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Contact Center Customers
Why Cisco Contact Center
Key Technical Market Transitions

Cisco SONA and Unified
Communications

Cisco Customer Contact Strategy




Contact Center Portfolio by Product Line




0 @ 13 Million Phones in 6 Years

13M+ Cisco IP Phones Shipped to Over
48,000+ UC Customers Including 70%+ of the
Fortune 500 Using Cisco Unified
Communications

200+ customers deploying more than 5,000 IP phones
8M+ Unity seats shipped

1.1M+ Contact Center seats

200K+ MeetingPlace licenses

30M+ VolP ports shipped

80M+ Power over Ethernet ports

70K+ Cisco Unified Communications Manager licenses

65K+ Cisco Unified Communications Manager Express
licenses

Cisco Is Displacing 16,000 TDM Phones Every
Business Day

Cisco Shipped Over 1M+ Phones Each of Last
4 Quarters

Source: Cisco, June 2007




Brief history of Cisco’s customer contact
business

1999: Entered market via acquisition of GeoTel

1999 — 2001: Virtual call centers, advanced CTI,
network-based IVR

2001 — present: ACD routing for Cisco CallManager

2003 — present: Integrated multi-channel contact,
seamless inbound/outbound blending

2003 — present: Advanced speech self service, intelligent
network-based queuing and treatment

2006: Acquisition of Audium

2007 and beyond: Integration of knowledge workers,
customer interaction analysis, video into products




Strong History of Success in Customer
Contact
(Ledit Suisse FIFS?”‘

Telecom New Zealand Arnerican Express S
, Access Health V" Barclay Call

Empire Blue Cross Blue Shield Norwest Mortgage

Citizen

INelel2Y, N ational
SISEEe | Lth International Aegon USA
Call Interactive
HouseholokedEs i

ST o0d/ITT LalﬂJdJS EIFIJ@J —
Northwest Airlines | ; =7 Atos Multimedia -
sEble 3 Wireless  VWest Teleseryjoe Infonet range
& SunAllia i : ; g
Royal & SunAlliandsg Airtel ._JCPenney 3 o Morgan
=4 ik SDV National Westminster

CAIS Internet i ) : .
— DEIUXECOIPOEIAtoN: ContineelRAlES
INinerican Airlines

Express

=y
S Dclf]:i
Sen

Wachovia
Stanley Dean Witter

ClBC

Allstate ‘ ‘
_First Dirc/asiSElR]
Federal E

AAA-RESPONSE .
gehtinental Al Sprint :
o Waehnevie
— =/ —.
Sun LK

ATET Ford _
France Telecor . .. Nati
France I o | National Support Centers S8 Fidelity
USA Today  Convergys -—-Amenca Onliner =
Dubai Internet City etris & SritishReEE
Chase Aetna § = Sy Clticorp
Montgomery Ward Sears { e — SU Air T Protection One
Privilege Insurance vl tuas i S@UEHOHE Wells argo ENergis B
:_" = e B ~ o= BJ/
Ecel Cornrgiglfe=lfelgsie. —-AHJJJ'!(I ®=lsus Bureau
53 r\llmerl,:l Flozinglzll SISTINEN . o Electric Whitbread

International Int R .

NLENIAINSEVENUERSEIVICE! A -
WgliiZelParcel Servi

-tevision Worldnet

Nextel

UUNet

VoiceStream
USA Group
reemans
.. Delta [gliglig Proviclizin Finzingizl _
JazzT@IJ American Century
Prudential Insuraigle

GE Capital
Capital One Stalls
/ s 7 \J
GEICO Direct \mgr _ el Car
S Ainways ShliaLLading o siiidalistems ailieina Cor

DEIE
MBNA
cla

e
E dison

State of California Carlson Wagonlit Travel




People Challenge GRAINGER.

Increase Productivity T -or roe oves o cer moove |

Overview
— 448 Branches (including store fronts)
— 4300 Customer Service Agents
— 1.8M Calls / Month
— Orders to Branches Drive Majority of Revenue
Solution
— CVP and IPCC Enterprise
Incumbent
— Avaya, Comdial, and Executone
Results
— Able to
— Provides Enterprise Class Contact Center Everywhere with

— Provides

. System Level

. Branch-by-Branch Basis
— Converted Branches are




Business Challenge
Increasing Revenue Allianz @

Overview

— US Operations

— 400 Agents

— Inbound and Outbound Groups
Solution

— IPCC Enterprise with Outbound Option

Incumbent
— Nortel
Results
Blending of Resources

Highly Skilled Resources from Inbound Skillset brought into Outbound
Skillset when there are less than 20 Calls Queued

Better Reporting Metrics
Abandon Rate

Service Level

Average Speed of Answer




Business Challenge
Increasing Revenue

Overview

— Global Operations

— 13000 Agents

— 80 locations

— Inbound
Solution

— |CM with Avaya/Nortel
Incumbent

— Nortel

Results
Better Reporting Metrics

Abandon Rate

Service Level
Average Speed of Answer




Process Challenge
Virtualized Operations

Overview
— 80 million calls, 170 million minutes per year
— 300,000 customers per day, 25,000 calls per hour
— 3000+ Agents
— All sites seen as “Customer Interaction Network”™

Solution
— |PCC Hosted
Incumbent

— Ericsson
Results
— Gained via efficient use of agent resources
— Allows to handle peak traffic periods

— System to better understand
their business




Cisco-on-Cisco
Global Backbone Services

24 x7
Follow the sun
All or nothing
In theater, during business hours, language support

Beijing

San Jose

* Support Backbone







