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� Contact Center Customers

� W h y  Ci sco Contact Center

� K ey  T ech ni cal  M ark et T ransi ti ons

� Ci sco S O N A  and  U ni f i ed  
Communi cati ons

� Ci sco Customer Contact S trateg y

Agenda
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C o nt ac t  C ent er  P o r t f o l i o  b y  P r o du c t  L i ne
Unified Contact Center Express
Unified Contact Center Enterprise
Unified Contact Center H osted

Unified Contact Center Express
Unified Contact Center Enterprise
Unified Contact Center H osted

Unified Contact Center Enterprise
Unified Contact Center H osted
Unified Contact Center Enterprise
Unified Contact Center H osted

Unified I P  I V R
Unified CV P
Unified I P  I V R
Unified CV P
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0  � 1 3  M i l l i o n P h o nes  i n 6  Y ear s
13M+ C i s c o  I P  P h o n e s  S h i p p e d  t o  O v e r  
4 8 , 0 0 0 + U C  C u s t o m e r s  I n c l u d i n g  7 0 % + o f  t h e  
F o r t u n e  5 0 0  U s i n g  C i s c o  U n i f i e d  
C o m m u n i c a t i o n s
� 200+ c u s t o m e r s  d e p l o y i n g  m o r e  t h a n  5 , 000 I P  p h o n e s  
� 8 M + U n i t y  s e a t s  s h i p p e d  
� 1 . 1 M + C o n t a c t  C e n t e r  s e a t s  
� 200K + M e e t i n g P l a c e  l i c e n s e s  
� 3 0M + V o I P  p o r t s  s h i p p e d  
� 8 0M + P o w e r  o v e r  E t h e r n e t  p o r t s  
� 7 0K + C i s c o  U n i f i e d  C o m m u n i c a t i o n s  M a n a g e r  l i c e n s e s
� 6 5 K + C i s c o  U n i f i e d  C o m m u n i c a t i o n s  M a n a g e r  E x p r e s s  

l i c e n s e s
C i s c o  I s  D i s p l a c i n g  16 , 0 0 0 T D M P h o n e s  E v e r y  
B u s i n e s s  D a y
C i s c o  S h i p p e d  O v e r  1M+ P h o n e s  E a c h  o f  L a s t  
4  Q u a r t e r s    

S o u r c e :   C i s c o ,  J u n e  20 0 7



© 2 0 0 7  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 lP r e s e n t a t i o n _ I D 5

� 1999: Entered market via acquisition of GeoTel
� 1999 – 2 0 0 1: V irtual call centers,  advanced C TI ,  
netw ork-b ased I V R

� 2 0 0 1 – p resent: A C D  routing  for C isco C allM anag er
� 2 0 0 3  – p resent: I nteg rated multi-ch annel contact,  
seamless inb ound/ outb ound b lending

� 2 0 0 3  – p resent: A dvanced sp eech  self service,  intellig ent 
netw ork-b ased queuing  and treatment

� 2 0 0 6 : A cquisition of A udium
� 2 0 0 7  and b ey ond: I nteg ration of know ledg e w orkers,  
customer interaction analy sis,  video into p roducts

� 1999: Entered market via acquisition of GeoTel
� 1999 – 2 0 0 1: V irtual call centers,  advanced C TI ,  
netw ork-b ased I V R

� 2 0 0 1 – p resent: A C D  routing  for C isco C allM anag er
� 2 0 0 3  – p resent: I nteg rated multi-ch annel contact,  
seamless inb ound/ outb ound b lending

� 2 0 0 3  – p resent: A dvanced sp eech  self service,  intellig ent 
netw ork-b ased queuing  and treatment

� 2 0 0 6 : A cquisition of A udium
� 2 0 0 7  and b ey ond: I nteg ration of know ledg e w orkers,  
customer interaction analy sis,  video into p roducts

Brief history of Cisco’s cu stom er con ta ct 
b u sin ess
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S t r o ng H i s t o r y  o f  S u c c es s  i n C u s t o m er  S t r o ng H i s t o r y  o f  S u c c es s  i n C u s t o m er  
C o nt ac tC o nt ac t

FidelityFidelityFidelity

B r i t i s h  T e l e c o mB r i t i s h  T e l e c o mB r i t i s h  T e l e c o m

A m e r i c a n  E x p r e s sA m e r i c a n  E x p r e s sA m e r i c a n  E x p r e s s

A m er ic a  O n lin eA m er ic a  O n lin eA m er ic a  O n lin e

C o m p a qC o m p a qC o m p a q

F i r s t  U S AF i r s t  U S AF i r s t  U S A
Progressive InsuranceProgressive InsuranceProgressive Insurance

W ach oviaW ach oviaW ach ovia

I n t e r n a l  R e v e n u e  S e r v i c eI n t e r n a l  R e v e n u e  S e r v i c eI n t e r n a l  R e v e n u e  S e r v i c e

S p r in tS p r in tS p r in t

J C P en n eyJ C P en n eyJ C P en n ey

D ell C o m p u terD ell C o m p u terD ell C o m p u ter

C a p ita l O n eC a p ita l O n eC a p ita l O n e

M o r g a n  S t a n l e y  D e a n  W i t t e rM o r g a n  S t a n l e y  D e a n  W i t t e rM o r g a n  S t a n l e y  D e a n  W i t t e rA l l s t a t eA l l s t a t eA l l s t a t e

C en s u s  B u r ea uC en s u s  B u r ea uC en s u s  B u r ea u

G E I C O  D ir ec tG E I C O  D ir ec tG E I C O  D ir ec t

Household Credit ServicesHousehold Credit Services

P r u den tia l I n s u r a n c eP r u den tia l I n s u r a n c eP r u den tia l I n s u r a n c e

A m er ic a n  A ir lin esA m er ic a n  A ir lin esA m er ic a n  A ir lin es

T elec o m  N ew  Z ea la n dT elec o m  N ew  Z ea la n dT elec o m  N ew  Z ea la n d

D elta  A ir lin esD elta  A ir lin esD elta  A ir lin es

A etn aA etn aA etn a

M a r r io tt I n ter n a tio n a lM a r r io tt I n ter n a tio n a lM a r r io tt I n ter n a tio n a l

Fr a n c e T elec o mFr a n c e T elec o mFr a n c e T elec o m

L a n ds ’ E n dL a n dsL a n ds ’’ E n dE n d

C itic o r pC itic o r pC itic o r p

A ir telA ir telA ir tel
I n f o n etI n f o n etI n f o n et

U n ited P a r c el S er v ic eU n ited P a r c el S er v ic eU n ited P a r c el S er v ic e

C a b le &  W ir eles sC a b le &  W ir eles sC a b le &  W ir eles s

U S A  G r o u pU S A  G r o u pU S A  G r o u p

Con tin en ta l A irlin esCon tin en ta l A irlin es

F edera l E x p ressF edera l E x p ress
A T & TA T & T

I B MI B M

Sta p lesSta p les
M B N AM B N A

E n erg isE n erg is

CI B CCI B C

Ca rlson  W a g on lit T ra velCa rlson  W a g on lit T ra vel

Sea rsSea rs

D ub a i I n tern et CityD ub a i I n tern et City

U S A irw a y sU S A irw a y s

G E  Ca p ita lG E  Ca p ita l

G M A CG M A C

P a cif ic G a s &  E lectricP a cif ic G a s &  E lectric

R osen b luth I n tern a tion a lR osen b luth I n tern a tion a l

Sta te of  Ca lif orn iaSta te of  Ca lif orn ia

V oiceStrea mV oiceStrea m

E m p ire B lue Cross B lue ShieldE m p ire B lue Cross B lue Shield

W a choviaW a chovia

Con  E disonCon  E dison

R oy a l &  Sun A llia n ceR oy a l &  Sun A llia n ce

Credit Suisse F irst B ostonCredit Suisse F irst B oston
A b b ey  N a tion a lA b b ey  N a tion a l A c c es s  H ea lthA c c es s  H ea lthA c c es s  H ea lth

A eg on  U SAA eg on  U SA

A ir T oursA ir T ours

A m erica n  Cen turyA m erica n  Cen tury

A m er ixA m er ixA m er ix

F ordF ord

A tos M ultim ediaA tos M ultim edia

B a r c la y C a llB a r c la y C a llB a r c la y C a ll

B ell C a n a daB ell C a n a daB ell C a n a da

B ritish G a sB ritish G a s

Ca ll I n tera ctiveCa ll I n tera ctive

C A I S  I n t e r n e tC A I S  I n t e r n e tC A I S  I n t e r n e t

C en da n tC en da n tC en da n tC h a s eC h a s eC h a s e

Chea p  T ick etsChea p  T ick ets
Com p uter Scien ces Corp .Com p uter Scien ces Corp .

Con verg y sCon verg y s

D a m a rk  I n tern a tion a lD a m a rk  I n tern a tion a l

D el ux e C orp orat ionD el ux e C orp orat ionD el ux e C orp orat ion

C itiz en s  B a n kC itiz en s  B a n kC itiz en s  B a n k

E x cel Com m un ica tion sE x cel Com m un ica tion s
v C u s to m erv C u s to m erv C u s to m er

A l l m e r i c a  F i n a n c i a lA l l m e r i c a  F i n a n c i a lA l l m e r i c a  F i n a n c i a l

F irst D irect B a n kF irst D irect B a n k Fis h er  S c ien tif icFis h er  S c ien tif icFis h er  S c ien tif ic

Fr a n k lin  R es o u r c esFr a n k lin  R es o u r c esFr a n k lin  R es o u r c es

F reem a n sF reem a n s

D e u t s c h e  B a h nD e u t s c h e  B a h nD e u t s c h e  B a h n

N ex telN ex telN ex tel

J a z z T elJ a z z T elJ a z z T el

M etrisM etris

M on tg om ery  W a rdM on tg om ery  W a rd

N a tion a l W estm in sterN a tion a l W estm in ster

N orthw est A irlin esN orthw est A irlin es

N a t i o n a l  S u p p o r t  C e n t e rN a t i o n a l  S u p p o r t  C e n t e rN a t i o n a l  S u p p o r t  C e n t e r

N orw est M ortg a g eN orw est M ortg a g e

O ra n g eO ra n g e

O rien ta l T ra din gO rien ta l T ra din g

P r iv ileg e I n s u r a n c eP r iv ileg e I n s u r a n c eP r iv ileg e I n s u r a n c e
P rotection  O n eP rotection  O n e

Provid ian F inancialProvid ian F inancialProvid ian F inancial

Q u a l i p h o n eQ u a l i p h o n eQ u a l i p h o n e

R etevisionR etevision

SD VSD V

Sp ieg elSp ieg el

Sta rw ood/ I T TSta rw ood/ I T T

Sun  L if eSun  L if e

T ra velersT ra velers

U U N etU U N et
U SA  T oda yU SA  T oda y

U n ited Hea lthca reU n ited Hea lthca re

A A AA A A --R E SP O N SER E SP O N SE

W ells F a rg oW ells F a rg o

W est  T el eservicesW est  T el eservicesW est  T el eservices

W hitb rea dW hitb rea d

W orldn etW orldn et

Cib a  V isionCib a  V ision

ED SED SED S

Con tin en ta l A irCon tin en ta l A ir
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P eop l e Cha l l en g e
Increase Productivity

� O v e r v i e w
– 4 4 8  B r a n c h e s   ( i n c l u d i n g  s t o r e  f r o n t s )
– 4 30 0  C u s t o m e r  S e r v i c e  A g e n t s  
– 1. 8 M C a l l s  /  Mo n t h
– O r d e r s  t o  B r a n c h e s  D r i v e  Ma j o r i t y  o f  R e v e n u e

� S o l u t i o n
– C V P  a n d  I P C C  E n t e r p r i s e

� I n c u m b e n t
– A v a y a ,  C o m d i a l ,  a n d  E x e c u t o n e

� R e s u l t s
– A b l e  t o  S e a m l e s s l y  E x p a n d  t o  I n c l u d e  N e w  B r a n c h e s
– P r o v i d e s  E n t e r p r i s e  C l a s s  C o n t a c t  C e n t e r  E v e r y w h e r e  w i t h  S i n g l e  A d m i n i s t r a t i o n  P o i n t
– P r o v i d e s  R o b u s t  D i s a s t e r  R e c o v e r y

• S y s t e m  L e v e l
• B r a n c h -b y -B r a n c h  B a s i s

– C o n v e r t e d  B r a n c h e s  a r e  E x c e e d i n g  R e v e n u e  T a r g e t s
– S e r v i c e  L e v e l s  S k y r o c k e t e d
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Bu sin ess Cha l l en g e 
Increasing  R evenue

� O v e r v i e w
– U S  O p e r a t i o n s
– 4 0 0  A g e n t s
– I n b o u n d  a n d  O u t b o u n d  G r o u p s

� S o l u t i o n
– I P C C  E n t e r p r i s e  w i t h  O u t b o u n d  O p t i o n

� I n c u m b e n t
– N o r t e l

� R e s u l t s
– B l e n d i n g  o f  I n b o u n d  a n d  O u t b o u n d R e s o u r c e s
– H i g h l y  S k i l l e d  R e s o u r c e s  f r o m  I n b o u n d  S k i l l s e t  b r o u g h t  i n t o  O u t b o u n d  

S k i l l s e t  w h e n  t h e r e  a r e  l e s s  t h a n  2 0  C a l l s  Q u e u e d
– R e v e n u e  T a r g e t s  m e t  w i t h  n o  i n c r e a s e  i n  A g e n t  C o u n t
– B e t t e r  R e p o r t i n g  Me t r i c s
– A b a n d o n  R a t e  R e d u c e d  b y  H a l f
– S e r v i c e  L e v e l  I n c r e a s e d  b y  4 0 %
– A v e r a g e  S p e e d  o f  A n s w e r  I m p r o v e d  b y  4 5 %



© 2 0 0 7  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 lP r e s e n t a t i o n _ I D 9

Bu sin ess Cha l l en g e 
Increasing  R evenue

� O v e r v i e w
– G l o b a l  O p e r a t i o n s
– 130 0 0  A g e n t s
– 8 0  l o c a t i o n s
– I n b o u n d

� S o l u t i o n
– I C M w i t h  A v a y a / N o r t e l

� I n c u m b e n t
– N o r t e l

� R e s u l t s
– B e t t e r  R e p o r t i n g  Me t r i c s
– A b a n d o n  R a t e  R e d u c e d  b y  H a l f
– S e r v i c e  L e v e l  I n c r e a s e d  b y  6 0 %
– A v e r a g e  S p e e d  o f  A n s w e r  I m p r o v e d  b y  6 5 %
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P rocess Cha l l en g e
V irtual iz ed O p erations

� O v e r v i e w
– 8 0  m i l l i o n  c a l l s ,  17 0  m i l l i o n  m i n u t e s  p e r  y e a r
– 30 0 , 0 0 0  c u s t o m e r s  p e r  d a y ,  2 5 , 0 0 0  c a l l s  p e r  h o u r  
– 30 0 0 + A g e n t s
– A l l  s i t e s  s e e n  a s  “C u s t o m e r  I n t e r a c t i o n  N e t w o r k ”

� S o l u t i o n
– I P C C  H o s t e d

� I n c u m b e n t
– E r i c s s o n  

� R e s u l t s
– G a i n e d  10 %  p r o d u c t i v i t y v i a  e f f i c i e n t  u s e  o f  a g e n t  r e s o u r c e s
– A l l o w s  r a p i d  d e p l o y m e n t  o f  n e w  s i t e s t o  h a n d l e  p e a k  t r a f f i c  p e r i o d s
– S y s t e m  c o m b i n e s  i n f o r m a t i o n  a n d  r e s o u r c e s t o  b e t t e r  u n d e r s t a n d  t h e i r  b u s i n e s s
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C i s c o -o n-C i s c o  
G l o b al  B ac k b o ne S er v i c es

��

Support Backbone

24 x 7
F o l l o w  t h e  s u n
A l l  o r  n o t h i n g

I n  t h e a t e r ,  d u r i n g  b u s i n e s s  h o u r s ,  l a n g u a g e  s u p p o r t

San J os e
R T P ,  N C

Sy d ney

Brus s el sLondon

T ok y o

B e i j i ng

S e u l




