i ¢

Thay doi cugc choi: Impact 360™
Ghi am cho truyéen thong IP & Toi wu
hoéa Nhan lwc (WFO)

Cisco SYSTEMS

M@

Stephen Abraham Loh — Presenter
Email:

Impact{@)
| — m—

Improve everything.


mailto:sloh@witness.com

Ghi &m twong tac — Ly do va cach thirc Truyén théng IP
tao nén thay do6i trong linh vwc nay
Ghi am truyén théng IP cua Cisco v&i Thiét bi ghi IP
Impact360™
- Toi wu héa nhan lwe cia trung tam lién lac IP Cisco v&i
Impact360™

=Giam sat chat lwong

*Quan ly nhan lwc

=Bang thanh tich quan ly hiéu nang

=E-Learning (Hoc tap dién tw)
*Cisco va Witness Systems

- It's your goal. | It's our philosophy. | Improve everything.




ao can ghi am? D

TUAN THU/THE CHE
« C6 yéu cau phap Iy dé ghi am hay khéng?
« Vi du: Ngan hang, San giao dich, Déi ngoai té

customers

Yau are now insured
L with immediate effect. g

HIEU SUAT KINH DOANH VA QUAN LY TRANH CHAP
« Bang chirng cho cac cam két miéng
« Hop déng miéng, gidm thiéu cdng viéc giay to
« Ghi no truc tiép dwoc khéi tao ngay néu dwoc ghi am
« Ban tro giup, dich vu 999, vvv

CAC VAN DE AN NINH, GIAM THIEU NGUY CO’
* Nhan dang/lwu gitr cac cubc goi de doa
» Theo ddi cac cudc goi la

TOI YU HOA TRUNG TAM LIEN LAC

» Nhan dang thong 1€ goi tbt va kém

» Cac yéu cau dao tao va giam sat

» Theo dbi kj nang mém va quan ly hiéu nang cua dién thoai
vién

- It's your goal. | It's our philosophy.

Improve everything. [ WITNESS SYSTEMS



.h ghi am trong TDM 7,

Puwdng ISDN

w——a ! iy
== i -
‘o Intormn =

ACD / PBX

Ghi am thwong dwgc the hien nho nhivrng thiét bi phan clrng theo
chuan riéng I&n. Phan cing rat khéng linh hoat

- Co thé ghi am cac dwdng trung ké hay may dién thoai, can cé céac card
theo chuan riéng.

- Viéc di chuyén, thém va thay déi thwong kho khan va tén thoi gian vi cac
phuong phap dau néi cirng

» Céc thiét bj ghi chuan riéng déu cong kénh, phirc tap va co phi bao
duwdng cao

« C6 van dé an ninh vi co thé dau vao moi noi

T i
- It's your goal. | It's our philosophy. | Improve everything. WITNESS SYSTEMS



.ém trong Truyén thong IP cta Cisco 7%

Cisco Switch ___ Voice Gateway

Cisco Call Manager

IP Phones

Impact360 IP Recorder

Voice VLAN SPAN

- Giai phap %Qi_ am phan mem, trén may chu Intel mé - tinh linh
hoat tuyet doi vé dung lwgng, d0 mém deo, lwu triv, lLvu gite

« Ghi am qua Céng/VLAN Mirror hay SPAN

- Khong can di cap va dau day phurc ta_lp._\/ié(_: di chuyén, thém
va thay doi chi can lap cau hinh trén Thiét bi ghi IP

« C6 thé kiém soat dwoc an ninh (chuyén mach Cisco)

« CO thé ma hoa thoai bang Cisco SRTP, va cé thé ghi am
trong Impact360

- It's your goal. | It's our philosophy. | Improve everything.




ong Truyén thong IP cua Cisco 7

H gl ot lhils it s A gl A A MM
AVl Pepli t FAY LB ™ AL

00:00:17 J 00:01:09 [} oo D | R'f |ﬁ

« Truyén thong IP dwoc ghi lai trén man hinh stereo! Quy vi co
thé biét ai dang nai, khi nao va naéi gi. Chi cé ¢ Cisco.

O] Audio

Dich vu ExecRecord XML

v \iggGani ™t
WRecordéd

Piéu quy vi cb thé ghi dugc
Quy vi bam ghi am tai day T

a a1 AN A ARy wil bl oL

o YT T Y
1002{PHOMNE) B | 1 B{PHONE]

The whole call is kept with Witness Exec Record

. Cung cap ghi am toan bd thoi gian va “ExecRecord”™

- It's your goal. | It's our philosophy.

Improve everything.



én cac ban ghi bang trinh duyét %

4= Back - = - @ i | @Search (3] Favarites @Media Qﬁ | %v =8
Address [&] http:/fewacl] | @Go |Links ?
Yiewer 1 Audit Acministr atian B
OEx 20 @ 7
Shortcuts Queries Results: Standard Search - 42 items i )
QW = Summary Details
% Pages:. 4 1 »
: tStarte'j"“t’ 2 Startedat Extension  AgentID  Duration  Direction  DNIS  Digits CLI  NRIC
are; Ime:
| | ‘el | si3/2004 314002 PM | 1001 7000 00:00:21 5.~
& 5/3/2004 12:00:00 Al :
w8 | si3/z004 3:13:36 PM | 1001 0 00:00:23 0
Dake: Time: 2] 1
Gl Al S 1001 0
5/3/2004 536124 PM
’a | wd | a/3/z004 0237 PM | 1000 0 00:00:24 0
5 i .
| ST w8 | 5/3/2004 2i56:45 PM | 10m1 8000 00:00:26 5
B oo wd | a/3/z004 225608 P | 1000 5000 00:00:31 5
i genkID: .
5-_, | u¥ | ar3/z004 25336 P | 1001 0 00:00:40 0
B Duration: wdl | siz/z004 224018 P | 100 0 00:04:13 71633 i —
| &l | spoje004 23318 M | 1001 0 00:01:51 TEI633333 0
| wll | siz/z004 2230010 PM | 1001 o 00:00:57 o
B pric: wll | 532004 13003 PM | 1001 0 00:00:12 0
i - wll | si3/2004 1os:z0 PM | 1001 0 Ké 00;00:59 tm kiél : 0
| Ao &S | sr3rz004 10257 EM | 1001 0 o 0
¥l | 5/3/2004 12:32:22 PM | 1001 0 00:06:20 0
B CallTvpe: -
Sh | wd | ar3/z004 12:24:26 PM | 1001 5000 00:00:43 5
B o u¥l | 5/3/2004 12:23:24 P | 1001 4000 00:00:32 F00333000000045 5
[ w8 | spa)z004 12:22:47 PM | 1001 o 00:00:03 700333000000046 0
B Direction: el — E: A e -
| : :[ I Ld
B prrs:
=~ [ audio
- m ||

I_l_ (ot Local inkranet 4

@] Call retrieved




tra toan bd hé thong

iewer - Microsoft Internet Explorer

File Edit Wew Favorites Tools Help ff
¢ 3 - X 2 @b P search 5% Favorites £ - B[ g s 3
= [ 4] hitp://wits003/witness/ v | EYco
Audit ( )
i 7
Queries Results: Event type in period - 12 items i
“Recording System Summary
E-«Oefault Location Fages 4 1 Dl

Machine
| wits003 | EwcoDE

Ii.ﬂ.ll Events Today

Event Time

All Events Today
; Y| 5/6/2006 10:18:20 AM

. O (&) ontent Streamer | ItemHanding | Item Content Retrieval | 172.16.15.102 | WITS003/Administrator |
T ! . o sl Sk gt S S bl S e
- Date: Time: (3 | 6/5/2006 3:32:59PM | Content Streamer | Item Handing | Ttem Content Retrieval | 172,16, 15, 102 | WITS003/Administrator
J6/5/2006 |12:00:00 Al (3) | 65/2006 3:32:57PM | Content Streamer . Ttem Handiing Ttem Content Retrieval | 172,16.15,102 | WITS003/Administrator
e Date: Time: (&) | 6/5/2006 3:32:57PM | Item Provider | Item Handling Ttem URL Requested | 172.16.15.102 | WITS003/Administrator
6/6/2008 |10:25:11 A (E) | 5/5/2006 3:32:57PM | Viewer | wieb Service Call | AddItemURLs | 172.16.15.102 | WITS003/Administrator
= Event lype . 3 e onten eamer m Handling | Item Content Retrieval 1615 ministrator
B eventt . (8) | 5/5/2006 3:32:35PM | Content Str | Item Handi | Item Content Retrieval | 172.16.15.102 | WITSO03/Administrato
M;ﬂ?ﬁ:g?; Zlgf | Information |+ | i () | 6/5/2006 3:32:23PM | Content Streamer | Tt=m Handing | Ttem Content Retrieval | 172.16.15.102 | WITS003/Administrator
[:> @ 6/5/2006 3:32:10 PM | Content Streamer ' Item Handling Item Content Retrieval | 172.16.15.102 | WITS003/Administrator
3 = — ) Ttem URL Requested | 172.16,15.102 | | inistrator
. - num in Perio i A0 D B e e T R
Iser in Period i
----- B, Mecka Offine alertein the last | 2P | AddItemURLS | 172.16.15.102 | WITS003/Administrator
B-E ser in Period (3 | 6/5/2006 3:21:44PM | ReplayerWebApp | ReplayeritiebApp | Replayer Started | wits003 | EwcoDe

Ll D]

&] Done %J | ocal intranet

It's your goal. | It's our philosophy. | Improve everything.




hinh ngon ngir Web
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Shortcuts Queries B ki
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II!’M 21 Summary oe = T e T - -
@ w _arian Biasa - Summary
il s =
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i 4 Gl IS e 2R Drate: Time: ula
[zonsjoafs [1zionion &l | efajzmd 34 S000 : ;
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e -
Shortcuts Queries
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) @ . Al vy ) Summary
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Drate: Time: . E’ 8/3/2004
ﬁ', 3 eEy Dake: Tirne:
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-ét vé Ghi am IP ctia Cisco ¥

- It's your goal. | It's our philosophy.

Céng nghé ghi am cla Cisco la bwdc nhay I&n
tr ghi am TDM

Stereo dua ra cai nhin tuyét d6i vao cac bang
chirng thé 1& vé viéc ai da nai gi

Gidi phap thuan phan mém cung cap tinh linh
hoat tuyét doi

Ma hda cung cap tinh an ninh tuyét doi so voi
TDM

ExecRecord™tao ly do dé tat ca chuyén sang
str dung Truyén théng IP cua Cis o systems

Va nhiéu hon nira!

Improve everything.



Trung tam lién lac IP cua Cisco
Twong lai twoi sang dang cho doi chung ta véeii WFO

The
emergence
of viable WFO
suites will
become a

- reality in 2007.

- Acronym Key
OM = quality
monitoring
WFM = workforce
management
el = elearning
CCPM = contact center
performance

! L] ] % i
' : 3 : ; management
Cisco SYSTEMS R g




ng dung:

* Trung tam goi

* Trung tam lién lac
« X ly hau van
phong

Quality Monitoring Contact Viewer

chéat Iwong (QM) Trung tam lién lac IP cta Cicsd//

I=
&
m =

3]
=] =

Tinh nang:
*Giai phap thuan
phan mém

» Ghi thoai va/hoac
bat man hinh

* Quy trinh kinh
doanh tién tién, ghi
am lwa chon, theo
thoi biéu, theo yéu
cau, toan bo.

« Truy nhap bang
trinh duyét cho Giam
sat chat lwong

* Bao cao manh,
dung trinh duyét

It's your goal.

[%] ] ] =) g = =}
SHEHIITEMETERTEE Bl S

o
=] =

SH

-

@ F

E

It's our philosophy.

Menu | Help

= 2 Witness Systems, Inc - Microsoft Internet Explorer

(1) Enterprise Reporting

Menu | Help

REFRESH pRinT FTETErEn

E Tl

Reports My Profile
Enterprise Feports Saved Reports Scheduled Reports ad Hoc Reports
Name £ Die=cription
Ad Hoc Uze ad hoc reports to access customized report specifications
Use calibration reports to help you compare the evaluation scoring performed by supervisors. You can report
Calikration scores for individual evaluation gquestions or for a complete evaluation over a period of time, or report scores for
an evaluation trend over multiple periods of time.
Configuration U=ze configuration reports to help you review settings for users, workspaces of contact folders.
Use contact activity reporis to help you analyze the origination and storage of recorded customer interactions:
Contact Activity {contact). ¥ou can review the frequency of blocked contacts, analyze recorded contact by agent, business rule,

Evaluation Activity

Ewaluation Performance

Trending

group, or supervisor, or view archive storage usage by contact folder.

U=ze evaluation activity reports to help you analyze setz of evaluation scores. You can average all scores for
evaluations and see evaluation frequency, list scores for one or more agents, or average scores for agents, for
groups, or for supervisors.

Uze evaluation performance reports to help you review the effectivenezs of agentz, groups or agentz or all
agents for a supervizor by lizting, comparing, or summarizing evaluation scores for agents.

Use trending reperts to help you review the effectiveness of an agent, groups of agents, or all agents for a
supervizor based on evaluation scores summarizes over multiple periods of time.

Loaded ' Hiel

Improve everything.




Hinh twong hoa va phan tich twong tac J

Xanh la cay = khéng cé Giir trong th&i gian cudc goi;
Hai lan giir trong th&i gian cudc gm D6 =Ba lan glw trong mot cuoc gm

== =Y =)

Hold Frequency

= 1 1an Giir trong th&i gian cudc goi;

dviberkhin ASE el | P i Pl e e R i | v | fattusnidiban et il (i) Yo ot et i e ) Wittt S e i SR St T A P AR i J A
. 1/15/2004 5:27:05 FM | 00:08:08  Paul Willams  Jermaine Henson | 42015 0 o 0 a0 " {2FOCEEA-7555-4580 0
LJJ n g d un g - 1/15/2004 5:27:38 FM | 00:06:43 | Derrick Blum Pete Falzarano | 42120 o o 0 &0 {CFBCESEE-4021-45FC- 0
: . 1/15/2004 5:27:47 PM | 00:04:15 | Frank Black Pete Falzarano | 42120 o o 0 &0 {9AEFBE46-FFCC-45F2- 0
1/15/2004 5:29:28 FM | 00:05:13 | Lee Shapiro Inackive Users | 42033 o o 0 &0 {34361197-6462-43C3 0
oT t ~ . 1/15/2004 5:29:37 PM | 00:10:58 | Christina Smith | Cindy Gallagher | 42015 0 1 227 &0 {ABADCZ1CF718-4488 0
run g am g Ol 1/15/2004 5:29:57 PM | 00:04:03 | Katie Frick Cindy Gallagher | 42015 o 0 0 &0 {BEZE4FSE-BDFD-4504- 0
N  n 1/15/7004 5:30:48 FM | 00:09:45 | Mike Bayley Cindy Gallagher 42015 o o 0 &0 {31B0EIEE-EC14-4703- 0
° Tru ng tam I en IaC 1/15/2004 5:31:23 PM | 00:12:00 | Jon Matthews | Cindy Gallagher | 42015 o o 0 &0 {3E9I0260-A1ES-4FAF-

1/15/2004 5:31:31 PM | 00:25:52 | Mark Richardson | Cindy Gallagher | 42015 o o 0 B {BECU3ERE-C7AZ47C2 0 3
e ey e : : : e A

Tinh nang:

* Phan tich gia tang
cho Ghi am va giam
séat chat lwong

* Nhirng twong tac
dwoc tao ma mau
dwa trén cac két qua
kinh doanh nhw Gitr,
Chuyén, Giai quyét ti
cudc goi dau, Bao
céo |én trén, Chuyén
ngang, Loai cudc goi,
Co v.v

« Xubng t&i cudc
goi/man hinh tr man
hinh diéu khién.

Chvuayne Pearson

| B8 Track View - Holds

W agentName
Chris Patton
Christina Smith

uc|

Elizabeth Carr
Ernie Tarlc{
Francisco Lopez
Frank, Black

Gregq Moden
Jacl% eters
Jeff Price

Matthew Hughes
Michae Grlﬁ(
Michael HebFrer
Michael Hukch
Michae| kemp
Michael Ricl

Mlke Eavley

h?a\.l‘\lf:l“al'l”eg Al-Sawari

O i Malkin
Paul wWilliams

] o [ ) )
= | ws| I:I I:I | ]
EJI:II:II:I 1 | ] |

g S P

Dlﬂ &l [T | N ] T ] |
[ ]

N DDDI:
OODED 0 @ E3

12:21 AM | 6/ 1072004
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ng dung:

*Trung tam goi

* Trung tam lién lac
« X ly hau van
phong

* Doanh nghiép

Aice Taylor

Chemy Rose

Christine Sellars

Francis Belttane

Fred Coors

Gill Molaig

Tinh nang:

*Giai phap thuan
phan mém

« Theo d&i nang suat
va hiéu suat

« Xubng tai chi tiét
nhd nhéat clia chirc
nang

» Canh bao & Kich
hoat lubng céng viéc
* Theo doi an ninh

- Giam sat tryc tiép
hoat dong trén man
hinh v&i kiém soat

It's your goal.

Heather Greenwood

Joe Finklestein

Kewin Letts

htarge Samson

hartin lves

hlary Greenfiald

Patrick Holwey

Rose Mectar

Simon Doherty

Simon Hands

Stephen hMomis

Stewe Reichter

Winston Sillcot

700

tich hoat dong cua may ban
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ang va phan tich giong noi
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- [ tew Lo Save ¥ Load wa Print _f Add Topic 3 Delete Topic - Previous Topic W NextTopic 7* 5ah .
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- [l Witness 24
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It's your goal.



ng dung:

*Trung tam goi
*Trung tam lién lac

ly nhan lwc trung tam lien lac (WFM)

/

Tinh nang:

*Giai phap thuan
phan mém

*Dw bao va lap thoi
biéu

Tw phuc vu qua cdng
Web

*Quy tac lam viéc, Uu
tién, déi ca, dang ky
ca

*Quan ly thoi gian roi
*Gan két thoi gian
thwe va theo thdi biéu
*Quy hoach dai han
*DOng co bao cao va
mé phdéng manh

It's your goal.
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E- Iearnlng cung cap phwong tién tur dong dao tao
nhan vién, dung lic, t&i tAn may dé ban, cai thién hiéu
qua cua nhan VIEN
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-thém thong tin D

Yéu cau vé ban hang
Americas: Contact Ms Christine Hertzog at
or 1 408 830 5567

EMEA: Contact Mr Andy Davies at or
+44 (0) 777 400 6051

APAC: Contact Mr Stephen Abraham Loh at
or +60 12 207 1878

« The Witness Systems Sales Playbook is available at:

Cau hdi hay Yéu cau vé giadi phap
Contact Stephen Abraham Loh at
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