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Agenda

= A market in transition — from contact centers
to customer collaboration

= Demonstrating the possibilities

= New capabillities




Cisco Strategic Direction
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Collaboration Drives Business Value
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Cisco Collaboration Architecture

hiohile In-Room

Enterprise Social Software

Desktop

Federation

Provisioning

IP Communications

Messaging Telepresence

PR - P o Client Services
Framework

Medianet Services
Interface

Lightweight APls

———————————————— COMMUNICATION === mmm e e e

Administration  Maintenance

Calendaring

Dperations

WO rkE 0w
________________________ COMTEMT

Recording/Playvhack Search

| 1
l : Real-time i :
i Presence / Location Messaging E hetadata Tagging
: : Real-time ' : ;
Collaboration fj  SessionMom Data Sharing i S0cial Graghing
- 1 o -
Services i EEENU e Eh Authoring Semantic Processing
1
I
1
|
1
|
1

Transcoding

Transrating

Transcribing

Medianet Services

Auto-Discovery Auto-Configuration Fesource Control

Transport

signaling

Management Services



Cisco Collaboration Architecture

hiohile In-Room

Enterprise Social Software

Desktop

Federation

Provisioning

IP Communications

Messaging Telepresence

Medianet Services
Interface

T T TR Client Services
Framework

Lightweight APls

———————————————— COMMUNICATION === mmm e e e

Administration  Maintenance

Calendaring

Dperations

WO rkE 0w
________________________ COMTEMT

Recording/Playvhack Search

| 1
l : Real-time i :
i Presence / Location Messaging E hetadata Tagging
: - Real-time ' : ;
Collaboration i  SessionMgmt Data Sharing i S0cial Graghing
- 1 S -
Services i EEENU e Eh Authoring Semantic Processing
1
I
1
|
1
|
1

Transcoding

Transrating

Transcribing

Medianet Services

Auto-Discovery Auto-Configuration Fesource Control

Transport

signaling

Management Services



Cisco Collaboration Architecture
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Customer Collaboration — Today and
Tomorrow
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Bridging Today's Capabilities to Tomorrow’'s Requirements
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Session Management Edition
Enhances Customer Collaboration
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Customer Collaboration Platform
Social Customer Care and Brand Management
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Demonstration
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Market Transitions Driving Customer
Collaboration

Growth Engine




Customer Collaboration Roadmap
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Customer Collaboration Roadmap

Phase ll Phase lll Phase IV
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New Announcements
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What’s new in Customer Care
in UC 8.0

= Focus on serviceability, scalability, simplicity,
manageability, key feature deliverables

» Updated versions of Unified Contact Center
Enterprise, Express, Customer Voice Portal

» Updated Cisco Unified Expert Advisor

= Reporting enhancements and packaging changes
in Cisco Unified Intelligence Center




Cisco Unified Contact Center Express 8.0

Enhanced Redundancy and Improved
TCO

New Capabilities

High-availability over WAN for disaster
recovery

Simplified install, upgrades and reversion
forreduced TCO

Improved diagnostics through support of
the Diagnostics Portal

Support for Cisco I[P Phone 89xx as agent
phones and cross cluster extension
mobility
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Cisco Unified Contact Center
Enterprise 8.0

Lower TCO, Enhanced Serviceability
New Capabilities
Virtualization support
SIP-based dialer - scalability

15 minute interval reporting
Manageability via Diagnostics Portal

Inte?ra_ted reporting via Unified
Intelligence Center

Benefits

Improved supervisor productivity with




Cisco Unified Customer Voice Portal 8.0

Lower TCO, Virtualization, Enhanced
Serviceability

New Capabilities
Courtesy Callback

Support for VMWare w/co-resident Peripheral
ateway

Integrated management via Diagnostics Portal
Enhanced SIP capabilities

Benefits
Greater customer satisfaction with callback option
Fewer servers to deploy and manage
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Cisco Unified Expert Advisor 8.0

Expanded access to experts

New Capabilities (
Mobility for Experts R £ Yo Famat Ao b
@| L B = %4 5]
Certified with Cisco UC Integration for o (@ Expert aduisor - avatlabie
MOC «norl Expert Advisor: John, are you available

@ | to handle this contact?
Account Balance $507.05

Account Number 9%3-400-2001

Benefits CallingLinelD (415) §55-1212

Extend customer care to experts
anywhere in the enterprise

John Smith: Yes @ 5554289
Leverage experts with existing Microsoft | Ikasktsiiidsstdbait
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Cisco Unified Intelligence Center 8.0

Customizable and Flexible Reporting
New Capabilities

Integrated offering as part of Unified
CCE/CCH/ICM

Out-of-the-box templates for Unified CCE,

CCH, ICM, Unified Expert Advisor and
Unified Customer Voice Portal

Cluster deployment for resiliency and fail-
over

Localization and Internationalizationto 17
languages

Benefits

Easily customizable integrated reporting
Flexible Web 2.0 Interface

Partition information virtually
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Cisco and salesforce.com
Customer Interaction Cloud

Moving from Capex to Opex
New Capabilities

Complete contact center in the cloud

Leverages the power of social media
In customer care

Integrated Cisco Unified Contact
Center capabilities with
salesforce.com CRM

Benefits

Rapid deployment
Reduced TCO
Flexible scalability
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Summary

" Focusin 8.0 on serviceability, scalability,
simplicity, manageability, key feature deliverables

" New opportunities with social media and
customer care — evolution to Customer

Collaboration




Presentation_|D @2009 Cisco Systems, Inc. Al ights reserved. Ci

=co Confidential 21




IIr
CISCO




