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Why does my business need a contact
center?

1. Because clients who have a great
customer service experience become

2. ...andit's easier to .
than to win new
ones

3. Because clients who have a great
customer service experience

4. A great contact center can help bring
in

5. And because a great contact center
can enhance (and define) your
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Why does my business need a contact center?

- Customer Service Tops of List of Issues in Recent CEO Report -

Executive Summary

The 2008 CEO Report

This is the third annual NYSE CEO Report and in many respects we find the viewpoints and
challenges of CEOs around the world have not dramatically changed. That said, however, a
number of important themes emerged this year that tell us CEOs are sharpening their focus
on growing their business.

The first theme is that this may be a year in which there is renewed vigor around the
customer — 2008 may be a year where many CEOs put the customer at the top of the long
list of issues on which they must focus. Why? Simply stated — customers are at the core of
growth. Here are a few points from this year's study that are the foundation of this 1heme:]

m CEOs are planning greater investment, both budget and time-wise, on customer
relationship management.

B The importance of sales growth as a performance measure has increased since the prior
study. Customers are the engine of sales growth.

B Brand, reputation, and investments in corporate social responsibility are more important this
year — all efforts that are focused on the winning the hearts and minds of the customer.

m While many CEOs say it is easier to attract customers than it used to be, many, particularly
outside the United States, say it is getting harder to retain customers. CEOs recognize that
losing customers can be costly.

Source: NYSE CEO Report 2008, Opinion Research Corporation, 2007



Market transitions and downturns provide
an opportunity to gain market share.
How will you transform your business to take advantage of this?




Key Customer Interaction Business Drivers
lllustrative Top Of Mind Issues

Optimized
service

Revenue
generation

Business
Resilience

“How do | drive work to lower-cost resources ?”

“How can | get more calls handled by self-service?”
“How do | reduce my agent turnover?”

“How can | reduce telecommunications costs?”

“How do | optimize my resources?”

“How do | provide service choices for my customers?”

“How do | offer consistent services/experience across all
channels and countries?”

“How do | ensure that the most skilled person is addressing
the customer’s inquiry?”

“I need to get more wallet share of my customers”
“How do | cross-sell/ up-sell more effectively?”

“How can | turn satisfied customers into loyal
customers?”

“How do | ensure business continuity in times of
disaster?”

“How do | drive process and technology standardization
across all facilities?”
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Drivers of Business Impact from Call Center
Transformation

1. IT TCO COST SAVINGS

Operating Savings
* Reduced Infrastructure, Maintenance, Facilities
* Reduced Admin and Management
* IT Operations Staff/Network Management Staff
* Reduction in Voice Trunks
* Centralized Admin / Scripting
* Reduced Facilities Costs

Reduced Call Costs

* Reduced hold time transport cost

* Reduced hold time trunking — fewer in queue

* Reduced transport costs on abandoned calls

* Reduced carrier take back and transfer charges —
multi-site contact centers

* Reduced avg. talk time-> reduced transport costs 3. BUSINESS TRANSFORMATION

- Reduced avg. talk time-> reduced trunking costs * Reduce costs through offloading calls to
« Reduced PSTN costs via IP Toll Bypass web self-service, email, or IVR
Reduced Labor Cosits * Increased Service Levels / Satisfaction
- Decrease hiring & training costs re: seasonal * Increased Cross-Sell / Upsell Revenue
hiring * Increased Employee Morale / Retention
 Decrease seasonal labor * Increased Geographic Flexibility
- Migrate to lower cost remote / offshore agents * Improved Competitive Positioning

* Reduce employee churn (hiring, training, * Increased Resilience
separation costs)




Key Element in Today’s Growth Strategy

= Contact Centers (CC) are being seen in a new light as
channels for banking customer advocacy, segmentation,
and sales

. . . ‘How can we
While the desired results are to: ey e
for new business
— Reduce costs sales, improve |
— Increase revenue relationships,
and improve
— Build loyalty wallet share?”

— Retain customers

= Financial services companies are challenged with striking
the balance among these objectives more so than
companies in other industries




Call Center in Financial Sector?

Figure 4: Apent positions in EMEA segmented by vertical market, 2002 &

2007
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Why Now?

No company can survive in the long run without maintaining

customer loyalty. And when times are tough, customers stick with--
or switch to--companies whom they feel care about them.

There is no single, "magic" approach. You need a flexible solution that
meets the needs of your business ... and your customers

CISCO UNIFIED CONTACT CENTER




Customer’s Perception of Contact

Center Automation

@ =

54% of consumers think that the

organizations provide automated services in their
contact centers, is to SAVE MONEY

=

49% of consumers a speech
recognition system rather than touchtone AS

LITTLE AS POSSIBLE

T,
=
arvdiar B Baddvmie

S ;'gethuman L E L, e T L
m GetHuman Standard v1.0

Always let me speak with a human
Estimate my wait time for a human
Don'’t ask me to repeat myself

Call me back if I'm too busy to wait

Provide touchtone fall-back
No long prompts
s et me interrupt prompts
::@_. Don’t hang up if | make a mistake
Personalize the system for me

Operators should communicate
clearly

The GetHuman™ movement was created from the voices of
millions of consumers who want to be treated with dignity when
they contact an enterprise for customer support. Their goal is to
convince enterprises that providing high quality customer service
and having satisfied customers costs much less than providing low
quality customer service and having unsatisfied customers.



Customer Care




Business Challenge: Putting Service in
Self-Service

Common Self-Service Uses-

Password reset
Check balance; move money between accounts
Inquire on clearance of a check
Confirm deposit/credit

Check interest rates

Branch locator; hours of operation
ATM locator
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Self Service Uses — Phone Banking
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= (Obtain account and credit card balances,
details of your past N transactions, and
amount of interest earned =ik ia
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= Receive statements by Email, Fax or SMS

WL p T

01220,
Nowi Sa

91122009,
022010

= Pay your bills - cellular, phone, electricity...

= Report loss of your ATM / Debit Card ==

smamon 15 12 2008
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Expert Assistance

Employees are a company's most critical resource. In a challenging

economic climate, it is imperative to maximize the potential and
productivity of each employee.

Unlock the potential of your Workforce:

» Presence-enabled employees provide expert assistance
to your customers

» First-call resolution is improved
» Customer satisfaction and loyalty increase
» Traditional agents gain more time for upsell and revenue generation



Typical Use-Case Scenario

Agent needs an expert’s assistance.
Uses Cisco Agent Desktop’s Chat to
find Expert

Customer places call to 1-
800-Help and gets Agent

CCX routes Customer’s
call to Agent

Customer Glsco Unlfled -
Ganiigp_:t Center }

i . TR —
T e T T s T e 1

T

Chat

O Lo Y4
s "| Agent and Expert Chat. The Agent

can also transfer, conference and
deliver call information to the SME.




Branch Office Customer Care

"Our business runs multiple branch offices. Our people ARE our competitive
advantage, so the more callers receive local support, the more we win.
But...we need to provide great support even when local resources aren’t
available. And...we fulfill some needs from our nationwide contact centers.
Can we pull this off?"

Common Business Drivers:

"Customers should only need one number to reach us."

“Maximizing the customer relationship with the local branch.”

“Consistent caller experience wherever we serve them."

“Superb service levels and specialized assisted service by
moving customer calls between our branches and regional
or national contact centers as needed."

“Central control with flexibility for unique, branch-specific
conditions."

“All of this without breaking our operating budget.”




Branch Office Customer Care with
Cisco Unified Customer Voice Portal

Agents
(anywhere)

¥
B

HiNjEn

ﬁgﬁ

i CaIIs treated
Callers at the branch I/

Branch location

CVP's award-winning architecture uses the NETWORK AS THE PLATFORM:
Queuing and self-service are performed at Branch locations
Management & control are centralized/simplified
Server count is reduced
Transfers occur over the IP Network, reducing carrier trunking charges

Total Cost of Ownership is Reduced



Video Call Center

Richer Communication Experiences

Enable new kinds of entertainment

Attract new customers

Explore new business models

Richer Customer Service Experienceh

a Enable new kinds of services

o “Let me you...

a Over 50% of face-to-face
communication is

o Retention of audio + visual is
than for audio alone

\ o Build customer loyalty /




Video Integration

» Video self-service and queuing capabilities

= Variety of endpoints supported including
3G Mobile, Video Kiosk, Web,
Telepresence and Soft-clients

= Video-enabled customer service
= Agents viewable by customer

= Agents can “push” informational videos to
customer

= Video automatically played during self-service
interactions




Key Video Features and Benefits

Feature Platform Functionality Key Benefit

Video Caller is presented IVR menu via video Faster, more intuitive
Menus Caller makes selections via keypad caller experience
Video Self Caller selects pre-recorded video or live streaming Richer caller
Service video for viewing interactions
Video Caller views video while in queue for an agent RSN EEll ey
Queuing 9 gent...... engagement

Point-to-point video between agent and caller

Video One-way: caller sees agent, or agent sees caller Differentiated. “let
Agent Two-way: both parties see each other me show you” style
9 hands-on service

Agent can push additional video to caller
Video/audio interactions can be recorded




Virtual Expert Management

Optimizes individual branches need for scarce subject matter expertise
by offering an alternative face-to-face consultation to customers with
specific needs and provides a rich collaboration environment for bank
customers and experts

= Better use of scarce subject matter expertise

= Differentiation through superior customer
expenence management

Eirhnin S r___ar W L, o

L w——
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) L L C =

M E a - Megan Acknowledge 2guest
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Customer goes
(nov

‘«garah will be W|th L ¢
| @ you in 3 minutes.”

C97-530356-00 © 2009 Cisco Systcimes
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Courtesy Callback

= Provides option for caller to leave name and
dial-back number once call is in queue

» System automatically calls back prior to connecting
to agent (pre-emptive call back)

= No Desktop modifications required
= Works with all ACDS that are supported by ICM




Outbound




Cisco Outbound Option

= Single Inbound and Outbound
configuration and administration

= Fully integrated to Cisco CTI
= Enterprise wide Dialing

= Fault Tolerance

= Sequential Dialing

= Fully integrated to Enterprise
Reporting via Cisco WebView

* [ntegrates with CRM

= Assists in TDM to IP migration



Key Features

Sequential Dialing — ability to support 10 numbers in different
zones for a single customer

True call by call blending
Dynamically assigh Agents to Campaigns (Dynamic Re-skilling)
Enhanced Call Progress Analysis for IP
- Answering Machine, Fax and Modem Detection
- Detect SIT tones, Network Voicemail
Pre-recorded Campaigns through Cisco IP-IVR

Outbound with Transfer to CVP — Routing |mprovements due to ] J
Dynamic Resource Client. _

Personal callback, also available for customizationi
Unlimited Dynamic campaigns import -
Support for millions of records in the
Agent Desktop (CAD or CTIOS)



Enhanced Call Progress

* Answering Machine, Fax Machine and Modem
detection for IPCC Dialer

» Conforms to Industry standard 99.99% voice detection
rate.

« Ability to detect SIT ( Special Information Tones) tones
and Network Voicemail.

« Ability to detect Fax machine/modem within 200ms

* Ability to detect Answering Machine within 1.5s after
the Welcome message speech starts.

« Ability to detect Beep tone after Answering Machine
Welcome message.

e http://en.wikipedia.org/wiki/Special information tone




Pre-Recorded Campaigns

« Contact Centers can run agent-less campaigns via
Pre-recorded messages on Cisco IP IVR

 Increased Agent utilization in Contact Center

. - Answering Machines to be sent to an IVR,
. - Live caller to be sent to a Live Agent

* Ability to Queue Outbound Calls

« Reduction in Abandon calls in Predictive Mode
* ROI benefits



Dialing Modes

Predictive

Skill groups run dedicated or
blended

Lines dialed per agent is calculated
by algorithm

Screen pop delivered along with
customer call transfer

Preview
Skill groups run dedicated or blended
Screen Pop before dial being placed

Ensures agent available prior to placing
the call

Agent buttons to accept, skip, reject the
previewed call

Progressive

Skill groups run dedicated or
blended mode

“Lines dialed per agent” is
configurable

Screen pop with customer call
transfer

Direct Preview
Skill groups run dedicated or blended

Presents agent with customer’s record
prior to dial being placed

Agent buttons to accept, skip, reject the
previewed call

Allows Agent to listen thru the call.

Faster connects. No transfers




Predictive Outbound & naplata dugova

Izvor: http://www.b92.net/biz/vesti/srbija.php?yyyy=2010&mm=01&dd=16&nav id=404460

Prose€na zaduzenost stanovnika Srbije po
bankarskim uslugama bila je 650 evra na kraju 2009

Kreditna zaduzenost gradana tokom prosle godine
povecana je za 4,3 odsto, sa 380,7 milijardi dinara na
397,1 milijardi dinara, a procentualno najveci rast
imali su potrosacki i stambeni krediti

Kasnjenje gradana u otplati kredita tokom prosle
godine povecano je sa 1,5 odsto na 3,2 odsto
odnosno vise nego dvostruko

Banke se suocCavaju sa problemom
naplate dugova




Predictive Dialing Performance Gains

This chart illustrates the typical performance gains
through implementation of Predictive Dialing

Agent Hourly Talk time by dial type B ins talk per agent

& . |

&5 r |

.:l .

B |

. |

::5 i

E |

L |

- .

5

0

Dial Type Manual Preview Progressive Predictive

Use of Predictive Dialing can dramaticly increase
productivity and is a solution for great ROI in
collecting overdue payments!



Support for Do Not Call List

https://www.donotcall.gov/

—
oy

NATIONAL

DO NOT CALL
REGISTRY




Agent Application




Desktop Applications — Agent Desktop

Outbound
| er=r—— Option
Call (" Talking - Cisco Agent Desktop = B)X] BU?’[ -
Control, &AWGN RGO BEEO i0E 0l 2 DBKOBE2R-9
ACD state : :
Remember 20% discogatfor Platinum customers.
Fate | Calling# 1 Calleds ] Alerting# | Original Calling# | Criginal Calleds | Duration |
N Comnected 12163 2101 2163 MTeam
: essage
Active Call Data # | | Device | Type | Description Duration g
Data 2163 921!]1 figent Id Karinski Mancy 00:05:35
2101 (%] Tatal 00:05:35
default
B 4:":5@@ ﬂorkSites| __1|
rowser . o~ e : ;
Controls Shp Mawgation Skip to Content Skap to Search Slop to Footer ~
Biseq S\'E[EM& Log In | Register | Contacts & Feedback | Help | Site Map | Select 3 Location/ Language
— Browser
e content
display
i PRODUCTIVITY IMPROVEMENTS [ At lidit
Products & Solutions > A VERY FINE YEAR R TG | -]
Ordering » A vineyard uses the network
- to check everything from leaf
Technical Support & > goicture to online orders.
Documentation
Mancy Kaminski x2101 2311 Talking 00:05:34 |Partial Service |15:58
Status bar
with Agent

info fields



Cisco Agent Desktop

Browser Edition

1.CAD Look and Feel
2.|E or Firefox

3.Integrated Browser

4. HTTP Post/Get,
Recording, Chat

5.Not all CAD features
(no macros)

6.Available with all CAD
licenses

(@ Internet Explorer

version 1.5.0.1

A C\Program Files', Apache Software Foundation', Tomeat 5.5'webapps'cad|

=10/

908 [

vals g2

State Calling # Called # Alerting # Originl Called # Duration
Recording #4043 4042 7E39712212 7101 mnzi27

Field Data Device Type Description Duration

ANI 039712212 ﬂ 7101 FioutzPaink Raute Paink 7101 000007

DMIS 7101 7 Agent Clark Isshella 00:01:13

Department | Help desk vI Total 000120

| Tonut Constentin |x2129 [2129 |Taking 00:02:06 |In Serviee | 17:37:32

@ WorkSitesIhttp:;‘,iwww.cwsco.corn ﬂ Addressl

[ |

|@ Applet com,spanink,cadbe, applt, CadBEARRIEL started

L [ my Computer P

“J Contact: Mr. Jim Cairns ~ Salesforce - Personal Edition - Microsoft Internet | =

=01

JFi\e Edit Wiew Favorites  Took  Help

J Back v o= v @ fat | @SEEr[h [#]Favarites @Media @ ‘ %v = N ¥ @

|Jﬂddress I@ https:n‘nal.salesforce‘com.fEIUSSUDUUUUSano?srPos=U&5rKp=j G0 i

@ale%rcesfa 26

Home , Accounts | ! Cpportunities i-RepUr‘cs \l Documents ‘ r

- Contact
Search

———

Mr. Jim Cairns

Setup -Help - Logout +

m Advanced Search... T
o Contact Detall En | clone |
Create Hame  Wr. Jim Caims Phone 2111
Ty v Account  Glohal Media Home Phone  {611) 365-3653
Title  Product Manager Mobile (1) 207-6761
Department  Research & Development Other Phone  (763) 971-2212
Recent Items
e ) Birthdate Fax  (T63)971-2300 ]
2/ Jdim Cairns % = = <
= Reporte To  Stuart Goldstein [View Org Email  jimc@globalmedia.com
&) TertiKocon Charl
é matt Jackels Lead Source  Seminar- [nternal Assistant
L Lemons "R Us Aget. Phone

I Brown Shoe Email Opt Out




Cisco IP Phone Agent

1. XML Application on Cisco IP
Phones

2.Log in/ Log out
3.Ready / Not Ready

4.Supervisor desktop shows
agent phone state

5.Supervisor can use silent
monitor feature

6. Enterprise Data display

7. Statistics display




CTI Toolkit Sample Agent Desktop

ACD Call control Assist Tools:
features features features Stats, chat, record, bad call
CTI 0S Softphone | O] x|
Agent tate — Diald&nswer/Release— — Hold/FEtreve Alt/Reconn Contd/Transfer Sup Azt Tool
- - 1 5 ¢ L "
A% G g e 1] g p e o
ED

4747 Corneche: 5900
«m CTI Statistics

ol x|
—Agent
CallsHandledT oday | TimeLoggedinT oday | TimeT alkingT oday | TimeHolding T oday | TimeReadyT oday ﬁ TimeMotR eaduT oday | AVgTiﬂl
A AE- = AN
_L 4 1:45:59 0:0%:13 0:00: ® CTI 0S Chat M= E3
Extens 1| |
Send [5108 ~]
— Skill Groups Ta : send I ——— |
SkillGraupMumber | Agentsloggedin | Agentzdail | AgertsMotRe | Egit Outgoing Message
2003 3 a 1
2004 3 a 1
7180 1 a a
7200 2 a a

o |

Message Display
To 5106 We need you to Log In ;I

« ActiveX components

- Sample application with
source code L

« ACD and call control features
« Supervisor assist, agent statistics, chat

« CTI Toolkit application programming interface support available in
COM, C++, Java, and .Net

Ta 5106 : If you could, we'd appreciate it.




Cisco Unified CRM Connectors

Pre-built, certified CRM Connectors for a number of
major CRM packages:

SAP

Siebel (using CTI OS driver)
Salesforce.com

Microsoft Dynamics CRM

Peoplesoft

TECHNOLOGY Microsoft

CERTIFIED
Partner
m CERTIFIED
e W EARTNER
™

SIEBEL CUSTOMER
GLOBAL PARTNER  RELATI ONSHIP MANAGEMENT




CRM Integrated Desktop

A single agent application for CRM and call center needs
Call Control

| Address 8] Fetpiifetia sisbel. comfcalcenter start.swe Features -

Fle Ed@ View Hel / s semes

) Siebel Call Center - Microsoft Internet Explorer

=18 x|

== | Iy poeann

e~ |d |

Integrated T

] »
. =l | &
Multi-channel [~

Communications I

€% B-1dot1er Agent State

TOOI bar Comiments -
Controls
Call Center Durham Siebel CT for Durham Call Center employees; Skebel CTI Connect (Dialogc)
Call Center Emerywile Siepe| CT] 100 Ermeryile Call Canter amployvaas; Sepe] CTI Connect (Dialogic)
Call Cenber Sh
Call Canter Sandy Sieoel CT| for Sandy Call Canter employees, Slabel CTI Conmect (Dialogc)
MlLltichanne conifiguration & Woie, el and web  colaboration
Reception CT) Bridgspointe Siene] Recepton CTI1Sr frond desks a5 recectionis! of Bridpepointe 1acilly; Siehel CTIConnect (Diasgc)
Recastion configuration & R
[ Ll Profiles | Agents Commands || Event Handlers
(@) | Cew) @uery) | (D 1-7017+ &
Name = Value Active
Autologn FALSE

Autol ogeCmd SRrONGOUE
Crnirng=iter RuleD 801 256821 =821
DinlingFither Rule002, 801 25622822
ChalngFiter RuleD03 801 25623823
DiingFiler RuleD0d 501 25624-824
CHaingFiter Rula)0s S10788-=1

LLeLLLN s
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Remote Agent Option

KEY BENEFITS:

1.Protect important and private customer information

<€ IP Contact Center

2.Prevent unauthorized persons from using the network
3.Work with existing broadband services

4. Extend access to full suite of contact center applications
5.High-quality voice and video

Secure VPN Tunnel
Over Broadband

Hello.
Is this
Customer
service?

Home Office

Customer
service
Bill speaking

Customers Never Know that Their Support
Is Being Delivered from a Home Office



Multichannel




What’s driving multi-channel
interaction?
= Customers are more demanding. Expect service over multiple channels

—Provide choice of channel that is appropriate and convenient for the
interaction

= Businesses looking at reducing costs
—Automated Responses and KB Tools reduce cost of email & chat service
—Agents can handle multiple chat sessions, leveraging quick-response tools
* Enhancing the customer experience - acquisition, retention
—Improving first-contact resolution and accuracy of email & chat responses
—Providing chat and callback from web-sites
= Increase revenue through up-sell and cross-sell
—Enable agents with updated information
= Ensure compliance, security and streamline business processes

—Reduce unwarranted field visits, product returns, and associated costs, etc.



Multichannel Interactions at Cisco

= |Integrated, multi-channel customer support (Phone, Email and Web Interactions)
= Extensive customer Web self-service tools
= Consistent customer experience

Benefits from CIN

Customer Satisfaction:
— Increased from 4.0/5.0 to 4.78/5.0
over 7 years
— 73% of customers are truly loyal to
Cisco Technical Support

Cost efficiencies
- $661M
— 85% of support cases resolved
through the Web
— Decreased average talk time by 32%

phone Collab. =¥ 4 © Organization flexibility:
echnolog -\ — Customer Service scales seamlessly
for growth

Customer
Enquiry

——

Connect 1o Cisco Lie!
Meed help? Talk to s noww .

Cisco.com / Support aCall Rout



[
Providing Multiple Service Options Can Lower Costs
While Enhancing Consistency of Service Experience

= Customers choose preferred Customer Experience, from website

= Customers can initiate inquiry when & how it works best for them

= Reinforces website as primary starting point, increases self service

= Load balances work, ramps up agents faster, aligns agents to most productive channel

ACME Savings & Loa
R - Chat Queue

. . . Multi-tasking
Treating customers like family for over Strona Written
one hundred years. OK%/erbaI

Email Queue
New Agents

Strong Written

Products & Online Banking [nvestment [ g0, oh Non-Real Time

Checking Paying Bills Checking

Credit Cards Online Balance Credit Cards ' VOice Queue

Mortgages View statement Mortgages “Bedside Manner”

Personal loans Open new account Personal loans OK Written

Home equity Access dredit card Home equity Talk Live High Tenure

Savings and CD’s Fees Savings and CD’s m/




Web Collaboration Improves External and
Internal Interactions

. o Click to help increases site stickiness and probability of click through

OR—Based on customer profile/site behavior agent proactively offers to help—
reducing incomplete site visits and transactions

@ Agent sees customer location, answers questions, pushes forms to customer to
ensure completion of transaction

RESULT: Customer gets assistance when ready to buy/setting ideal tone for ease of
doing business with company

Customer seeking quote
or other information

ety S mmen ]| o e G e e e

Web collaboration enables simultaneous monitoring of agent’s voice and
application usage

Supervisor simply creates a collaboration session with agent gains full visibility to
agent’s handling of customer inquiries

Supervisor coaching
home agent



Large U.S. Bank: “Invite-To-Chat” to
Boost Small Business Sales

= Qverview

= This bank launched “Invite to Chat”
feature to increase sales, ‘
conversion rates

MMMMM

ppppppppp

—Using invite to chat in several areas of the
bank’s site, including Small Business

—Chat conducted by small business sales
specialist vs. general customer service rep

rrEers

» The bank senses prospect comparing
different business checking accounts,
and sales specialist invites customer to
discuss options via live chat

= Benefits

2005 — 2006 Sales by Channel

= Invite to chat helped this bank increase e |
online small business sales
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E Tor eseryTtestB2@em=00600 egain.net To: stratos davios@egain.com
= Co: Subject Re: Oroler #1234566 B k k
w Subject: Croer #1234566 : o O m a r S
e = | l l X559 0K
%F’Iease advice on shipping dates and tracking number T 1 - A-B I u @ @ S—— == *;E £§ @ Spe”CheCk
e
) Streifos D. Dear Stratos Davlos, ¥ . .
Rich HTML Editing
@ Stratos Davlos Thank you for your email
Vice President, Professional Services
Tel: +1 707 772.5000
Jo

<




Web Interaction Manger Agent Desktop

¢ Mot Ready - Cisco Agent Desklop El@lgl E'Mail and Web
enwes GRFa ERE,0d 2 ED Interaction Manager
share common desktop

|Devica  Type | Description

I - a@a| Both run in the Cisco
X E -G Z-E &% @ A dw @& | Agent Desktop
= My Work - 5. CaseID Acti... Subject Customet .. Ackivity du,., Time since ... Chat status @' . b dd d b

R ) T - embedaed browser

= Activities

= My Activities & 4 seay  eevz Robert Medl 05:01 00:59 _. B [#
= [Cument (12,0} i} |- |sco [esss |HELR) Pete Rose 01:18 01:15 _. a [ Mul“ple

o leted
nmpEte g 6 4993 7100 hey man anony maus 11:12 0301 Cuskomer exit... A -

My Searches - : SimUItaneous Chat

D@ sessions
Z- B

Service 1 - dgerl Cormale - Microsoll It Explarer

SIBIES T ABOXES T Red if awaiting input
S anr m\
- 22 I lost my password, can u kell me what it is? fr—

S | | | Push web pages
B sohws Az vatrg Sganaw

= Knowledgebase

@| Eou -

B Seo— 3 Customer History

o ECEREE Y

BB i Abvkini Hasih - EXternal LinkS

W] Eapern fvancial guidvace ham o prescreensd independen aivka .
arigar, e bk bad i portFairs i riuin Wodw ividvand sl @ SEmCHE ApC ::E £
[ e Sicirend Sicknns Hebvostc?, yual rece v o inciecl recommendalicn 1o o preceseed sdmeraho can wark s pou onon ageeg konfarekag ‘9 g - 2 =

g P farvieg, S porfoka roespeer, an] ohes spaice] eqeine

;:1::;\:{9;::::..:::-: :‘:,'::',';:’,,:;:f" il e bl e e comhmidinn el ipesidh et o pik, irmsstroind Fricagrne] Sure, what is the street you grew up on? F req u e ntly- Used
Eiaal’t b periond s b on pons sl b ey ik
: responses

o Cuinized addior mcanmordaloa TR dicass pour Bramiol peods onil invesling Sk 00 Pt pou sl 3 T TRCOPTAEion [0 o albvEo

wha Ty be gkt A pouy
o CETRChEe i Daancal slvna ™ eved v et adecan can oot [N ke voer areou Enaecial DU NG ks e ormddo sor e edalane f vou oy Send
Lk ranE LA Eraled iperwite L0 (gt i 18 R _
Cuskomer is Eyping a message.
Spell Check

Ilser name: etech_da ‘Language: English | Ready ||O|:|en activities: 12,0 Open cases: 9
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If Last Week’s Schedule Looks Like This

pfneQieade |y
§ Name Monday 7 :cﬂ—'ﬁl‘uesday O Wed nesday
Adam Wong XXX 9:00 AM - 3:00 PM 12:00 PM - 6:00 PM
Amber Koening -, | 9:00AM-3:00PM | 9:00AM-3:00PM | 9:00 AM - %88 PM °F—
Berta Alvarez | j0.pues 7 ranong 12:00 PM - 6:00 PM
Brianna Marsole . 12:66-PM=6:00-PM | _-S:00-AM=3:00-PM | .
Caterina Gorzekova | 9:00 AM-3:00PM | 12:00 PM - 6:00 PM '2-3’ 00 AM - 12:00 P
Darren Thomas w«;W- 6:00 AM - 12:00 PM 666 AM - 3:0& P?%
DeWayne Jackson 12:00 PM - 6:00 =~ . 12:00 PM OD PM
Ismerelda Sanchez 9:00 A Lo I/ o 3:00 PM 3 ”Vi |
Ivonne Baez ‘L:,/ﬁ_t .; , ~ 3:00 PM
Jennifer Harris-Lee 6:00 AM  , F" ’ N ot “= »00PM | 6:00 AM - 12:00 PM
Juan Rodriguez 9:00 AM ~“ ﬂ’P P ‘00 PM 12:00 PM - 6:00 PM |
Nicholi Supressia 6:00AM -+ " 2 H ;,,..f:’fl - OPM | 6:00 AM - 12:00 PM
Rosario Valdez tratvina ‘-f‘z.u.-uz»«_c_) TRatuwing
Terisita Banderado 9:00 AM - 3:00 PM XXX XXX
PR o
[ %)

You Just Might Need Wd?‘*kforce Managlemenf



Workforce Management:
Provide Consistent Customer Service Levels

Customer satisfaction is directly tied to variability of queuing time

Insure appropriate agent staffing to match the contact volume and
skills required

Too many agents
—Increases staffing costs
—Lowers contact quality and agent satisfaction

Too few agents
—Hold time rises, customers frustrated, hang up
—Customer less receptive to revenue generation progra
and service levels drop below corporate goals




If Your Agents Often Answer Calls Like This

You Just Might Need Qua/iemenf



Quality Management:
Businesses Need to Monitor Customer Contacts

» |Insure consistent high quality customer contacts
—Continuously monitor agent skills — 7x24
—Identify training needs and effectiveness

—Across today’s virtual call centers - main contact center, branch
offices, retail locations, home agents

= Enable all customer contacts to be reviewed
instantly for dispute resolution and to meet
regulatory requirements

—Record up to 100% of customer interactions
—Rapid archival search and retrieval from anywhere

—Secure, authenticated, domain restricted access




How Does Interactive Edge Recording Work?

“Record
Server

Main Contact Center Quality Management
Centralized Services
User interface, database,

contact management,
event filtering

=<
Y- T%
' geforrci Remote workers d_13
e° 5 Cisco Call Manager

Contact Center
(ACDAVR)




NICE Recording on AXP Module

= NICE Network Embedded VolP Logger is a software
component that runs on Cisco's AXP module

= Audio data is stored locally and thereafter forwarded
to be archived at the data center during off-peak hours

= No need for implementing

a separate, dedicated —— ——
recording server at § @ 6 qu g
each branch w@

ﬁ gﬁiﬁﬂ
Branch/Remote Site ~  PSTN




Reporting




e
Unified Contact Center Reporting Architecture

= Enterprise wide, consolidated reporting
= |ntegrated reporting across media types
(voice, outbound, e-mail, web)
e = Automatic data synchronization is seamless
: and self healing
= Real-time and historical reporting through
Webview thin client application

Webview Server &
Reporting Databases

Configuration updates, real time &
historical data

Call Manager




Report Presentation Modes with CUIS

= |nteractive Grid

L]
X S L I S t at I C O u t p u t co.businessintelligencelive.com - Agent - | - Microsoft Internet Explorer ; =1loj x|

|+

Agent Historical All Fields Report

C |f] t G Incoming Tasks -
I : " Redirect ‘
i DateTime Handle Talk Redirect Aban Trans Conf
a S L) a u g e S Agent Skill Group midiyyhhmmess Ans ANSWait Aban Aban Trans Conf Short |, Hold lo

g

o Handle HandleTime Talk  Time In
Time Time

Time  In b

Ring Hold , "° In In Tasks Time
Answer .
Time

Tim

Agentl, MOS (36176 }

DEFAULT_27310 10M07 08:30:00 0 0000 o 0:00:00 0:00:00 0:00:00 o o o o o o 0 0:00:00 :00:00° 0:00:00 0:00:00 0:00:00
EMEA_CM.CO_BED pri 007 09.00.00 B 00023 i 0:08:55 0.04:46 0:.04.30 o o a o o 1 € 0:02:59 0:00:00 0:00:00 0:00;00 ;0000
. O S EMEA_CM.CO_BED pri A0M 07 09:30:00 3 00008 2 0117 0:00:33 001826 a a a o a 0 2 0:00:24 00000 0:00:00 0:00:00 0:00:00
DEFAULT 27310 A0A07 10:00.00 0 00000 o 0:00:00 0:00:00 0:00.00 o o a o o 0 0 0:00:00 0:00:00 0:00:00 0:00;00 00000
EMEA_CM.CO_BED pri A0M 07 40:30:00 1 G000 2 0:07:25 0.0710 :06:16 Ll Ll a o o 0 0 0:00:00 00000 0:00:00 0:00:00 0:00:00
DEFAULT_27310 1007 13:00:00 0 0000 o 0:00:00 0:00:00 0:00:00 o o o o o o 0 0:00:00 :00:00° 0:00:00 0:00:00 0:00:00
EMEL_CM.CO_MOS sg.pori 10707 13:30.00 0 00000 o 0:00:00 0:00:00 0:00.00 o o 1 o o 0 0 0:00:00 0:00:00 0:00:12 0:00:00 0:0000
DEFAULT_27310 A0M 07 14 4:00:00 0 00000 o 0r00r00 0:00:00 0:00:00 1 o a o o o 0 0:00:00 00002 0:00:00 0:00:00 0:00:00
DEFAULT_27310 A0M07 21:00:00 0 0000 o 0:00:00 0:00:00 0:00:00 o o o o o o 0 0:00:00 :00:00° 0:00:00 0:00:00 0:00:00
DEFAULT_2730 A0M 07 21:30:00 0 00000 Ll 0:00:00 0:00:00 0:00:00 L] L] a 1 L] 1 0 0:00:00 00000 0:00:00 0:00:49 0:00:00
DEFAULT_27310 10M07 22:00:00 0 000 o 0:00:00 0:00:00 0:00:00 o o o 2 o 2 0 0:00:00 :00:00° 0:00:00 0:01:16 0:00:00
DEFAULT_27310 A0A 07 22030.00 0 00000 o 0:00:00 0:00:00 0:00.00 o o 1 2 o % 000000 0:00:00 0:00:12 0:04:52 0.00.00
DEFAULT_27310 A0M 07 23:00:00 0 00000 i 0r00r00 0:00:00 00000 a a a 1 o 1 0 0:00:00 00000 0:00:00 0:02:34 0:00:00
LEEALLT Al 10000 L0, 400000 I} L0000 00000 00 00 i} o o o o 5 0 0:00:00 0:00:00  0:00:00 0:00:00 0:00:00
000 o o a L] L] 0 0 0:00:00 00000 0:00:00 0:00:00 0:00:00
@® Calls In Queue | o o 0 00000000000 0:00:00 0:00:00 0:00:00
9‘% 0 - . - 1 o o 0 S 0:04:55 0:00:00 0:00:00 0:00;00 0:00;00
= ¥ Checking for updated data (Ready)..
: d 2 i ) Agent State D|Str|but|0n 0 0 2 00000000000 00000 G:0000 C00:00
: H & ™ ] 0 53-._ Simple: Fil k
47 OE% O Mat Rea 1
. . 6% .
Agent Name State Media StateDur  LoginDur = Ready
L13919,F13919 @  Cisco_Voice  00:18:338  07:38:12 B ring
L13959, F13958 ﬁ Cisco_Voice 00:14:14 07:34:10
L14630, F14630 () Cisco_Voice 00:16:50 07:36:38
L14104, F14104 ﬁ Cisco_Voice 00:14:26 02:45:08 < 36°F
L13530, F13930 & Cisco_Woice 00:39:33 07:32:33 €l Claudy
L14120, F14120 ﬁ Cisco_Voice 00:11:02 07:33:00 Feels Like: 28F
i ; 2 <
L13770,F13770 |y  Cisco_Voice|  02:08:24  07:27:24 b
+ S = T A Windk: HHE a1 11 mph
113849, F13849 w Cisco_“oice 01:58:12 07:15:52 37.55% e -
+ 7 2 AlEr i ip
L13778, F13778 w» Cisco_Voice 00:00:12 07:07:22
L13813, F13913 (L] © Max Del] @ o7t eustomer cors
I Max Del
L13795, F13798 |G — ASA
L14203, F14203 @

20

12142007 121672007 12M&2007 12202007 1272272007 122472007 1272872007 120282007 1273002007




Cisco Unified Contact Center solutions:
+ Better care for your customers
+ Better results for your business

For more information on Cisco Contact Center
solutions, please visit:

WWW.CiSCc0.com/qo/cc




Flash Demo

= CAD, CSD, Agent E-Mail and CAD with Presence
http://www.cisco.com/en/US/partner/products/sw/cust
cosw/ps1846/prod presentation list.html

=  Multichannel

http://www.cisco.com/cdc content elements/flash/voi
ce/web email interaction manager/index.html

=  Workforce Optimization
http://www.cisco.com/en/US/partner/products/ps8293/
prod presentation list.html

= Microsoft CRM Connector
http://www.cisco.com/cdc content elements/flash/net
sol smb/crm connector
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