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Agenda
� Introduction of What UCCX is
� V e rsion O v e rv ie w
� N e w  F e ature s:

Presence Integration
A gent E -m ail
C isco A gent D esk top  ( C A D ) / C isco S u p erv isor D esk top  
( C S D ) / C isco D esk top  A d m inistrator ( C D A )  E nh ancem ents
Q M  E nh ancem ents

� P ack ag ing  Chang e s
� Up g rade  P ath
� R oadm ap



Introduction of 
W h a t U C C X  is



� A  Contact-Ce nte r-in-a-B ox
F u l l y  integrated  A C D ,  IV R  and  C T I 
S cal ab l e,  A f f ord ab l e
1  – 1 5 0  agent d ep l oy m ents on singl e 
p rocessor serv er
1  – 3 0 0  agent d ep l oy m ents on a d u al  
p rocessor serv er

� F ul l y  Inte g rate d S e l f S e rv ice
� K e y strok e  e m ul ation and H T T P  
CT I inte g ration
� T hre e  p ack ag e s to fit y our ne e ds
� S up p ort for UCM  and UCM  
Ex p re ss

S y s t em  O v er v i ew 1



S y s t em  O v er v i ew 2

� V oice
B oth  Inb ou nd  and  O u tb ou nd

� E-m ail
A gent E -m ail  incl u d ed  w ith  C A D

� Q ual ity  M anag e m e nt
2 4  X  7  v oice and  screen record ing 
and  q u al ity  m anagem ent

� Work force  M anag e m e nt
R eal -tim e intrad ay  and  h istorical  
resou rce sch ed u l ing and  
m anagem ent



Unified Contact Center Express Unified Contact Center Enterprise

S cal ab il ity
Up to 3 0 0  ag ents per serv er,  and 
u p to 3 0 0  I V R  ports per serv er

Up to 8 0 0 0  ag ents and 3 0 0 0  I V R  
ports per sy stem  u sing  m u l tipl e 
serv ers;  m u l tipl e sy stem s can b e 
netw ork ed tog eth er for additional  
scal ab il ity

R edu ndancy

H ig h  av ail ab il ity  w ith  au tom atic 
fail ov er
N ote:  Q u eu ed cal l s and 
associated cal l  data are not 
preserv ed on activ e serv er fail ov er 
to standb y .
N ote:  A l l  serv ers in th e cl u ster 
m u st b e depl oy ed on sam e L A N  
and in sam e b u il ding .

F u l l y  fau l t-tol erant w ith  activ e-
activ e sy nch roniz ed redu ndant 
core com ponents,  incl u ding  th e 
cal l  rou ter,  datab ase,  and CT I  
serv ers;  fau l t- tol erant serv ers can 
al so b e spl it ov er th e W A N  for 
g eog raph ic fau l t tol erance

O u tb ou nd
B l ended prev iew  ou tb ou nd dial er 
w ith  cam paig n m anag em ent 
( I ncl u ded at no additional  cost 
w ith  Cisco P rem iu m  A g ent 
D esk top onl y )

O u tb ou nd O ption th at prov ides 
b l ended prev iew ,  prog ressiv e,  and 
predictiv e dial ing  m odes w ith  
cam paig n m anag em ent

U C C X  7 . 0  V s .  U C C E  7 . 5 1
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M u l tich annel

� I nb ou nd v oice
� O u tb ou nd P rev iew  D ial er 
( incl u ded w ith  Unified CCX  
P rem iu m )
� I nform al  A g ent E-M ail  ( incl u ded 
w ith  Unified CCX  P rem iu m )

F u l l y  integ rated W eb  
Col l ab oration,  E-M ail ,  and 
O u tb ou nd capab il ity ;  a sing l e 
rou ting  pl atform  prov ides a 
u niv ersal  q u eu ing  sy stem

Cisco Unified 
P resence integ ration 
for enterprise 
k now l edg e w ork er 
integ ration

A v ail ab l e v ia Cisco A g ent and 
S u perv isor desk top w ith  com pl ete 
control  ov er v isib il ity  and access 
to any  Cisco Unified P resence 
cl ient

A v ail ab l e v ia Cisco Unified Expert 
A dv isor for au tom ated 
identification and notification of 
experts th rou g h  integ ration w ith  
Cisco Unified P resence A v ail ab l e 
v ia Cisco A g ent and S u perv isor 
desk top w ith  com pl ete control  
ov er v isib il ity  and access to any  
Cisco Unified P resence cl ient 

A g ent desk top
P repack ag ed Cisco A g ent 
D esk top for P Cs or Cisco I P  
P h ones

P repack ag ed th ree-tier ag ent 
desk top;  CT I  T ool k it;  and CR M  
integ ration
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CR M  integ ration

� CT I  integ ration w ith  any  
M icrosoft W indow s appl ication 
th rou g h  k ey -strok e m acros
� I nteg ration w ith  b row ser-b ased 
appl ications th rou g h  H T T P  g et 
and pu t in Cisco A g ent D esk top-
em b edded b row ser
� S u pport for sock et-l ev el  
Com pu ter S u pported T el eph ony  
A ppl ications ( CS T A ) -l ik e protocol  
for com pl ete integ ration w ith  Cisco 
Unified Contact Center Express 
A CD  and I V R

� K ey -strok e m acros;  CT I  T ool k it-
appl ication prog ram m ing  interface 
( A P I )  su pport av ail ab l e in CO M ,  
C+ + ,  J av a,  and . N et
� B row ser-b ased th in-cl ient 
desk top su pport av ail ab l e
� CR M  su pport w ith  S ieb el ,  
O racl e,  E. P iph any ,  or S A P  u sing  
nativ e driv ers

I V R  integ ration

� S tandard and Enh anced 
pack ag es th at incl u de prom pt and 
col l ect I V R  capab il ity  
( prog ram m ab l e A u to A ttendant)
� P rem iu m  pack ag e th at incl u des 
fu l l  I V R  sel f-serv ice appl ication 
capab il ities

Ch oice of Cisco Unified I P  I V R  or 
Cisco Unified Cu stom er V oice 
P ortal  or O pen A P I  ( G ED  1 2 5 ) ,  
w h ich  al l ow s integ ration w ith  th ird-
party  I V R s 
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R eporting

� A pproxim atel y  1 0 0  predefined 
reports
� S u pport for cu stom  reports

� A dv anced reporting  and 
arch iv ing  capab il ities w ith  Cisco 
Unified I ntel l ig ence S u ite
� O v er 2 0 0  predefined reports in 
W eb V iew

W ork force 
m anag em ent

O ptional  w ith  Cisco W ork force 
M anag er
� S oph isticated contact 
forecasting  tool s com b ining  th e art 
and science of predicting  contact 
v ol u m e and distrib u tion
� W ork force sch edu l ing  to m eet 
serv ice g oal s w ith  th e constraints 
of y ou r w ork force’s sk il l s and 
av ail ab il ity
� A g ent and su perv isor interfaces 
th at prov ide intraday  inform ation 
and proactiv e tool s

A v ail ab l e th rou g h  partners
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Q u al ity  m anag em ent

O ptional  w ith  Cisco Q u al ity  
M anag er and A dv anced Q u al ity  
M anag er
� T w enty -fou r-h ou r cal l  recording s 
th at enab l e al l  cu stom er contacts 
to b e rev iew ed instantl y  for 
dispu te resol u tion and to m eet 
reg u l atory  req u irem ents
� A b il ity  to record u p to 1 0 0  
percent of cu stom er interactions
� R apid arch iv al  search  and 
retriev al  from  any w h ere
� S ecu re,  au th enticated,  dom ain 
restricted access
*  S y nch roniz ed A g ent D esk top 
screen record w ith  v oice recording  
( A dv anced Q u al ity  M anag er onl y )

A v ail ab l e th rou g h  partners
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� CCX 7 . 0  is the  succe ssor to CCX 5 . 0 .
� N am e  chang e  - CR S  is re p l ace d w ith CCX.
� R uns on Window s 2 0 0 3.
� F CS  in A ug  2 0 0 8 .
� S up p orts up g rade  from  CCX 4 . 5 ,  5 . 0 ( 1 ) ,  5 . 0 ( 2 ) .
� P re m ium  incl ude s P re v ie w  O utb ound,  A g e nt e M ail  and 
P re se nce  Inte g ration.

V er s i o n O v er v i ew



V er s i o n C o m p at i b i l i t y
� Unifie d CM  6 . 1  and 7 . 0
� Unifie d CM E 4 . 2  and 7 . 0
� Unifie d CCE 7 . 2  and 7 . 5
� Q M  2 . 6 . 1  and WF M  8 . 2 . 3
� EIM / WIM  4 . 2 . 4  or l ate r
� CS A  5 . x  or l ate r
� CiscoWork s Cam p us M anag e r 4 . X and CUO M  2 . X



� A p p l ie s onl y  to CCX 5 . 0 ,  7 . 0  and l ate r re l e ase s
� S ig nificant scal ab il ity  incre ase s for m ost se rv e rs
� N ow  sup p orts up  to 30 0  ag e nts at tw o m inute s av e rag e  
cal l  duration

M ax i m u m  C ap ac i t i es 1
Key Inbound Only Voice System Maximum Capacities

Standalone Server T w o-Server C lu s ter
Server 7 845 7 835 7 825 7 81 6 7 845 7 835 7 825 7 81 6
A g ents 30 0 1 50 1 0 0 7 5 30 0 1 50 1 0 0 7 5
Su p ervi s ors 32 1 5 1 0 8 32 1 5 1 0 8
M on and R ec 6 4 32 32 32 6 4 32 32 32
H R  Ses s i ons 5 5 3 3 1 6 1 0 1 0 1 0
I V R  P orts 30 0 1 50 1 0 0 7 5 30 0 1 50 1 0 0 7 5

Key B lended Inbound/ Outbound Voice System Maximum Capacities
Standalone Server T w o-Server C lu s ter

Server 7 845 7 835 7 825 7 81 6 7 845 7 835 7 825 7 81 6
A g ents 30 0 7 5 7 5 50 30 0 7 5 7 5 50
Su p ervi s ors 32 1 0 1 0 5 32 1 0 1 0 5
M on and R ec 32 1 6 1 6 1 6 32 32 32 32
H R  Ses s i ons 2 2 2 2 8 4 4 4
I V R  P orts 30 0 1 50 1 0 0 7 5 30 0 1 50 1 0 0 7 5



M ax i m u m  C ap ac i t i es 2

Key Inbound Only Voice System Maximum Capacities
Standalone Server

Server 7 845 7 835 7 825 7 81 6 C M E
B H C A 40 0 0 20 0 0 20 0 0 20 0 0 1 0 0 0
C SQ 1 50 25 25 25 50
Sk i lls 1 50 1 50 1 50 1 50 1 50
A SR  P orts 1 0 0 50 50 50 25
T T S P orts 1 6 0 40 40 40 25
V X M L  P orts 80 40 40 40 25

U CM E xpr ess Inbound Voice
U C M E  on I SR U C M E  on U C 50 0

Server A ll A ll
A g ents 50 48
Su p ervi s ors 1 0 5
M on and R ec 32 N / A
H R  Ses s i ons 2 2
I V R  P orts 50 48



�� Active UCCX Active UCCX 
S er ver  S er ver  (Inbound, (Inbound, 
O ut bound A C D , IV R , C T I, O ut bound A C D , IV R , C T I, 
D e s k t op  S e r v i c e s )D e s k t op  S e r v i c e s )
�� O p tio n a l  O p tio n a l  
S ta n d b y  UCCX S ta n d b y  UCCX 
S er verS er ver

U CM
Cluster

Super v isor
Stations

A g ent
Stations

Sw itch
AVVIDAVVID
W ANW AN

Cisco Q M and/ or  W F M Ser v er sCisco Q M and/ or  W F M Ser v er s

N uance or  IB M A SR  and/ or  T T S Ser v er sN uance or  IB M A SR  and/ or  T T S Ser v er s

D ep l o y m ent  M o del s
U C C X  w i t h  U C M

P S T NP S T N

G W

Cisco U nif ied E IM/ W IMCisco U nif ied E IM/ W IM
N OT  SU P P OR T E D  A N Y MOR EN OT  SU P P OR T E D  A N Y MOR E



U nif ied 
CCX

CME

Super v isor
Stations

A g ent
Stations

P S T NP S T N

Sip T r unk

D ep l o y m ent  M o del s
U C C X  w i t h  U C M  E x p r es s

N uance or  IB M A SR  and/ or  T T S Ser v er sN uance or  IB M A SR  and/ or  T T S Ser v er s



N e w  F e a ture s



Features
Cisco Unified Presence (CUP) Integration
A gent E -M ail  
Cisco A gent D esk top  B row ser E dition
E m b edded B row ser E nh ancem ents 
W eb  B ased A dm inistration
W ork fl ow  E nh ancem ents
G l ob al  and W ork fl ow  S p ecific Codes and 
Ph one D irectories
D anish ,  F innish ,  N orw egian,  and R u ssian L ocal iz ations
E nh anced A gent and S u p erv isor A ccessib il ity  (V PA T )

N ew  F eat u r es  S u m m ar y



� CA D  is inte g rate d w ith Cisco Unifie d P re se nce  ( CUP )
� Incl ude d in al l  p ack ag e s
� A l l ow s ag e nts to chat w ith S ub j e ct M atte r Ex p e rts 
( S M Es)
� F acil itate s transfe r and confe re nce  to S M Es
� F acil itate s transfe r of e nte rp rise  data

C i s c o  U ni f i ed P r es enc e ( C U P )  I nt egr at i o n




