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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

U C C X  7 . 0  V s .  U C C E  7 . 5 2
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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 

U C C X  7 . 0  V s .  U C C E  7 . 5 3
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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

U C C X  7 . 0  V s .  U C C E  7 . 5 4
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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

U C C X  7 . 0  V s .  U C C E  7 . 5 5



V e rs ion O v e rv ie w



� 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



A

C us t om e r

A g e nt

PSTN

Customer places call 
to th e Call Cen ter

Ci sco U CCX  routes th e 
call to an  A g en t.

CU P S  i n d i cates 
Ex pert av ai lab i li ty .

A g en t an d  Ex pert Ch at.   T h e A g en t 
can  also tran sf er,  con f eren ce an d  
d eli v er call i n f ormati on  to th e S M E.

A g en t n eed s an  ex pert.   L aun ch es 
Ci sco A g en t D esk top’s Ch at W i n d ow  

to locate Ex pert.

E x p e r t

C U P  I nt egr at i o n W o r k f l o w

C U P S



� A gents and  S u p erv isors see 
“S u b j ect M atter E x p erts” ( S M E s)  
w h o u se C isco U nif ied  Presence 
C om m u nicator ( C U PC ) .  
� A gents can initiate ch at sessions 
w ith  S M E s 
� A d m inistrators control  “b u d d y  
l ists” and  v isib il ity  of  contacts
� Presence sel ection w ind ow  is 
ind ep end ent and  u p d ated  w ith  th e 
l atest A gent C T I state and  S M E  
Presence S tate.

I n d epen d en t 
P resen ce W i n d ow

T ran sf er /  Con f eren ce

C U P  I nt egr at i o n
C o m m u ni c at i ng w i t h  S M E

D eli v er Call an d  
En terpri se D ata



C U P  I nt egr at i o n
C U P S  C l u s t er  S et t i ngs

S peci f y  Cluster 
S etti n g s

� S up p orts Unifie d P re se nce  6 . 1  and 7 . 0
� S up p orts CUP S  F aul t T ol e rance



C U P  I nt egr at i o n
P r es enc e C o nt ac t  L i s t

Con tact n ames 
sy n ch ron i z ed  
f rom d i rectory

� Contact ( “b uddy ”)  l ists are  cre ate d v ia CD A
� Contact L ist’s disp l ay  nam e  w il l  show  up  as a draw e r in 
the  A g e nt /  S up e rv isor  Chat S e l e ctor w indow
� S M E nam e s and UR I’s are  p ul l e d from  dire ctory



C U P  I nt egr at i o n
W o r k  F l o w  G r o u p s
� A ssig n contact l ists to Work fl ow  G roup s,  so A g e nts onl y  
hav e  v isib il ity  to ap p rop riate  Contact L ists

A ssi g n  Con tact 
L i st to W ork f low  

G roup



� CUP  can inte g rate  w ith a fore ig n dom ain,  al l ow ing  CUP  
use rs in an e nte rp rise  dom ain to inte ract w ith use rs in a 
fore ig n dom ain
� Cisco D e sk top  A dm inistrator incl ude s the  op tion to e nte r 
e x te rnal  use rs in a fore ig n dom ain
� In this w ay ,  Cisco A g e nt D e sk top  can inte g rate  w ith 
those  fe de rate d dom ains al so sup p orte d b y  CUP

C U P  I nt egr at i o n
E x t er nal  C o nt ac t  C o nf i gu r at i o n

A ccess to Ex tern al 
U sers



C U P  Inte g ra tion
D e m o



� Incl ude d in P re m ium
� A ddre sse s m ark e t that ne e d Contact Ce nte r E-M ail  
m anag e m e nt b ut doe s not re q uire  an e x te nsiv e  se t of 
fe ature s
� S up p ort M S  Ex chang e  2 0 0 3/ 2 0 0 7
� P rov ide s core  fe ature  se t for m anag ing  E-M ail s

D istrib u tes E -M ail s to A gents
S end s resp onses f rom  th e C ontact C enter to th e cu stom er 
Prov id es real -tim e and  h istorical  rep orts on E -M ail  activ ity

� F ul l y  inte g rate d w ith CA D ,  CS D  and CD A

Agent  E -M ai l



I n t e r n e t

L A N

M S  E x c h a ng e  
2 0 0 3  /  2 0 0 7

E nt e r p r i s e
W e b S e r v e r

Agent  E -M ai l  W o r k f l o w

C us t om e r

Customer sen d s E-M ai l 
to th e Call Cen ter A g en t E-M ai l S erv i ce 

mon i tors M ai l S tore A g en t E-M ai l i n serts 
record  f or appropri ate 

E-M ai l CS Q

C i s c o C C X
A g e nt  E -M a i l

A g en t E-M ai l sees 
A g en t state an d  
d eli v ers to CA D

S uperv i sor can  mon i tor 
A g en ts an d  E-M ai l 

CS Q s



Ag en t E-M a il  S ta tesAg en t ACD  S ta tes

� M ix  and m atch V oice  and A g e nt E-M ail  state s,  as 
de sire d
� If V oice  state  is “R e ady ”,  the n E-M ail  p roce ssing  can b e  
inte rrup te d b y  an A CD  V oice  cal l
� C isco A gent D esk top  au to sav es E -M ail  to “D raf t” and  p l aces 
agent in A gent E -M ail  “N ot R ead y ” state

� D esk top  f ocu s au tom atical l y  ch anges to v oice d isp l ay
� A g e nt can re sum e  A g e nt E-M ail  p roce ssing  at any  tim e

C i s c o  Agent  D es k t o p
V o i c e AC D  and E -M ai l  S t at es



R eceive

R es p o n d

R eview

C i s c o  Agent  D es k t o p
P r o c es s i ng E -M ai l

A g e nts can:
� R e ce iv e  one  or 
m ul tip l e  E-M ail  
contacts
� R e v ie w  e ach 
E-M ail  conte nt 
and 
attachm e nts
� R e sp ond w ith 
a com b ination 
of te m p l ate s 
and com p ose d 
m ate rial



S en d ,  S a ve,  o r  P l a ce in  Q u eu e

S en d er ’s  T ex t

� T he  E-M ail  conte nt ap p e ars in H T M L
� T he  A g e nt can transfe r to a m ore  ap p rop riate  q ue ue  or 
de fe r b ack  to the  e x isting  q ue ue
� E-M ail ’s attachm e nts are  e asil y  acce ssib l e

C i s c o  Agent  D es k t o p
R ev i ew i ng E -M ai l

S en d er ’s  
Atta ch m en ts



Ch eck  S p el l in g

Atta ch  F il es
Us e T em p l a tes

� Custom e r de fine d te m p l ate s can b e  inse rte d throug hout 
the  re sp onse
� A g e nts se e  and corre ct m issp e l l ing s w hil e  ty p ing  te x t*
� A g e nts can attach m ul tip l e  fil e s as ne ce ssary  

C i s c o  Agent  D es k t o p
C o m p o s i ng E -M ai l  R es p o ns e



� S up e rv isor can v ie w  the  E-M ail s activ ity  for the  q ue ue s the ir A g e nts sup p ort.
� S e l e cting  the  m ain E-M ail  node  w il l  re sul t in the  CS Q  T e am  S um m ary ,  w hich w il l  show  one  re cord for e ach E-M ail  q ue ue .
� S e l e ction of a sp e cific E-M ail  q ue ue  node  dril l s dow n and ide ntifie s the  sp e cific ag e nts that are  use d to sup p ort that q ue ue .

C i s c o  S u p er v i s o r  D es k t o p
V i s i b i l i t y  o f  C S Q  V o l u m es

N a vig a te 
Ag en t E-M a il  

CS Q s
Co o r d in a ted  D el iver y  o f  
S u m m a r y  a n d  D eta il  R ea l  

T im e R ep o r ts



� In the  A g e nt nav ig ation w indow ,  the  
S up e rv isor can v ie w  e nhance d and 
ne w  re p orts tail ore d to p rov ide  
additional  de tail  on the  A g e nt’s     
E-M ail  activ itie s.
� T he  S up e rv isor can se e  sum m ary  
total s at a CS Q  and T e am  l e v e l ,  as 
w e l l  as dril l  dow n to indiv idual  
statistics and l og s for sp e cific 
A g e nts.
� T he  nav ig ation p ane  re fl e cts the  
A g e nts curre nt A CD  state  for b oth 
V oice  and E-M ail .

C i s c o  S u p er v i s o r  D es k t o p
V i s i b i l i t y  o f  Agent  Ac t i v i t y

Ag en t E-M a il  Activity  
p er  Co n ta ct



� N e w  D atab ase  tab l e s w ithin UCCX facil itate  the  de l iv e ry  
of standard and custom  H istorical  R e p orting .   
� T he  ne w  S tandard H istorical  R e p orts are :
� Inb ox  T raf f ic A nal y sis - sh ow s th e nu m b er of  E -M ail s receiv ed  f or 
th e sel ected  E -M ail  ad d resses in d ail y  tim e interv al s.

� C S Q  A ctiv ity  - sh ow s su m m ary  statistics f or E -M ail  activ ity  f or th e 
sel ected  E -M ail  C ontact S erv ice Q u eu es in d ail y  tim e interv al s.

� A gent A ctiv ity  - sh ow s su m m ary  statistics f or E -M ail  activ ity  f or 
th e sel ected  E -M ail  enab l ed  A gents in d ail y  tim e interv al s.

� C S Q  A gent A ctiv ity  - sh ow s su m m ary  statistics f or E -M ail  activ ity  
b y  A gents and  d ates f or th e sel ected  E -M ail  C ontact S erv ice 
Q u eu es in d ail y  tim e interv al s.

� T his data is al so acce ssib l e  from  al te rnativ e  re p orting  
p ack ag e s for custom  re p orts.

H i s t o r i c al  R ep o r t s  C l i ent
N ew  Agent  E -M ai l  R ep o r t s



� A t a hig h l e v e l ,  e nab l ing  the  A g e nt E-M ail  fe ature  in 
re l e ase  re q uire s the  fol l ow ing  adm inistrativ e  touch p oints:
� E nab l e IM A Pv 4  serv ice and  create th e target M ail b ox  A ccou nts,  
A l ias( es)  and  D istrib u tion L ists w ith in M icrosof t E x ch ange.

� C reate one or m ore C S Q s in C ontact C enter E x p ress 
A d m inistration and  assigning A gents to th ose R esou rces in 
C ontact C enter E x p ress A d m inistration.

� C onf igu re A gent E -M ail  S ettings in C isco D esk top  A d m inistrator.

Agent  E -M ai l
S et u p  S t ep s



Agent  E -M ai l
M i c r o s o f t  E x c h ange S u p p o r t

� S up p ort for M S  
Ex chang e  2 0 0 3 
and 2 0 0 7
� R e q uire s 
IM A P v 4  and 
S M T P
� S up p orts 
S e cure d or 
Unse cure d 
Conne ctions



Agent  E -M ai l
C S Q  C o nf i gu r at i o n
� It’s now  ne ce ssary  to cl assify  the  CS Q  ty p e  as e ithe r 
“V oice ” or “E-M ail .
� A  CS Q  m ust b e  one  or the  othe r;  it cannot b e  b oth.
� Whe n an adm inistrator de fine s a CS Q  as E-M ail ,  the  
Contact Q ue uing  Crite ria w il l  al w ay s b e  F irst In,  F irst O ut.

I d en tif y  CS Q  T y p e



Agent  E -M ai l
R es o u r c e C o nf i gu r at i o n
� T he  A dm inistrator can the n assig n A g e nts w ith the  sk il l s 
that corre sp ond to the  ne w l y  cre ate d CS Q s.
� Unl ik e  the  V oice  contacts,  the  Com p e te nce  L e v e l  for an 
A g e nt E-M ail  sk il l  w il l  hav e  no im p act on the  routing .
� A g e nts can hav e  de dicate d or m ix e d sk il l s.

As s ig n  V o ice a n d  E-M a il  
S k il l s  a s  D es ir ed



C i s c o  D es k t o p  Adm i ni s t r at o r
G l o b al  Agent  E -M ai l  S et t i ngs

I M AP  S ettin g s

S M T P  S ettin g

O th er  S ettin g s

� IM A P  /  S M T P  se tting s for Ex chang e
� M ax im um  num b e r of  concurre nt E-M ail s that an A g e nt 
can hav e  sav e d on the ir D e sk top  ( 1 -5 )
� A l l ow  an A g e nt to se nd attachm e nts and m ax im um  
outb ound siz e  of an E-M ail
� S e cond E-M ail  addre ss w he re  al l  A g e nt de l e te d E-M ail s 
w il l  b e  forw arde d



� M ap  the  Ex chang e  E-M ail  addre sse s to the  CS Q s de fine d 
in the  Ex p re ss sy ste m
� It’s p ossib l e  to hav e  se v e ral  E-M ail  addre sse s m ap p e d to 
a sing l e  CS Q  ( it’s not p ossib l e  to m ap  a sing l e  E-M ail  
addre ss to m ul tip l e  CS Q s in this re l e ase )
� Config ure  an autom ate d re sp onse  to al l  E-M ail s that e nte r 
the  q ue ue

C i s c o  D es k t o p  Adm i ni s t r at o r
C S Q  S et t i ngs

Au to m a ted  R es p o n s e

E-M a il  to  CS Q  M a p p in g



C i s c o  D es k t o p  Adm i ni s t r at o r
R es p o ns e T em p l at es

M u l tip l e T em p l a tes

L o ca te o n  W eb  o r  
N etw o r k  S er ver

� A dm inistrator can config ure  m ul tip l e  te m p l ate s that 
A g e nts can incorp orate  into the ir re sp onse s
� T e m p l ate s can b e  l ocate d on a We b  or N e tw ork  S e rv e r 
and re fe re nce d v ia Uniform  R e source  Ide ntifie r ( UR I)



A g e nt E -M a il
D e m o



C i s c o  Agent  D es k t o p
B r o w s er  E di t i o n

� O p e rate s on Window s and 
L inux  op e rating  sy ste m  and 
sup p orts b oth F ire fox  and 
Inte rne t Ex p l ore r
� S up p orts b oth re ason and 
w rap  up  code s and p rov ide s 
scre e n p op s v ia H T T P  into an 
e x te rnal  b row se r
� O nl y  H T T P  ( G e t/ P ost to UR L )  
and Util ity  A ctions ( R e cord &  
H ig h P riority  Chat)  are  
av ail ab l e
� D oe s not curre ntl y  sup p ort 
the  ne w  A g e nt E-M ail  and 
P re se nce  fe ature s.



C i s c o  Agent  D es k t o p
E m b edded B r o w s er  E nh anc em ent s
� Up  to 1 0  m ul ti b row se r tab s are  sup p orte d
� A  diffe re nt H om e  P ag e  can b e  config ure d for e ach

Ag en t D es k to p  h a s  a  ta b  
d ed ica ted  to  S u p er vis o r  

UR L  p u s h es



C i s c o  S u p er v i s o r  D es k t o p
E m b edded B r o w s er  E nh anc em ent s

� S up e rv isor m ay  
hav e  up  to 1 0  
m ul ti b row se r tab s
� B row se r tab s are  
now  at the  top  of 
the  scre e n
� B row se r history  
now  contains up  
to 2 5  addre sse s
� S up e rv isor can 
p ush w e b  p ag e s 
to A g e nts



C i s c o  D es k t o p  Adm i ni s t r at o r
W eb  B as ed Adm i ni s t r at i o n
� T he  Cisco D e sk top  A dm inistrator has b e e n div ide d into 
tw o,  a w e b  b ase d D e sk top  A dm inistrator and a rich 
cl ie nt b ase d Work  F l ow  A dm inistrator.
� With the  w e b  b ase d Cisco D e sk top  A dm inistrator,   
adm inistrators can p e rform  se tup  and e sse ntial  
config uration se tting s for:
E nterp rise D ata
A gent E -M ail
M onitoring and  R ecord ing S etting
Integration w ith  C isco U nif ied  Presence and  C U P u sers
A gent assignm ents to W ork f l ow  G rou p s

� Work fl ow  A dm inistration stil l  util iz e s the  Window s 
b ase d cl ie nt



C i s c o  D es k t o p  Adm i ni s t r at o r
W o r k f l o w  E nh anc em ent s

� V oice  Contact Work  
F l ow s al l ow  to trig g e r 
actions b ase d on cal l  
re l ate d e v e nts:  
R ing ing ,  A nsw e re d,  
D rop p e d and Work
� A g e nt M anag e m e nt 
Work  F l ow s al l ow  to 
trig g e r actions b ase d 
on A g e nt e v e nts:  
S tartup ,  S hutdow n,  
L og g e d in,  L og g e d 
out,  R e ady ,  N ot 
re ady  and T im e  of 
day



C i s c o  D es k t o p  Adm i ni s t r at o r
G l o b al  and W o r k f l o w  S p ec i f i c  C o des

� Wrap -up  D ata that is 
com m on to al l  
w ork fl ow  g roup s can 
b e  config ure d at the  
g l ob al  l e v e l
� R e ason Code s can 
b e  config ure d to b e  
w ork fl ow  g roup  
sp e cific
� P hone  B ook s can b e  
config ure d to b e  
w ork fl ow  g roup  
sp e cific



� 3rd P arty  A p p l ications can 
se nd m e ssag e s ov e r a 
UD P  sock e t to CA D
IPC  M ak e C al l
IPC  H igh  Priority  C h at
IPC  S tart/ S top  R ecord
IPC  A gent N otif ication

� CA D  can al so se nd a 
UD P  m e ssag e  to a 3rd
P arty  A p p l ication
� 3rd P arty  A p p l ication se nd 
m e ssag e s in XM L  form at

C i s c o  D es k t o p  Adm i ni s t r at o r
I P C  R ec ei v e E v ent

<?xml version="1.0"?>
<! - - I P C  R ec eive E vent  M essa g e - - >
<I P C A c t ions>
<I P C M a k eC a llA c t ion>
<A c t ionN a me>I P C  M a k e C a ll A c t ion</ A c t ionN a me>
<P h oneN u mb er>2961</ P h oneN u mb er>
<D isp la y E rror>t ru e</ D isp la y E rror>
</ I P C M a k eC a llA c t ion>
</ I P C A c t ions>



P a ck a g ing  
C h a ng e s



Same Price!
M o re V al u e!

C C X  5 . 0  Premiu m ( I n b o u n d  V o ice o n l y )

N ew  C U PS I n t eg rat io n
C C X  5 . 0  Prev iew  B l en d ed  O u t b o u n d

N ew  Simp l if ied  A g en t  E -M ail
N ew  D es k t o p  F eat u res

N ew  C A D  B ro w s er E d it io n
C C X  7 . 0  Premiu m D es k t o p

A d d it io n al  C o s t  O p t io n s :
WF O :  Q ual ity ,  A dv ance d Q ual ity  &  Work force  M anag e m e nt

U C C X  7 . 0  P r em i u m  R ep ac k agi ng



R oa dm a p



U C 8 . 0
T oledo P h ase 1

U C 8 . 0
T oledo P h ase 1

U C 9 . 0
T oledo P h ase 2

U C 9 . 0
T oledo P h ase 2

U C 1 0 . 0
D aG ama
U C 1 0 . 0
D aG ama

U C 9 . 1
L iv ing ston
U C 9 . 1

L iv ing ston

CY2010 CY2011

CCX  8 . 0  - D acty l
• V O S  port
• T CO
• U pg rad e
• H A  ov er W A N  
• S upport f or R T  
an d  R T -li te 
ph on es as A g en t 
ph on es

• 5 0 0  A g en t 
support*

CCX  9 . 0
• CoR es 
CU CM B E/ V i rtual.  

• CU I S  i n teg rati on
• P red i cti v e /  
P rog ressi v e D i aler

• CV P  I n teg rati on  
v i a P aren t /  Ch i ld

• S oluti on +  A CM I  
S D K

CCX  1 0 . 0
• U n i v ersal Q ueue
• O n -b ox  J av a &  
. N et A CM I  S D K s

• CV P -li te 
I n teg rati on

CCX  8 . 5
• CA D  
En h an cemen ts

CCX  9 . 1
• R emote A g en ts
• H i erarch i cal 
A d mi n

• G U I  S cri pt Ed i tor

U C 8 . 5
F air bor n
U C 8 . 5
F air bor n

*  S t r e t c h  G o a l

U C C X  R o adm ap



Q  a nd A




