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CopepxaHue

= OCHOBHbIe HanpaseHUs
Pa3BUTUS LIEHTPOB 06paboTKm
BbI30OBOB

= PelueHuns no obpaboTtke
BbI3OBOB AJ151 BEPTUKANbHbIX

PbIHKOB

= B3anmogencTesme KOHTaKT-
LEHTPOB N counanbHbIX CETEN

= ObHoBneHue Cisco Customer
Collaboration Bepcumn 8.5




OCHOBHbLIE HanpaBneHns pa3BuUTUS
LEHTPOB 00paboOTKM BbI3OBOB
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CoBpeMeHHble TpeboBaHUA K CUCTEMe
B3aMMoOL4EeNCTBUSA C KITUEHTaMM

Social Media

Virtual Customer Care

Contact Center “ « Speech
Routing Self-Service
and Reporting

Multi-Media
Capture
and Storage

Collaboration

Agent Desktop

Enterprise
Experts

Video-Enabled
Customer Care
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I
ApXUTEKTypa B3aMMOLAEUCTBUSA C KITMEeHTaMu

Customer Ewitter in facebook. & Blogger

Collaboration Customer Collaboration Platform Reporting and Analytics

Conferencing -~ Customer Care
Collaboration Enterprise Social Software IP Communications

Applications Messaging Mobile Applications Telepresence

Presence : Session Mgmt Content Mgmt

Collaboration
Services

Location Client Frameworks Tagging

Policy and Security Management

Virtual Machines Network Storage

On-PWremise W H brid W W SaaS




CepBuc Contact Center + CRM B obGnake

¢ e Cisco and salesforce.com
Contaet Contr 4 Cloud 2 == Customer Interaction Cloud
\A = — i Y X

oy © = O
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NMpoaykroBaa nnHeunka Cisco Unified
Customer Care

Self-Service Customer Care Knowledge

& Virtualization Agents Worker Asigiselce
. Cisco
Cisco e
e Unified
Unified
Contact
Customer .
Voice Center Cisco
Hosted & Unified
Portal .
) Enterprise Expert
Enterprise Advisor
Cisco Customer
Unified Interaction
Contact Cloud
SMB Center
Express
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PelieHnsa no obpaboTke BLI3OBOB A4
BEepTUKarnbHbIX PbIHKOB
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YTo Takoe BepTUKaNbHOE pelleHue?




KOHTaKT UeHTp Ans 6aHKOBCKOro cektopa
KOHTaKT LUeHTp Ans CTpaxoBbiX KOMMNAHUA
KOHTaKT LueHTp Ans cepBuC npoBanaepos

KOHTaKT LIeHTP AJ1si rocyAapCTBEHHbIX YUYPEXOEHUN
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OcHoBHbIe 3apgayuu 6aHkoBckoro LIOB

* [ToBbllEeHME NOANbHOCTU KIMUMEHTOB
BbICTpbIN OTBET Ha obpalleHue
PeweHne npobrnemmsbl € rnepsoro obpawieHus

= Cross-sale/Up-sale

[loctoBepHas nHpopmauma O KNMEHTE Ha KaXkaoMm atane
obcnyxusaHus obpalleHuns

Nctopua obpalieHumn

Presen tation_ID 11



e
ApXUTEKTypa cucteMbl 06CNyXnBaHuUs

KIMMeHTOB OaHKa

KnueHT unun
COTPYAHUK GaHKa

Kateropus
aboHeHTa

BHyTpeHHss cnyx6a Motpe6HocTy
NoAAEPHKKN KIUeHTa
COTPYAHMKOB N
Cneunanucrbl
B ounumnanax

AreHTbI Ioo\HTaKT- p
P
HeHTpa™ — ~

-— - ’
Cucrtema

B3aMMoOOeNCTBMNEM C KIIMeHTaMu caMoo6cnyXuBaHUs
Presentation_ID 12
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OCHOBHble 0COOEHHOCTU peanu3aunmn

= [lepcoHanmaauns odcrny>XnBaHus, Kak
Ha aTane MapLipyTusauum Bbi3oBa, Tak
1 Ha 3Tane pasroBopa C areHToM
(TecHaqa nHterpauunsa c CRM cucremon)

= ABTOMaTu3aLuda OTBETOB Ha
YyaTo3agaBaeMble BOMPOCHI (nonyvyeHmne
ocTaTkoB ¢ nomoLubio 1IVR)

= bonbLloe KONMM4YecTBO areHToB

= Hann4yne npodunbHbIX 9KCNEePTOB
BHYTPU KOMMaHUu

= Pa3BuTtasg nogcucrema UcxogsaLlero
003BOHA
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OcHoBHble 3agaum LLOB cTpaxoBon KOMNaHunu

* [ToBbllEeHME NOANbHOCTU KIMUMEHTOB
bbicTpoe coegnHeHme ¢ NpoduIibHbLIM cheunanmncTom
ABTOMaTM3auMa MapLipyTusauum

= JpekTnBHaAA padboTa NpodunNbHbLIX CNELManmcToB
YMeHbLUEHME HeNPOMUITbHON Harpy3Kku
ABTOMaTU3auUua pabodero mecta
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BapuaHT cueHapusa ob6cnyxnBaHus
oOpallueHUsa B CTPaAxXOBYH KOMMaHUIO
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ApXUTeKTypa cucteMbl O6CnyXmBaHus
KNMMEHTOB CTPaXOBOU KOMMaHUMU

Queuing
and Self-
Service

Unity
Connection

AkcnepTt
Expert Advisor
Reporting Server

o,
.
G
G
L]
L]
L]
-
.
«
G
G
G
L]
L]
L]
-
.
-
G
G
'.
‘.

Unified
Presence

Uiy

Runtime
Server

Presentation_ID 16



-]
OCHOBHble 0COOEHHOCTU peanu3aunmn

= ABTOMaTu4yeckas MapLupyTmsayms
Bbi3oBa Ha ocHoBe ANI/DTMF/ASR

* BO3MOKHOCTb OCTaBUTb COODLLEHNE
Npy HeJoOCTYMNHOCTU oneparopa

* bonbLwoe Konn4ecTBo NPOMPUIILHbLIX
cneunanmncToB

= BoamoxxHocTb ncnonb3oBaHna CUCCX
anst obecnevyeHusa padboTbl areHToB

= PazgeneHne dyHKUMOHAbHbIX
obazaHocTen mexay npounbHbIMU
cneunanmcTaMmm n areHTaMu KOHTaKT-
LeHTpa
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OcHoBHbIe 3apgaun LLOB cepBuc npoBangepos

= CHMXeHne CTOMMOCTM BrnaaeHus
MakcrumasnbHO MCnonb30BaHUE CUCTEM CaMOO6CJ'Iy>KVIBaHI/IFI
icnonb3oBaHme pacnpeneneHHbIX peLleHnm

= YBenn4yeHne goxoaHoCTu
[MpeooctaBneHne HoBbIX, YHUKANbHbIX YCNyr
Cross-sale/Up-sale
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CepBuc Hosted KOHTaKT-LeHTP

Shared Web Web

Servers for Reporting Clients
and Control 5

Cisco Unified Contact Center Hosted

Platform
Customer

Premise-
based

Admin
Supports .
Multiple Workstation
Customers

Shared Resources:
Communications
Manager Cluster(s)

Using NAM/CICM
architecture

CCMP &
Admin Workstations

Shared CVP Platform

Gateway
for Voice Treatment
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OCHOBHble 0COOEHHOCTU peanu3aunmn

* BO3MOXXHOCTb OpraHusaumm, Kak
Hosted, Tak 1 ayTCOPCUHIOBbIX KOHTaAKT-
LlEHTPOB

= Penepaymsi ¢ KOMMNaHUAMMU
3aKkas4dymkamm

= OpraHusayms Kak BbIHOCHbIX areHTCKUX
nnowanok tak n govyepHmx LIOB

* YnpaBrieHne KOHTaK-LUeHTPOM, KakK
TpaanunoHHbIMU, Tak n IP ATC

= PasButaga nogcucrema
camoobcnyXXnuBaHuA

* [Noppepxka BUOEO KOHTAKT-LEeHTpa
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OcHoBHble 3agaum LUOB rocyaapcTBeHHbIX
yupexngeHumn
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* [ToBbllIeHNE 3PP EKTUBHOCTN (PYHKLMOHUPOBAHUS
ropoacKoro/rocyqapCcTBEHHOro ynpaBieHus

[TpuBrneyvyeHne «go4vepHnX» opraHmsaumn
Cucrtembl camoobcnyxmBaHnsa ¢ aBTOMHPOPMUPOBAHNEM
[ocynapCTBEHHbIE yCnyru

= OueHKa obLEeCTBEHHbBIX HACTPOEHUN U TEHAEHLUN
Onpocbl 00LECTBEHHOIO MHEHUS
AHanus ctatucTunyeckon nHdopmaumnm
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ApXuUTeKTypa cucTeMbl 06CnyXUBaHUSA
3anpocoB HaceneHus

ﬂreHTs
KOHTaKT-

(K ™\ LueHTpa

L {

Cisco Unified
Consa.ct Center

——

I 3
/ CneumanmcT B «A04EpHeNn» \

opral-msauuw
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OCHOBHble 0COOEHHOCTU peanu3aunmn

= HeobxoanMmMoCTb B HEDOSbLLOM
KONnun4yecTBe areHToB

= Heob6xoaMMOCTb B HanNM4ymm cBA3n C
«OYEPHMMUY» OpraHn3aLnNsaAMU C
KOHTpOSieM cTtaTyca npucyTcTBug

= BO3MOXHOCTb TECHOW UHTErpaummn c
B n ASR/TTS anga aBTtomatnsauymm

OTBETOB Ha TUMNOBbIE 3allpPOChl

= Call-by-call ctatuctunka gns
OanbHeuwero aHanunsa

* [Noppepxka BUOEO KOHTAKT-LEeHTpa
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B3anmogenctBme KOHTaKT-LLEHTPOB U
coumnanbHbIX CETEN
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YTo npe.qCTaBnmoT n3 cebsa coumnarnbHble ceTn?

Hyves.nl ‘ ¥ FLOCK | '
,‘17"\\ Quders Online

‘\ J\ Ko ESKEUR[G @enerouonnext SUIOXWIS

me § 3 listible™ YOII
Yhgacom

e SO0 LIV

flickr — " c

“""“'m -
m 8p) 7 }g w0l J¥Chinay.com

AWRY  [06KS.COM Q‘W 5QiIEM I“ B ,‘E}%—m .
QEbo "”"" "R M S S . com E[]E -
'@‘-tnbe xuCpem  FaceRen -
@ CHRAETAL  YUMe netvibes
vamoo!  SchoolBANK dods.bdu HABBO EEE
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CouuanbHble CeTU 3TO He eLle OAUH KaHan, 3To
HOBOE HanpaBrneHne B OOLeHun noaen

100,000,000
90,000,000 facebook. //
80,000,000 ///twil:b or
70,000,000 / /

60,000,000 /

50,000,000

40,000,000 /// .
—— You [T

30,000,000
-

20,000,000 -
10,000,000 ‘_///// /,/ Linked[[J]

0 e ,
2003 2004 2005 2006 2007 2008 2009
bonee 3.5 munnnapnos 20 4yacoB BMAEO 3arpyxaeTcs LinkedIn perucTtpupyet HoBoro
Ny6rnn4yHbIX coobLleHnn B Ha YouTube kaxgyto MUHYTY noanucymka Kaxkayr cekyHay
Hefento
Ha Facebook B cpeaHem C deBpans 2009 Twitter Bonee 55 mnnnuoHoB cTaTycos
nonb3oBaTenb NPOBOAUT 55 MUHYT B Bblpoc 6oriee 4em Ha oBHOBNAKTCA B €Hb Ha

JEeHb 1300 npoueHTOB Facebook
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ObcnyXxuBaHue KNUMeHTOB B columaribHOM
ceTu

Social C'» = U ified
- isco Unifie
Appliance B o500 4 Center

" "

. 1. Towunck obpalweHus

2. AHanus n onpegeneHue
npuopuTteTa

3. OnpeneneHne npouecca
B3aMMOOENCTBUA

4. CBA3b C areHTom

Social Media
Customer Care Agent
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B3anmogeucreue ¢ KnueHTamm npu

NMOMOLLM coUuunarnbHbIX CeTeu

YpoBeHb 1

[MpocmoTp(nnn

NrHOPUpPOBaHKNE)

*/lHoraoa
nosiyyaroT
OTYEThI
*PeakTnBHas

paboTta

YpoBeHb 2

[ybnukaumn B
coy. cetu

[lpeacTtasneHsbl
Ha Facebook u
Twitter
[Ty6nunkaunsa

CcTaHAapTHbIX
MapPKETUHIOBbIX
marepuanos

YpoBeHb 3

MapkeTuHr B
coy,. ceTsax

*CTpaTterus
MapKeTUHra
*Engagement
marketing

*Brand
dashboarding
*MunHumansHoe
obcrnyxnBaHue
KNWEHTOB

YpoBeHb 4

O6cnyxmnBaHue
KNWEHTOB

*MacwTtabupyem
bl NpoLecc
B3aMMOOENCTBU
S

*Ynpasnaembiin

npouecc
*OTYETHOCTb

YpoBeHb 5

[MpoakTMBHas
paboTa

*[lpoakTnBHOE
obcnyxusaHue
KITMEHTOB
*[lpoakTnBHbIE
npoaaxu

‘Bl B
coumanbHbIX
ceTax
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Collaboration — cerogHsa n 3aBTpa

BusHec Hpyrne
napTHepb! nonb3oBarenu

Cloud
Community

KopnopaTunsHble
aKCnepThl

T -
= Cisco Unified ww
Contlact Center ™=

205

To, 4TO cerogHsl Mbl Ha3blBAEM BO3MOXHOCTAMMU, 3aBTpa Mbl

Ha3oBeM TpeboBaHUAMU
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B3anmoaeucTtBme KOHTaKT-LUeHTpa U
counanbHbIX CeTeu

* [lonck nHpopmauunm B
coumanbHbIX CeTax

= AHanm3 HangeHHou MHpopmaLmu : —
obpalleHne K areHTy e .

jEE oeEew

* [lopaepxka ovepenen

= OpraHmnsaumsi KpynHomacLuTabHbIX
couManbHbIX KaMMaHUu

= OTYETHOCTb 1 NOrMpoBaHme
obLieHuns

* [lopgaepxka npodannos
coumnanbHbIX CETEU

= IuTerpauymsa ¢ Cisco UC

Presen tation_ID 30



O6bosneHune Cisco Customer
Collaboration Bepcuun 8.5

Presentation_ID 31



Cisco Finesse 8.5(2)

O0630p

= Pabo4yee MeCTO areHTa 1 cynepsusopa Ans
Contact Center Enterprise

= Web 2.0 SDK ana Unified Contact Center
Enterprise

OCcHOBHbIe OCODEHHOCTU

» [lopaepxka 3@ Party BuayketoB

= CBOA nokanuaauus Ona Kaxgoro areHra
= Highly available gna CCE

* [Mognepxka UCS B & C cepun

» [oTOBOE paboyee mecTto ana CCE
nopaepxnsaemoe TAC

= [lomoLLb Npu pa3paboTke COOCTBEHHbIX
areHTcknx mect http://developer.cisco.com
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Cucrtema 3anucu Cisco MediaSense 8.5

UC Manager

Caller

* 3anucb ABYXCTOPOHHEro pasrosopa Optional
cisco 1
&

* Moppepxka kogeko G.711 n G.729 live 4 1‘
» Tpebyetca UCM 8.5 u TenedoHsl ¢ Built-in-Bridge (BiB) monitor Supeisor
* MNopaepxmBaeTca NpocryLwmnBaHue pa3roBopos
* [pegHasHa4vyeHa ans NCnosib30BaHUs B COOCTBEHHbLIX CTOPOHHUX
paspaboTkax
« [lononHuTeneHO TpebyoTCS:

* invoke/control recording

» search/playback recordings

* invoke/control live monitoring

* provide analytics

Presentation_ID
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JKOCUCTEMa peLleHUn Ang 3anmcu

[1punoxeHnsa TeXHONOrn4ecKmx
napTHepoB Cisco: - ~

* YnpaBneHue (search/play) ;3

* [lpocnyLwunBaHme (live monitor)

* AHanuTuka 1 Compatible
* OT4yeTHOCTb é

Cisco’s media capture platform ?jyz aliali,
S ey CISco
* CTPUMUHT A
» XpaHeHue

* HTTP n RTSP goctyn

» Knactepusauus

* Cisco UCS (B- u C-series) cepsepa

* VMware ESXi 4.0

* Fiber-channel SAN

* Unified CM 8.5 c Cisco IP TenedoHamu

Unified CM 8.5 cCiscoIP

Phones
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Oo6HoBneHue Cisco Customer Collaboration
Bepcuun 8.5

nE

= HoBble Bo3amoxHocTu CUCCX 8.5

= HoBble Bo3moxxHocTn CUCCE 8.5

Presentation_ID 35



MacwTtabupyemocTtb oo 400 areHTOB

sl VM on UC 210 or B series blade only

+ Xtra-Large VM profile requires dual processor, 5 CPU cores, 8GB memory

e |NCreased Maximums

* 400 maximum agents

* 400 Maximum Inbound IVR ports

* 6000 maximum BHCC

* Preview Dialer maximum BHCC TBD

sl NO CHANGE (Same as release 8.0 Maximums)

* 32 maximum supervisors
* Maximum Agent Email agents

sl Decreasing (Lower than release 8.0 Maximums)

* Maximum (TBD) blended Preview Outbound agents (expect ~100 on 7845)

mmml 1arget to reach 500 maximum agents in release 9.0

* No plans at this time scale beyond 500 agents

Presentation_ID
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N3MeHeHnsa B nogaepxke
MHoronmHenHocTu ansa 69XX, 89XX, 99XX

= B CCX 8.5 CTl otnpaBnsieT MHopMaunto 0 CodbITUSIX Ha
BTOPOM NMMHUN Ha areHTCKne/cynepBmn3opoBCKME MeCTa

= OyHKUMA BKoyaeTca npu nomoln Cisco Desktop

Administrator (CDA) :
Display Non-ACD Call Activity * Yes/No
« Disable
Monitoring & Recording « ACD Calls Only
« All Calls
« Disable
Barge-in / Intercept « ACD Calls Only

All Calls
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- 00__00000000000000000_]
Cisco Agent Desktop - Express 8.5(1) HoBa#s

dyHKUMoHanbHocTb B E-Mail areHTCkOM

MecTe

Hosas pyHkumoHansHoctb CAD Agent E-Mail [Mpenmyuiectsa
HoBbI nonb3oBaTenscknm nHTEpdEncC [NpakTNU4YHOCTb
2?1%%%12(;?:2§e%6mpHae6H?4T:M E-Mail nocne paspbiBa YROBCTEO
O630p ovepeaun E-Mail O PEKTUBHOCTb
CoxpaHeHue yepHoBuka otBeTa E-Malil [MpakTNU4YHOCTb
Forward, Copy, n Blind Copy [MpakTU4YHOCTb
OtnenbHbIM agpec Auto-Response O PEKTUBHOCTL
QSSSSSTM;E;TEI-?\/I c;T”qubl 015 CyrnepBr30poB U MpakTUsHOCTb
N3meHeHne kooos npuynHbl E-Mail Not Ready [pakTNU4YHOCTb
HononHutenbHble a3bikn Spell Check O PeKTUBHOCTb
[Moonepxka Unicode [MpakTU4HOCTb
Mopoaepxka MS Exchange 2010 [MpakTNU4YHOCTb
PacwupeHHad

[Mogoepxka WwndpoBaHHbIX COeaANHEHUN
AREPX Pp A 6e30nacHOCTb 38




Cisco Agent Desktop - Express 8.5(1)
HoBble pyHKLUMN

HoBas pyHkumoHanbHocts CAD [MpenmyLiecTtBa

KoHdourypaumsa MHOroriMnHeENoOCTn TenedoHoB [MpaKTN4YHOCTb
Desktop Monitoring/Recording nogaepxusaet

Windows 7 64 bit (WoW64) MpakTu4HoCTb
PacwmnpeHHasa nogaepxka VPAT [MpaKTNYHOCTb
Beikntoyaembint Auto-Upgrade YnobcTtBo
Blind Transfer / Conference B ogHO gencreue YnobcTtsBo

PaCLIJl/IpeHHbIe BO3MO>XHOCTU BCTPOEHHOIO 6pay3epa rlpaKTI/I‘-IHOCTb

Moonepxka EMCC YnobcTBO

Bo3amoxHocTb Upgrade n Downgrade [TpaKTU4YHOCTb

Presen tation_ID 39



HoBbin nutepcenc Agent E-Mail

& Not Ready - Cisco Agent Desktop L-..]‘E.]m
HEE N o I ] fs i ] = B e e =Y R

State | From [ 1o | Subject [ Duration |
mlnPro... 2007bvt... 2007... TestMess... 00:56:15

= PaclunpeHHble

Integrated Browser 1 1 Agent E-Mail

B 03 M O)K H O CT M From: Ben Franklin@whitehouse.gov

To: Sales@zyz.com

y rl p a Bn e H M ﬂ gﬁi:iect: Rollerbender Success!

Dear Sirs,

H I purchased 15 rollerbenders last week, order number 1292812. Apparently you have taken my previous suggestions to heart, because these are the BEST rollerbenders you have manufactured.
eﬂa KTO p I C The texture is velvety smooth, the color is outstanding, and by all appearances, the performance is unparalieled.

| would like to congratulate your team. You have a lifelong customer in me.

Sent:  Tue 2/23/2010 12:55 PM
Received:  Tue 2/23/2010 12:59 PM

Regards,

Mona CC/BCC

Senior Custodial Engineer
Even Heights Middle School

KH O n Ka P ri nt Columbia, South Carolina

AV

OT06 pa)Ke H M e U n iCOd = Send | @ Transfer | ]-31 Re-queue ‘ H Save | ug Forward | L:: Print x Delete

Ce: ‘ ‘Bcc: ‘ |

HactpanBaemas -
naHeslb UHCTPYMEHTO 4O @B I UST T =

Greetings Mr. Franklin:

[

===|le¢- ® 5

B]

Thank you order, and we're glad that you're satisfied.

Have a nice day!
John Doe,
Sales, XYZ Corporation

3]

Justin Ehlert 2997 |ehlertj [Not Ready 01:55:37 [In Process 00:56:15 In Service 11:50 |

Presentation_ID
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Predictive/Progressive Dialer gns Unified CCX 8.5

= Pasmeluaetcs Ha cepBepe CCX

= [Nognepxuneaet IVR (8.5) n, B
byoyLwiem, agent-based kamnaHum

* MNopgoepxunBaet Call Progress
Analysis (CPA)

= CPA peanuayetca Ha wnto3e ans
yBENUYEHUSI MPOMU3BOAUTENBHOCTU

= Preview dialer no npexxHemy BKItO4eH
B Premium — 6e3 nameHeHuu
OoTHocuTenbHo Bepcumn 8.0

= Predictive/progressive Outbound
ABNAOTCA OMLUMAMMN C
AONOSTHUTENBHON CTOMMOCTbHO

= NOTE: YnpaBneHue kKamnaHusimm
OYEHb OrpaHnU4eHo B Bepcumn 8.5
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Oo6HoBneHue Cisco Customer Collaboration
Bepcuun 8.5

o

= HoBble Bo3amoxHocTn CUCCX 8.5

= HoBble Bo3amoxHocTu CUCCE 8.5
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Agent Greeting u Whisper Announce

Whisper Announce

*CoobLLeHMe NponrpbiBaeTCs areHTy nepen nepekntoyeHmnem
Bbl30Ba

*CHabxxaeT areHTa npegsapuTensHO cobpaHHON MHdOpMaUmen

*Agent greeting
*CoobLeHne, aBTOMaTUYECKM NPOUTPLIBAOLLIEECS 3BOHSLLEMY MPU
coegVHEeHUN C areHTOM
*AreHT MOXET CaMOCTOATENbHO 3anmcaTtb COOOLLEHME

‘[TopgepxunBaemMblie Moaenu TenedoHOB:

7942G n 7962G
7941G n 7961G
6921, 6941 n 6961
7941G n 7961G
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Intelligence Center:
Cuctema otyeTtHOoCcTU Ana Contact Center Enterprise

= WebView He byaget noctaenartbcs ¢ Contact Center
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