ee° Depa.ﬁment: Sales
u Ca”er Data g 2 “ glfg():urr:e::::ib&ggfgooooooepvw
\“/ o~ <5 S

= Queue Statistics

= Hot Seating via
EXte n S | O n 'é‘;'l‘lg";: :::;eztume: 0:02:31

Mobility
= Work Wrap-Up Codes* F== ’

" Not Ready

= Agent Initiated W ﬁ

Recording*

* Enhanced and Premium only
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Cisco Agent Desktop Flexible GUI

-
¢~ Reserved - Cisco Agent Desktop

A BEHEECQOOO =& A0S 2 - ik D k>

| Calling# | Called# | Alerkings | Original Calling# | Original Called# | Duration |

Field Data Device Description Duration
Layaut O0Default €401 Ewert David 00:00:36
BAStatus Do (%} Tatal 00:00:36
BaAccounttumber 10
BABuddyMame Mickey10,Mause
BACarmpaign Mike A
BaLialedListID 13

BAResponse

BATimeZone

Lo R TR X T

b

i Account: Bubba Gump Shrimp Co. ~ Salesforce - Personal Edition

E=] [} ﬁ  work Sites + ifddress https:jfnaz.salesforcs.com{ooi4o0n -

@ ‘E e , Setup - Help - Logout ™
m Contacts | Opportunities | Repaorts | Docurments

Account
Search Bubba Gump Shrimp Co.

Contacts [1] | Cpporuniies [0] | Open Activities [0 | Activity History [0 | Partners [0]

[ Limitto items | own
Account Detail A 4
Sudsreed Desel Account Hame  Bubba Gump Shrimp Co. [view Rating  Hot
Hierarchy

Create Mew... Account Stte  Tuscaloosa, AL Phone (205 348-5010

Parent Account Fax

Account Humber GEBREEREEE Website  hitpiwww bubbadgump.corms
Tyne TR Ticker Symbol

Toolbar, Contact Management Pane, s

Employees

Integrated Browser

Recent Items




Cisco Agent Desktop — Browser Edition

- [B]X]
focale=en U ¥ = Browser Edition client can operate
on Windows and Linux operating
Callinga Alerting .. Duration SyStemS
& Saeet [FREEVE [HE [ e — Firefox and Internet Explorer

= Support Reason / Wrap-Up Codes

= Coordinated screens pops via http
into external browser

= Reduced feature set from the
Windows based client
Excludes Chat and Collaboration, Agent

E-Mail, and Phone Directory Support
among others

&9 Internet H100% -

Zero Footprint
on the PC !

Wrap-up Data

Made & Sale Code Diescription

i Meeting with Supervisor

10|Lunch

Ik || Cancel |
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Cisco Agent Desktop Outbound Support

000 = Cisco Unified
e Outbound Preview
Dialer*

Account
Bubba Gump Shrimp Co. Frintable Yiew | Customize Page | Help for this Page

Account Detail

Hame

Create New...

* Premium only



Cisco Agent Desktop Task Automation

¢” Talking - Cisco Agent Desktop g
& a0 8§ 7 nE e 2

Please go ready. Excessive calls in queue.

Skate Called# | Alerting# | Original Caling# | Original Called# | Duration
gﬂ Connecked 1-5540 xB401 G401 15540 G401 00;00;: 135

Cavid Ewert x6401 5401 Talking 00:00:05 In Service 09:26

= Buttons speed call processing, complete frequently
performed operations, and after call work functions

/ Speeds
Processing 4



Cisco Agent Desktop - Agent E-Mall

= Core feature set | teien —— EE]
for managing ' —_

From

C O n t aCt C e n t e r e - c-— Tom Sullvan <Tom.Sulkv... “2003gatesti0@... Defective Role
mails —

Cisen Systems, Inc | _ /| Agent E-Mal | T Siebel Call Canter | 4 salesforce - Developer Edition |

Y Dlstrlbutes e_ '_ L Transfer H.‘io\rc : Re-gueue .— Delctc}\
mails to agents

Defective Roller benders June 3, 2008 6:11 PM

» Sends responses
from the contact
center to the
customer

s 4

* Reports on e-mail IS
aCtIVIty | ¢y Insert Template... ﬁf_‘heck Spelling... Attach File...

= Tightly
Integrated into
Agent and
Supervisor
Desktop GUIs

une S, 2003 1:12 PM

Tom Sullkvan x2500 sullivt Mot Ready 00:11:25 InProcess 00:12:42 InService 13:15  Done

Packaged with every Premium Seat



Cisco Agent Desktop
Voice ACD and E-Mail States

Agent ACD States I Agent E-Mail States

Mix and match voice and Agent E-Malil states, as desired

If voice state is “Ready,” then e-mail processing can be interrupted
by an ACD voice call

Cisco Agent Desktop auto saves e-mail to “Draft”
and places agent in Agent E-Mail “Not Ready” state

Desktop focus automatically changes to voice
display

Agent can resume Agent E-Mall processing at any time

Presen tation_ID © 2009 Cisco Systems, Inc. All rights reserved. Cisco Confidential
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Cisco Agent Desktop
Agent E-Mail Architecture

Customer sends E-Mail to
Agent

0

Customer

///
///
- -
Agent E-Mail sees Agent o) 2o
state and delivers to Cisco i
Agent Desktop. ﬁ =

Agent
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p

Agent E-Mail Service
monitors Mail Store

Agent E-Mail inserts record
for appropriate E-Mail CSQ

i
/ff-://’

s

Supervisor
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Cisco Agent Desktop Reason and
Wrap Up Codes

Select Call Wrap-up

Qualify Trends

= Wrap up data*

On call completion,
wrap-up data selection
dialog appears

= Reason Codes

On agent state change to Not
. Ready or Logout, the dialog
appears

Lunch
4 Customer Record Update

Select Reason for Mot Ready

Monitor Performance



Cisco Agent Desktop Real-time Displays

Real-time Queue and Performance Metrics —
keep agents and supervisors informed of status of
contact center environment.

: Skill Groups - Team Skill Statistics Display
Skill Name Agents Calls \Waitina Current Oldest : Calls Handled

Helpdesk L3l 00:06:25

Sales 00:03:35
| E There are more than 10 calls in the Service Queue
L

Cust. Service 00:11:15

Joe Holiday

Improve

Reaction Time

B hot Ready [ Ready B Taking After Call Vork Other Time

Real Time Displays | Cisco Systems, Inc
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Cisco Desktop Administration

[ﬂ Cisco Deskiop Work Flow Administrator E]
File Wiew Monitoring Window Help

- Call Center 1
= &g Work Flow Configuration Toolbar l Show Data Field&] Miscellanenu&] Brawser SEtup] Remoate Acc Action Name [Post to CRM
+- | Dial Strings URL
+- (B Phone Baok | Mame i ~  Taskl T
+ j Reason Codes 5 - WV isible rotocal | http

+- B Wrap-up Data P-4 T . Method IGET
= ask2
+- i@ Record [ Monitor Matif Hint |Transfer [Alt+1]

— 2 work Flow Groups Task3 _ tetigns Host [192.163.10.41
default Taskd Shipme Port {30

WEM_Primary Tasks SFDE F
WEM Primary with Taskh Siebel
Taom Sullivan Task? Launck
Siebel_Primary ) Tasks Start '
SFDIC_Primary Tazk3 Start B Add. ‘ Edit ‘ Dl | Name Yalue Value Type | TestData
EF Enterprise Dat Tasklll Stop P = = = CallerlD  [ENTERPRISE FIELD:Account Num... DataField 1234512345
i’ Reason Codes EEE -l b =l s LCuztarmize lcon... | Fezet
g »
P Wrap-up Data
[E Phone Baok Cutbound Dialer Mode
EN CAD Agent [ Direct Preview
453 User Inter

+-J& voice Conl / REd uce
o S Total Cost of
? Ownership

+

Path f/crm/agent

Request Data

L ]
&
L ]
&
L ]
&
+
+
+
+

Sl

http: //192.163.10.41:80\crmhagent ?Caller%201D=1234512345

» Easy administration helps
eliminate IT Dependency

Preview ‘

0K Cancel




Cisco Supervisor Desktop e

Intercept

i Control W \
Agent States
g & \

| k=
Supervisor tools
reinforce
consistent agent
behavior and

Silent

Recording & ﬂ
g Monltormg

[ Integrated

manage Browser
environment:; ‘[ ﬁlertsht%
. th:ggﬁo?ds
= Collaboration —
N [ pacince |
= Communication . - [ "R
= Queue status
= Agent state
[ Real-time \\//:; ey
(€] rap hic sharele 1 D WD
Displays* J(
o



Cisco Supervisor Desktop Integrated
Browser

3 m Supervisor Desktop CEX um B rowse r_

Tools  Actions  Help

- B i

BEREINC OH AN — based contact
center

e management

T — applications:

0-0000:3001:0001:3002:0002:3003:0003:3004:0004:3005:0005:3005:0006:3007:0007:3008:0003

 Workforce
Management

Quality
Management

Historical
Reporting

Unified CCX
Administration

Others

equiremertt [N I O EEEEEEEEEEEEEEEEEEEE

Access Critical
Applications

Shanelle Macks wegasl In Service 09:37
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Cisco Mobile Supervisor

iPhone Screenshots

.l Carrier =

UCCX

Calls In Queue: 1 i
Oldest Call In Queue: 00:00:2 S ': : UCCC)EHE In Qu

c UC M Oldest Call In Qu

Calls In Queue: 1
Oldest Call In Queue:

Telepresence

Calls In Queue: :
Oldest Call In Queue:

Oldest Call In Queu

WebEXx Catalyst 6500

o Calls In Queu
Calls In Queue: O 7 Oldest Call In Queu
Oldest Call In Queue: 0 Logged OUt
Catalyst 6500 Not Ready
Calis In Queue: .

Oldest Call In Queue:

Cancel




Real-Time Monitoring

= Turn Tabular Data T
Into Graphs (CCX e e —
Premium)

-

| Cisco Supervisor Desktop

sk9551 Caution
= sk9560 Caution
& ska565 Caution

30
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Historical Reports: Feature Rich, User Friendly
Multiple Report Generation, Viewing, & Data Output Options

Multiple Report Generation Options
Summ ary, Detall ’ Preferred Interval Contact Service Queue Call Distribution Summary Report

10272004 120000 404 - 132004 120000 AM

Time [nterval Length T=18 e

Graphical & Tabular

(50 Name Lalls Total/ Percentaze Calls Handled With Qrueue Time Call~ Toal/ Percentage Call: Abandoned With Qruene Time
- M u |ti p | e R e po rt Vi eWI n g O ptl O n S (Call Skl Hooded 0265 0-3ee O0-dEse 0-G0se  Abmdowd 0l 0B 0-Bwe 0l
(501 13 ! ! 1 I} 0 0 ! 0 0
1 (D, TR TSt N 100008 000 0.0% Dilfa
S O rtl n g ,];‘L1|m.:_51 ] ] b
Gutari)
(501 % 2 X% 1 i 3 ! i } ]
F I Ite rl n g (D, 3 000% 100 0000 8870 00.00% 0006 10000

Gutari)

Searching
Scaling

Multiple Report Output Options

Scheduled Reports for Printing or Saving
Export Report Data to PDF, RTF, Excel, or
CSV for further data manipulation or sharing

Create customer reports

Number of Calls



Social Media integration



Social Media Customer Care

Social
Media T
Appliance

o],

CIsCO

Customer

Social Media
Customer Care,
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Social Media Customer Care

Overview

Enable proactive customer service by queuing and
and assigning customer posts to appropriate staff

Complement brand monitoring dashboards

Features

Real-time capture of social media postings
Social media campaign management
Route and queue contacts to experts
Tagging

Social Screen Pop

Conversation history

Social media customer care metrics

Optional Integration with full suite of Cisco
Enterprise social software systems




-

Social Media Appliance Architecture

Social
Screen
Pop
References:
OpenSocial Gadgets OpenSocial Container
‘REST API’s \

Gadget REST APIs

Spec . .
b Social Media Customer Care

Feeds Social Contact
Datastore
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http://en.wikipedia.org/wiki/OpenSocial
http://en.wikipedia.org/wiki/Representational_State_Transfer

Social Media Campaign Management

= Features

Configure feeds from various sources of user
generated contact web sites

Group feeds into “campaigns” to monitor social
contacts Engage Define

Trainable filters to sort social contacts

. Campaign
= Benefits palg
Consolidated list of prioritized opportunities for Man agemeﬂt
engagement across all social media sites Prioritize Capture

Distinct campaigns for different
products/purposes

Product A, Product B, Product C
Customer Service, Sales
Customers, Partners, Analysts
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Route and Queue Contacts to Experts

= Features

Easy-to-use web gadget to reserve and
dispatch work

Pick style work assignment :
Classify

State management for social contacts Contact Route
Push (ACD-style) assignment with Cisco

Unified Contact Center Enterprise universal

gueue* Queue Assign

= Benefits
Scale social media team activities

Automated distribution of work improves
efficiency and effectiveness of social media
engagement

Flexible assignment models and approval

*
queues expands participation Future releas



——

Application Programming Interfaces

* Features
OpenSocial compliant gadgets
REST API’s for nearly all appliance
configuration and features
» Benefits
Flexible user interface options
Extensive opportunities for customization

opensoctal




Social Media Customer Care Metrics

= Feature
Detailed metrics on social media customer care activities

Campaign reports
Team reports

= Benefit
Measure work and results

@ srv Lvl Gustomer Care

Manage to service level goals
Support brand management
Optimize staffing




Integration with Full Suite of Cisco
Collaboration Tools

= Features

Integration with Quad, Show and Share, Pulse,
and Cisco unified communications solutions

Lower cost of ownership with out-of-the-box
Integration between collaboration technologies

Consistent user and administration experience

= Benefits

Access to efficient and effective
Internal collaboration tools help
agents serve customers better

Easy to maintain with existing IT
personnel
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Knowledge worker integration



Agents, knowledge workers and community members
become a seamless support team

Customer

Subject Matter
Experts

Power Users

Enterprise Contact Center Platform
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Cisco Agent Desktop / Cisco Unified
Communicator Integration ¢ >

Agent needs an expert’s assistance.
Launches Cisco Agent Desktop’s Chat
Window to locate Expert.

4

Customer places call to
1-800-Help and gets Agent.

™ ]
9 Cisco Unified Contact S \
Center routes the call to

an Agent.

p

/ﬁ‘ CUPS indicates an Expert is available to ®ors:
== ==| help Agent with Customer’s question. B

Agent and Expert Chat. The Agent
can also transfer, conference and
deliver call information to the SME.

f/-




Deploying Unified ICM or CCE with Expert

Advisor

‘ 4. “Cisco
- ‘J_/ Unified

Contact Center g ﬁ
== Enterprise !

Knowledge

Workers Unified
Presence

Expert Advisor
Reporting Server
(Optional)
Runtime
SERCEHO)
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Description

= Unified Expert Advisor is an application which performs presence-
enabled, competency based routing utilizing IM to extend caller data to
a knowledge worker without any required interaction by a contact center
agent

= Unified EA integrates with ICM, CVP, CM, CUP, & select IM Clients to
allow knowledge workers (or experts) to receive intelligently routed calls

= Experts are automatically selected by the system based on contact and
expert attributes and/or assigned skills (including skill levels)

= Calls directed by the EA system to CUPC/MOC or IPPM enabled
experts

can initiate in the contact center (as a transfer or conference from a formal
agent to a skill group) or,

can be directly routed to an expert from a self-service application or queue
point

may first prompt the expert with a call offer (in the form of an IM) while the
caller is in queue



Key Capabilities

Support for Presence/IM enabled Knowledge Workers/enterprise users
Supports CUPC, MOC, IPPM
Future support of CUMC & Sametime
Future IM/Presence Widget for embedding screen pop

Presence-enabled Automatic Call Distribution
No formal cc agent interaction is required, transfer/consult/conference optional

Advanced (n-dimensional) Routing methods to connect contact with expert
using Voice & Video:

Longest Available

Most or Least Skilled

Spatial (closest match) Routing
Task offer & Broadcast Routing

Granular Real-time & Historical Reporting
ICM Agent Real-time Reports & Historical Crystal Templates
Future integration with Unified Intelligence Center/Suite



Expert Advisor Overview

= What Expert Advisor does:

Works with other Cisco Unified Communications components to allow
knowledge workers (or EXPERTS) to receive intelligently-routed voice
and video calls

= How it works:

Expert availability is tracked by a standards-based Presence server--
Cisco Unified Presence

Expert presence information is combined with Expert Advisor's advanced
routing logic to select the right expert(s) for each call

Experts are offered calls and receive caller data via an IM client--including
Cisco Unified Personal Communicator and Microsoft Office Client

Multiple experts can be simultaneously offered an incoming call,
shortening the caller's walt time

» Flexible, powerful solutions:
Can be deployed without a formal contact center

However, when deployed with a formal contact center, Expert Advisor
allows formal agents to request expert help with the click of a button

Real time and historical reports allow you to keep track of everything




Expert Advisor in Operation

Call Flow Options:

- Route directly to an Expert
from an IVR or a queue point
(formal agents are not
needed)

- Formal agent initiates a
transfer to a skill group; agent
can have a 3-way conference
with caller and expert, or
simply consult with the expert

- Experts can be offered the
call while caller is in queue

Office Communicator T ‘

7 & IM with Expert Advisor

7Ei|e Edit View Format Actions Help

& B = %8 [

@ Expert Advisor - Available

Expert Advisor (02:17:19 PM): John, are you available
to handle this contact? The customer data is as follows:

Account Balance | $507.05
Account Number | 999-400-2001

CallingLineID {415) 555-1212

al John Smith (02:17:22 PM): Yes
I Expert Advisor (02:17:36 PM): all right, please stand

by for an incoming contact.

Yerdana v|10 |»! B




Expert Advisor Call Flow- with Agents

Candidate experts picked
by skills/attributes and

presence state
y &\ :;‘ T

( Expert automatically
yrought into the call

IM with Expert Advisor =0 ES
IEiIe Edit View Format Actions Help
’ R B¢ = %8 [

é@ Expert Advisor - Available ‘
|

| Expert Advisor: John, are you available to |
handle this contact?

Account Balance | $507.05

Account Number | 999-400-2001

Customer calls | | callingLinerp | (415) 5551212
contact center and UEE : al.salesf
speaks to an agent

John Smith: Yes
| Expert Advisor: Pls standby for call

l'-.-‘erdan.a v|10 |v| B
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Expert Advisor Call Flow- without Agents

Candidate experts picked
by skills/attributes and
presence state

Expert automatically
brought into the call

£ M with Expert Advisor

File Edit Yiew Format Actions Help
Q , B4 = T8 [:3]

@ Expert Advisor - Available

= Expert Advisor: John, are you available
to handle this contact?

Account Balance | $507.05

Account Number | 999-400-2001

callingLineID (415) 555-1212
URL

Customer calls and
interacts with an
IVR system

“New car loan”
“Second mortgage”
“Refinance” v




Workforce Management



why Workforce Management?

= Problem:

Contact centers need to efficiently manage staffing levels to match actual
contact volume in order to consistently meet

service level goals

= Solution:

Leverage historical contact volume data to forecast future contact
volumes and trends

Match contact forecasts with actual staff availability to create optimum
contact center schedules automatically

Present dashboards and reports to track staff efficiency and allow for
intraday adjustments

= Benefit:

Consistent customer service levels improve customer loyalty and increase
revenue

More efficient staff utilization improves contact quality while extending
service hours and reducing labor costs



Contact Center Goal:
Consistent Quality and Process

Consistent Consistent
Process '

Un|f|ed Desktops Workforce Optimization
Workflow Automation Quality Management

« Best Practices * Workforce Management

« Process Optimization * Performance Management

« Actionable Intelligence * elearning -

« Real-time Collaboration * Process Analysis

Integration Can Be a Science Project




Agent Role: Schedule

-
/= Workforce Management - Windows Internet Explorer

& | http:fj10.5

\.

| ,
Aug 2007
Schedules :
. SMTWTFS
Bulletin Board 4
Productiv
Stati
Wacation

WORKFORCE MANAGEMENT

Preferences Hell

Navigation Detailed Schedules

My Page 08-27-2008
day 00:00{01:00{02:00{03:00(04:00|05:00(06:00(07:00(08:00/09:00{10:00(11:0012:00 13:00(14:00{15:00{16:00{17:00| 1 8:00{ 19:0020:

| [ 1 o e e P P R [ N O O

Date

Drill down to
daily details

p




Agent Role: Productivity & Statistics
B

Productivity provides
hrrres agents with visibility into
rioae S NV = their performance against
contact center goals

==

Preferences

Handled Calls

Handled Calls

Agent Team

Total Occupancy
Average Talk Time

Agent Team

Average Handle Time 1
Agent Team
0.00
Average Work Time
Agent Team
Average Average Total in fiigtal Wil ke Total in Total

S £ On Hold Absence Session T:ﬂlk ‘"fﬂ“ “.“”k Service Occupancy
Time Time Time

0
0
0
0
0
0
0
0
0

Agent statistics view allows drill
down into the source data

@ miernet



Supervisor Role: Dashboard

.
= Workforce Management - Windows Internet Explorer

Critical KPIs as selected by
the supervisor

Navigation
Environment Service Level

Production 56
Service Level
) Fo ed Actual
80
Occupancy Ratio
Fo Actual
Reports 46
What-Ifs
Historicz . Actual Calls Forecast i
o See what is
happening and
understand WHY it

Forecasted, Actual ) )
is occurring

and Projected data in
half hour intervals




Supervisor Role: Schedules “ Goverage of

requirements shows if
overall staffing needs
are being met

WORKFORCE MANAGEMENT

Help About Luguutl
+ 02212009 > | 2

Navigation ‘I Schedule Maintenance
Environment <p  February 2009 o Sort by
M T W

4
910 11
16 17 18

w

oo — U

Schedules

M

Schedule Request

Edit Schedule Agopian

Schedule Viewer . . Fierre

Guerrero

Intraday

Reports
What-Ifs
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Scheduler Role: Forecasting

.
{5 Workforce Management - Windows Internet Explorer.

Forecast future
contact volume based
upon historical
reference period

Preferences Help

Adjust via
orecas seasonal

Forecast Dates
Start Ds

Intraday
enarte N 3
Reports End Date: 3 e ' i | e (. Agents Agent Hour  Occupancy
What-Ifs ge Fixed | B Gapll Gapld Ratiol]
3 10 10 5

40 10

10

05

0.0

Volume Projection Reference Period
Date Range Start Date: g5-0
Factor | n Date List End Date: [g7
special events



Recording



Compliance Recording and Quality
Management

Compliance
Recording

100% Voice
Recording and
Archival

Powerful
Search Utility

Desktop or
Server
recording
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Recording Solution Architecture — Server

Reduction

Record Main Contact Center

Sl
e

E_@ |* S

Record Branch Office
Server v |

Al

o

B

(

B

(

Al

S

ol

Al
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Quality Management
Centralized Services

User interface, database,
contact management, event
filtering

—_——

—
SE
Cisco Call Manager

=

Cisco Unified
Coritact Canier

LALVL AR A~

\ (ACD/IVR) /

=

61




Recording Solution Architecture — Server
Reduction
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Quality Management Desktop: Playback
and Evaluation

File Settings Help

G
]

Haw lask

Evaluation Form
Total: 12 Possible: 12  Percent: 100%

Mal Nerge

Scnd &n Lmall

Welcome, vegasl Fole Supervisor
Log Off | Exit | Change Role orview | Help | About

Evaluation View

Contact Information

February 1
100%

Wew All

Formy€ontrols
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Section Comments
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High Availability



CCX 8.0 High
Availablility over the
WAN Model

=

— —— 77/ ) o

Reminder — Ken Wong’s HAoWAN Deep Dive covers:
Current HA Deployment Overview
Unified CCX 8.0 HA Architecture
Deployment Models
Recommendations/Best Practices *

WAN Provisioning *

Due to time limitations this presentation will be at a higher level
and won’t cover topics marked with *
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Unified CCX HA over WAN

Provide site redundancy for disaster recovery

Latency: 80 ms RTT between Unified CCX nodes (same as for
Unified Communication Manager clusters

Bandwidth: ~2 xT1 between data centers



Unified CCX 8.0 HA Architecture — Engine
Redundancy

LAN/WAN

Maximum of 2 Servers

Active (Master)/Standby Engine

Primary Engine/Preferred Master

First Node in the Cluster
Apply to Island Mode Merge and | =0 “iect Master from AppAdmin

Separate by LAN or WAN

Failover detection time k., >d upon deployment type:

For LAN, heartbeat is sent every 0.5ms and failover if missing 5
heartbeat

For WAN, heartbeat is sent every 1s and failover if missing 10
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Unified CCX 8.0 HA Architecture — Database
Redundancy

Publisher Subscriber

LAN/WAN

Publisher/Subscriber

Data is written from database master and then replicates to the standby
database

Database mastership follows the engine maste:

If one the database falls, data is written to the surviving database
except for CDS

Data can be written to CDS only if both database publisher and
subscriber are up

HR are generated from database where standby engine located
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Unified CCX Engine Failover

DC-1 DC-2

Branch
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Data Center Failure

DC-2

# . Cisco gumuu®y # . Cisco
Unified . ov® Unified
Contact Centar ° Contact Centar
Express Express
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Island Mode

DC-1 DC-2

Preferred
Coné-:::_ l:::snter M a.St er

Contact Center
Express

Branch
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