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Napredovanje ka objedinjenim komunikacijama
bez granica

Transcend:
objedinjene komunikacije
bez granica
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Agenda

= Unified Communications Manager novosti
= Cisco Unified Workspace Licensing

= Telefoni

= Mobility

= MeetingPlace Express novosti

= Cisco Digital Media System

= Unified Contact Center Express novosti

= Buducénost...



Unified
Communications

Manager novosti




CallManager se danas zove:
Unified Communications Manager

Presence
Mobilnost

Telepresence

Collaboration

o
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Cisco Unified Communications Manager

Roadmap

= Windows i Linux verzije CM postaju iste u CM 7.0
= Unified Communication Software Subscription

Godisnji program da korisnici ostanu na najnovijim verzijama
UC Managera

I 2006 l 2007 | 2008
CM 4.2 cM43———
CM 7.0
CM 5.0 CM 5.1 CM 6.0 cmeA —
__ -
——

UC Manager verzije



Cisco Unified Communications Manager 4.3

Sadrzi sve Unified
Communications

Manager 4.2(3)
osobine

‘ Podrska za
Windows 2003
=
AN

Poslednji
4.X release




Cisco Unified Communications Manager 5.1

Sadrzi sve Unified
Wideband Audio Communications —
! Support \ Manager 5.0 Arablc localization
osoblne
Enhanced iDivert to
Voicemail for original caller
Call Forward Override

Supercluster testing
(19 nodes)
Intel Pentium Dual
Core (7835, 7845)

Telepresence Native
Support

AAC Codec for
Telepresence

Upgrade path from Cisco
Unified Communications
Manager 5.0(4) and 4.1(3)

Document support of
500 devices on 7815
Platform




Cisco Unified Communications Manager 6.0

Includes all Database Resiliency for
Communications key user facing features

Manager 5.1(1) and (EM, MWI, CFA,...)
4.2(3) features

Do Not Disturb, Intercom,

; MWI Audio Notification
Silent Monitoring and
Recording
Cisco Unified Phone
Application Suite
\l Secure Conferencing I

IP Phone 7931G

New Low End — 1U Rack
mounted Server

! SIP T.38 |

Hebrew Localization

Upgrade from CM 4.2(3)
I “Starter” Licensing |

Enhanced BAT -
Import/Export Tool

Integrated
Mobility

Co-residency of Unity
Connection and CM




Cisco Unified Communications Manager 6.1

Upgrade from 4.1(3), Includes alli Join Across Lines —
4.2(x), 5.0(x) 5.1(x), 6.0(x) CallManager 6.0(1), SCCP only
5.1(3) features
SIP Trunk Device Single Button Barge-
Identification SCCP only
I DMA Enhancements | N / \’/ CoW Latency
I - l Improvements
Serviceability t"‘: tnt
Enhancements d Mobile Access User

Turkish and Thai
Localizations

Callback on VG224




Nagradno pitanje #1

= Koliko miliona Cisco IP telefona je u upotrebi danas?




Cisco Unified

Workspace
Licensing




Unified Workspace Licensing (CUWL)

Obuhvata Cilent software + Server software + prava pristupa
2 verzije: Standard Edition i Professional Edition
Svi PAK i DVD se Salju u fascikli

Hardware se kupuje odvojeno (serveri, telefoni,kamere)

Functionaiity Froauct Stanadarad rroressional

Video Conferencing Cisco Unified MeetingPlace Express (25 CUWL=1 Port)

Web Conferencing Cisco Unified MeetingPlace/MeetingPlace Express Port (25 CUWL=1 Port)

Audio Conferencing Cisco Unified MeetingPlace/MeetingPlace Express Port (25 CUWL=1 Port)

Smart Phone Mobility | Cisco Unified Mobile Communicator and CUMA Server

Presence Cisco Unified Presence

Mobility Services Cisco Unified Communications Manager

Unified Clients Cisco Unified Personal Communicator or Cisco Unified IP Communicator
with Cisco Unified Video Advantage

Messaging Cisco Unity or Cisco Unity Connection
(VM/UM)
Phone/Call Control License for Cisco IP Phones (per User) |

(Unlimited)




Standard Edition — poredenje cena

= Za $50 vise nego $to je IP Phone DLU+VM dobija se:
»Presence, Unified Clients, Mobility Services i odgovarajuca prava prisustva
= Vrednost od $350 !

“Phone i Voicemail” scenario Vrednost Unified WL Standard “Uplift”
Funkcionalnost Cena Dodatna funkcionalnost Cena
Messaging $65 Presence $50
Mobility (with Sim Ring services) $100

Call Control $200* -
_ Soft Client $200
AcLa-Carte Price e A-La-Carte Price $350
CUWL Standard Price $31 5 CUWL “Uplift” $50
CUWL “Uplift” $50 Usteda $300

*Pretpostavka je da se koristi telefon srednjih karakteristika (4 DLU)



Professional Edition — poredenje cena

= Za $80 vise nego sto je IP Phone DLU+UM dobija se:
*CUWL Std + A/VV/W Conferencing, Smart Phone Mobility i odgovarajuca

prava prisustva

=\/rednost od $524 |

“Phone i Unified Messaging” scenario Vrednost Unified WL Professional “Uplift”
Dodatna funkcionalnost Cena

Funkcionalnost License Price

Video Conferencing $36

Unified Messaging $135 Web Conferencing 536

Call Control $200* Audio Conferencing $50

A =i e $335 Mobile Smart Phone Client $50
Presence $50

CUWL Pro Price $415 Mobility (with Sim Ring services) $100
CUWL “Uplift” $80 Soft Client $200
A-La-Carte Price $524

*Pretpostavka je da se koristi telefon CUWL “Uplift’ $80
Usteda $444

srednjih karakteristika (4 DLU)
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Razvoj Cisco IP telefona

Dozivljaj korisnika:
-Podrska za Wideband i iLBC

Vise opcija  Poboljsane -Postoje modeli sa Gigabit

za Data mogucénosti . .
Throughput za aplikacije Ethernet portovima, veliki
display u boji
e _
; |
: Enhanced IP
: Phones

Klasicni IP telefoni . Executive

1 Cisco Unified IP
Phone 7970G/71

=
o

na

Enhanced
| Manager

«Q
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-
|
il

E
i

Cisco Unified IP
Phone 7945G/65G

1 iy
Cisco Unified IP | Cisco Unified IP

Phone 7960G - Enhanced Phone 7961GI/GE
! Business/

Business
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Cisco Unified IP I o -
Phone 7940G I Cisco Unified IP
Phone 7941G/GE

Java-based ‘3"9-gen’ platforms



G.722-64k WideBand Codec

Prvi wideband speech codec standardizovan od strane ITU.

G.722 wideband algoritam podrzava brzine od 64, 56 and 48
kbps. Cisco implementira samo 64kbps.

G.722 ne zahteva vise bandwidth-a od G.711 (oko 85kbps u
Ethernet mrezama)

Dobro ponasanje i u okruzenjima sa velikim gubicima paketa

Ako poziv ide ka PSTN, gateway radi transcoding i u osnovi
spusta audio na G.711.

Narrowband: 300-3400 Hz

Widebanc:  [NSOS7G00 HER

Govor: 20 - 14000 Hz
Ljudsko uho: 20 - 20000 Hz



Bolji dozivljaj korisnika Veci audio opseq-
isti bandwidth 64K

Veliki (5”+) 16-bit TFT
display u boji na 3 nova

modela telefona G.711 G.722
50Hz 3.4KHz 7KHz
Wideband spikerfon i
T — _ \ slusalica za optimalni
10:01 07/11/07 4085551009 kvalitet glasa

Anna Read 1009 =

Bolja navigacija



Osnovne osobine po modelu

Wideband TFT Color KEM GigE
(G.722) & iLBC | display (touch) support ports
Wideband TFT Color KEM GigE
(G.722) & iLBC display support ports
Wideband TFT Color GigE
(G.722) & iLBC display ports

Wideband
(G.722) & iLBC

Wideband ( Hi-Res

(G.722) & ILBC| grayscale

Hi-Res KEM
grayscale support

afioeyjdy



Cisco Unified IP Phone 7931G

24 telefonska tastera

* Display (192 x 64 pixels)
* Do 24 lokala / telef. broja
* Tasteri u boji

* Programabilni tasteri

* Bolja podrska za XML i integraciju
telefona

° |[EEE 802.3af PoE i lokalno napajanje
°* 10/100BaseT, dva Ethernet porta

* “Hold”, “redial’,“transfer” taster

* Message Waiting Indicator

* Hands-free speakerphone

* SCCP podr8ka samo u CM 6.0




Cisco Unified IP Conference Station 7937G

Wideband audio konferencijska stanica

« Qdli¢an kvalitet glasa i mikrofona

- Jednostavnije povezivanje kablova i
administracija

 LCD ekran sa 4 tastera

» Podrska za eksterni Microphone Kit i
podrska za “grudni mikrofon”



Cisco SIP telefon 3911

SIP telefon za SMB i Enterprise korisnike

« SIP telefon za jednu liniju, pristupacna cenal!
« Half-duplex speaker phone
« Jedan 10/100 Ethernet port

» Fiksni tasteri za redial, transfer, conference
hold, line select, mute, speakerphone i pristup
voicemail-u

« Display sa 2 linije, 24 karaktera, taster za
biranje menija

« Podrska za Cisco Unified Communications
Manager i Cisco Unified Communications
Manager Express (2 Device License Units)



Cisco Unified Wireless IP telefon 7921G

Dual-band 802.11abg radio

Kolor display visoke rezolucije

Speakerphone na telefonu i Desktop Charger-u
Posebni tasteri za Push-to-talk, Volume control i Mute
Baterija: 12 sati priCe ili 100 sati u standby modu
= Diversity antena

= XML

= WPA2 i AES

= TSPEC i WMM

» PodrSka od CM 4.1 i CME 4.1
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Nagradno pitanje #2

= Koji Clan porodice Simpson Salje email koji “prolazi”
kroz Cisco ruter?




Mobility




e
Mobility

= Cisco Unified MObI'Ity — Mobile Connect, Mobile Voice

Access, Enterprise Feature Access

= Dual-mode Phone — Nokia Intellisync Call Connect

= Cisco Unified Mobile Communicator — cisco

Unified Mobile Communicator client i Cisco Unified Mobility
Advantage server 3.0



Cisco Unified Mobility

Mobility servisi integrisani u CM®6.0:
= “Single number reach” funkcionalnost

= Unified Communications Manager funkcije pristupacne
sa mobilne mreze

= MobilityManager je sada deo Unified Communications
Manager-a

-Ne zahteva se poseban server
- Svaki CM korisnik je spreman za Mobility
-MM administracija je sada deo CM administracije

-Bulk Provisioning



e
Dual-Mode telefon

Nokia Intellisync Call Connect 1.0: Software/Hardware zahtevi

Hardware i software podrzan sa Nokia Intellisync Call
Connect 1.0 dual-mode:

" Telefoni: Nokia E60, E61, E61i i1 E65

" Firmware telefona: Nokia PR3 (s.0633.xx.xx)

" Communications Manager: 4.1(3), 4.2, and 5.X

" Communications Manager Express: 3.4, 4.0, and 4.1

— Nokia E60 — — Nokia E61 — — Nokia E61i — — Nokia E65 —



e
Dual-Mode Phone

Nokia Intellisync Call Connect 1.1

Nokia Intellisync Call Connect aplikacija verzije 1.1 od
oktobra 2007.

" Podrska za CM 6.X
" Jos uvek samo SCCP klijent
" | dalje podrska za Nokia E60, E61, E61i i E65
" Promene u korisnickom interfejsu
" Podrska za nov tip telefona: Nokia E51
" Manuelni hand-off:
— Hand-out samo sa WLAN na GSM
— Ne postoji hand-in
— Podrzano samo na E51 telefonu



Cisco Unified Mobile Communicator

Profile: Meeting ‘

¢@ 4 @lE >

2 Directory

2 Messages-4
Dal Bella, Brian  2:49p

= Motifications-1
appt at 300p.  247p

Options Back

Cisco Unified

Mobile
Communicator

* Klijent je dostupan na
razliéitim telefonima:

* Symbian, Blackbary,
Windows Mobile

* Obezbedjuju se
MeetingPlace
notifikacije kroz Outlook

= ] =
= Directory G
L @307 AN

# Burton, Joe

w« Dal Bello, Brian

@ Giancarlo, Charlie
|@ Hadden-Boyd, Alex |
# Moran, Rick

@® Philonenko, Laure..

Options + Back

Presence-
enabled
Enterprise
Directory

* Obezbedjuje
presence status

* Isti dozivljaj korisnika
kao sa Cisco Unified
Personal
Communicator

¢ & Please call me  2:49p
regarding CTIA prez

< §3 Uoice msg 135 2:44p
<& ¢4 Voice msg 95 2:35p

Vizuelna
identifikacija
Unity Voice-
Mail

* Poredi se Caller ID

Directory da se
prikaze ime

* Obezbedjuje
Presence informaciju
onoga ko je pozvao

* Preslusavanje
odredene poruke

Directory “
EACREMT)

« Dal Bello, Brian
¢ Frias, Tim

Transferring ....

Rick Maran
#33035

Unified
CallManager
Call Control

*Click to call -
routiranje poziva kroz
Cisco Unified
CommunicationsiMana
ger da se iskoristi
Least Cost Routing

* Transfer

» Conference




Cisco Unified Mobile Communicator
CUMC 3.0: Arhitektura

Cisco Unified Mobile ~ ~ adl un = CUMC Kklijent
Communicator je obezb_eduje prist_up
Mobility reSenje koje mnogim Enterprise
dozvoljava mobilnim apllkacuarr_\_a:
korisnicima da dozive Konferengua, ~
Enterprise telefoniju na Prevsence i govorna
svojim mobilnim posta. '
uredjajima koristecCi Signalizacija korz
CUMC klijent SSL TCP/IP ka CUMA

e .
GSM/ i W serveru u Enterprise
Mobile Network § Dual-mode

j mrezi
S Phone

(Nokia Intellisync) 1 S
3 “.:% % '-_ /»ﬁ/ J\g | \ 777777777777 -

~_

T — — — — —

WLAN

{802.11big) 1

@ Status: Available
Profile; General

W Directory

R

€ Voicemail i Proxy  Enterprise| X )N
o) (alls . \
) Messages (1) ' L ‘ N

_ Cisco Unified
@ Conferences L - Cisco Unified Mobility Advantage
] ! Mobile Communicator



Cisco Unified Mobile Communicator
CUMC 3.0: Enterprise Appllcatlon Integratlon

Cisco Unified
|Mobile Communicator

. Unified Mobile Communicator '“.n

= @ 3

@ Status: Available
Profile: General

@ Directory
Voicemail
) Calls

2 Messages (1)
® Conferences
Options

From: Johngon, Kelly @
Received: 4:15p
Priority: Urgent 1
I just received the demo product for
CTIA - do you want to see It?

Mobile Voice
Network / GSM

MS

g
between CUMC
mobile clients

(IM/Text)

* Presence (CUMC
clents) 7

MS Active
Directory
2000/2003

=

Mobility Advantage




Cisco Unified Mobile Communicator
CUMC 3.0: Enterprise Appllcatlon Integratlon

Cisco Unified
Mobile Communicator

@ Status Available

ofile: Harmal
l% D|re|:t0ry

& Vaicemail (2)
P calls ()

% Messages
@ Conferances (2}

@ Harrison, Richard

@ Hunt, John |

@ Johnson, Renee

@ Knopp, Adam
Lynch, Lorraine

® Moor, Marshall

@ Morris, Jack

@ Taylor, Diane

@ Tuttle, Eric

Mobile Voice
Network / GSM

\

A..J

ukl

SSL ove
T CP/IP

g - — — — — REmg] | MS Active
’ | | UM i UM, Directory

2000/2003

Cisco Unified
Mobility Advantage

= AD 2000 or 2003

* Directory lookups
* Mobile

Communicator
user

authentication

y




Cisco Unified Mobile Communicator
CUMC 3.0: Enterprise Appllcatlon Integratlon

| ¥ Directory
€ Yaicemail (2)
W Calls (3)

% Messages

@ Confarences (2}

@ Johnson, Kelly im 4:15p
® Roberts, John 2m 2:16p

\@ Smith, Steve lm 12:011:>|

0 eannnnniil]

——h =Y

Mobile Voice
Network / GSM

@ Bennett, lulie 2m 10: 4

Rasmussen, Paul am 9
@ Booth, Karl 1 1

415-33.665 m Mobil§Data
S Network A\GPRS

T

Cisco Unified
Mobility Advantage

® Unity 4.x or 5.x
= MWI

* Visual navigation
of voicemail box

* Integration via MS




Cisco Unified Mobile Communicator
CUMC 3.0: Enterprise Application Integration

MeetingPlace/

tingPlace Express

= MeetingPlace 5.3

= MeetingPlace Express
1.2

= Conference notification
" No click-to-join or
rostering

* Integration via MS
Exchange

Mobile Voice
Network / GSM

~ Cisco Unified
Mobile Communicator

52 4l Conferences EIEIEY ©® \» 0%

L] 7 4:3Ep

f ® Event Planning Meeting

1 1-B00-555-5484 ID#45827

® Branding Meeting
1-800-533-4242 ID#45878

® Staff Meeting
1-800-5323-4242 1D#112 1

® Updated: Deme Flanning

1-800-533-4242 ID#-

. | Exchan
2000/2@0

B Mobil\Data
Fx ';I',"(’;_ Conference Details \ Network GPRS
— “ (Data ChaWnel)

Subject: Event Flanning Meeting
Time: 5:00p - 6:00p
Digl-In; 1-800-532-4242
Meeting ID! 45827

Need to discuss booth layout, schedule
Ind. setup, attire, etc.

SSL ove
_ TCPIIP

Cisco Unified
Mobility Advantage



Cisco Unified Mobile Communicator
CUMC 3.0: Enterprise Application Integration

Mobile Voice
Network / GSM

Cisco Unified
|Mobile Communicato

= Call log
integration (Desk
phone call history

Fz il Unified Moblle Communicator

@ Status: Available
Profile: Normal

@ Directory

€ Voicemail (2)

[¥ calls 3)

% Messages

@ Conferences (2)

4
.
R .
z .
3 :
.
ack .
»
.
.
. .
.

Mobil&Data
757 Network NGPRS
“  (Data ChaNpel)

¥ Missed Calls (3)
Y Received Calls
[¥ Dialed calls |

INT&W

SSL ove
~ TCPIIP

Gptions

W Y

Cisco Unified
Mobility Advantage



MeetingPlace

Express novosti




Cisco resenja za konferencije

Cisco Unified
MeetingPlace

Scheduled &
reservationless
rich-media conferencing

Enterprise

Cisco Unified
Videoconferencing
&

Cisco Unified
Conferencing for
TelePresence

Ad-hoc &

scheduled video ’

conferencing »y

Mid-market

Mogucnosti



MeetingPlace Express novosti

= Korisnici mogu da zakazuju, menjaju i otkazuju sastanke kroz Microsoft Outlook
kalendar

= Microsoft Outlook notifikacije se mogu slati bez obzira da li su sastanci zakazani
kroz Outlook kalendar ili MeetingPlace Express web interfejs

= Kada se sastanak prihvati, informacije o sastanku i click-to-attend link su dostupni
u Microsoft Outlook kalendaru

= MPE 2.0:

-podrska za Scheduled/reservationless video konferencije!

&':D'emu - Appointment

* File Edit Yiew Insett Format  Tools  Actions  Help
9.729A Codec ik Sevopeono | i i | SPgerorce...| EinvinAuxxiees | & | X o v -5 @
. ) , Appointkge | testin raceywuung]
- Podrska za Windows Vista | s Toom—
Location: :l_Cisco Unified MeetingPlace Express d Li'ab‘_ar::":l Mone
I OUthOk 2007 Stark Eme: |Thu 11/2f2008 :l |=:00 P _j T all day event
End kirne: IThu 11fz{z006 i B

M Reminder: ]15 rinutes j .,Ela‘.l Shicw Eime 'asrl- Busy j
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MeetingPlace Express 2.0.2

- Remote Control

_ test | Cisco Unified MeetingPlace Express

ikl Mesting Wisw Help

_clsco
My Status = oft FowerPo PowerPoint Slide Sho PESalesTraing-Briel 6_7_07F]]
7 ] fe Bdt Gowse Vindow Hel f -
BRE i = | @ ﬁ Fevories~ | Gow | 5 Cr\Documents and Settings|Bablvie Martn My Documents\CUMPES: =
LIl Babbiz Martin i
L'% Bobblie Martin L)
el ]l

Lﬂ} Home

CIsCO

=
]
B
3

-~ = 3 g
Bobbie Martin
Technical Marketing Engineer
r I.’—""l
! e Lé’ Unified Communications Business Unit
Tot Everyone | &‘;
e =T
(MOue 14
o
Side Sh:m !né 3 _ P hL-‘lD_\S[ﬁ :
& I.l Request Cantrol || Full scren lvj [g'] '—T_EI: @

Cisco Unified MeetingPlace Express fanssadnsiony



MPE 2.0.2 lokalizovan na srpski jezik-
beta verzija




eetingPlace - Rezervisani sastanak - Microsoft Internet Explorer E|
Edit View Favorites Tools Help

bk + O 1] B O Pseach Seravores @ 27 % H - O B
W (30 | Links = @

55 @8] http:/{demo-mpe cisco.com/fuser fstartfeservationless jsfPnew=do :

Cisco Unified MeetingPlace Express Dobrodadhi, Aleksandsr Valovic

Prisustyuj | ZakaZi | Pronadi | Rezervisani sastanak kKarisnicki profil | ©djavite se | Pomod

Rezervisani sastanak

1D sastanka: 22222

Qrganizator: Aleksandar Vulovic

Sastanak jo2 o ] ) ] )
Diodaj u listy javno dostupnih sastanaka: Privatni sastanak

nije pocen,
Jezik: Srpski
Tip sastanka: Audiofviden + web sastanak
Wideo tip: Default : H.263 @ 64 - 384 kbps

0 ucesniki{a) celka,

(AZuriral status sastanka)

Pozovi br, mog telefonafvideo telefona |1|:|1|:| [ Meka sastanak pocne bez mene ]

Udi na web kanferenciju

Udi na sastanak ]

Mowvi korisnict, molimo testiratte Was browser da biste proverili da h moZete ucestvovati u web konferencijama




Cisco Digital Media

System




]
Digital Media System— dve komponente

Cisco Digital Media Desktop - Aplikacija za pronos uzivo: slike i VOD
System

na desktop racunara

* Primeri upotrebe: interna komunikacija,
trening, ili marketing ka spoljnim
korisnicima

Digital - Aplikacija za prenos uZivo videa, glasa i
Signhage grafickog sadrzaja na “digital signage”

» Primeri upotrebe: reklamiranje ka
korisnicima u radnjama/ filijalama,
training, interna komunikacija

» Maloprodaja, filijale banaka, vlada,
obrazovanje, transport i sl.




Cisco Digital Media System

Media Media Media
Creation Management Access

Digital Media Manager

Digital Media Encoder 2000 Digital Signage Module Cisco Digital Media Player




Unified Contact

Center Express
novosti




Mulitichannel — glas, email,web/chat

= Email Interaction Manager (EIM) upravljanje email-ovima

= Web Interaction Manager (WIM) obezbeduje Chat and
Web kolaboraciju

= Nudi se kao opcija za UCCX 5.0(1), Premium licenca je
neophodna

= Dostupno samo u UCCX implementacijama sa Unified
Communications Manager

= UCCX ne podrzava univerzalni red za Cekanje ( voice, web
| email)



E-mails Handling

Agent Desktop:

¢~ Nol Ready - Cisco Agent Desktop

& N Ce

S EEr e BB Sl

=

| Data

Device

Trpe Descrption

| Duration

|Ei My Searches

'@¢$lﬁ

Wwhatk Sies |

=

B - @@w@ @c'ﬁ

Addiess {Mp:.r‘.-’ww.ciscu. com/

"'@@

Available: j‘._’es _1 Inbox:
Pri... Su.. Ca.. m -

‘ gl Servi...

BEI

__— lzbor E-mail

(= e j o e e ~———_ Agentov status da
| = Activities g Servi... 1000 MoS.. 114 .. egag. InFr... 4000 Sent =~ .
[=Imy activiies | 3] Servi.. Email.. 1023 test11 11#.. cust.. 3 Sent j Odgovara na email
E‘Cu"e”t Etmail.. 1024 test12 11M... cust.. Jill
|=| completed %

Spisak e-mailova

mation: Activity Body

|| Infor

From:
To:

"@@@@mm

) Z- B

2

custl @y se cizco . com

support@Ese. cisco.com

L1l

%D%'ﬁﬂlﬁ?-@

From; [Criginating Entry Point - support@ryse . ciscoc., ‘J
To: cust! @vse cisco.com
Subject: Re: test 11

cACRER

Dear Customer, /
Thanks for contacting us...

——Drlglnai Message——

éUser name: egagtl

| Language: English

Ready :Open activities: 5, 1

Open cases: 7

Prozor za odgovor



Agent Desktop: Chat i Web kolaboracija

¢~ Nol Ready - Cisco Agent Desktop

fEra E@Esad 2

Data Dienice

Trpe Descrption

| Duration

= @A | wokSies ~]

Addiess {Mp:.f'.-’ww.ciscl:-. com/

-l & E e -
X3 l‘@wf@E

-

IEi My Searches

%@@@@

[=] my wicrk Key Queue name A Activity ID
(=] activities & EmailCusus] 1070
(=] My Activiies 1 EmailGueue 1068
[= current &2 EmailCueued 1084
I:I Completed

as

Available: :;:;(es ME
Customer na...  Activity dura...  Chat status
cust3 000322 [Weting forws |
LIETT bl 25 5 [
cust2 000951

[An agent wi
W

HNewest Message W

f—

Izbor Chat/Web

—— Agentov status za
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Jedna prica...




Outbound Dialer

= Novo u UCCX 5.0

= Pored primanja korisniCkih poziva, agent moze da ucCestvuje i u
“outbound” kampanjama kada se korisnici zovu

= Preview dialing — agent se odabira za odredeni poziv, na ekranu
mu se prikazuju informacije o korisniku, agent prihvata poziv, poziv
se upucuje ka korisniku

= Novi izvestaji za “outbound” kampanje se dodaju u historical i
realtime izvestaje

= Zahteva se posebna licenca, pored premium licence

— Outbound licenca kontrolise ukupan broj outbound poziva koji se
mogu ostvariti



Ako vas proslonedeljni izvestaj
izgleda ovako...

n¥.{ ’“1?4"‘”*— |

(Name Monday \“’sﬁql'uesday ' Wednesday
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 - 55 PM °F
Berta Alvarez N PeVies = framang 12:00 PM - 6:00 PM
Brianna Marsole - 1Z06-PM=6:00PM | -0:00-AM=3:00-PM _ 9:00-AM=3:00-PM

Caterina Gorzekova

9:00 AM - 3:00 PM

~12:00 PM - 6:00 PM

6:00 AM - 12:00 PM

Darren Thomas OB oM BB T 6:00 AM - 12:00 PM | £e88 AM - 3‘!60 P
DeWayne Jackson | 12:00 PM - 6:00 ™" ,_ 12:00 P, 00pPm | |
Ismerelda Sanchez 9:00 A Lo T . 3:00 PM 3 «‘bi \ |
Ivonne Baez . : - Hr ; -_ - 3:00 PM :
Jennifer Harris-Lee 6:00AM i | /7 200 PM | 6:00 AM - 12:00 PM
Juan Rodriguez 9:00 AM ’}MT g ‘00 PM 12:00 PM - 6:00 PM |
Nicholi Supressia B:00AM -1 . 2 IV 0PM | 6:00 AM - 12:00 PM | |
Rosario Valdez PR | M g tRatmsng \
Terisita Banderado 9:00 AM - 3:00 PM XXX XXX
ND uve ime OFF :
peguatsts e Mon. | l‘fﬁ .
7\

Mozda vam jednosta m 'freba “"Workforce
Management”



Ako vasi agenti cesto odgovaraju na
pozive ovako...

Mozda vam jednostavno treba alify
Management”



Workforce & Quality Management

= Workforce Management

-SofJitsticirani alat za predvidanje koliCine i distribuciju poziva ka kontakt
centru

-Najbolji moguci raspored radne snage da bi se ostvario cilj, vodeci
racuna o obucenost i dostupnost agenata

-Integrisan kao deo UCCX

= Quality Management
-Snimanje glasa i agentovih “Screens”
-Kriterijum za ocenivanje koji se moze kreirati
po raznim parametrima
-Povecéava efikasnost i produktivnost
kontakt centra
-Integrisan kao deo UCCX




Nagradno pitanje #3 a) Pekarama

= Cisco IP telefoni se u Srbiji koriste u:

b) Zatvorima

c) Mesarama

' T-BONE STEAK | GAMMON JOINT HAM

A | <

RACK OF RIBS | CHICKEN

BACON RASHERS | LEG DF LAMB




Buducénost...




Veca integracija sa mrezom
Aplikacija — “Pronadi eksperta”

Primer za aerodrom:

= Pristup aplikaciji kroz XML
telefonski servis na telefonu

= |zaberemo zeljenu lokaciju, npr.
“gate 3”

* Prikaz mape eksperata koji nose
wireless 802.11 IP telefon

= Korisnik moze da izabere
odredenog eksperta sa mape ili
da klikne na “Najblizi”

= Upucujemo poziv na ekspertov
wireless IP telefon 7921

Isti princip moze da se primeni i u
zdravstvu, maloprodaji, proizvodniji ...



Unified Communications Mashup Network-
Centric
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Business-to-Business komunikacija danas

,_%_5?:5 ﬂ £ =

=i Kom nija
=1
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jign
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N=K
Emai
Instant Mess

= Glas se u potpunosti prenosi preko javne telefonske
mreze — osnovne funkcionalnosti (caller ID, basic

narrowband voice)
= Email izmesu kompanija
= IM & video kroz Yahoo, Skype, Google....
= Prednosti IP mreze se ne koriste van kompanije



Ciscova vizija i strategija za buducnost

-

Email, IM
Glas, Vi )
Collaboration

= Glas, video, IM, email i group * Jednostavno za koris¢enje —
collaboration sve preko IP kao email
= Ostvariti vezu ka drugim = Ogromna usteda zaobilazenjem
kompanijama u svetu koristeci javne telefonske mreze
postojece telefonske brojeve, = Enterprise komunikacija izmedu
telefone i ¢ak infrastrukturu raéliéitihdkompanija — wideband,
video, itd.

= Zasti¢en prenos preko interneta

= Kvalitet zagarantovan uz PSTN
kao backup opciju



Dosledno, jednostavno, efikasno ivijaj

korisnika
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“ Ako samo slusate zahteve vasih korisnika,
mozete da ali 1h
nikada ne mozete

Satoru Iwata
Predsednik, Nintendo

User Experience © 2007 Cisco Systems, Inc. All rights reserved. Cisco Confidential



Ne zaboravite da se prijavite na Cisco
Networkers 2008!

http://www.cisco.com/web/europe/cisco-
networkers/2008/index.html



Cartoon Songs From




