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UCCX 7.0 Update

Philippe Perin — CSE Emerging for CC



Agenda

1.Introduction of what UCCX is

2.Version Overview

version compatibility, upgrade path, packaging changes,
deployment models, maximum capacities

1.New features:
Agent E-mail
Presence

Cisco Agent Desktop (CAD)/Cisco Supervisor Desktop
(CSD)/Cisco Desktop Administrator (CDA) Enhancements

QM Enhancements



Self-Service

What is UCCX
your CC application, All In One BOX
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Unified Contact Center Express

with IPCC Enterprise / ICM

CSTA over

CCM SIP, AXL

Cluster ISR w/

CME
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Version Overview

version compatibility,
upgrade path, packaging
changes, deployment
models, maximum capacities




Overview

CCX 7.0 is the successor to CCX 5.0.

Name change - CRS is replaced with CCX.
Runs on Windows 2003.

FCS in Aug 2008.

Supports upgrade from CCX 4.5, 5.0(1), 5.0(2).

Premium includes preview outbound and agent e-
mail.
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Version Compatibility

Unified CM 6.1, CM 7.0

CME 7.0

Unified CCE / Unified ICME Version 7.2, 7.5
CSA -> Version 5.x or later

CiscoWorks Campus Mgr 4.X

CUOM 2.X

o A~ Wb~



Unified Contact Center Express
with Unified Communications Manager

Active Cisco
Unified CCX

server (inbound,
Outbound ACD, IVR, CTI, PSTN
Desktop Services)

(optional) Standby
CCX server

gntat:t Center

'-.-._J:'lﬂ

Es

AVVID

WAN
Router/GW

Cisco Unified EIM/WIM server cluster
Dedicated EIM or WIM or combined EIM+WIM
cluster

Supervisor
Stations

Cisco QM and/or WFM servers

='!'
cucMm ig—i E 555 Nuance or IBM ASR and/or TTS servers
Cluster i%%éz_!




Unified Contact Center Express
with Communications Manager Express

Agent Stations
(SCCP)

Supervisor
Stations

*

¥ Unified
ontact Center
=EXxpress
e

Sip trunk gﬁﬁ

L7
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Nuance or IBM ASR and/or TTS servers

IP communicator




Unified Contact Center Express
Max Capacities Support (Inbound Only with HA)

Unified CCX (with CCM 7.0/6.1) CME
Server Type 7845 7835 7825 7816 78xx
Agents
BHCA
IVR Ports
ASR Ports
TTS Ports
VXML Ports
Contact Service Queues
Skills

Supervisors

Record/monitor sessions

HR sessions (operating
hrs)




New Features — Agent
E-mail
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Agent E-Malil

1. Included in Premium
2. Entry-level email solution

3. Addresses market that need contact-center email management
but does not require an extensive set of features

4. Support MS Exchange 2003/2007
Provides email distribution, queuing, management, reporting
6. Integrated with CAD, CSD and CDA
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Agent E-Malil

¢ Ready - Cisco Agent Desktop E|E|rg|

1.Provides a core

P

feature set for EvTse 1o o [owes =
Jl InProcess custsupport@raveddrive com george@customer.cam - - -
manag ing ContaCt | Draft custsupport@rrveddrive.corm martha@custormer.com V0|ce and E—Mall Contact Llst

center e-mails

2 .Distributes e-mails
to agents

From: george@nrycustomer.com  To: custservice@mycompany. com ; AW

I'm having probl t spins. Can you help? y
= Sender’s Text R

Templates, Spelling,

3.Sends responses
from the contact
center to the
customers

I—J'I_:- Insert Template... @ Check Spelling... ﬁ Add Attachment...

4.Reports on e-mail
activity.

This is most lilkely not related to installing mail and probably a hardware issue.
I've attached some documents to help you troubleshoot.

Thanks,
our Frigndly Neigh
halid Agents Response

[LiFeng fx2099 (2133 |Ready 01:37:10 |[Partial Service [E-MailReady 01:37:30 [13:47 |




Agent E-Malil
Voice ACD and E-Mail States

ACD States Agent E-Mail States

¢ Ready - Cisco Agent Desktop
X B

1.Agents mix and match voice and e-mail states as desired

2.If voice state is “Ready,” then e-mail processing can be
interrupted by an ACD voice call

Desktop focus automatically changes to voice display

CAD auto saves e-Mail to “draft” and places agent in Agent E-
Mail “Not Ready” state

3.Agent can resume E-Mail processing at any time

4.CAD accurately tracks agents’ state



Agent E-Malil
Processing E-Mail

(' Ready Cisco Agent Desklnp |:|E”E

1.Agents can: — .
Receive one or e

: . [ Ciseo Systems, Inc | ﬂ Agent E-Mail Lcisco Systems, Inc |
multiple e-mail | T —
contacts

1

Rollerbender Order 37268923 April 17, 2005 10:49 &M

From: Torm Sullivan <tormtest@pl.rd.1d> To: 'Tom Sullivan' <torntest@pl.rd.1d> Attachments: [EJ IP Communicator Enterprise Settings.txt]

Dear Sir ar Madam, o
-
ReVIeW ea Ch e— | would like to request reshipment of 6 rollerbenders from my most recent order. These units appear to have been damaged in route and are not usable. My order number was
"y 37268923, If you could kindly arrange for overnight delivery, it would be most appreciated as we require their use this weekend.

mail’'s content

a n d Joe Lipshaw ReVieW

attaCh I I Ie ntS Procurement Manager
Ace Printing and Detailing
5EE.234.2837 (w) L
565 232.2938 (m) o

| A

Respond with a
combination of
templates and
composed
material.

Response

@ Check Spelling... .'='; Attach File...

fvom sulivan hczano it Ready 00:00:25 fIn Process 00:00:21 [In Service [11:14  Dore

& Insert Template...
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Agent E-Malil

Reviewing E-Mail

Send, Save, or Place in Queue

=" Send fﬁﬁt@ns&r ;S_m:-.ﬁ ';E Be-guene ’
= . Sender’s Attachments

Rollerbender Order 37268923

From: Torm Sullivan <tomtest@pl.rd. 1d> To: 'Tormn Sullivan’ <tormmtest@pl.rd.1d> Attachments: [3 IP Communicator Enterprise Settings.txt]

Dear Sir or Madam, e
I'wiould like to request reshipment of 6 rollerbenders from my most recent order. These units appear to have been damaged in route and are not usable. My order number was
37268923, K you could kindly arrange for overnight delivery, it would be most appreciated as we require their use this weekend.

Kind regards,

- Sender’s Text

Frocurement Manager

Ace Printing and Detailing

555.234.2837 (w) B
555.232.2938 (m) o

1.The E-Mail content appears in HTML

2.The agent can transfer to a more appropriate queue or transfer
back to the existing queue.

3.E-mail’'s attachments are easily accessible



Agent E-Malil

Composing E-Mail Response

Use Templates

Sutosaved Spril 17, 2008 1041 AM

[G!; Insert Template... % Check Spelling... = Attach File...

i Pete Template
I
[Thank you for calling our attention to your defective order number 37288923, As you requested, we are overnighting 8 new rollerhenders via express courier. YWe anticipate that 18riss
e s with this order, please do not hesitate to notify us immediately via e-mail ortelephane.
Sincerely,
ITam Sullivan z ==
Customer Service Representative Lok in; |‘§ My Metwork Places V| 5 il |E|
Rockeoast Rollerbenders International . .
1.000 32638478 gvernighting & new rollerhe = Mamme Camments
I:I"\."Erl'light L“.b‘ |C5) splknas3RandD an splkr ~
. My Recent ’ My Web Sites on MSN ke fva, msnusers, com/ =
D\"Efl’llghtS Documents l BusinessSystems on splknas...  \isplknas1iBusinessSystems
- - i customerfiles on splknas (s...  Visplknaslicustomerfiles
DVEF"IEI’IQJ_I'IQ @ L marketing on splknast (splkn... {iSplknas1iMarketing
C h k S I I L] DVEI’I’IightEI’ Desktop ‘_.j{ splknas3home on splknas3 Yisplknas3thome
ec pe I n g ; -{ RandD on splknas3 Yisplknas3iRandD
aver I'IiI;Ih I:ing J L software on splknas3 Yisplknas3isoftware
Lo h ﬂ Entire Metwork,
D\‘ferpnntmg My Documents
owvernighters g! =
My Comnputer < 2>
Ignore &l = { File name: | | [ Open J
.g i
o L= ) -
| Files of bype: !AII Files w | Caniel

1.Customer defined templates can be inserted throughout the response
2.Agents see and correct misspellings while typing text*
3.Agents can attach multiple files as necessary

*Single Byte Languages only
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Agent E-Malil
Agent E-Mail Reports

1.Real Time Displays updated
to include E-Mail metrics

& Agent Real Time Displays

e o - Current Queue totals
= || Beal Time Displays 1Eu:untau:t Service Queus Statistics %v:]
i:aIIsWaitingi EurrentDIdestg E-Mails in Quesue | Oldest E-Mail in Queue | E—Mall State Log
1] 00:00:00 1 00:03:40
Detailed log of E-Mail

~BX activity

Summary of E-Mail activity

Start Timei Agent State Wiap-up Data ReasonCode | State Duration H
b ail Ready ] 000001

Beal Time Dizplays J.ﬂ.gent ACD State Log Dizplay

Filz
= | . Beal Time Dizplays J.é.genl E-tail Log Display _V_j . | Dates Wwhed Apr 16 L]

E-Mail Retrigve Timei Statuz | Close Time? Pracessing Duratian | On Desk Dyration | Ta | Fram | Subject | Ccsa :__:
TI7312 Sent 7975:31:53 00:00:45 0X\041  2003qatesth 1@ Mike Test <mikel ta 5.1, at 215 0
7I80:32:06 Sent F980:32:30 00:00:26 00:00:24  2003gatesth 7@ Tom Sullivan <to agent e-mail test fro 1]
TI80:37:24 Sent TI80:37.45 00:00:25 00:00:27  2003gatestth. 7@ Tom Sullivan <to RE: agent e-mail te 0
T320:42:36 Sent 79804309 000037 00:00:33 2003gatesth 7@ subbutest <subb 2003gatests. 7iEpi 0=
7931:01:44 Sent T7981:01:56 00:00:15 00:00:12 2003gatesth. 7@ subbutest <subbe 2003gatests 7Ep1 0
T331:08:26 Sent 79810842 00:00:20 00:00:16  2003gatesth 703 tomtest <tomtests 2003gatests. 7iEpi 1]

& Agent Real Time Displays

S | . Beal Time Displayz J.&gent E-tdail Detail Dizplay _v_] .
E-Mails R etrieved | E-Mails Transfered E-Mailz Requeued | E-Mails Sent; E-Mailz Deleted | Tatal InProcess Time Sent E-ails | erage In-Process Time Sent E-Mails EMaximum In-Process Time Sent E-
2] 1] 14 0 001318 00,0057 ao.

Feal Time Display; Active 2
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Agent E-Mail

Cisco Supervisor Desktop

i Contact Service Queues. jfeslYene ipinys

=} % Contact Service Queues ;.C,'!!‘,tﬂ'? Service Queues - Statistics Display
glzs g csq Agents Processing | Ready | Not Ready | Oldestin Q |Total Emails |
@ ceqrooo emiood 3  — 1 o 0
&= 0507500
: __ Egggggg Agent _ \foice State Dyr_a_i_:i_on; Reason Code | Email State | D_u_rf_af_:i_g_n'Reason Code | C50Q
:--[EEaiI Barbara McAgent Mot Ready 00:00:00 Break Ready 00:00:00
[~]em1000 Donald Naorris Talking 00:00:00 Mot Ready 00:00:00 Talking csg6300

[]em2000 Ellie Peterson Ready 00:00:00
e Coordinated delivery of Summary and
Detail Real Time Reports

Navigate E-Mail CSQs

|

= New Integrated E-Mail Real Time Reports
E-Mail CSQ — Team Summary / Summary
(displays e-mails volume by queue)
E-Mail CSQ - Detall
(displays agent-by-agent breakdown of e-mails volume by queue)
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Agent E-Malil
View Agent Activity on CSD

Agent E-Mail activity per
contact

 Agents = Enhanced and New Reports provide
=8 GT_Teamt Supervisor visibility to agent’s E-Mail activity
_? %?;tgunf Bonser x2702 Agent - Team Summary
B Logs (total e-mails presented and responded to by the
4% Inbound team)
oo il
Ot i Agent - Team State
i = Draft .
& [ ® Radek Bork x2745 (agent by agent e-mail state for the team)
B Logs Agent — Agent vs. Team Summary (includes e-
1-:-!' Inbound mail statistics for agent and team)
- % Quthounc Agent Contact — E-Mail
WS Frocess J ) . .
- [=] Draft (New Report that displays header information of
draft and processed agent e-mails.)
Agent Logs — State
(includes agent's e-mail states commingled with

voice states.)

Agent Logs — E-Mail
(New Report that displays a record of the e-mails
that the agent retrieved)



CCX Standard Historical Reports
New Agent E-Mail Reports

* New database tables within CCX facilitate the delivery of
standard and custom historical reporting.

= The new Standard Historical Reports are:

— Inbox Traffic Analysis - shows the number of e-mails received for
the selected e-mail addresses in daily time intervals.

— Contact Service Queue Activity - shows summary statistics for e-
mail activity for the selected e-mail contact service queues in daily
time intervals.

— Agent Activity - shows summary statistics for e-mail activity for the
selected e-mail enabled agents in daily time intervals.

— Contact Service Queue Agent Activity - shows summary statistics
for e-mail activity by agents and dates for the selected e-mail
contact service queues in daily time intervals.



Agent E-Malil

Architecture

Agent E-Mail Service
monitors Mail Store

Customer sends E-Mail to
Agent

Agent E-Mail inserts
record for appropriate E-
Mail CSQ

E-Mail anters Mail
store

Customer

HMHIII(I

|
)
r-.-l

"

MS Exchange
2003 / 2007)

Cisco CCX Enterprlse
Agent E-Mail Web Server

LAN

—_ —_ 0
Agent E-Mail sees Agent e | e |
state and delivers to CAD. e -.-

Agent

Supervisor



Agent E-Malil
CSQ Configuration

systems  |wizards | Tools |Help

Unified Contact Center Express Administration il
For Cisco Unified Communications CISCO

RmCm Configuration

Skills

Bernon Contact Service Queue Configuration

Resource Groups

Contact Service Queus
Contact Service Queues Mame®

oales Support E-Mail

RmCrm Provider Contact Service Queue

fssign Skills Type®

Rermote Maonitor Contact Queuing Criteria
Agent Based Routing Fesource Pool Selection
Settings mModel*

Teams

Identify CSQ Type

* indicates required item

[ e ] [ Cancel ]

1.Create one or more E-Mail specific CSQs



Agent E-Malil
CSQ Settings

"I"'I" Cisco Desktop Administrator Admin | Logout | Change Password | about | Help
CISCO

s &
w Settings: Agent E-Mail Settings > Contact Service Queue Settings > csq_e03

Services Configuration

Personnel —Settings

# Cisco Unified Presence Settings

B agent E-Mail Settings Send autornatic response F Automated Res ponses
Global Settings Response termplate URI | |
Contact Service Queue Setting Erample: { http:/fwww myserver.com/mytemplate. txt, ar file://x: /mytemplate. txt)
Templates Send responses using E-Mail address|2003qatests.3@pl.rd.|d

BCC all responses to E-Mail address

—E-Mail addresses that map to this C8Q

2003gatests.a@pl.rd.Id E'Mall tO CSQ
Mapping

2003gatests.4@pl.rd.Id
2003qatest5. 5@pl.rd.ld

[ Save ] [ Returh to Contact Service Queue list J

1.Set automated responses for that CSQ
2.Map E-Mail addresses to the CSQ
3.Synchronizes E-Mail CSQ Information from CCX



Agent E-Malil

Response Templates

"I"'I" Gisco Desktop Administrator
CISCO

Admin | Logout | Change P

| about | Help
Save

> Templates

H-Services Configuration
# Personnel
Cisco Unified Presence Settings

‘Search For: | Document Identifier % | | Begins With v | | [ Find | [ clear Filter |[ + ][ -

|
=-Agent E-Mail Settings :Selgcied AL L1dentifipe MUItI ple Tem plates p
Global Settings O Pete Template admin/petetemplate. txt
Contact Service Queuse Settinc [_Add New]_[_SeIectAll]_[.Clear AII]_[DeIete 99|95t9d]_ K 4 Goto 1 of1 b MM Results Per Page 4 10 p
Templates

R{ | I bl I I Cisco Desktop Administrator
Cisco

Esave Copv @

Admin | Logout | Change Pa

Pete Template

Services Configuration

& Personnel

#-Cisco Unified Presence Settings i
3 agent E-Mail Settings Document Identifier Pete Template

Global Settings Description Pete's password reseft template
Contact Service Queus Settinc | URL http: //10.192,252,24: 6293/ teamadmin/petetemplate txt

Network Server
Templates Example: { hitp:fwwew . myserver.com/mytemnplate. txt, or file /e fmytemnplate tyt)

Template Information

[ Save ][ Copy ][ Return to Template list ]

1.Administrator can configure multiple templates

2. Templates can be located on a Web or Network Server and
referenced via Uniform Resource ldentifier (URI)



]
Agent E-Mail
Resource Configuration

System Applications Subsystems Wizards Tools Help

Unified Contact Center Express Administration e

For Cisco Unified Communications c ISCUI

RmCm Configuration

Skills Resource Configuration
Resources Open Printable Report of this Resource Configuration
Resource Groups Resource Name Tom Sullivan
Contact Service Queues Resource ID sullivt
HomCon Fesvider IPCC Extension 2800 Assign Voice and E-Mail
il S-k'itls- Resource Group ! V| Skills as desired
Remote Momtor
Agent Based Routing Automatic Available™ &) Enabled ) Disabled
Sefaegs Assigned Skills Unassigned Skills
eARE sk_e07(5) o [sk_e0d ~
sk_v01(5) sk_e02
> Jaceos 3

Competence Level I5 V| (1-Beginner, 10-Expert)

[
Team | Toms Team ¥ |

* indicates reguired item

[ Update l [ Cancel ]

1.Agents can have dedicated or mixed skills



New Features —
Presence Integration




Presence Integration

1. CAD is integrated with Cisco Unified Presence (CUP)
2. Included in all packages

3. Allows agents to chat with subject matter experts
(SMES)

4. Facilitates transfer and conference to SMEs

5. Facilitates transfer of enterprise data



CUP Integration

Typical Use-Case Scenario

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

CCX routes Customer’s
call to Agent

Cis€oUnified |

Customer
Contact Center

CUPS

help Agent with Customer’s question

Pl Yew

Adonatic, | )

Expert

() Contacts

+ General
= R&D

_ GaryMahle

_ Stacy herson
- TAC

_ hshrafMoharned
_ calGaling

= Marketing

L Kristy Wactiholz

3 Recent

&) Search

(2 Connected

See

Astions

BN N E)

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

find Expert

Help

Disabiedt | v.)

-I CUPS indicates an Expert is available to

I

Chat

¥ o sty To
enWk: IENGD RA/RI0QED0 TO8 7047
o [ ot | vt T i | Dot L gt ﬂMll\w
riormend  Wll L B0 0 El Wi
] N [ e T Dot [
Edward Green i
ik e [ s0an Reddy ==
. €8 Doreen Wilson
€ paul Tauking
S @eerry naughe
=3 @ Larry Laugoot  Logued Out
T i e
-
e o5 & supervirs
— » & e
k G Priority:| tiormal »]
b g3 personal I Contacts

Agent and Expert Chat. The Agent

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




CUP Integration
Communicating with Subject Matter Experts
® Tom Sullivan - 2800  [2 |[B)[X]
fBle Acions Hep 1.Agents and Supervisors see
b Teammates “Subject Matter Experts” (SMESs)
» Maiketing Window who use Cisco Unified Presence
@ Alex Chase Awailable Communicator (CUPC).
@) Andy Bauer At Lunch

2.Agents can initiate chat sessions

@ BaskingsJo Avsilabls P with SMEs
(@ Bowce Fiddler Ly i Fle Edt ﬁ‘t;iiferprisemta — o -
i Christina Aguilera Available %m ga:::x i D\g 3AdmInIStrat0rS control V|S|b|l|ty Of
@ Donaid Cribbs Avalable | yih e o e contacts
Tam Sulliv s
o EE““; : E:'P e 1 4.Presence selection window is
— . independent and updated with
S the latest Agent CTI state and
e SME Presence State.
Topic: Sales

Deliver Call and
Enterprise Data




CUP Integration
CUPS Cluster Settings

.élllslfl:lﬁ;. Cisco Desktop Administrator Admin | Logout | Change Password | About | Help

G save
CDA Settings CDA Settings: CUPS Settings > CUPS Cluster Settings

# Services Configuration
=-Personnel

Agents — CUPS Cluster Configuration
B CUPS Settings Enable Presence Feature
CUPS Cluster Settings Version 7.0 L
Contact Lists Fuklisher Host/IP Address | L Werify ]
Federated Users R 11 |
Workflow Groups g |
Fas=word | |

Specify Cluster
Settings
— Subscriber Host/IP Addresses

| Delete Add Ancther

1.Supports Unified Presence Releases 6.1 /7.0

2.Supports CUPS Fault Tolerance



CUP Integration

Presence Contact List

MIMIT
cISCO

L save [ cony {3
CDA Settings CDA Settings: CUPS Sethings = Contact Lists > SALES 1
E-CUPS Settings

Cisco Desktop Administrator Admin | Logout | Change Password | About | Help

-CUPS Cluster Settings

Contact Liats Contact List Information
Federated Users ’7Ccrntact List Name !SALES| |
Workflow Groups
Search For: |Inc|uded v | True V| [Fde [ Clear Filter ] B
= Last Name First Name URL Included
Bendickson Mike bendicm@p2.rd.ld
ContaCt names Brezinski Tom brezint@p1.rd.ld
Synchronized from Brezinski Tom lf:rezint@pz.rd.ld
q Doe John jd@pl.rd.ld
derCtory Mohamed Ashraf mohamea@pi.rd.ld
Sillars Jay sillan@p2.rd.ld
Subramanian Subbu subrams@p1.rd.ld
wall Pete wallp@p2.rd.ld
[ select Al |[ Clearall | M4 Goto 1 of1 bW Results Per Page 4 10

[Save ] [ Copy ] [ Return to Contact list ]

1. Contact (“buddy”) lists are created via Cisco Agent Desktop Administrator

2. Contact List’s display name will show up as a drawer in the Agent / Supervisor
Chat Selector window.

3. SME names and URI’s are pulled from directory.



CUP Integration

Assign Contact Lists to Work Flow Groups

1.Assign contact lists to Workflow groups, so agents only have visibility to
appropriate Contact Lists

b
CISCO

e save €3
CDA Settings CDA Settings: CUPS Settings > Workflow Groups > default

Cisco Desktop Admillistriitnr Admin | Logout | Change Password | About | Help

= CUPS Settings Search For: |Contact List Name ¥ | Begins With v| | | [Find] [ Clear Filter ] E]

CUPS Cluster Settings -
Contact Lists
Federated Users Contact List Name Included
Workflow Groups Marketing 1

SALES 1

H SUPPORT
TAC
[ selectall |[ Clearall | M4 Goto 1 of 1 bW Results Per Page 4 10 b
[Save] [ Return to Workflow Group list ]

Assign Contact

List to Workflow
Groups




CUP Integration

External Contact Configuration
1.Cisco Unified Presence can integrate with a foreign domain, allowing CUP
users in an enterprise domain to interact with users in a foreign domain.

2.Cisco Desktop Administrator includes the option to enter external users in
a foreign domain (e.g. inter-cluster peers or federated domains.)

3.1n this way, Cisco Agent Desktop can integrate with those federated
domains also supported by Cisco Unified Presence.

"I"'I" Cisco Desktop Administrator Access to slal
cisco ) External Users

ESEUE Cup',r @

Settings) Cisca Unified Presence Settings = External Contacts = Baskings

H-Services Configuration

Personnel —External Contact Information
E-Cisco Unified Presence Settings
-Cisco Unified Presence Cluster Last Marne Baskings
Contact Lists First Marme Jo
Euternal Contacts URI sulliviest@pl.rd.Id
Workflow Groups Phone Murnber EEQDD |
Agent E-Mail Settings

[ Save ][ Copy H Feturn to External Contact list ]




CAD, CSD, CDA
Enhancements




CDA Enhancements
Web-Based Administration

1.Cisco Desktop Administrator is migrating functions to a web module. The
following components are now configured on the web-based CDA:

Agent E-Mail
Services - Enterprise Data, Monitoring and Recording Setting
Personnel - Assignment of Agents to Work Flow Groups

Cisco Unified Presence - Integration of Cisco Agent Desktop with CUP
users

2.Workflow Administration is still configured on the existing thick client



CDA Enhancements
Web-Based Administration

A Cisco Desktop Workflow Administrator Web-based CDA can be launched from

CDA client

=1Ey

- !iL htp:/f10.192,252.24:6293/teamadminfpage/servicesconfig/layout.cda v‘ 5 X! |Goiogle | 2=

: Fle Edit View Faworites Tools Help

@ REESDH CDdES '1{3 b !@'CiscnD'esktnpndmimstratnr
B wrap-up Data sl
[+ & Record | Maonitar Mokification cisco

PR B e v [:rPage + 3 Tooks - @ @ @1 B 2

Cisco Desktop Administrator Admin | Logout | Change Password | About | Help

=W wark Flow Groups = o
= # default Settings: Personnel > Agents

Enterprise Data B Services Configuration Search For: | Last Name v | | Begins with ~| | d| [ Clear Filter | B
R =HEnterprise Data p——
. ent L
@ Reason Codes Fislds .
E- Lavout List Set Workflow Group for selected rows to:| default ¥ | Modify
o '-.-'-.-'rap-up Daka & Silent Monitoring & Recording Selected Last Name First Name Login Name Team Workflow Group
Phl:ll-lE Bl:ll:lk =-Personnel Fl Brezinski Tom brezint Default Ldtifault "‘
Agents T B
EH CAD Agent Cisco Unified Presence Settings O gonof zhuoo gongz Default |—‘default B
: Ez Lser Trkerface & Agent E-Mail Settings ) gongl zhuol 22071 Team 1 Idefault v
e ) il gongl10 zhuol0 gongzhuo Default |dehu|t v
ea| ——
I%f Woice Contact Work | F gong3 zhuo3 22073 Team 1 |_de_fau|t V‘
1+ & Agent Management Y gongs zhuoS 22075 Team 1 [ default v
"
| @ CAD-BE F\gEl—It O Guy Ry ryguy Default |default v
I3 Kasi Toms T |
e )
+ Ed IF F'l'll:II'IE F'.gent Fl b amaish subrams Team f_af_{t i
F Kendall Lori kendall Default | KENDALL » ‘
IF Kendalll Loril kendalll Default LK&D&LL w \
W4 Gota 1 o4 b Resuts per rage 4 107
[ & Internst H 100w -




CDA Enhancements
Voice Contact & Agent State workflows

1.Voice contact workflows allow you to trigger actions based on call
related events: Ringing, Answered, Dropped and Work

™ Cisco Desktop Administrator

File View Monitoring ‘Window Help
d 1 }( .'S

F@ Locations

= @ Call Center 1

= % ‘work Flow Configuration
# Dial Strings

- [&#l Phone Book
@ Reason Codes

-8 Wrap-up Data

i Record | Manitor hatification
= wwiork Flow Groups
= # default

Enterprise Data

Reason Codes

‘\Wrap-up Data

£ Phone Book
0 CAD Agent

55 User Intetface

)% Voice Contact Work Flows
- - o BiJENE Management Work Flows
CAD-BE Agent
- User Intetface

© & voice Contact Work Flows
- =4 IFPhone Agent

- # ByTest
[+ #® Altest

Ready

Yoice Contact Work Flow - <Defaults

Events Rules [of curent Event]

— Current Rule Conditions
<Default>

[ Enable Flule [
il [

[ ata Field Conditions:

Cancel




e
CDA Enhancements

Voice Contact & Agent State workflows

1.Agent management workflows allow you to trigger actions based on
agent events: Startup, Shutdown, Logged in, Logged out, Ready, Not
ready and Time of day

7 Cisco Desktop Administrator
Eile Wiew Monitoring  ‘window  Help

B 1 > -‘S I
@ Locations
= @ Call Center 1
= % Work Flow Configuration
[#- 8 Dial Strings

- [ Phore Book

+@ Reason Codes

[#]- !'s__| ‘Wrap-up Data

i Record | Monitor Motification
=W Work Flow Groups

= # default T =5 .
. @ Enterprise Data lew | Dl Add.. | Edt. | Del. |

- # Y Reason Codes i Current Rule Conditions ~ = r—
; - e Dats <Default> [ ata Field Conditions:

: [+ [El] Phone Book [F Ensble f = |
W ETable.riile

= 0 CAD Agent
¢ iz User Interface |

: [ Woice Contact Wark Flows |

I B9 [\ crit Management Work Flows
= [§] CAD-BE Agent | e

: {3 User Interface = Ani Condition s True Al Condibonsare T e
© [ voice Contact Work Flows
. #-§4 IPPhone Agent

- @ EVTest

[+ # Altest

Ready




CDA Enhancements
Global Wrap-up

1.Wrap-up data that is common to all workflow groups can be configured
at the global level

™ Cisco Desktop: Administrator

File Wiew Monitoring  Window Help

B | X E |
H@ Locations )
= @ call Center 1 -Available Wrap-up Descriptions — - Global Wrap-up Descriptions
=] % work Flow Configuration airap2 Jwiap]
# Dial Strings witrapl
- [ Phone Book wfiran2
@ Reason Codes

(LB Wrap-up Data
: @ Record | Manitor Makification
=2 B work Flow Groups
default

Enterprise Diata
Reason Codes
i Wrap-up Data
| Phone Book
EN CAD Agert

i35 User Interface

& woice Contact Work Flows

o ol Bgent Managemertt Work Flows —
CAD-BE Agent Modify List...

i3 User Interface
L )& woice Contact Work Flows
. [#-§as IPPhone Agent

A # BYTest

i+ alkest

Ready




CDA Enhancements
Workflow-group-based Reason Code

1.Reason codes can now be configured to be workflow group specific.

7 Cisco Desktop Administrator

Eile Wiew Monitoring Mindow Help

ﬂ@ Locations
= [ call Center 1 Logout ]NDt Rieady
= % ‘whork Flow Configuration . .
- 8] Dial Strings Availlable Reason Codes List Global Baason Codes List
- [& Phone Book 2 glogout2 1 glogout]
! @ R cad 4 wilogout2
[vIEW Reason Lodes 5 ghotReadyl
i # Wrap-up Data & gMotReady2
@ Recard | Monitor Notification 7 witotReadyl
(=% work Flow Groups B wiNotReady2

(=l % default Wwhark, Flow Group List
3 wilLogout

Fhone Book
EQ CAD Agent _j
|-[§] CAD-BE Agent
- [#-E4 IP Phone Agent
& # B¥Test

& Alkest

[#

¥

W Enable Logout Reason Codes

Ready




CDA Enhancements
Workflow-group-based Phone Book

1.Phone books can be configured to be workflow group specific.

7 Cisco Desktop: Administrator

File Wiew Monitoring  window  Help

= @ Call Center 1
= % Work Flow ConFiguration

- #l| Dial Strings
Phione Book
@ Reason Codes
& Wrap-up Data
i@ Record [ Monitor Notification !
=W work Flow Groups Limealoy

= # default Mes Del i

Bf Enterprise Data kit 41 Add.. J Edt. ] Bl ]

@ REssenCadas 1 Current Rule Conditions = = =
Wrap-up Data <Default>
Phone ool G B
gl CAD dgent =
*-iiag User Interface
“- )& ¥oice Conkack Work Flows
(W " et Managemen
CAD-EE Agent

- -iiag User Interface

"~ )& ¥oice Conkack Work Flows
|-§4 IP Phone Agent
BYTest
Altest

Ready
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CDA Enhancement
Import/Export Workflow Actions

1.Workflow actions can be exported and then imported into other contact

centers. Supports HTTP, Launch external application and Keystroke
macros.

Export Action FZ|
*H Cisco Desktop Administrator Action List*: Pan Caling aud Called
File Misw Monitoring  Window  Help

v e et |
@ Locations
= g Call Center 1
= % Wark Flow Corfiguration
[+ # Dial Strings Folder Path*
[ Phone Book

: Import Select
; @ Reason Codes i~ Import Export \Wark Flowe & ction P
i !'s_J Wrap-up Data

Action Eype: 1Launch
i@ Record | Moritor Mokification

=9 work Flow Groups
=~ # default

: i C:\Program Files\Ciscol Deskiopi i\ Confighactions Browse

- Falder: ]E:\Program Files\CizcohDesktop\Confighictions M
mport Diescription:

: +, Enterprise Daka
{ﬂ Reason Codes
[+ Wrap-up Data

o Phonie Book
[ ER CAD Agent ' Kctor Type:

- [ [§] CAD-BE Agent o
[+ 84 IP Phone Soznt Deescription:
+- &% B\Test
- # Altest

Action Mames:

JReady

Cancel
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CDA Enhancements
Blind Conference Action

1.Administrators can configure a blind conference action.

Select Action
Delay Action | Agent Motification I Set Enterprize Data Action I IIkiliby Achion i
Fun Macra | Launch External Application l
IPC Action l HTTP Actior Call Caontral ] fgent State I Timer &ction I
Call Contral Mame i Action i FPhone

Call Control Action Setup

Action Mame iBIind Conference Supery

Eall'EDhtrﬂ_i BlindConfererce _:j

Phatie Murber (20713

[ ok ] Cancel | _I

fiF | Cancel |




CAD Enhancements
Browser Edition

/- Cisco Agent Desktop - Browser Edition - Windows Internet Explorer |z||i||z|

g, http:/i192,168, 251,67 8088 cadbe/frameset, jsp;jsessionid=0F 1 93E68CA4 30520 74758ABSEIDA3Z7 9P myLocale=en_Ll ¥

¥l IHlan 00OREO Q42

1.Supports IE and Firefox.

http://<CRS server>:6293/cadbe/CAD-
BE.jsp

Duration

5 Connected 7639712149

Field Dratk. Diewi T [n] ipi Dr ati 2 S t d d
ooy e e Joemptin _ [Duten .OUpports reason codes an
CINIS 7401 4102 A b I Joshua 3 a0:00:34
Departrient Custaorner Service = Tooia;-la e 00:00:35 Wra p-up data
AccountMumber 9999999999
SFOCRecID 0016000000Gm...
SiebelRecID AAFA-EQTHL
3.Does not currently support the

new agent e-mail and presence
features.

o Internet

Select Call Wrap-up

Wrap-up Daka

Cancellation
Confirmnation
Directions
Inquiry
Made a Sale

Reason Codes

Code Cescription

Meeting with Supervisor
10|Lunch

L 04 ] [ Cancel




CAD Enhancement
Multi-Browser Tabs in CAD

1.Up to 10 tabs are supported.

2.A different home page can be configured for each.

" Cisco Desktop Administrator
File Wiew Monitoring ‘Window Help
”‘_.f:::: x s"‘-':":
H@ Locations
=] @ Call Center 1
=) % wark Flow Configuration
(- 8| Dial Strings = . - = — -
- +[El) Phone Book Field | Data g | Device | Type Description _ | Duration
j Reason Codes
- Wrap-up Data
: @ Record | Monitor Motification
=B work Flow Groups
= # default
H -- Enterprise Data
: i @ Reason Codes

. @ & Wrap-up Data | [ Cisca Systems, Inc | lj'_L[CNN.com - Breaking Mews, 1.5, World, Weather, Enkertainment & Yideo News [E Googls | Eciscn Systems, Inc

¢~ Mot Ready - Cisco Agent Desktop

ey i0EEe 200 & ElAad -

EEX

oS

Google

] Phorie Boak . . .
= ERQ CAD Agent ] ﬁ: = Hop = i E_}J_\f,qliﬁjqqs Google * :Address hkkp: f fwaw  google., com/ -
ZE Userlnterface - Ja2er o e e s e - ' - P EITEELE T ——— a —
[ voice Contart Work Web |mages Mews Shopping Gmail more v

“ B Bigent Management
3 CAD-BE Agent

. [#-Ea IPPhone Agent

) # EWTest

[+ & Alkest

Calabrio.Software@gmail.com | iGoogle | My Account | Sign out

Agent Desktop has a tab

dedicated to supervisor URL
pushes.

fReady /J




CAD Enhancement

IPC Receive Event

1.Custom 3™ party applications can control the agent desktop

2.Make Call, Start/stop Recording and Agent Notification actions are
supported

When enabled CAD
will listen on the
[EE= specified UDP socket
[[& Lacations for messages

B g Call Center 1 Toolbar | Show Data Fields | Miscellaneous | Browse
= % ‘Work Flow Configuration

[+ 8| Dial Strings
Phone Book
Reason Codes

7 Cisco Desktop Administrator.

File Wiew Monitoring Window  Help

: -l Wrap-up Data
i @ Record | Monitor Motification
=B work Flow Groups
= # default
P -- Enterprise Data
2 Reason Codes
‘“Wrap-up Data
Phorie Book
EQ CAD Agent
iz User Interface
- woice Contact Work Flows
o BigENt Management wwork Flaws

Enter the port number to yse, {95000

31 party apps
send messages in
XML format.

ZAD-BE Agent
i &4 IP Phone Agent
G # EWTest
- @ Alkesk

Ready

<?xml version="1.0"?>

<!-- IPC Receive Event Message -->

<IPCActions>
<IPCMakeCallAction>

<ActionName>IPC Make Call Action</ActionName>
<PhoneNumber>2961</PhoneNumber>
<DisplayError>true</DisplayError>

</IPCMakeCallAction>
</IPCActions>
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CSD Enhancements

Supervisor
may have up to
10 browser
tabs
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