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Agenda
= |Introduction of What UCCX is

= VVersion Overview

= New Features:
Presence Integration
Agent E-maill

Cisco Agent Desktop (CAD)/Cisco Supervisor Desktop
(CSD)/Cisco Desktop Administrator (CDA) Enhancements

QM Enhancements
= Packaging Changes
= Upgrade Path
= Roadmap



Introduction of

What UCCX is




System Overview,

= A Contact-Center-in-a-Box
Fully integrated ACD, IVR and CTI
Scalable, Affordable

1 — 150 agent deployments on single
processor server

1 — 300 agent deployments on a dual
processor server

» Fully Integrated Self Service

» Keystroke emulation and HTTP
CTI integration

* Three packages to fit your needs

= Support for UCM and UCM
Express



System Overview,

= Voice

Both Inbound and Outbound
* E-maill

Agent E-mail included with CAD
= Quality Management

24 X 7 voice and screen recording
and quality management

» Workforce Management

Real-time intraday and historical
resource scheduling and
management




UCCX 7.0 Vs. UCCE 7.5,

Scalability

Redundancy

Outbound

Up to 300 agents per server, and
up to 300 IVR ports per server

High availability with automatic
failover

Note: Queued calls and
associated call data are not
preserved on active server failover
to standby.

Note: All servers in the cluster
must be deployed on same LAN
and in same building.

Blended preview outbound dialer
with campaign management
(Included at no additional cost
with Cisco Premium Agent
Desktop only)

Unified Contact Center Express Unified Contact Center Enterprise

Up to 8000 agents and 3000 IVR
ports per system using multiple
servers; multiple systems can be
networked together for additional
scalability

Fully fault-tolerant with active-
active synchronized redundant
core components, including the
call router, database, and CTI
servers; fault- tolerant servers can
also be split over the WAN for
geographic fault tolerance

Outbound Option that provides
blended preview, progressive, and
predictive dialing modes with
campaigh management



UCCX 7.0 Vs. UCCE 7.5,

Multichannel

Cisco Unified
Presence integration
for enterprise
knowledge worker
integration

Agent desktop

® Inbound voice

® Outbound Preview Dialer
(included with Unified CCX
Premium)

® Informal Agent E-Mail (included
with Unified CCX Premium)

Available via Cisco Agent and
Supervisor desktop with complete
control over visibility and access
to any Cisco Unified Presence
client

Prepackaged Cisco Agent
Desktop for PCs or Cisco IP
Phones

Unified Contact Center Express Unified Contact Center Enterprise

Fully integrated Web
Collaboration, E-Mail, and
Outbound capability; a single
routing platform provides a
universal queuing system

Available via Cisco Unified Expert
Advisor for automated
identification and notification of
experts through integration with
Cisco Unified Presence Available
via Cisco Agent and Supervisor
desktop with complete control
over visibility and access to any
Cisco Unified Presence client

Prepackaged three-tier agent
desktop; CTI Toolkit; and CRM
integration



UCCX 7.0 Vs. UCCE 7.5,

CRM integration

IVR integration

® CTI integration with any
Microsoft Windows application
through key-stroke macros

® |ntegration with browser-based
applications through HTTP get
and put in Cisco Agent Desktop-
embedded browser

® Support for socket-level
Computer Supported Telephony
Applications (CSTA)-like protocol
for complete integration with Cisco
Unified Contact Center Express
ACD and IVR

e Standard and Enhanced
packages that include prompt and
collect IVR capability
(programmable Auto Attendant)

® Premium package that includes
full IVR self-service application

_——— el o

Unified Contact Center Express Unified Contact Center Enterprise

e Key-stroke macros; CTI Toolkit-
application programming interface
(API) support available in COM,
C++, Java, and .Net

® Browser-based thin-client
desktop support available

® CRM support with Siebel,
Oracle, E.Piphany, or SAP using
native drivers

Choice of Cisco Unified IP IVR or
Cisco Unified Customer Voice
Portal or Open API (GED 125),
which allows integration with third-
party IVRs



UCCX 7.0 Vs. UCCE 7.5,

Unified Contact Center Express Unified Contact Center Enterprise

® Approximately 100 predefined ® Advanced reporting and
reports archiving capabilities with Cisco
Unified Intelligence Suite

Reporting ® Support for custom reports
® Over 200 predefined reports in
WebView
Optional with Cisco Workforce Available through partners
Manager

® Sophisticated contact
forecasting tools combining the art
and science of predicting contact

volume and distribution
Workforce _
management ® \Workforce scheduling to meet

service goals with the constraints
of your workforce’s skills and
availability

® Agent and supervisor interfaces
that provide intraday information
and proactive tools




UCCX 7.0 Vs. UCCE 7.5,

Unified Contact Center Express Unified Contact Center Enterprise

Optional with Cisco Quality Available through partners
Manager and Advanced Quality
Manager

® Twenty-four-hour call recordings
that enable all customer contacts
to be reviewed instantly for
dispute resolution and to meet
regulatory requirements

Quality management ® Ability to record up to 100
percent of customer interactions

® Rapid archival search and
retrieval from anywhere

® Secure, authenticated, domain
restricted access

* Synchronized Agent Desktop
screen record with voice recording
(Advanced Quality Manager only)
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Version Overview

= CCX 7.0 is the successor to CCX 5.0.

= Name change - CRS is replaced with CCX.
= Runs on Windows 2003.
= FCS in Aug 2008.

= Supports upgrade from CCX 4.5, 5.0(1), 5.0(2).

= Premium includes Preview Outbound, Agent eMail and
Presence Integration.



Version Compatibility

= Unified CM 6.1 and 7.0

= Unified CME 4.2 and 7.0

= Unified CCE 7.2 and 7.5

= QM 2.6.1 and WFM 8.2.3

= EIM/WIM 4.2.4 or later

= CSA 5.x or later

= CiscoWorks Campus Manager 4.X and CUOM 2.X



Maximum Capacities,

Key Inbound Only Voice System Maximum Capacities

Standalone Server Two-Server Cluster

Server 7845 7835 7825 7816 7845 7835 7825 7816
Agents 300 150 100 75 300 150 100 75
Supervisors 32 15 10 8 32 15 10 8
Mon and Rec 64 32 32 32 64 32 32 32
HR Sessions 5 5 3 3 16 10 10 10
IVR Ports 300 150 100 75 300 150 100 75
Server 7845 7835 7825 7816 7845 7835 7825 7816
Agents 300 75 75 50 300 75 75 50
Supervisors 32 10 10 5 32 10 10 5
Mon and Rec 32 16 16 16 32 32 32 32
HR Sessions 2 2 2 2 8 4 4 4
IVR Ports 300 150 100 75 300 150 100 75

= Applies only to CCX 5.0, 7.0 and later releases
= Significant scalability increases for most servers
= Now supports up to 300 agents at two minutes average



Maximum Capacities,

UCM Express Inbound Voice

Server All All
Agents 50 48
Supervisors 10 5
Mon and Rec 32 N/A
HR Sessions 2 2
IVR Ports 50 48

Key Inbound Only Voice System Maximum Capacities
Standalone Server

Server 7845 7835 7825 7816 CME
BHCA 4000 2000 2000 2000 1000
csQ 150 25 25 25 50
Skills 150 150 150 150 150
ASR Ports 100 50 50 50 25
TTS Ports 160 40 40 40 25
VXML Ports 80 40 40 40 25




veployment vioaels
UCCX with UCM

Stations

Supervisor
Stations

Switch s

= Active UCCX

Server (Inbound,
Outbound ACD, IVR, CTI,
Desktop Services)

= Optional
Standby UCCX
Server

Sr—&0

Cisco QM and/or WFM Servers

Nuance or IBM ASR and/or TTS Servers

Cisco Unified EIM/WIM
NOT SUPPORTED ANYMORE




pepioyment voaeis
UCCX with UCM Express

Sip Trunk_~|&. 5

Supervisor
Stations



New Features




New Features Summary

Features

Cisco Unified Presence (CUP) Integration
Agent E-Mail

Cisco Agent Desktop Browser Edition
Embedded Browser Enhancements

Web Based Administration

Workflow Enhancements

Global and Workflow Specific Codes and
Phone Directories

Danish, Finnish, Norwegian, and Russian Localizations

Enhanced Agent and Supervisor Accessibility (VPAT)



Cisco Unified Presence (CUP) Integration

= CAD is integrated with Cisco Unified Presence (CUP)

* Included in all packages

= Allows agents to chat with Subject Matter Experts
(SMEsSs)

= Facilitates transfer and conference to SMEs

= Facilitates transfer of enterprise data



CUP Integration Workflow

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

Customer places call Cisco UCCX routes the
to the Call Center call to an Agent.

Cisco Unified '
Con&qa_,(_:_t Center >

Customer

il’i'ﬂ*‘-’ IERGC RASRIGQAD TSR T s EE e
] (gt | vt | orgs | Dot (et | Dt ot | Bocice |

Expert availability.

CUPS indicates }

Tom Sullivan - 2300 EIEIXE

I'

it | actions | Help o

| Baste Enterprise Data (Ctrl-E)
Tom Sulliv]

Tom Sulliv]
B with this cli Iransfer

details

( PSTN f’qﬁ _,

I
|il__II

AN\ 5853420291 B
30
rta P arauaaze

e

S ey Ao
.
p

Agent and Expert Chat. The Agent

can also transfer, conference and
deliver call information to the SME.




CUF INntegration

Communicating with SME

Independent
Presence Window

P Teammates
w Marketing

ﬁ &lex Chaze &yailable

@ Andy Baver At Lunch
¢ Baskings Jo B
) e : Fle Edit | Actions | Help
@ E OpCe FII:II:"EET ki | Paste Enterprise Data (Ckl-E)
o . Tom Sulliv
& Christing Aguilera Avall Tom Sullv
wyith this cli Transfar
a Donald Cribbs Ava Basklng; b Conference
Tarn Sulliv

I Dwarathy Froer (i
ﬁ Kriz Caplinger Aw3

details
Transfer /| Conference

I Meil &ntonio

AN BEE34 28291
DHIS - 3024

Account (D 47382938
Topic: Sales

Deliver Call and
Enterprise Data

[T High oicrty Send

Agents and Supervisors see
“Subject Matter Experts” (SMESs)
who use Cisco Unified Presence
Communicator (CUPC).

Agents can initiate chat sessions
with SMEs

Administrators control “buddy
lists” and visibility of contacts

Presence selection window is
independent and updated with the
latest Agent CTI state and SME
Presence State.



CUF INtegraton

CUPS Cluster Settings
= Supports Unified Presence 6.1 and 7.0
= Supports CUPS Fault Tolerance

.l::llli.«lcltl:l Cisco Desktop Administrator Admin | Logout | Change Password | About | Help

Q Save
CDA Settings CDA Settings: CUPS Setbings > CUPS Cluster Settings

H Services Configuration

=-Personnel -
Agents — CUPS Cluster Configuration SpeCIfy_Cluster _—
= CUPS Settings Enable Presence Feature Settings

CUPS Cluster Settings Version 7.0 -

Contact Lists Fublisher Host/IP Address | L Verify J
Federated Lsers !

AL Login ID | |

Fazzword | |

Workflow Groups H

— Subscriber Host/IP Addresses
| Delete Add Another

Save



CUPF Integrauon
Presence Contact List

= Contact (“buddy”) lists are created via CDA

= Contact List’'s display name will show up as a drawer in
the Agent / Supervisor Chat Selector window

= SME names and URI’s are pulled from directory

b
ciIsSco

CDA Settings CDA Settings: CUPS Settings = Contact Lists = SALES 1

= CUPS Settings
CUPS Cluster Settings
e Contact List Information
’T:cmtact List Name !SALESl

Cisco Desktop Administrator Admin | Logout | Change Password | About | Help

Federated Users
Workflow Groups

Search For: |Inc|uded v | [True Vl [Find | [ Clear Filter ] B
Last Name First Name URI Included
H Bendickson Mike bendicm@p2.rd.ld
Brezinski Tom brezint@pl.rd.id
Contact names Brezinski Tom brezint@p2.rd.ld
synchronized Doe John jd@pil.rd.id
- Mohamed Ashraf mohamea@pl.rd.ld
from dlreCtory Sillars Jay sillarj@p2.rd.Id
Subramanian Subbu subrams@pi.rd.ld
wWall Pete wallp@p2.rd.id

[ select Al | [ Clear Al M4 Goto 1 |of 1 b M Results Per Page 4 10 b




CUPF Integratuon
Work Flow Groups

= Assign contact lists to Workflow Groups, so Agents only
have visibility to appropriate Contact Lists

]
CISCo

lfseve &3
CDA Settings CDA Settings: CUPS Settings > Workflow Groups > default

Cisco Desktopﬁdminkh‘éttur- Admin | Logout | Change Password | About | Help

= CUPS Settings Search For: | Contact List Name ¥ | | Begins With v lFfﬂd] [ Clear Filter ] B

Contact Lists Contact Lm . -
: i Marketing 1 i
Workflow Groups g Ig Assign Contact

List to Workflow
SUPPORT Group
TAC
[ SelectAll [ Clearl | M4 Goto 1 of 1 pM Results Per Page 4 10 )

[Save] [ Return to Workflow Group list ]




CUPF Integration
External Contact Configuration

= CUP can integrate with a foreign domain, allowing CUP

users in an enterprise domain to interact with users in a
foreign domain

= Cisco Desktop Administrator includes the option to enter
external users in a foreigh domain

= |n this way, Cisco Agent Desktop can integrate with
those federated domains also supported by CUP

ol I i I I sisca Desktop Administrator
CISCO

BSaue Cup',r \@

Settings

Admin | Logal

Settings; Cisco Unified Presence Settings = External Contacts > Baskings

& Services Configuration
Personnel

—External Contact Information
E-Cisco Unified Presence Settings
Cisco Unified Presence Cluster Last Marne Baskings
Contact Lists First Name Jo Access to External
External Contacts LRI sullivtest@pl.rd.ld Users
workflow Groups Phone Number 12500
H-Agent E-Mail Settings




CUP Integration

Demo




Agent E-Mail
= Included in Premium

= Addresses market that need Contact Center E-Mail
management but does not require an extensive set of
features

= Support MS Exchange 2003/2007

= Provides core feature set for managing E-Mails
Distributes E-Mails to Agents
Sends responses from the Contact Center to the customer

Provides real-time and historical reports on E-Mail activity

= Fully integrated with CAD, CSD and CDA



Agent E-Mail Workflow

Customer sends E-Mail
to the Call Center

1
Agent E-Mail Service -
monitors Mail Store [ Agent E-Mail inserts
record for appropriate

E-Mail CSQ

Customer

MS Exchange
2003 / 2007

Enterprise

i Internet Web Server

Agent E-Mail sees " Supervisor can monitor

Agents and E-Mail
CSQs

Agent state and
delivers to CAD




CISCO Agent UesKIop
Voice ACD and E-Mail States

= Mix and match Voice and Agent E-Mall 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-Mail processing at any time




CISCO Agent UesSKIop
Processing E-Mail

EEX

¢~ Ready - Cisco Agent Desktop

Yy

Agents can: Receive

= Recelve one or [iumem

| Cisco Systems; Inc | _ﬂ Agent E-Mail @Cisco Systems, Inc |

multiple E-Mail | o e 3 P
CO ntaCtS | Rollerbender Order 37268923 April 17, 2008

From: Tom Sullivan <tomtest@pl.rd.1d> To: Tom Sullivan' <tomtest@plrd.1d> Attachments: ["—_‘J IP Comrnunicator Enterprise Settings.txt]

e

0:49 4M

| >

Dear Sir or Madam,

-
o I 2 ev I eW ea Ch | would like to request reshipment of 6 rollerbenders from my most recent order. These units appear to have been damaged in route and are not usable. My order number was

37268923, If you could kindly arrange for overnight delivery, it would be most appreciated as we require their use this weekend.

E-Mail content ||«

Joe Lipshaw

and Review
attachments

555.234.2837 (w)

556.232.2938 (m) @

= Respond with |
3 combination | e = teseing.. sacnrue.
of templates
and composed

material < 50

Respond




CISCO Agent VesKIop
Reviewing E-Mail

[ Send, Save, or Place in Queue |

(g £1 e
(= iSend @T@nsf@r ;-—S,a\-r-!?~ |;'.‘,j Re-queue Dal_é_t.&,x

Sendéﬂs
Attachments

Rollerbender Order 37268923 [

From: Torm Sullivan <tormtest@pl.rd.1d> To: 'Tom Sullivan' <tomtest@pl.rd.1d> Attachments: E. IF Communicatar Enterprise Settings.txt]

Dear Sir or Madam,

I 'would like to request reshipment of 6 rollerbenders from my most recent order. These units appear to have been damaged in route and are not usable. My order numhber was
37268923, If you could kindly arrange for avernight delivery, it would be most appreciated as we require their use this weekend.

Kind regards,

Joe Lipshaw

Frocurement Manager [ Sender,s TeXt ]
Ace Printing and Detailing

555.234.2837 (w)

555,232.2938 (m)

|

= The E-Mall content appears in HTML

= The Agent can transfer to a more appropriate queue or
defer back to the existing queue

s F-Mail’e attarhmente are eacilv arreccihle




CISCO Agent UesKIop
Composing E-Mail Response

Use Templates

Ife; Insert Template... @ Check Spelling... = Attach File...

Dear Mr. Linshau,

[Thank you for calling our attention to your defective arder numhber 37268923, As you requested, we are gyvernighfing 6 new rollerhenders via express courier. Ve anticipate that you will relieve these units tomarrow maorning. Ifyou have any further iss
ues with this arder, please do not hesitate to notify us immediately via e-mail ortelephone. —=
B Open E]

Sincerely, —
s Look in: |\ﬂ Iy Metwork Places v| ?ﬁ 7 |E|

[Tom Sullivan i n E FrEwy | =

Customer Serdce Representative M&mmhtl & . J'.':'”EJ:QYE\, - -‘3 hame Comments

Rockcoast Rollerbenders International I:I"\-'Er'l'lllglht 4 |C5) splknas3RandD an splkr »

1.800.325.38478 . |‘|t My Recent ' My Web Sites on MSN hkkpf fva, snusers, comy =
aveErnignts Dacurnents L BusinessSyskems on splknas...  {isplknas!iBusinessSystems
l:l"."Erhal'llj'-l'lg :_g customerfiles on splknast (s...  \\splknas1icustomerfiles

il i marketing on splknasl (splkn... {15plknas1iMarketing

L ﬂ Entire Metwork
overprinting My

avernighkers

@
- l:u'-.-'ernighter Desktop L splknaszhome on splknas3 \splknas3ihame
C h ec k S pel I I n g . . . _{ RandD on splknas3 Yisplknas3iRandD
Over I'Ilgh tll'lg ’) L software on splknas3 Yisplknas3isoftware
Documents

I My Computer |5 I | e

Ignore A m«‘@«w—wl File name: | | [ open |
i

! : ; Files of type: i,q" Files v| Caricel

Ty Mekwnrk

= Customer defined templates can be inserted throughout
the response

= Agents see and correct misspellings while typing text*

= Agents can attach multiple files as necessary



CISCO dUpervisor veskKiop
Visibility of CSQ Volumes

C ntact Service Queues

RE I Time Dlsplay

%Contact Service Queues
\.-"
] s

Navigate
Agent E-Mail
CSQs

c ntact Service Queues - Statistics Display

CSQ Agents | Processing Readv Mot Re dv Oldest in n Q Tota | Emails

emi000 3 1 1 1 o 0

Agent ‘foice State Duration| Reason Code Email State Duration Reason Code | C5Q
Barbara McAgent Mot Ready 00:00:00 Break Ready [ 0000000

Donald Morris Talking 00:00:00 Not Ready 00:00:00 Talking csg6500
Ellie Peterson Ready 00:00:00 Processing 00:00:00 eml000

Coordinated Delivery of

Summary and Detail Real
Time Reports

= Supervisor can view the E-Mails activity for the queues
their Agents support.

= Selecting the main E-Mail node will result in the CSQ
Team Summary, which will show one record for each E-
Mail queue.

= Selection of a specific E-Malil queue node drills down and
identifies the specific agents that are used to support that

aueue.




CISCO DUpPervisor UesKiop
Visibility of Agent Activity

: Agents

=8 GT_Teaml
- @8 agents
. =-f8 Boof Bonser x2702
8 Logs
. ..4% Inbound
Pk ﬁﬂuthnund
. L[ Draft
= B2 Radek Bonk x2745
: 8 Logs
~.g% Inbound
: ﬁﬂutbnund
L
_ ~[oA] Draft
= Supervisors
@ Zhuo Gong

Agent E-Mail Activity
per Contact

* |n the Agent navigation window, the
Supervisor can view enhanced and
new reports tailored to provide
additional detail on the Agent’s
E-Mail activities.

= The Supervisor can see summary
totals at a CSQ and Team level, as
well as drill down to individual
statistics and logs for specific
Agents.

= The navigation pane reflects the
Agents current ACD state for both
Voice and E-Mail.



Historical Keports ulient
New Agent E-Mail Reports

= New Database tables within UCCX facilitate the delivery
of standard and custom Historical Reporting.

= The new Standard Historical Reports are:

= |nbox Traffic Analysis - shows the number of E-Mails received for
the selected E-Mail addresses in daily time intervals.

= CSAQ Activity - shows summary statistics for E-Mail activity for the
selected E-Mail Contact Service Queues in daily time intervals.

= Agent Activity - shows summary statistics for E-Mail activity for
the selected E-Mail enabled Agents in daily time intervals.

= CSQ Agent Activity - shows summary statistics for E-Mail activity
by Agents and dates for the selected E-Mail Contact Service
Queues in daily time intervals.

= This data is also accessible from alternative reporting
packaaes for custom reports.



Agent E-viall
Setup Steps

= At a high level, enabling the Agent E-Mall feature in
release requires the following administrative touch points:

= Enable IMAPv4 service and create the target Mailbox Accounts,
Alias(es) and Distribution Lists within Microsoft Exchange.

= Create one or more CSQs in Contact Center Express
Administration and assigning Agents to those Resources in
Contact Center Express Administration.

= Configure Agent E-Mail Settings in Cisco Desktop Administrator.



Agent E-viall
Microsoft Exchange Support

%1 Exchange Management Console [_[Olx]

= Support for MS =~ & =2 =

&= @ 2B

Exchange 2003 7=
o 0rg - . z
g3 s o'l New Mailbox Mailbox
B T — | L Modfy the Maxi Murm...
and 2007 : 1 SMTP Addiess £, Madify the Maximurn Mum,
M Intraduction | Mew Mailbox inistrator@pt.id Id oy Mew Mailbox,..
I User Type | ‘When you click Mew, the following mailbox wil be created, izagT ‘;dl-clld Yiew 7
. ; pl.id.
[ | Re u I res @ B3 Uset Infamation Configuration Summary: eqtip].rd.|d Refresh
B [ Maibox Settings s ; " stEpT rdId
: - oy faytest2007 RS, Sillars j 3 & Help
(O L & , ; i@pl.rdld
V a n @B g . i ailox tupe: Liser Mailbox stiapt rdld Administrator -
i & I Completion Orgarizational urit, pl.rd /U sers 1k =
""" To First niamne; japtest2007 el () Disable

Initials: JRS @pTrdld
Last name; Silars ectizp rdld 7 Remove

User name; japtest2007 JRS. Silars

Liser lagon name (Llser Principal Name]: japtest?2007@01 rd Id test@pl.rd Id B Move Maibo...
User logon name [pre-windows 2000]; jaytest2007 teste@pl.id d Properti
Uzer doesn't need to change pagaword at next logon test3@pl dld rOperties
Aligz: japtest2007 I

= Supports ciois |
Storage Group: First Storage Group calabrio@p1.rd 1d

Mailbow D atabase: Mailbox Databaze calabrio@pl.id.|d

Secured or

calabrio@pT.id.|d

U d gy
nsecure

Core@pl.rd Id

C onne Ct I ons b cendema @1 rdld

Select Chl+C to copy the cantents of this page.

Help | < Back | Mew Caricel

4l | vl




Agent t-iviall
CSQ Configuration

= |lt's now necessary to classify the CSQ type as either
“Voice” or “E-Mail.
= A CSQ must be one or the other; it cannot be both.

= \When an administrator defines a CSQ as E-Mail, the
Contact Queuing Criteria will always be First In, First Out.

I Swstem I Applications I Subsystems I Wizards I Tools I Help

Unified Contact Center Express Administration

For Cisco Unified Communications

RmCm Configuration

=kills

: s Contact Service Queue Configuration
Resaurces ey

Resource Sroups

Contact Service Queue

Contact Service Queues Mame™ =ales SUEPDHE_MEH ]

Ry Provider Contact Service Queue rm—— -
FEmail iw
Assign Skills T'}rpe* !:~.-:-.-.-:-.-_-:-.-_-:-.-.-:-.-.-'__! Identlfy CSQ Type
Remote Maonitor Contact Queuing Criteria FIFO
& t B d Routi i e e
ngt?ngsase cuting Eﬂi‘SdDELf;ce Pool Selection !__F_{_‘_E__S_‘:'_'J_'_'_‘_:_E___SE_'_l_lfS_ll
Tearms

* indicates required item



Agent E-viall
Resource Configuration

= The Administrator can then assign Agents with the skills
that correspond to the newly created CSQs.

= Unlike the Voice contacts, the Competence Level for an
Agent E-Mail skill will have no impact on the routing.

- Agents can have dedlcated or mixed skills.

Swystem ; =1 stems Wizards Tools Help

Unified Contact Center Express Administration

For Cisco Unified Communications

RmCm Configuration

Sikills Resource Configuration

Resources COpen Printable Report of this Resowurce Configuration
Resaurce Groups Resource Mame Tom Sullivan

Coantact Service Qusues Resource ID . . .

RmMCm Provider oonyewemae Assign Voice and E-Mail

dagiis Caen Resource Group Skills as Desired

Automatic Avail

Ag ent Based Routing

E it Assigned Skills Unassigned Skills
EEEEEE [sk_eoTis) - |[sk_eD1 |
[[sk_wo1(5) sk_e02 |
sk_e=03 -
| = Isk_e=08 2|

Competence Lewel I5 V_i (i1-Begnner, 10-Expeart)

Team [Toms Team |

= indicates reguired item




CISCO UEeSKIOp Aaministrator
Global Agent E-Mail Settings

= IMAP / SMTP settings for Exchange

= Maximum number of concurrent E-Mails that an Agent
can have saved on their Desktop (1-5)

= Allow an Agent to send attachments and maximum
outbound size of an E-Mail

= Second E-Mail address where all Agent deleted E-Mails
will be forwarded

IMAP Settings

SMTP Setting

Other Settings




CISCO DEeSKIoOp Aaministrator
CSQ Settings

= Map the Exchange E-Mail addresses to the CSQs defined
In the Express system

= |t's possible to have several E-Mail addresses mapped to
a single CSQ (it's not possible to map a single E-Mail
address to multiple CSQs in this release)

= Configure an automated response to all E-Mails that enter
the queue

vl I L I I Gisco Desktop Administrator Admin | Logout | Change Passward | about | Help
CISCO

Save

w Settings: Agent E-Mail Settings > Contact Service Queus Settings > csq_e

Services Configuration

Personne | —Settings —
# Cisco Unified Presence Settings 4 AUtomated Res ponse
= agent E-Mail Settings Send autormnatic response ¥

Global Settings Response template URI | |

Contact Service Queus Settinc Example: { httpAwww . myserver.com/mytemplate. txt, or file! /s /mytemplate. tyt)

Templates Send responses using E-Mail address 2003gatests. 3@pl.rd.Id

BCC all responses to E-Mail address

—E-Mail addresses that map to this CSQ E-Mail tO CSQ Mappi ng =

2003gatest5. 3@pl.rd.id
2003gatests.4@pl.rd.id Delete
2003gatest5. 5@pl.rd.Id Delete Add Another




CISCO UEeSKIOp Aaministrator
Response Templates

= Administrator can configure multiple templates that
Agents can incorporate into their responses

= Templates can be located on a Web or Network Server
and referenced via Uniform Resource Identifier (URI)

! lI Il Il ' gisco Desktop Administrator
CIscCo

Save
Settings; Agent E-Mail Settings = Templates

Services Configuration

‘Search For: | Document Identifier % | | Begins With ‘
# Personnel

Admin | Logout | Change Password | About | Help

| g ) Cctear e ) (+] (-

3 Template List
Cisco Unified Presence Settings T T
G Agent E-Mail Settings Selected Document Identifier Description URI
A —— O Pete Template Pete's password reset template http: /410,192,252, 24:6293/teamadmin/petetemplate. txut
Liobal settings "SR 5
Contact Service Ousue Settine | Add New | [Select all| [Clear All] [ Delete Selected| K ( Goton  (of1 b M Results Per Page 4 10 b
Templates

Multiple Templates

Re | I Il I I Cisco Desktop Administrator
cISco 1

Bsave Cupv @

Settings

Admin | Logout | Change sbout | Help

Settings: Agent E-Mail Settings > Templates > Pete Template

Services Configuration

® Personnel

& Cisco Unified Presence Settings .
U Agent E-Mail Settings Document Identifier Pete Template

Global Settings Description Pete's password reset template Locate on Web Or
Contact Service Queue Seftinc | URI

http: /10,192,252 24: 6283/t eamadmin/petetemplate. txt
Templates

Example: { http: ffwoww . myserver.com/mytemplate txt, or file: /fx: fmytemplate txt) Network Server

Template Information
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LISCO Agent UesKIop
Browser Edition

. htp::',l'119..2..168.'2;51.k6?l:;0Bijc;dlbe,lzfram;tl.jspjs;sioln:d;DF193:868;2.0«4SZDISZID?.*I?SBABSBQDASZ?Q?myLoca=e U u O pe rate S O n Wi n d OWS a n d
ghwesr (MNan 00am0 oLl ~ Linux operating system and
St Calling# Calleds Alerting# Original Cal...  Original Cal... Dr .

~ supports both Firefox and
e e e e e | |Internet Explorer

Raoute paink
DMNIS 7401 4102 Agent ID Joshua Jones 00:00: 34

G = Supports both reason and

A  wrap up codes and provides

ook | screen pops via HTTP into an
- external browser

1 = Only HTTP (Get/Post to URL)

1 and Utility Actions (Record &

v | High Priority Chat) are

73 available

= Does not currently support
ofurch  the new Agent E-Mail and

e | Pracanra foaatiirac

Wrap-up Data




LISCO Agent UesKIop
Embedded Browser Enhancements

= Up to 10 multi browser tabs are supported

= A different Home Page can be configured for each

"7 Cisco Desktop Administrator,
File WView Monitoring ‘Window Help

B % &

H@ Locations
= @ Call Center 1

= % ‘wiork Flow Configuration
Dial Strings
[ Phone Baook
: @ Reason Codes
: -8 Wrap-up Data
: @ Record | Maonitar Motification
B- B wWork Flow Groups

=l # default

: -EP Erterprise Data
Reason Codes
& Wrap-up Data
Phone Book
- EQ CAD Agent
{55 User Intetface
[ woice Contact Work Flows
oo Bgent Management Wark Flows
: CAD-BE Agent
=84 1P Phone Agent
W # BYTest
[+ # Alest

Ready

Toolbar] Show Data Fields | Miscellaneous  Brawser Setup ] Remote Acce:
1 General Browser Options
v Allaw Address Editing

EE

1 Murnber of Workflow Browsers

i @ elald 2 -

Description

ienwe s  DEHG 200 iE

| Data

Device | Type

| Duration

Google

| | Cisco Systems, Inc | [ECNN.cDm - Breaking Mews, U.5., World, Weather, Entertainment & Yideo Mews E Google | Eciscn Systems, Inc

E_.Hidr.e$ hktp: ffww, google. comy -

Agent Desktop has a tab

v

dedicated to Supervisor
URL pushes

Calabrio. Softwaref@gmail.com | iGoogle | My Account | Sign out




CISCO DUPErvisor UesKiop
Embedded Browser Enhancements

* Clscn Supervisan Desltop Z||§|E| " S u p e rV i SO r m ay

P e Wew Taok fclos Halp

o iR RePE R GRS have up to 10

| shll Graups 1 Lasen systems, Inc.

: ﬁ;%cflm.uu [Red Tme.., Gaco s G Sy, Gangle | o [ Mitzem ;'rjh:-uj | et | Sperirk., [Wekome . Ol | m u Itl b rowse r ta bS

o 0 ) e Dl decscond

A

Witdr ki [Chags L5
N

clsco == | = Browser tabs are
Salinars Pradircts & Sendces Ondeting Support I|-|i||i||lj&Ewnf1$.-. now at the top Of
. the screen

#®= Push URL to Apent
~Frbe LA

| bt l',lm'm.bﬂal:tbu.—ruari‘..:cn"

= Browser history

% — now contains up
= 8 bt
3 o to 25 addresses
& Oubaurd

i IEbeLE;::uL:ur: 206 .

1 w,ﬁ;ﬁ::‘_ i Latest News " S u pe 'VISOI can

by Frank Calderani Becomes lstcs Hew (P01 2Feh

Ly RS push web pages
:-:-.q el Tourem, Cordarencig Conck irn to Ag e n tS

Vi ALK
|£



CISCO UEesSKIOp Aaministrator
Web Based Administration

= The Cisco Desktop Administrator has been divided into
two, a web based Desktop Administrator and a rich
client based Work Flow Administrator.

= With the web based Cisco Desktop Administrator,
administrators can perform setup and essential
configuration settings for:

Enterprise Data

Agent E-Mail

Monitoring and Recording Setting

Integration with Cisco Unified Presence and CUP users

Agent assignments to Workflow Groups

= Workflow Administration still utilizes the Windows
haced rlient



LISCO DESKIOP AdMIinisiraior

Workflow Enhancements

*H Cisco Desktop. Administrator

File View Monitaring ‘Window Help

I@ Locations
= Call Center 1
=l % Wark Flowe Configuration
[+ 8 Dial Strings

= Wiork Flow Groups
" P
= & default

" Cisco Desktop Administrator
File Wiew Monitoring ‘Window Help

X ]

Woice Contact Work Flow - <Diefaults

Events Rules [of cument Event]

I@ Locations
= Call Center 1
= % ‘Work Flow Configuratian
[ 8 Dial Strings
[l Phane Book
+@ Reason Codes
[+ Wrap-up Data
i@ Record | Manitar Matification
=B wark Flow Groups
= % default
[Ready . @ Enterprise Data

- &2 Reason Codes

- & Wirap-up Data

& Fhane Book,

- 2 €0 caD Agent
i User Interface

IR N - s
- I [§] CAD-BE Agent
P - User Inkerface

[+-§4 1P Phone Agert
[+ & BVTest
- # Alest

)& voice Contact Work Flows

riaement Work Flows

Plb [ Voice Contact Work Flows

MNat ready
Tirne of day

Current Rule Conditions
{Default>

Fiules [of curent Event]

Data Field Conditions:

; | |

L

= Voice Contact Work
Flows allow to trigger
actions based on call
related events:
Ringing, Answered,
Dropped and Work

= Agent Management
Work Flows allow to
trigger actions based
on Agent events:
Startup, Shutdown,
Logged in, Logged
out, Ready, Not
ready and Time of



CISCO UEeSKIOp Aaministrator
Global and Workflow Specific Codes

| Cisco Desktop Administrator

Fle View Monitoring Window  Help

&% 2

I@ Locations

=l Call Center 1
H % Wark. Flow Canfiguration

r#}- 8 Dial Strings

-[B) Pharne Book
@ Reason Codes

13

“ 1 Llata
lﬁ] Record Maritor Notification
!;,’ Wark Flow Groups
| # defaul
¢ Enterprise Data
- 3
: nJ Wrap-up Data
=+
Elj CAD Agent
; E User Inketface

2 [ caneE Agent
o User Interface

B IP Phone dgent
[+ BWTest
W Akest

-yailatle Wrapup Descriptions

- ) Vaice Conkack Work Flows
- e Bi3Ent Management Wark Flows

- )& Vaice Conkact Work Flows

drap?
wifwrapt
wifwrapz2

Modify List,..

[lobal YWrap-up Descriptions

drapl

dald = Wrap-up Data that is

common to all
workflow groups can
be configured at the
global level

Reason Codes can
be configured to be
workflow group
specific

Phone Books can be
configured to be
workflow group
specific



CISCO DEeSKIop Aaministrator
IPC Receive Event

Bl Cisco Daskiop hdministrator
e Yiawe Window  Help
& 7

|
@

£
:
BN |

= 3rd Party Applications can
send messages over a
UDP socket to CAD

IPC Make Call
IPC High Priority Chat
IPC Start/Stop Record

= @ cabcervers Tour | Shove Data Fiedds | Miscelansoiis | Browst Setup | Flesiote Access

IPC Action Setup x|

Action Mame: !

IPC Agent Notification Bt - i
Port: |80
: CAD Can aISO Send a Da'::nms | vahis Vi Typie ll

UDP message to a 3™
Party Application

<?xml version="1.0"?>
<!-- IPC Receive Event Message —-->

' 1 <IPCActions>
= 3rd Party Application send
<ActionName>IPC Make Call Action</ActionName>

messages in XML format == <PhoneNumber>2961</PhoneNumber>

<DisplayError>true</DisplayError>
</IPCMakeCallAction>




Packaging

Changes




UCCX 7.0 Premium Repackaging

CCX 5.0 Premium (Inbound Voice only)
ml=  CCX 5.0 Preview Blended Outbound

New CUPS Integration
New Simplified Agent E-Mail

New Desktop Features

New CAD Browser Edition

| =44+

CCX 7.0 Premium Desktop

Additional Cost Options:
WFQO: Qualitv. Advanced Qualitv & Workforce Manaaement






UCCX Roadmap

CY2010 CY2011

CCX 8.0 - Dactyl CCX 8.5 CCX 10.0

* Stretch Goal
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