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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)




Version Overview
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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






