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Business is in transition 

One Time 
Z o ne,

R ea l -t ime

N ew  a nd  
C h a ng ing  
R eg u l a t io ns

B u s ines s  
C o nt inu a nc e

W o r k ing  
M o ment s

S ec u r it y  a nd  
S u r v eil l a nc e

M o b il it y  a nd  
U nif o r mit y  o f  
E x p er ienc e

Th e 
“M il l enia l s ”

W eb  2 . 0
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Video
Rich media
co l l ab o r at io n Unified

C o m m u nic a t o r

P r es en c e
I n t el l ig en ce in
t he n et w o r k

S p eec h
V o ice acces s
t o  s er v ices

M ob il it y
W ir ed an d w ir el es s

Vir t u a l iz a t ion
Real -t ime s es s io n  
man ag emen t

P ol ic y
I den t it y  an d 
p r ef er en ce

Unit y
M es s a g ing

Unified I P  C o nt a c t  
C ent er

I P  P h o nesS er v ic e a nd
S u p p o r t

Unified
M eet ing P l a c e

M o b il e 
C o nnec t

Unified
O p er a t io ns  M g r

Unified
C a l l M a na g er

C isc o U nif ied  C om m unic ations:
Q uad rup l e P l ay  f or th e E nterp rise
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R ec ent A c q uisitions:
A ud ium ,  M etreos,  O rativ e

Leading contact center and voice 
ap p l ication p l atf orm ;  ex p ertis e in 
op en s tandards  s u ch  as  V oiceX M L

D evel op m ent tool  to b u il d cu s tom  
ap p l ications  on C is co’s  U nif ied 

C om m u nications  p l atf orm  

E x tending advanced U nif ied 
C om m u nications  cap ab il ities  

to th e m ob il e device
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M ob il ity :
T ak e Y our O f f ic e W ith  Y ou

S in g l e v oic em a il  b oxS in g l e v oic em a il  b ox

I n s t a n t  a c c es sI n s t a n t  a c c es s

S in g l e dir ec t or y  n u m b erS in g l e dir ec t or y  n u m b er
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UC Multi-L a y e r  P la tf o r m  to  B uild  B us in e s s  
S o lutio n s

Call 
Co n t r o l Unified CallManager Express Unified CallManager

I n f r as t r u c t u r e

A p p li c at i o n s
Mo b ileCo nnec t

Unit y  Unified 
Messaging Unified P resenc e 

S erv er
Unified

Co nt ac t  Cent re
Unified P erso nal 
Co m m u nic at o r

Unified Meet ing
P lac e c o nferenc ing 

3 R D P ar t y  
A p p li c at i o n s

V ert ic al apps. I B M L o t u s N o t esMic ro so ft  o u t lo o k

E n d p o i n t s
N o k ia D u al-Mo de Unified I P  ph o nes 

Unified I P  
Co m m u nic at o r 

R o u t ingR o u t ingR o u t ing S w it c h ingS w it c h ingS w it c h ing A v ailab ilit yA v ailab ilit yA v ailab ilit y A dm inist rat io nA dm inist rat io nA dm inist rat io nManagem entManagem entManagem ent Q o SQ o SQ o S S ec u rit yS ec u rit yS ec u rit y
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C isc o E nterp rise V oic e M ark et S h are

Source: Synergy Research Group, February 2007.

Worldwide Voice Market Share
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W h at is th e strateg ic  f ram ew ork  C ustom ers 
are using  to ev al uate and  ad op t U C

Bu
si
ne

ss
 V
al
ue

Innovation

E m p l oy e e  
P r od u c tivity
Collaboration and 

E f f ic ie nc y

B u s ine s s  
T r ans f or m ation
B u s ine s s  A g ility  and M ark e t 

D if f e re ntiation

C onve r g e nc e
I T  T CO —P ay s  f or I ts e lf

I T  o r g an i z at i o n s  n e e d  T CO  
d r i v e n  an aly s i s  t o  s e lf  f u n d  
t h e  U C d e p lo y m e n t  i n  t h e  
e n t e r p r i s e

B u s i n e s s  T r an s f o r m at i o n  
v ar i e s  b y   v e r t i c al 
i n d u s t r y  n e e d s  an d  
t y p i c ally   ac h i e v e d  b y  
i n c r e m e n t al p r o d u c t i v i t y  
e n h an c e m e n t s



© 2 0 0 6  C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d . C i s c o  C o n f i d e n t i a l 9

TCO Savings 
F r o m  Co nve r ge nc e
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Illustrative Numbers

UC can Drive Over 2 5 -3 0 %  R ed u ct io n in V o ice 
Co m m u nicat io n T CO

TDM 
C o s t

“A s  I s ”
I P C

E q u i p m e n t
&

I n s t a l l a t i o n
C o s t

S t a f f
S a v i n g s

Te l e -
w o r k e r
S a v i n g s

C o n f e r e n c e
& To l l
B y p a s s
S a v i n g s

F a c i l i t i e s
&

Ma i n t .
S a v i n g s

MA C s
S a v i n g s

P o s t -I P C
De p l o y m e n t

C o s t

$500 $50
-$2 5-$1 5

-$4 0

-$2 0 $4 05

C o n n e c t i v i t y
S a v i n g s

-$2 5
-$2 0

5 Year TCO
$  m i l l i o n s

“W e w i l l  d ri v e a 2 5-3 0 %  s av i n g s  i n  v o i c e ex p en s e b y  m o v i n g  t o  I P C”
• F r e d  S p u le c k i ,  D i r e c t o r  I B M /  Ci s c o  I P C I n i t i at i v e
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P o s t -d ep l o y m ent  E x am p l e :  
$ 3 0 M  s aving s  o n $ 1 5 M  UC inves t m ent

C u s tom e r  C as e  E x am p l e  of  S aving s  T o D ate  ( 2 0 0 4  – 2 0 0 6 )

$ 1 MMoves/ Adds/ Changes
Mai nt enanc e savi ngs

T ol l  B y p ass:  Site-to -s ite
T ol l  B y p ass:  C o n ta c t C en ter s

Conf er enc i ng savi ngs

$ 4 M

$ 6 M

$ 5 M

$ 1 5 M

~  $ 30 M  Cu m u lat i v e  
S av i n g s  T o  D at e
o n  $ 1 5 M  U C 
i n v e s t m e n t

D e p lo y e d  t o  o v e r  4 0 k  e m p lo y e e s   an d  1 5 0  s i t e s  g lo b ally  

New  p latf o rm h as in c reased o verall vo ic e 
n etw o rk  availability  versus T D M
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P r o d u c t ivit y  B e ne f it s
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R es earch  s h o w s  t h at  UC enh ances  
em p l o y ee p ro d u ct ivit y
UC empowers employees to use more telephony features and use them more often ( as 
c ompared to prev i ous systems) —for i mprov ed c ommuni c ati ons and c ollab orati on.  *

*  S a g e  R e s e a r c h  – A p r i l  20 0 5,  s u r v e y e d  83 o r g a n i z a t i o n s  w h o  h a v e  d e p l o y e d  I P C
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Co rp o rat i o n  G l o b al  I T 
v o i c e-d at a s t af f  
h ead c o u n t  i n  
p erc en t ag e
2004=100%

1 0 0 9 4

2 0 0 4 2 0 0 7

Co rp o rat i o n  t o t al  
em p l o y ee h ead c o u n t  i n  
p erc en t ag e 
2004 = 100%

1 0 0

1 4 2

E x am p l e G l o b al  Co m p any  :  UC w as  a Crit ical  
E nab l er in I ncreas ing  I T  P ro d u ct ivit y

2 0 0 4 2 0 0 7

2 0 0 4 2 0 0 7

1 1 0

1 7 0

I T p ro d u c t i v i t y  
( E m p lo y e e  t o  I T  v o i c e -d at a 
s t af f  r at i o )  – 5 5 %  i n c r e as e
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Business Transformation –
V ertic al  D ep end ent
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Financial: UC can help convergence of all channels of 
com m u nicat ion for a com m on cu st om er ex perience

B an k i n g  Ce n t e r s

Co n t ac t  Ce n t e r

W e bB an k i n g  Ce n t e r s

Cu s t o m e r
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Sales Experts
Investment Reps
S ma l l  B u si ness
L o a n O f f i c er s

M o r tg a g e

F inancial  :  B ank s   W o rl d  W id e P il o t ing  V irt u al  
S al es  E x p ert s  m o d el  in t h eir b ranch es

Customer

B a n k er

I  w a n t to op en  a  reti remen t 
a c c oun t:  c a n  y ou a ssi st me?  

1 . Customer req uest 
o u t s i d e  o f  t h e  
ar e a o f  e x p e r t i s e
of  th e B a n k er

2 . B an k e r s e le c t s  t h e  
‘E x p e r t ’ m e n u on  th e 
I P  p h on e

3 . Ca l l s routed  th roug h  I P CC to 
t h e  s p e c i ali s t  i n  c o n t ac t  
c e n t e r ,  H Q ,  o r  an o t h e r  b r an c h

4 . S p ec i a l i st 
as s i s t s  B an k e r
i n  ma k i n g  th e 
sa l e

I P  p h on e sc reen

Cu s t o m e r  i n  
b r an c h
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Financial : Us ing  I nt eract ive W eb  t o  I m p ro ve 
A cces s  Op t io ns  t o  Drive S al es

Let the customer use the channel of choice 
and  increase closing  ratio

– C ustomers w ho eng ag ed  in 
chat are more satisfied  w ith 
lend ing  p rocess

– C hat inv itation accep tance 
rate – 8 %

– S ub seq uent mortg ag e 
ap p lication rate  1 3 %
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Cu
st
om

er
s

Development S ell Deli ver S er vi c e

I T S  :  UC H el p s  I n A l l  A s p ect s  Of  T h e  I T  
S ervices  Co m p any ’s   V al u e Ch ain

Key 
p r o c es s es

• D e v e l o p  
v e r t i c a l  a n d  
h o r i z o n t a l  
s o l u t i o n s  
b a s e d  o n  
c u s t o m e r  
n e e d s  ( i n  
C e n t e r s  o f  
E x c e l l e n c e )

• F o r m  d e l i v e r y  t e a m s
• D e l i v e r  c o n s i s t e n t  
h i g h -q u a l i t y  t r a i n i n g
• E x e c u t e  p r o j e c t
•P r o g r a m  m g m t  
•I n j e c t  e x p e r t s  a s  
n e e d e d
•C o o r d i n a t e  
c l o s e l y  w i t h  c l i e n t  
t e a m

• I d e n t i f y  c u s t o m e r  
n e e d s  a n d  s h o w -
c a s e  s o l u t i o n s
• D e v e l o p  
p r o p o s a l s  a n d  
b i d  f o r  p r o j e c t s
• G e t  e x e c .  a n d  
f i n a n c e  a p p r o v a l  
f o r  d e a l s
• F i n a l i z e  d e l i v e r y  
p a r t n e r s  

• E s t a b l i s h  e x e c u t i v e  
h e l p -d e s k / c a l l  c e n t e r
• E n s u r e  c l o s e  
o r g a n i z a t i o n  
a l i g n m e n t  w i t h  
c o m p a n y  g o a l s  a n d  
o b j e c t i v e s
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E x am p l e:  P l acing  and  f inal iz ing  b id s
U C  s peed s  c olla b or a ti on a nd  i nter na l d ec i s i on-ma k i ng  

S hortening  sales cy cles b y  sp eed ing  internal p rocessesS hortening  sales cy cles b y  sp eed ing  internal p rocesses

• Group discusses 
ch a n g es t o b id 
a n d a pprov es 
f in a l  v ersion  ov er 
desk t op V ideo 
ca l l

S E L L

• R F P  receiv ed,  
A M  put s b id 
t og et h er;  ref in es 
pl a n  rea l -t im e;  
reducin g  
it era t ion s b y  
l ev era g in g  
C ol l a b ora t ion  
t ool s

• A M  crea t es m eet in g  t o 
a ut om a t ica l l y  out dia l s k ey  
a pprov ers

• R ecordin g  of  
m eet in g  em a il ed 
t o a b sen t  
pa rt icipa n t s f or 
in put s/ sig n of f
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• Client IT team
c alls I T S  f i r m ’s
O ns ite 
Co o r d inato r

Example: Crisis management with Customers
U C  enhances q uality  of customer interactions

• O n si t e  C o o r d i n a t o r  
p i c k s u p  o n  f ir s t 
attemp t - S ing le 
N u mb er  R eac h

• Client team d i sc u sse s 
d e t a i l s o f  i ssu e  w i t h  O D C 
team v ia TeleP r es enc e
a n d  f i n a l i z e s j o i n t  a c t i o n  
p l a n  t o  r e so l v e  p r o b l e m

1
2

4

3
• L ev er ag e P r es enc e o n 
mo b ile d ev ic e t o  f i n d  
a v a i l a b l e  O D C c u s to mer  
s u p p o r t team

• S c h e d u l e  i m m e d i a t e  
M eeting P lac e and  
TeleP r es enc e s es s io n

D E L I V E R
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Cross-f u n c t i on a l  “Cu st om e r I n t e ra c t i on  N e t w ork ” A g e n t

R e q u e st
R e sol v e d

E n g i n e e rs

Cu st om e r
E n q u i ry

Ci sc o. c om  /  S u p p ort
Intelligent 
C a ll R o u ting

W eb -p h o ne C o lla b .  
T ec h no lo gies

R ic h  M ed ia  
tec h no lo gies

Cisco uses UC to increase customer 
satisf action and  red uce sup p ort costs

Customer Satisfaction:
– I n c r e a s e d  f r o m  4 . 0 / 5 . 0  t o  4 . 7 8 / 5 . 0  
o v e r  7  y e a r s

Cost efficiencies 
– $ 6 6 1 M  
– 8 5 %  o f  s u p p o r t  c a s e s  r e s o l v e d  
t h r o u g h  t h e  W e b  
– D e c r e a s e d  a v e r a g e  t a l k  t i m e  b y  3 2 %

B enefits

�Integrated, multi-c h annel c us to mer s up p o rt ( p h o ne and W eb )
� E x tens iv e c us to mer W eb  s elf -s erv ic e c ap ab ility
� C o ns is tent, glo b al c us to mer ex p erienc e 

C i s c o  C u s t o m e r  S u p p o r t

S upport
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Branch
C

Branch
C

M a rk et  A

Branch
B

Branch
B

C h ica g o R eg ion

Co nt act
Ce nt e r
Co nt act
Ce nt e r

Branch
D

Branch
D

Branch
F

Branch
F

Branch
G

Branch
G

Branch
H

Branch
H

Branch
E

Branch
E

Branch
K

Branch
K

Branch
J

Branch
J

Branch
L

Branch
L

Branch
I

Branch
I

Branch
A

Branch
A

Manufacturing : Uses UC To Increase Customer 
R esp onsiv eness Th rough  V irtual iz ation

Combined local 
s t or es  w it h  
cent r al ent er p r is e 
r es ou r ces  t o 
incr eas e s ales ,  
lev er ag ing  a 
conv er g ed 
net w or k

Result : Shorter hold time for customers, local touch, i n c r ea sed  
a n n ua l sa les b y  $ 6 0 M
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Retail: Mitsukoshi uses barcode/RFID enabled 
p hones to check inv entory  f or better serv ice

I P  P h ones  in f it t ing  
r ooms  int eg r at ed w it h  
E R P  s y s t em

Cu s t omer  does  not  h av e 
r ig h t  p r odu ct  in f it t ing  r oom

1 1 3 %  incr eas e in s ales  
R edu ced s ales  cy cle t ime by  ~ 2 0 %
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H ealth C are : L arg e H osp ital crisis m anag em ent
U C  imp rov es q uality  of care b y  enab ling  faster start to d iag nosis

• Single button 
la unc h  of  a n 
a ud io c onf er enc e

• P r e-d ef ined  em er genc y  
r es p ons e tea m  d ia led -
in to c onf er enc e

• B r i e f e d  o n  p a t i e n t  s t a t u s  
w h i l e  r e a c h i n g  l o c a t i o n

1 2

3

• R ed uc tion of  r es p ons e tim e to 3 3  s ec  

• P a tient C od e 
B lue o r  c r i s i s  
s i t u a t i o n

• Sta r t d ia gnos is  a nd  
tr ea tm ent

4
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Summary 

“L i v i n g  R o o m , ” P a r k  Güe l l ,  B a r c e l o n a
I m a g e  c o u r t e s y  o f  t h e  h u m a n  n e t w o r k .

� C o lla b o r a te m o r e 
ef f ec ti v ely ,  r eg a r d less o f  
lo c a ti o n

� U C  i s a  p la tf o r m  : O p en ,  
ex ten si b le a n d  sec ur e

� N o t j ust c h ea p  p h o n e 
c a lls… T r a n sf o r m  
b usi n ess p r o c esses
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