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How Cisco IT Reduced Linksys Contact Center 
Outsourcing 

Cisco Unified Intelligent Contact Management reduces outsourcing costs 
by improving contact center management and support. 

Linksys® sends nearly all calls for sales and support assistance 
to outsourced contact centers in multiple countries. A division of 
Cisco Systems®, Linksys receives an average of 20,000 calls per day, 
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BUSINESS BENEFITS 

al savings of US$1.1 million 
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with volumes during peak periods of up to 50,000 calls per day. Given 
these high volumes, the fundamental call routing design was both 
inefficient and costly. 

Cisco IT implemented a new solution for call pre-routing by the 
carrier. This solution was designed around a link between two Cisco® 
Intelligent Contact Management (ICM) systems—one deployed 
internally at Cisco and the other deployed at the carrier; communication 
with the carrier’s Cisco Customer Voice Portal (CVP) system; and use 
of Cisco ICM Pre-Routing® technology.  

Calls are intelligently routed before received by Cisco. When a call 
ed on a Linksys toll-free number for North America, it is answered by the carrier’s Cisco CVP, which collects 
ormation for routing. The carrier holds the call in its own network while it queries the central Cisco ICM 
or instructions, usually routing the call to one of the outsourced centers without ever sending the call to the 
twork. 
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-routing solution has yielded significant cost savings for Linksys, estimated at US$1.1 million 
y. The lower per-minute costs for call handling will continue to produce savings as the company grows and 
 more calls.  

 and the carrier have also realized benefits. Cisco IT has reduced circuits, equipment elements, and the 
ed support and maintenance activity. The carrier can choose to offer pre-routing services to other customers 
rate multiple contact centers and have a compatible call processing infrastructure. 

ing the business value of outsourcing. Linksys managers can now focus more on improving caller service 
mizing performance in all contact centers.  

tudy:  http://www.cisco.com/en/US/about/ciscoitatwork/case_studies.html
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FOR MORE INFORMATION 
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

NOTE 
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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