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Overview

• Challenge:
Reduce costs for routing calls to outsourced contact 
centers

• Solution:
Implement a link between Cisco ICM systems for carrier 
pre-routing

• Results
Annual savings of US$1.1. million and improved service

• Next Steps
Continued enhancements to routing rules and scripts
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Challenge: Reduce Outsourcing Costs

• Linksys, a division of Cisco Systems, sends nearly 
all sales and support calls to outsourced contact 
centers in multiple countries

• Transferring calls after receipt by the central Cisco 
ICM system was inefficient and incurred high per-
minute charges for toll-free service

• Costs were compounded by average call volumes 
of 20,000 per day, and up to 50,000 per day in peak 
periods
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Solution: Linking Cisco ICM Systems

• A link between Cisco’s own central Cisco ICM 
system and the carrier’s Cisco ICM system, 
communication with the carrier’s Cisco Customer 
Voice Portal (CVP) system, and use of Cisco ICM 
Pre-Routing technology 

• Calls are held in the carrier cloud then routed 
globally based on agent availability and skills, as 
instructed by the central Cisco ICM system

• Calls do not enter the Cisco network before transfer 
to the outsourcer site



555© 2005 Cisco Systems, Inc. All rights reserved.Rich Gore

Results: Cost Savings, Efficient Service

• Cost savings of US $1.1 million annually from call 
pre-routing directly to an outsourced center

• Increased efficiency in call handling

• Ability to improve caller service

• Reduced need for IT management and support

• Carrier gains a potential new service offering 
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Results: Cost Savings, Efficient Service

Inbound calls from Linksys customers are routed to outsourced contact centers 
through Cisco Pre-Routing technology and a link between Cisco ICM Systems 
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Next Steps: Continued Enhancements

• Developing custom scripts and routing rules to 
keep pace with the dynamic retail/consumer 
marketplace



For additional Cisco IT Case Studies on a variety of business solutions, 
go to Cisco IT @ Work

www.cisco.com/go/ciscoitatwork

This publication describes how Cisco has benefited from the deployment of its own products.   
Many factors may have contributed to the results and benefits described; Cisco does not 

guarantee comparable results elsewhere.
CISCO PROVIDES THIS PUBLICATION AS IS WITHOUT WARRANTY OF ANY KIND, EITHER 

EXPRESS OR IMPLIED, INCLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY OR 
FITNESS FOR A PARTICULAR PURPOSE. 

Some jurisdictions do not allow disclaimer of express or implied warranties, therefore this 
disclaimer may not apply to you.
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