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Cisco Unified Contact Center Express
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Cisco Contact Center Express

A Contact-Center-in-a-Box
Inbound/Outbound Voice solution can fit on one box
Fully integrated ACD, Desktops, CTI & IVR

Integrated Outbound, Email, Web/Chat, Quality Management
and Workforce Management options

Real-Time and Historical Reporting
Recording

1-300 agent highly available inbound voice (actual
deployment size varies depending on features
required)

Easy to use CTIl with CRM and 3 party applications

Supports Cisco Unified Communications Manager
and Communications Manager Express

Flexible Virtual Contact Center

Agents and supervisors can be located at any site on a Cisco

IP Communications WAN or on any ISP DSL or Cable modem
connection at home

Three packages for flexible price/performance
options

Cisco Unified !
Contact Center,




Unified Contact Center Express Options
1. ACD

Simple groups; Conditional routing; custom variables

Skill/Competency groups; Priority Queuing

Priority (data-driven) routing with both Enterprise DBMS and XML data sources
Premium templates and custom historical reporting

2. Desktop

Premium Cisco Agent Desktop; Enhanced Cisco IP Phone Agent
Premium Agent E-Mail

Premium Blended Outbound Dialer Standard
Enhanced Cisco Supervisor Desktop w/ real-time reports

Desktop workflows and custom action keys En hanced
On demand and event driven recording (agents and supervisors) Premium

3. CTI DBMS and XML data sources

Simple screen pop of ANI/DNIS, customer entered data;
Third-party application screen pop
JAVA integration

4. IVR Prompt & Collect plus automated IVR Self Service applications
Queue point, custom messaging, prompts, collect (DTMF)
Database integration; real-time notification; HTTP Triggers (invoke workflow from web page)
VXML (DTMF & ASR), Optional ASR and TTS




Unified Contact Center Express Reporting

Architecture
yy% * Monitor real-time agent
statistics
» Coach/manage agents

Supervisor Desktop

(€ : * Monitor real-time
% ‘\u_ Y system activities

Cisco Umfled | e ————
Con%t Center | = e

Xpress 4

* Evaluate contact
center performance

* Predict future trends
Historical Reporting Client and plan accordingly




Cisco Unified Contact Center
Express Vs. Enterprise

Unified Contact Center Unified Contact Center
Express Enterprise

Scalability Maximum 300 agent positions, 32 | Maximum of 8000 agents or
supervisors supervisors

Redundancy | High Availability; Mirrored warm Carrier class reliability with
standby with load balancing; distributed redundancy
Automatic failover; No HA over the
WAN

Virtual Only with UCM centralized Distributed UCM deployment

Contact deployment model (single UCM model (many UCM clusters)

Center cluster)

Features Fewer, less powerful features (e.g. | More features with greater
no predictive outbound, no sophistication and depth
universal queue)

Ability to Simple, low cost key stroke Powerful C++, Java, .NET

integrate emulation with any MS Windows development kits to enable

CRM and application; HTTP for browser custom agent desktops

other based applications; Socket Level

applications Protocol for tight custom
integrations with CCX




Architecture
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Unified Contact Center Express
with Unified Communications Manager

Supervisor
Stations

Active Cisco
Unified CCX

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

(optional) Standby
CCX server

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

Cisco QM and/or WFM servers

Nuance or IBM ASR and/or TTS servers




Unified Contact Center Express
with Communications Manager Express

PSTN

ontact Center

Sip trunk g:ﬂnmﬂﬂ
frm[] W @

Agent Stations
(SCCP)

Nuance or IBM ASR and/or TTS servers

Supervisor El
Stations =

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)
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How does Cisco Unified E-Mail
Interaction Manager Work?

When a customer email or Web form inquiry is received,
Unified E-Mall Interaction Manager:

1. Can send an acknowledgement with an expected
response time

2. Analyze the content of the email, and send an auto-
response from the knowledge base

3. Route the email to the best resource to handle it

4. Suggest articles from the knowledge base for the agent
to insert into the response

5. Provide templates and macros to enable quick,
consistent responses

6. Providing reporting to monitor your contact center
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E-Mail Interaction Manager Agent Desktop
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LNWNCJiIIFNG RECEECOOOD E-Mail a_deeb
FACTEENE Interaction Manager
# | | Device Type Drescription Druration Share Com mon deS ktop

w6401 6401
Layout 00Default [ TN Agent Ewiert David 00:00:36
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How does Cisco Unified Web Interaction
Manager Work?

When a customer requests live help from the web, Unified Web
Ir;]ter_actlon Manager provides text chat along with web page
sharing

1. Information may be easily gathered on web site
Reduce handle time spent getting information
Use to ensure correct routing
Present to the agent

2. Once connected, agent and customer can share web pages while
discussing issue via text chat

Answer question faster
Encourage self-service by teaching/helping customer to use web site

3. Integrated Knowledge base allows agents to resgond quickly.
Consistent response, regardless of which agent handled task.

4. Agent may work on multiple chat sessions at the same time.



Web Interaction Manger Agent Desktop
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Workforce and

Quality Management




e
If Last Week’s Schedule Looks Like This

[\

= A fNEOIRatL | |)
§ NAénl_:e;D Monday N\ s(@ﬁl'uesday R Wednesday
Adam Wong 00 9:00 AM - 3:00 PM 12:00 PM - 6:00 PM
Amber Koening . | 9:00 AM -3:00 PM 9:00 AM - 3:00 PM 9:00 AM - 08 W
Berta Alvarez 1| n.penes T raouag 12:00 PM - 6:00 PM
Brianna Marsole - 1206-PM=6:00PM | Q:00-AM=3:00-PM | 9:00-A=3:66-PM
Caterina Gorzekova | 9:00 AM-3:00PM | 12:00 PM- 6:00 PM | 6:00 AM - 12.:00 PM
Darren Thomas LB MGG | 6:00 AM-12:00 PM | 2688 AM - 366 PV
DeWayne Jackson 12:00 PM - 6:00 7+ - __ 12:00 PM 460
Ismerelda Sanchez 9:00 A "‘ i 3:00 PM -5 o5 —k
Ivonne Baez -V": ,,u O 3:00 PM
Jennifer Harris-Lee 6:00 AM 1 AP d N/ “~ 300 PM | 6:00 AM - 12:00 PM
Juan Rodriguez 9:00 AM L ﬂ‘._ i G ‘00 PM | 12:00 PM - 6:00 PM |
Nicholi Supressia B:00AM -1, 5p e~ OPM | 6:00 AM - 12:00 PM
Rosario Valdez teatd e HPoliiag Trazewsng
Terisita Banderado 9:00 AM - 3:00 PM XXX XXX
NI move + ra-ie_r =f:f'-4.'~l : r
Q0 M H‘m,
oy

You Just Might Need Workforce Managemenf



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

1.Too many agents

—Increases staffing costs
—Lowers contact quality and agent satisfaction



Presenting Workforce Management

= Sophisticated contact forecasting tools combining the art and
science of predicting contact volume and distribution

= Workforce scheduling to meet service goals with the constraints of
your workforce’s skills and availability

= Agent and supervisor interfaces providing intraday information
and proactive tools

= Adapts to multiple work groups with different
locations, under different rules and in various
time zones

= Accommodates other tasks like multi media
contacts, training, group meetings, etcetera

= Integrated with Cisco Unified Contact Center

= Part of Cisco’s family of customer contact
solutions




If Your Agents Often Answer Calls Like This

You Just Might Need Qua/iemenf



Quality Management:
Businesses Need to Monitor Customer Contacts

* |nsure 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



Presenting Quality Management

* Unique interactive edge recording architecture

—Software service captures digital voice
* Intuitive, role specific, user interface
= Simple workflow based recording administration
» Fully customizable evaluation criteria

= Unified user administration with Cisco Unified
Contact Center

* Improves the effectiveness and productivity of your
contact center

= Part of a comprehensive customer contact
application suite




How Does Interactive Edge Recording Work?

“Record
Server

Main Contact Center

‘Record Branch Office

‘Record

Remote workers
Server

Centralized Services

User interface, database
contact management,
event filtering

==
=

= +)
Cisco Call Manager

Cisco Unified
Contact Center
(ACDAVR)

Quality Management "




UCCX 7.0 New

Features




New

Unified Contact Center Express 7.0 Premium
CCX 5.0 Premium (inbound voice only)

s CCX 5.0 Preview Blended Outbound

Same Price! New CUPS Integration

New simplified Agent E-Mail

More Value!

New Desktop features

New CAD Browser Edition

Il 4= 4= 4 4

CCX 7.0 Premium Desktop

Additional Cost Options:
WFO: Quality, Advanced Quality & Workforce Managers
CIM : E-Malil and Web Interaction Managers



Overview and Version Compatibility

= CCX7.0isthe successorto CCX 5.0.

= Runs on Windows 2003.

= First Customer Ship in Aug 2008

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

= Unified CM 6.1, CM 7.0 :
= CME7.0

= UCCE/ICME Version 7.2, 7.5
= (CSA ->Version 5.x or later

= CiscoWorks Campus Mgr 4.X
= CUOM 2.X




Cisco Agent Desktop Core Capabilities
Agent State & Collaboration &
Call Control Presence
CRM & 3™ Party - _f'__' Configurable
Application Integration céﬁfﬁctr?éﬁir Work Flows

Real-time

Displays & Alerts

Integrated
Agent E-Mail

All work together in fully-packaged and
configurable composite application.



Unified Contact Center Express Blended Preview
Outbound

= Proactive communications for | C Ready - Gisco AgentDeskto =
Preview Dialer based e i B8 20d?-
Campaigns sl | =7 B oo otw  oomenn  mom
. [ Reject E;“:gut ﬁifgéult 2291 AgentId Gong Zhuo 00:00:50
u Merges |nb0u nd and [k Reject Close ;IBF\AccountNumber 11111567890 ... v Total 00:00:50
outbound blending for contact| o sk | BRI —
Ce nte rS a Skip Close Cisco SYSTEMS Log In | Register | Contacts & Feedback | Help | Site Map | Sel )
Skip-Mext 0
—Integrated component of |-€ - :; :
. 3 allbac _ : . :
Cisco Agent Desktop [Pt o tive rraat ii spaci s o
A ||| Orderine > Defense Architecture T
1. Support for new FCC/FTC, \g  Conoel |f] Technicol Supnort® > g0 s New Broed of ol "
State and Federal Regl'”atory e L o Gong 2291 [0 Ready 0026107 [in Service [14:34 l
requirements

= Easy to use standards-based tools to manage contact lists
and improve contact center productivity

= Skill groups run dedicated or blended

= Screen Pop via CAD task buttons

= Ensures agent available prior to placing the call

= Agent buttons to accept, skip, reject the previewed call




Cisco IP Phone Agent

= Agent State Control

= Caller Data

= Queue Statistics

* Hot Seating via Queue
Extension Mobility activity

= Work Wrap-Up Codes*# | k : | Powerful Features
Sk _=,...';:;:_ |ndependent of
. Lo 10 1 J ] PC
= Agent Initiated :
Recording*
* Enhanced and Premium only Refresh Change SeeTCaIIer Record

Agent
# Express releases 5.0 and 7.0 only screen S%ate Data Call



Cisco Agent Desktop
Browser Edition

¢~ Cisco Agent Desktop - Browser Edition - Windows Internet Explorer

E http: /192,165, 251,67 80588 cadbe frameset ., jsp; jsessionid=0F | 93668CA43052074 FS8AESEIDASET 97 myLocale=en_LJ l\fj

| Alerking# ... Original Cal... | Duration

o
T

EYiCE Type Descripkion D akion
JB39712149 Route point Route_paint 7401 00:00:04
7401 4102 Agent I0 Joshua Jones 00:00:54
Department Customer Service Tatal 0000 58
AccountMumber 3999999999
SFOCRecID 0016000000Gm, ..
SiebelReclD SAFA-EOTHL

| | E]l | | | | ' Inkernek

Zero Footprint
on the PC

Zancellation
ZonFirmation
Diirections
Inquiry
Made a Sale

i (4 i[ Cancel J

y
PN

Browser Edition client can
operate on Windows and
Linux operating systems

Firefox and Internet
Explorer

Support Reason / Wrap-Up
Codes

Coordinated screens pops
via http into external
browser

Supported with Enhanced
and Premium version




Agent E-Malil

= Included in Premium
= Entry-level email solution

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

= Support MS Exchange 2003/2007

= Provides email distribution, queuing,
management, reporting

= Integrated with CAD, CSD and CDA




Agent E-Malil

¢ Ready, - Cisco Apent Deskiop

= Provides a core
feature set for

managlng Contact -_ Diraft custsupport@myeddree com matha@cusiomsr com VOice and E'Mail Contact LiSt

center e-mails [P

|| Agent E-rail |_‘j-:rsmsysm_ms,lnqScmﬁysxmﬁ.]rditsm&y_sm_ms, |

= Distributes e-mails [fEt@ D fuss, -

TTE! ., i
|| - send ' Transfer Save | Re-queue Delete |
Pl © T VSRR (| BT i e — DR b,
to ag e nts December 20th, 2007 5:06pm

| Froblems with my C0 Player

‘1 Produwct Manual pdf Eﬂ Info Form.doc

» Sends responses | rowsevemsonren o asericmunpay o o e S ]

from the contact BN Sender’s Text

center to the bis Templates, Spelling, J

customers | S S, pp—— and Attachments .

'E; Insert Template.. +F Check Spelling... I] Add attachment...

= R e p O rts O n e - m al I | This s mast lilely nok related to installing mail and probably a hardware issue.
aCtIV I ty . I've attached some documents to help you troubleshaot

| Thanls,

; Yaur Frigndly Maigt Age nts ReS ponse

=
LiFeng %2999 2183 [Ready 01:37 10 Partal Service E-Mal Raady 01:37:30 [ 13147




Agent E-Malil
Voice ACD and E-Mail States

ACD States Agent E-Mail States

¢ Ready - Cisco Agent Desktop
e NWE o E S e

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

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

Agent can resume E-Mall processing at any time

CAD accurately tracks agents’ state



Agent E-Malil

Composing E-Mail Response

Use Templates

Autosaved April 17, 2008 10:41 AM

|G; Insert Template... @ Check Spelling... = Attach File...
i Pete Template
I
[Thank you for calling our attention to your defective order number 37268923, As vou requested, we are gyernighfing & new rollerbenders via express courier. 'We anticipate that 1eriss
ues with this order, please do not hesitate to notify us immediately ¥ia e-mail or telephaone.
ISincerely,
[Tom Sullivan -, -
Customer Service Representative Look in: |‘3 My Network Places V| I 2 |E||
Rockeoast Rollerbenders Internationall . . -
[ 500.328.36478 overniahting 6 new rollerke) ‘._E__ Mame Comments
D'\"Erl'light A I25) splknas3RandD an splkr ~
. My Recent v My Web Sites on MSN hikkpef s, msnusers, com/ -
I:I'-.-'Erl'llghts Documents L BusinessSystems on splknas...  iisplknas1iBusinessSystems
— = ‘{ customerfiles on splknasl (s...  \isplknas1licustomerfiles
DVEF"IEI’II;J-I'II; @ ‘g marketing on splknas1 (splkn... 1iSplknas1iMarketing
C h k S I I = Dvernighter Desktop ‘{ splknas3home on splknas3 Yisplknas3thome
ec pe I n g ; ‘{ RandD on splknas3 Yisplknas3iRandD
aver nigh ting ’) 4{ software on splknas3 Yisplknas3isoftware
Lo - ﬁ Entire Metwork,
Dverpnntmg My Documents
overnighters ;Q;-l =
My Computer < | >
Igl'll:lr'E ":"" 3 ‘ Q File narne: | | [ Open ]
1 l Files of bype: |AII Files - | Cancel

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



I,
Agent E-Malil
Agent E-Mail Reports

= Real Time Displays updated
to include E-Mail metrics

. — Current Queue totals
Beal Time Displays |I:|:|nta|:t Service Queue Statistic: Qﬁ‘ﬂ ]
Calls ' aiting Current Oldest E-Mailz in Queue Qldest E-Mail in Queve — E- M al I State Log

n (00 00:00 1 00:03:40 . .
e — Detailed log of E-Maill
-| & (=13 activity

[ Beal Time Dizplays |.ﬁ.gent ALCD State Log Digplay j - S U m m ary Of E' M a.l |

Start Time | Agent State YWrap-up Data Reazon Code State Duration | & aCtIVIty
7! E-Mai Ready 0 00:00:01

[ Agent Real Time Displays
File:

[ Agent Real Time Displays

EEX

I=1 Agent Real Time Displays

File:
[ Beal Time Dizplaps |Agent E-Mail Log Display ﬂ Dates Wed Apr 16 ﬂ
E-Mail Retrieve Time | Status Claze Time Frocessing Duration On Desk Dyration | Ta Fram Subject Cs0 | ~
TA733112 Sent TA79:31.63 00:00.45 00:41  2003gatest5. 1@ Mike Test <mikel to 5.1, at 215 1]
7203208 Sent 79803230 00:00:26 00:00:24 2003gatest5. 7E Tom Sullivan <to agent e-mail test frc 1]
T30:37:24  Sent 79803745 00:00:25 00:00:21  2003gatest5.7E Tom Sullivan <to RE; agent e-mail te 1]
T20:42:38 Sent 7980:43.09 00,00:37 00:00:33 2003gatest5. 7@ subbutest <subbi 2003qatests 7@Ep1 1]
7931:01:44 Sent 7931:.01:56 000015 00:00:12 2003gatest5. 7@ subbutest <subbi 2003qatests 7@Ep1 1]
7931:06:26 Sent 7391:06:42 00:00:20 00:00:16  2003gatesth 7@ tomtest <tomtest! 2003gatesth. 7iEip1 1]

= Agent Real Time Displays

By Beal Time Displayz lﬁgent E-bdail Detail Dizplay LJ P
E-Mailz Retrieved E-Mailz Transferad E-Mailz Requeued | E-Mails Sert E-Mailz Delzted Total InProcess Time Sent E-Mails fAverage In-Process Time Sent E-Mailz iMaximum In-Process Time Sent E-Mails |
2 1 14 i 00:13:19 00:00:57 00:03:25

Reeal Time Display: Active




- __________________________________________
Agent E-Malil
View Agent Activity on CSD

: Agents = Enhanced and New Reports provide
=89 GT_Teami " Supervisor visibility to agent’s E-Mail activity
_ﬁ %%?;tgunf Bonser x2702 Agent ) Team Summary
i g (total e-mails presented and responded to by the
4% Inbound team)
4 Outbound Agent - Team State
= ﬁiii;taum; — (agent by agent e-mail state for the team)
: il Lo Agent — Agent vs. Team Summary (includes e-
: i-:ar Inbound mail statistics for agent and team)
8 Dutiaiic Agent Contact — E-Mail
_ “CESS (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 E-(Ill(l)arilt::ttivity per Agent LOQS — E-Mail
(New Report that displays a record of the e-mails
that the agent retrieved)




EIM vs. Agent E-Mail

Routing: EIM support different routing algorithms such as push, pull and pin. EIM agents can
have emails automatically delivered to them, explicitly request for emails or pin specific
emails to work on. With Agent E-mail, emails are automatically routed to agents. The pull and
pin algorithms are not supported.

. Service Level: In EIM, emails can be assigned a service level to indicate the importance of
the customer. Agent E-mail does not offer such support

. Outbound Workflows: With EIM, outbound workflows can be configured such that email
replies from agents require supervisor approval before they are sent. This is not available
with Agent E-mail.

" Knowledge Base: EIM offers a tree-structured knowledge base. Agents can search for and
also submit articles to be included in the knowledge base. Agent E-mail support templates
which are predefined text that agents can insert in their email responses.

n Agent Login: With EIM, an agent needs to login to both CAD and EIM. With Agent E-mail,
an agent logs in once.

. Agent State: EIM manages the agent email state independently of the CAD state. With
Agent E-mail, CAD has visibility into the agent’s email interaction and can automatically
move the agent to Email Not Ready state when a call is presented to the agent.

n Historical Reports: EIM offers comprehensive historical reports from the report console.
Agent E-mail offers historical reports that are integrated with the CCX Historical Reporting
client.

" Real-time Reports: EIM offers comprehensive real-time reports from the supervisor console.
Agent E-mail offers email-related real-time reports that are integrated with CAD and CSD

. Customer Cases: EIM allows the same activities (emails, chats) to be grouped in a case.
Agent E-mail does not offer such support.



Presence Integration

= CAD is integrated with Cisco
Unified Presence (CUP)

= Included in all packages

= Allows agents to chat with
subject matter experts (SMES)

= Facilitates transfer and
conference to SMESs

= Facilitates transfer of enterprise
data



CUP Integration

Typical Use-Case Scenario

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

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

find Expert

CCX routes Customer’s
call to Agent

o,

Customer Cisco Unified |
Contact Center |

CUPS indicates an Expert is available to
help Agent with Customer’s question

A ok

D r—
.-I'I.'I"-S 'I‘ﬂ- RS RIFQED CRE A S

Agent and Expert Chat. The Agent
can also transfer, conference and

deliver call information to the SME.




CUP Integration
Communicating with Subject Matter Experts
EBX

@ Tom Sullivan - 2800
o

! Fil= Actions Help

= Agents and Supervisors see

“Subject Matter Experts” (SMEs)
v Marketing IIE who use Cisco Unified Presence

@ AlexChase Available Communicator (CUPC).
&) Andy Bauer At Lunch

P Teammates

»= Agents can initiate chat sessions
@ Baskings Jo EYEEE] S Chatting with Baskings Jo =3 Wlth SM ES
i@ Bovce Fiddler Aunay { Ble  Edt [ Actions | Help

| Paste Enterprise Data (Ctrl-E) %
& Christina Aguilera Available || Tom Sulli

= Administrators control visibility of

Torm Sulliv

i Donald Cribbs Awvailable || e iy Lenster contacts
Tgfn g'Elﬁ\; Conference

i Dwarathy Frver Offline details

= Presence selection window is
Transfer / Conference Independent and updated with
the latest Agent CTI state and
B SR SME Presence State.

ACCoun LID: 47382938
Topic: Sales

a Kriz Caplinger Away

[ Meil &ntanio Offlire

Deliver Call and

Enterprise Data




Cisco Contact Center Express ...

A Complete Solution for ALL Contact Center Needs

Voice: both inbound and outbound voice

Agent Email: Entry Level email solution
(Premium option)

Presence: Allows agents to easly find
Experts. Facilitates chat, conference
and transfer to SMEs

Email and Web: Comprehensive email
and web collaboration (Premium option)

Three packages to fit your needs today
and to provide growth for tomorrow

Support for Cisco Unified
Communications Manager and
Communications Manager Express




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

= 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



http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1846/prod_presentation_list.html
http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1846/prod_presentation_list.html
http://www.cisco.com/en/US/partner/products/ps8293/prod_presentation_list.html
http://www.cisco.com/en/US/partner/products/ps8293/prod_presentation_list.html
http://www.cisco.com/cdc_content_elements/flash/netsol_smb/crm_connector
http://www.cisco.com/cdc_content_elements/flash/netsol_smb/crm_connector
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