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Overview

= Challenge:

Serve more than 60,000 Cisco employees and temporary
workers in 259 cities who travel worldwide

= Solution:

Deploy a variety of Cisco contact center solutions and custom
applications developed by Cisco IT

= Results

Consolidated travel centers that enable cost savings, improved
service and efficiency, increased employee satisfaction, and
better control

= Next Steps

Enhance applications to simplify employee interaction and
support changes in business needs and the travel environment



Challenge: Improve Travel Services

= Serve more than 60,000 Cisco employees and
temporary workers in 259 cities who travel worldwide

= Use the Cisco network and Cisco products to streamline
and reduce costs for travel operations

= Simplify travel logistics and support risk management for
large meetings

= Help American Express travel counselors work more
productively and deliver better service to callers

= Give employees more self-service options for making
travel arrangements



el
Solution: Cisco Contact Center Solutions
(Contd..)

= Cisco Travel Network, an online travel booking tool for
employees

= Cisco CallManager and Cisco Intelligent Contact
Management for call routing over the corporate WAN

= Cisco IP Contact Center for call distribution within each
travel center

= Cisco IP Interactive Voice Response to support a
single access number for event-related travel



Solution: Cisco Contact Center Solutions

= Cisco Email Manager to queue employee email
messages for handling by travel counselors

= Cisco WebView software for call activity reports

= Custom applications for call handing and information
display, developed by Cisco IT



Results: Cost Control, Better Service

= Cost savings from consolidating travel centers, reducing
International toll calls, and avoiding premium “after-
hours” service

= More automation and improved travel center
productivity

* [ncreased employee satisfaction
= Greater visibility and risk management for events

= [ndustry awards for vision



Next Steps: Continued Enhancements

= Enhance applications to simplify employee interaction
and support changes in business needs and the travel
environment

Voice recognition capabilities
Cisco IP Phone menu system

Cisco Collaboration Server for online interaction



To read the entire case study, or for additional Cisco IT case studies on a
variety of business solutions, visit Cisco on Cisco: Inside Cisco IT
WWW.CISCO.com/go/ciscoit
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