
IPCC EXPRESS Product Solution 

(IPCC - IP Co n t a c t  Ce n t e r )  
E i n f ü h r u n g  

 
Ü b e r  h u nd e r t  M il l io ne n N u t ze r  - P r o g no s e n zu f o l g e  w e r d e n e s  in d ie s e m  J ah r ze h nt  
m e h r  al s  e ine  M il l iar d e  s e in - m ach e n au s  d e m  I nt e r ne t  e in P h ä no m e n, d as  nie m and  
m e h r  ig no r ie r e n k ann. D as  ne u e  M e d iu m  s t e l l t  al l e  and e r e n R e v o l u t io ne n in ih r e r  
D im e ns io n u nd  G e s ch w ind ig k e it  in d e n S ch at t e n:  d ie  D am p f m as ch ine , d e n 
B u ch d r u ck  o d e r  d as  T e l e f o n. D as  I nt e r ne t  v e r ä nd e r t  d ie  W e l t , in d e r  w ir  l e b e n, 
ar b e it e n, l e r ne n u nd  s p ie l e n. 
 
K e ine  G e s e l l s ch af t  u nd  k e in U nt e r ne h m e n w ir d  s ich  in d e r  ne u  e nt s t and e ne n u nd  
g l o b al e n I nt e r ne t  Ö k o no m ie  b e h au p t e n k ö nne n, w e nn s ie  nich t  au f  e ine  int e l l ig e nt e  
N e t zinf r as t r u k t u r  u nd  au f  ak t iv e  u nd  int e r e s s ie r t e  A nw e nd e r  s e t ze n k ann. D as  N e t z 
d e r  N e t ze  e r m ö g l ich t  e ine  ne u e  A r t  v o n W ir t s ch af t  u nd  W e t t b e w e r b . M it  d e m  I nt e r ne t  
b e s it ze n al l e  M e ns ch e n in g l e ich e m  M aß e  Z u g ang  zu  I nf o r m at io ne n u nd  S e r v ice s  - 
K o m m u nik at io n is t  k e ine  F r ag e  m e h r  v o n Z e it  u nd  O r t . D as  I nt e r ne t  al s  g l o b al e s  
P h ä no m e n b ie t e t  e ine  b e is p ie l l o s e  C h ance ng l e ich h e it . Es  b e s t e h t  d u r ch au s  d ie  
M ö g l ich k e it , d aß  S ch w e l l e nl ä nd e r  h ö h e r  e nt w ick e l t e  I nd u s t r ie l ä nd e r  ü b e r h o l e n, d ie  
k l e ine n U nt e r ne h m e n d ie  g r ö ß e r e n. S o  e nt s t e h t  e ine  ne u e  F o r m  d e s  int e r nat io nal e n 
W e t t b e w e r b s . 
Es  w ir d  zu d e m  e ine  v ö l l ig  ne u e  D im e ns io n v o n K o o p e r at io ne n u nd  P ar t ne r s ch af t e n 
im  Eco S y s t e m  I nt e r ne t  g e b e n. 
 
C is co  S y s t e m s  b e s t im m t  s e it  J ah r e n d e n T r e nd  im  N e t w o r k ing  u nd  is t  h e u t e  m it  
A b s t and  d e r  w e l t w e it e  f ü h r e nd e  A nb ie t e r  v o n L ö s u ng e n f ü r  U nt e r ne h m e ns ne t zw e r k e  
u nd  d as  I nt e r ne t . Ein w ich t ig e r  G r u nd , d aß  au ch  S ie  au f  d e n M ar k t f ü h r e r  C is co  
S y s t e m s  s e t ze n, w e nn e s  d ar u m  g e h t , in m o d e r ne  T e ch no l o g ie  zu  inv e s t ie r e n, u m  
w e it e r e  P r o d u k t iv it ä t s f o r t s ch r it t e  zu  e r zie l e n u nd  d ie  Z u k u nf t  I h r e s  U nt e r ne h m e ns  zu  
s ich e r n. 



D e nn w ir  nä h e r n u ns  e ine m  Z e it al t e r  d e r  v e r ne t zt e n I nt e l l ig e nz. Es  h and e l t  s ich  
d ab e i nich t  e inf ach  u m  e ine  V e r ne t zu ng  v o n T e ch no l o g ie n u nd  M as ch ine n, s o nd e r n 
u m  e ine  V e r ne t zu ng  v o n M e ns ch e n d u r ch  ne u e  T e ch no l o g ie n. 

Ci s c o  Co m p a n y  Ü b e r b l i c k  
C is co  S y s t e m s  w u r d e  1 9 8 4  v o n e ine m  W is s e ns ch af t l e r -Eh e p aar  d e r  S t anf o r d  
U niv e r s it ä t  g e g r ü nd e t . S ie  s u ch t e n nach  e ine m  W e g , u nt e r s ch ie d l ich e  N e t zw e r k e  zu  
v e r b ind e n. B ah nb r e ch e nd  w ar  d ab e i d ie  Ent w ick l u ng  e ine s  e inf ach e n, 
k o s t e ng ü ns t ig e n R o u t e r s , d e r  d ie s e  F o r d e r u ng  e r f ü l l t e . Er  b il d e t  d ie  G r u nd l ag e  f ü r  
d e n r as ant e n A u f s t ie g  v o n C is co . H e u t e  s t am m e n m e h r  al s  8 0  P r o ze nt  d e r  
B as is t e ch no l o g ie  d e s  I nt e r ne t s  v o n d ie s e m  U nt e r ne h m e n. 
H int e r  d e m  Er f o l g  v o n C is co  s t e h e n H ig h t e ch -P r o d u k t e , s ch l ank e  S t r u k t u r e n- d e r  
U m s at z p r o  M it ar b e it e r  is t  e ine r  d e r  h ö ch s t e n im  T e ch no l o g ie -S e k t o r  - u nd  e in 
s o l id e s  M anag e m e nt . D as  P r o d u k t p o r t f o l io  w u r d e  in d e n v e r g ang e ne n J ah r e n 
k o ns e q u e nt  e r w e it e r t  u nd  d u r ch  m e h r e r e  Ü b e r nah m e n v o n F ir m e n m it  
zu k u nf t s w e is e nd e n T e ch no l o g ie n o d e r  M ind e r h e it s b e t e il ig u ng e n ab g e r u nd e t .  
 
D e u t s ch e  N ie d e r l as s u ng :  
  
                              C is co  S y s t e m s  G m b H  
                              A m  S ö l d ne r m o o s  1 7  
                              8 5 3 9 9  H al l b e r g m o o s  
                              T e l .:  0 1 8 0 3  - 6 7  1 0  0 1  
 
D ie  d e u t s ch e  C is co  S y s t e m s  G m b H  w u r d e  im  A p r il  1 9 9 3  al s  1 0 0 % ig e  
T o ch t e r g e s e l l s ch af t  d e r  C is co  S y s t e m s , I nc. g e g r ü nd e t . 
D ie  G m b H  v e r s t ä r k t  d ie  P r ä s e nz d e s  U nt e r ne h m e ns  in D e u t s ch l and  u nd  h at  
v o r r ang ig  d ie  A u f g ab e , d ie  V e r t r ie b s p ar t ne r  im  M ar k e t ing  u nd  V e r t r ie b  s o w ie  im  
t e ch nis ch e n S u p p o r t  u nd  C h anne l -M anag e m e nt  zu  u nt e r s t ü t ze n. G e s ch ä f t s s t e l l e n 
b e s t e h e n d e r ze it  ne b e n M ü nch e n (H al l b e r g m o o s ) , in B e r l in, H am b u r g , D ü s s e l d o r f , 
Es ch b o r n b e i F r ank f u r t , S t u t t g ar t  u nd  B o nn. G e s ch ä f t s f ü h r e r  d e r  G m b H  is t  A nd r e as  
D o h m e n. 
 
 



D a s  IP Co n t a c t  Ce n t e r  (IPCC E X PR E S S )  
 
Ein int e g r al e r  B e s t and t e il  v o n C is co  A V V I D  is t  I P C C  EX P R ES S  (I nt e r ne t  P r o t o k o l l  
C o nt act  C e nt e r  Ex p r e s s ) . I P C C  EX P R ES S  l ie f e r t  int e l l ig e nt e s  C al l  R o u t ing  m it  d e r  
I nt e g r at io n v o n C T I  ü b e r  e in I P -N e t zw e r k . A l s  ang e b o t e ne s  K o nt ak t e -
V e r t e il u ng s s y s t e m , l ie f e r t  d as  I P C C  EX P R ES S  e ine  v o l l  int e g r ie r t e  A C D  u nd  I V R  
F u nk t io nal it ä t , d as s  e inf ach  zu  ins t al l ie r e n u nd  k o nf ig u r ie r e n is t . D as  I P C C  
EX P R ES S  k ann in j e d e m  C is co  A V V I D  I P  N e t zw e r k  ins t al l ie r t  w e r d e n. D ie  
M ö g l ich k e it  d as  F u l l -f e at u r e d  I P C C  EX P R ES S  zu  ins t al l ie r e n, m it  m inim al e m  
T r aining s - u nd  A d m inis t r at io ns au f w and , e r m ö g l ich t  e s  d e m  K u nd e n d as  C is co  I P C C  
EX P R ES S  al s  S ch l ü s s e l l ö s u ng  b e i s ich  e inzu s e t ze n, u m  d ie  K u nd e nb e zie h u ng e n zu  
e r h ö h e n. 
 
A b b il d u ng :  S y s t e m u m g e b u ng  I P C C  EX P R ES S  

Ü b e r  e ine  e inzig e  I P -L e it u ng  k ann d as  C is co  I P C C  EX P R ES S  S p r ach e  im  g e s am t e n 
u nt e r ne h m e ns w e it e n N e t zw e r k  ü b e r m it t e l n u nd  ü b e r  d ie  g l e ich e  V e r b ind u ng  C T I -
D at e n am  A g e nt e nar b e it s p l at z anze ig e n. 
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D as  C is co  I P C C  EX P R ES S  b as ie r t  au f  e ine r  S ing l e  S e r v e r  A r ch it e k t u r  u nd  s k al ie r t  
b is  zu  3 0 0  A g e nt e n. C is co  I P C C  EX P R ES S  w u r d e  m it  d e m  C al l  M anag e r  (I P  
b as ie r t e  P B X  v o n C is co )  zu s am m e n e nt w ick e l t , d .h . d ar in e ing e s ch l o s s e n is t  au ch  
d as  B e nu t ze n d e s  g l e ich e n L D A P  D ir e ct o r ie s  u nd  d ie  M ö g l ich k e it  d as  P r o d u k t  au f  
d e m  g l e ich e n S e r v e r  zu  ins t al l ie r e n, w e nn e s  w e nig e r  al s  1 0  A g e nt e n s ind . C is co  
I P C C  EX P R ES S  e r f o r d e r t  e ine n e x t r a S e r v e r , w e nn e s  m e h r  al s  1 0  A g e nt e n s ind . 
C is co  I P C C  EX P R ES S  is t  v o l l  r e d u nd ant  an d e m  C al l  M anag e r  ang e s ch l o s s e n. D ie  
C is co  I P C C  EX P R ES S  b e inh al t e t  au ch  e ine  int e g r ie r t e  I V R  zu r  
K u nd e nv o r s e l e k t ie r u ng . 
D u r ch  e in at t r ak t iv e s  P r e is / L e is t u ng s v e r h ä l t nis  is t  e s  m ö g l ich  d ie  C is co  I P C C  
EX P R ES S  v o r  al l e m  f ü r  k l e ine r e  b is  m it t l e r e  M ä r k t e  e inzu s e t ze n. Ein 
U p g r ad e / M ig r at io n zu m  I P C C  Ent e r p r is e  (I P  b as ie r t e s  C o nt act  C e nt e r )  is t  au ch  
m ö g l ich , w e nn d u r ch  w e it e r e  A nf o r d e r u ng e n d as  C al l  C e nt e r  e r w e it e r t  w e r d e n s o l l  
o d e r  m e h r  al s  3 0 0  e ing e s e t zt  w e r d e n. 
 
Technische Vorteile der IPCC EXPRESS-Top olog ie sind:  

• I nt e l l ig e nt e s  K o nt ak t m anag e m e nt  f ü r  ind iv id u e l l e n S e r v ice  u nd  K u nd e nt r e u e  
• U nt e r ne h m e ns w e it e  S t e u e r u ng  u nd  K o nt r o l l e  
• K u nd e n-K l as s if izie r u ng , K u nd e n-S e g m e nt ie r u ng  u nd  K o nt ak t v e r t e il u ng  au f  

N e t zw e r k e b e ne  
• G l e ich b l e ib e nd  h o h e r  S e r v ice -S t and ar d  ü b e r  v e r s ch ie d e ne  M e d ie nk anä l e  
• P r o ak t iv e r  t e ch nis ch e r  S u p p o r t  m it  S y s t e m -F e r nü b e r w ach u ng  
• N u t zu ng  d e r  v o r h and e ne n h e t e r o g e ne n t e ch nis ch e n A nl ag e n 

 
B u s i n e s s  B e n e f i t s  d e s  Ci s c o  IPCC E X PR E S S  
 
Ca ll Rou ting :  
C o nt act  C e nt e r  m ü s s e n d af ü r  s o r g e n, d as s  d e r  r ich t ig e  K u nd e  zu m  r ich t ig e n 
A g e nt e n g e l e it e t  w ir d . D as  C is co  I P C C  EX P R ES S  e r m ö g l ich t  e s  A g e nt e n m it  S k il l s  
u nd  m it  e ine m  L e v e l  f ü r  j e d e n S k il l  zu  d e f inie r e n. W e nn e in K u nd e  d as  C al l  C e nt e r  
anr u f t  w ir d  d e r  C al l  zu  d e m  A g e nt e n g e l e it e t  m it  d e m  b e s t e n S k il l  u nd  
K o m p e t e nzl e v e l . N at ü r l ich  k ann, w e nn al l e  A g e nt e n b e s e t zt  s ind ,  d as  S y s t e m  d ie  
A nr u f e r  in e ine m  W ar t e f e l d  h al t e n u nd  s o b al d  e in e nt s p r e ch e nd e r  A g e nt  w ie d e r  f r e i 



w ir d , w ir d  d e r  K u nd e  zu  d ie s e m  A g e nt e n g e l e it e t . A u f  d ie s e m  W e g e  k ann d as  C al l  
C e nt e r  s ich e r s t e l l e n, d as s  d e r  K u nd e  m it  e ine r  e nt s p r e ch e nd e r  R e s o u r ce  v e r b u nd e n 
w ir d  u nd  g l e ich ze it ig  w ir d  d ad u r ch  d e r  Eins at z v o n A g e nt e nr e s o u r ce n e r h ö h t . D ie  
C al l s , d ie  g e r ad e  im  W ar t e f e l d  s ind , k ö nne n au ch  k u nd e ns p e zif is ch e  A ns ag e n 
b e k o m m e n, e b e ns o  w ie  M u s ik . 
 
A nr u f e  k ö nne n au f  B as is  v o n v ie l f ä l t ig e n d y nam is ch e n V ar iab l e n o d e r  R e g e l n, d ie  
v o m  A d m inis t r at o r  d e f inie r t  w u r d e n, w e it e r g e l e it e t  w e r d e n. D ie s  s ch l ie ß t  u nt e r  
and e r e m  d ie  A b h ä ng ig k e it  v o n f o l g e nd e n V ar iab l e n e in:   

• g e w ä h l t e  T e l e f o nnu m m e r  (D N )  
• C L I D  (A N I )  
• d e n O r t  d e s  A nr u f e r s  (V o r w ah l )  
• v o m  A nr u f e r  e ing e g e b e ne  Z ah l e nf o l g e  (C al l e r  Ent e r e d  D ig it s )  
• K u nd e nd at e nb ank inf o r m at io ne n (ü b e r  O D B C )  
• A g e nt e nv e r f ü g b ar k e it  (A g e nt  S t at e )  
• A g e nt e n S k il l s  (S k il l  B as e d  R o u t ing )  
• T ag e s ze it , W o ch e nt ag  (T im e  o f  d ay  r o u t ing )  

 
W a rtef eld-Prioritä ten:  
D as  I P C C  EX P R ES S  b e ar b e it e t  j e d e n K o nt ak t  m it  al l e n zu r  V e r f ü g u ng  s t e h e nd e n 
I nf o r m at io ne n w ie  z. B . g e w ä h l t e  N u m m e r n (D ial e d  N u m b e r ) , R u f nu m m e r  d e s  
A nr u f e r s  (C al l ing  L ine  I D ) , v o m  A nr u f e r  e ing e g e b e ne  Z if f e r nf o l g e  (C al l e r  Ent e r e d  
D ig it s )  u nd  f al l s  v o r h and e n o p t io nal  nach  I nf o r m at io ne n au s  d e r  K u nd e nd at e nb ank   
(O r acl e , M S -S Q L , S y b as e :  K u nd e np r o f il :  N am e , K u nd e nnr ,… ) . Z u r  g l e ich e n Z e it  
k e nnt  d as  I P C C  EX P R ES S  d ie  im  C o nt act  C e nt e r  zu r  V e r f ü g u ng  s t e h e nd e n 
A nt w o r t r e s o u r ce n u nd  k ann d ie  W ü ns ch e  d e s  A nr u f e r s  o p t im al  e r f ü l l e n. H ie r zu  w ir d  
k o nt inu ie r l ich  d e r  S t at u s  v o n A g e nt e n S k il l / V e r f ü g b ar k e it , I V R  S t at u s , 
W ar t e f e l d g r ö s s e  u v m . ab g e f r ag t  u nd  al s  I nf o r m at io n b e i d e r  A u s w ah l  d e s  R o u t ing -
Z ie l s  b e r ü ck s ich t ig t . 
A u f  d ie s e r  B as is  b r au ch t  e in b e s t im m t e r  K u nd e  nie  l ä ng e r  w ar t e n al s  e ine   
v o r d e f inie r t e  Z e it . D as  S y s t e m  k ann d ie  P r io r it ä t  im  W ar t e f e l d  f ü r  e ine n K u nd e n 
e r h ö h e n, in d e m  d ie s e r  an d ie  e r s t e  S t e l l e  ins  W ar t e f e l d  v e r s ch o b e n w ir d . 
 
 



A g enten u nd Su p erv isor:  
D e r  A g e nt e n-D e k t o p  u nd  d e r  S u p e r v is o r -D e s k t o p  s ind  d ie  ne u e n O b e r f l ä ch e n f ü r  
al l e  C is co  C o nt act  C e nt e r . Es  s ind  d ie  g l e ich e n O b e r f l ä ch e n w ie  f ü r  d as  I P C C  
Ent e r p r is e . D as  I P C C  Ent e r p r is e  s t e l l t  d as  F l ag g s ch if f  f ü r  g r o ß e  Ent e r p r is e  C o nt act  
C e nt e r  L ö s u ng e n d ar . D u r ch  d as  A ng e b o t  v o n g l e ich e n D e s k t o p -O b e r f l ä ch e n f ü r  al l e  
C o nt act -C e nt e r  P r o d u k t e , e r m ö g l ich t  e s  C is co  al l e  Ent s ch e id u ng e n f ü r  C o nt act -
C e nt e r  T r aining s  u nd  B u s ine s s -A p p l ik at io ne n e inm al  v o r zu ne h m e n im  H inb l ick  au f  
e ine  M ig r at io n zu m  I P C C  Ent e r p r is e . 
 
Es  g ib t  d r e i v e r s ch ie d e ne  T y p e n v o n A g e nt e n/ S u p e r v is o r  O b e r f l ä ch e n. D as  s ind  d e r  
S t and ar d  D e s k t o p , Enh ance d  D e s k t o p  u nd  d e r  P r e m iu m  D e s k t o p . N ach f o l g e nd  
w e r d e n al l e  L e is t u ng s m e r k m al e  d ie s e r  O b e r f l ä ch e n b e s ch r ie b e n. 
 

 
A b b il d u ng :  A g e nt e n-D e s k t o p  
 
Sta nda rd A g ent D esk top :  

• C al l  C o nt r o l  – B e inh al t e t  d ie  C al l  K o nt r o l l e  zu m  e ine n d ir e k t  au f  d e m  A g e nt e n-
D e s k t o p  f ü r  d ie  I P -End g e r ä t e  7 9 0 2 , 7 9 0 5 , 7 9 1 2 , 7 9 4 0 , 7 9 6 0  o d e r  7 9 7 0  u nd  
zu m  and e r e n b e s t e h t  d ie  M ö g l ich k e it  e in S o f t p h o ne  l o k al  au f  d e m  A g e nt e n-
D e s k t o p  zu  s t ar t e n. 



• A g e nt e n/ S u p e r v is o r  C h at  – D ie s e s  L e is t u ng s m e r k m al  e r m ö g l ich t  e s  A g e nt e n 
u nd  S u p e r v is o r  N ach r ich t e n au s zu t au s ch e n, s o w o h l  in e ine m  D ial o g  al s  au ch  
in e ine r  K o nf e r e nz m it  and e r e n A g e nt e n. 

• R e as o n C o d e s  – D ie s e s  L e is t u ng s m e r k m al  e r l au b t  e s  A g e nt e n e ine n 
S ch l ü s s e l  e inzu g e b e n f ü r  e ine n S t at u s w e ch s e l . 

• R e al -t im e  r e p o r t ing  – A g e nt e n k ö nne n ih r e  r e al -t im e  S t at is t ik  d ir e k t  au f  d e r  
D e s k t o p -A p p l ik at io n s e h e n 

• A g e nt e n S t at u s  L o g  (R e p o r t  ü b e r  L o g g e d  I n/ O u t  S t at i am  A g e nt e n-D e s k t o p )  
• D e r  A g e nt  k ann s ich  an e ine m  b e l ie b ig e n A r b e it s p l at z anm e l d e n. 

 
Enha nced A g ent D esk top :  
D e r  Enh ance d  A g e nt  D e s k t o p  b e inh al t e t  al l e  L e is t u ng s m e r k m al e  d e r  S t and ar d  I P C C  
EX P R ES S , p l u s :  

• S cr e e n p o p  – A u f p o p p e n v o n M icr o s o f t  k o m p at ib l e n A p p l ik at io ne n m it  
Ü b e r g ab e  v o n K u nd e nd at e n 

• S cr e e n p o p  m it  C u s t o m e r  R e l at io ns h ip  M anag e m e nt  (C R M )  I nt e g r at io n. 
• A ct io n B u t t o ns  – A u s f ü h r e n v o n v o r d e f inie r t e n M ak r o s  
• O n-D e m and  R e co r d ing  - A u f ze ich ne n v o n G e s p r ä ch e n 
• W r ap -u p  T im e r  - A u t o m at is ch e  N ach b e ar b e it u ng  

 
Prem iu m  A g ent D esk top :  
D e r  P r e m iu m  A g e nt  D e s k t o p  b e inh al t e t  al l e  L e is t u ng s m e r k m al e  d e r  S t and ar d  u nd  
Enh ance d  I P C C  EX P R ES S , p l u s :  

• S u p p o r t  f ü r  v o l l e n D at e nb ank  Z u g r if f  (O D B C  – C T I  O p t io n)  
 
Sta nda rd Su p erv isor D esk top :  

• C al l  C o nt r o l  – D ie  K o nt r o l l f u nk t io ne n b e inh al t e n W ah l , B e e nd e n d e s  
G e s p r ä ch s , H al t e n, T r ans f e r  u nd  K o nf e r e nz 

• M e d ia T e r m inat io n – D e r  S u p e r v is o r -D e s k t o p  al s  S o f t p h o ne  au f  d e m  P C  
• A g e nt  r e al -t im e  I nf o r m at io ne n 
• R e al -t im e  r e p o r t ing  - A g e nt e n u nd  S k il l  G r u p p e n S t at is t ik  

 
 



Enha nced u nd Prem iu m  Su p erv isor D esk top :  
D e r  Enh ance d  S u p e r v is o r  D e s k t o p  b e inh al t e t  al l e  L e is t u ng s m e r k m al e  d e r  S t and ar d  
I P C C  EX P R ES S , p l u s :  

• R e al -t im e  r e p o r t ing  – e r w e it e r t e  R e p o r t s  (C r ad l e -T o -G r av e )  
• „ B ar g e  in“  b e i K u nd e ng e s p r ä ch e n – B e i e ine m  K u nd e n/ A g e nt e ng e s p r ä ch  

e ing r e if e n 
• „ I nt e r ce p t “  – T r e nne n e ine s  A g e nt e n v o n e ine m  G e s p r ä ch  u nd  e s  

ü b e r ne h m e n 
• „ s il e nt  m o nit o r ing “  – e ine m  A g e nt e ng e s p r ä ch  zu  h ö r e n 
• A u f ze ich ne n u nd  A r ch iv ie r e n v o n G e s p r ä ch e n 

 
Rep orting :  
U m  d ie  Ef f e k t iv it ä t  in e ine m  C al l  C e nt e r  zu  e r h ö h e n, is t  e s  w ich t ig  d e t ail ie r t e  
I nf o r m at io ne n ü b e r  d e n Z u s t and  im  C al l  C e nt e r  zu  h ab e n.  
S u p e r v is o r -R e al -t im e  R e p o r t s  e r m ö g l ich e n e s  d e m  S u p e r v is o r  d e n g e g e nw ä r t ig e n 
Z u s t and  f ü r  s e in T e am  b is  au f  j e d e n e inze l ne n A g e nt e n zu  k o nt r o l l ie r e n. 
H is t o r is ch e  R e p o r t s  b e zie h e n s ich  au f  u m f ang r e ich e  D at e n zu  e ine m  g e w is s e n 
Z e it r au m  f ü r  d as  g e s am t e  C al l  C e nt e r . D as  C is co  I P C C  EX P R ES S  l ie f e r t  s e h r  
d e t ail ie r t e  C r ad l e -T o -G r av e  K o nt ak t d at e n, d as s  al l e  zu g e h ö r ig e n I nf o r m at io ne n zu  
e ine m  C al l  au f ze ich ne t . A u t o r is ie r t e  M it ar b e it e r  k ö nne n zu  j e d e m  b e l ie b ig e n 
Z e it p u nk t  an j e d e m  b e l ie b ig e n O r t  Z u g r if f  ü b e r  e ine n B r o w s e r  au f  d ie  R e p o r t s  h ab e n. 
W e it e r h in h ab e n s ie  d ie  M ö g l ich k e it  al l e  in e ine m  B e r ich t  ang e ze ig t e n D at e n m it  
H il f e  v o n C r y s t al  R e p o r t s  zu  e x p o r t ie r e n. 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 
 
 
 
 
 

 
A b b il d u ng :  B e is p ie l  f ü r  R e p o r t s  u nd  Er s t e l l u ng  
 
G e s c h ä f t s a b l ä u f e  f ü r  e i n g e h e n d e  K u n d e n k o n t a k t e :  
U m  d e n v e r s ch ie d e ns t e n A nf o r d e r u ng e n an K o nt ak t ab l ä u f e n g e r e ch t  zu  w e r d e n 
b ie t e t  d as  I P C C  EX P R ES S  e ine  u m f ang r e ich e  I P  I V R  (I P  I nt e r act iv e  V o ice  
R e s p o ns e ) . D ie  I P  I V R  is t  e ine  ind iv id u e l l  anf e r t ig b ar e  P l at f o r m , m it  H il f e  d e r e r  m an 
d ie  K o nt ak t ab l ä u f e  in d e n G e s ch ä f t s p r o ze s s e n ab b il d e n k ann. D ie  I P  I V R  is t  zu m  
e ine n in d e r  L ag e  e ine  I nt e r ak t io n m it  d e m  K u nd e n d u r ch zu f ü h r e n u nd  zu m  and e r e n 
k ann s ie  au ch  e ine n K u nd e n au t o m at is ch  o d e r  au ch  au f  K u nd e nw u ns ch  zu m  
A g e nt e n b zw . zu  e ine r  G r u p p e  l e it e n. 



 
A b b il d u ng :  A p p l icat io n Ed it o r  d e r  I P  I V R  u nd  d e s  I P C C  Ex p r e s s  
 
 
C al l  F l o w s  w e r d e n inne r h al b  v o n S k r ip t e n g e s p e ich e r t  u nd  k ö nne n v o m  
A d m inis t r at o r  b zw . S u p e r v is o r  v e r w al t e t  w e r d e n. D ie  ang e f e r t ig t e n S k r ip t e  k ann m an 
b e q u e m  v o n j e d e m  A r b e it s p l at z au s  ü b e r  e ine n B r o w s e r  v e r w al t e n. 
 
F olg ende L eistu ng sm erk m a le b ietet die IP-IVR:  

• A nno u nce m e nt s  (b as ie r e nd  au f  R e al -T im e  C o nd it io ns )  
• M u s ic o n H o l d  b as ie r e nd  au f  C al l e r  O r ig in 
• M u s ic o n H o l d  b as ie r e nd  au f  R e al  T im e  C o nd it io ns  
• V is ib l e  Q u e u ing  
• B ie t e t  M u l t im e d ia-U nt e r s t ü t zu ng  (V o ice , D at e n, W e b , e m ail )  
• K ann in j e d e m  K u nd e n I P -N e t z int e g r ie r t  w e r d e n 



• B ie t e t  d ie  g l e ich e  W e b -O b e r f l ä ch e  w ie  b e im  C is co  C al l  M anag e r  u nd  e r ze u g t  
s o m it  d as  g l e ich e  L o o k  and  F e e l  

• V o l l  int e g r ie r t  m it  d e m  C is co  C al l  M anag e r  
• Er m ö g l ich t  s ch ne l l e s  A nl e g e n v o n A p p l ik at io ne n u nd  S k r ip t e n;  B e nu t ze r  

b r au ch e n  k e ine  H ig h -l e v e l  P r o g r am m ie r s p r ach e  l e r ne n 
• Er m ö g l ich t  d as  S p e ich e r n v o n C al l -F l o w s  (C is co  I P -I V R  A p p l icat io ns )  in 

e ine m  int e r nat io nal e n I nd u s t r ie s t and ar d  (L ig h t w e ig h t  D ir e ct o r y  A cce s s  - 
L D A P )  

• Einf ach e r  T e s t  v o n s e l b s t g e s ch r ie b e ne n A p p l ik at io ne n/ S k r ip t e n 
• I nt e g r ie r t  m it  C is co W o r k s  N e t w o r k  M anag e m e nt  S o f t w ar e  
• S u p p o r t  v o n O p e n D at ab as e  C o nne ct iv it y  (O D B C )  A cce s s  (S Q L -S e r v e r )  

s o w ie  O r acl e  and  S y b as e  d at ab as e s  
• S u p p o r t  v o n H y p e r t e x t  T r ans f e r  P r o t o k o l l  (H T T P ) ;  u m  w e b b as ie r t e  

A p p l ik at io ne n zu  k r e ie r e n 
• S u p p o r t  v o n V X M L  
• B e nach r ich t u ng  d u r ch  e -m ail  u nd  F ax  (V o r au s s e t zu ng  f ü r  F ax  is t  e in F ax -

S e r v e r )  
 
D ie  C is co  I P -I V R  k ann au f  W u ns ch  d u r ch  d ie  A nb ind u ng  an b e s t e h e nd e  
D at e nb ank e n (M S -S Q L , O r acl e , S y b as e )  k u nd e nb e zo g e ne  I nf o r m at io ne n in d ie  
au t o m at is ie r t e  A ns ag e e inh e it  int e g r ie r e n. D ie  V o r au s s e t zu ng  is t  I P C C  Ex p r e s s  
P r e m iu m  f ü r  al l e  L e is t u ng s m e r k m al e  e ine r  int e g r ie r t e n I P -I V R . 
 
B e n u t z u n g  v o n  a u t o m a t i s c h e r  S p r a c h e r k e n n u n g :  
(I P C C  Ex p r e s s  P r e m iu m )  
H e u t zu t ag e  is t  m an m o b il e r  d e nn j e  u nd  o f t  is t  m an nich t  in d e r  L ag e  m it  d e m  
T e l e f o n zu  ag ie r e n w ie  zu m  B e is p ie l  b e i e ine r  A u t o f ah r t  o d e r  m an h at  g e r ad e  nich t  
d ie  T e l e f o nnu m m e r  v o n d e m j e nig e n zu r  H and , d e n m an anr u f e n m ö ch t e . D ah e r  
b e v o r zu g e n v ie l e  m it t l e r w e il e  m it  e ine m  au t o m at is ch e n S p r ach e r k e nnu ng s s y s t e m  zu  
o p e r ie r e n, d am it  s ie  e ine r s e it s  f r e ie r  s e in k ö nne n u nd  and e r e r s e it s  h at  e s  d e n 
V o r t e il , d as s  m an s ich  m e is t e ns  nu r  e ine  N u m m e r  m e r k e n m u s s . A S R  - (A u t o m at ic 
S p e e ch  R e co g nit io n)  m ach t  d ie s  H e u t e  zu  e ine r  W ir k l ich k e it . 



A S R  w ir d  ins t al l ie r t  d u r ch  e ine  D e f init io n v o n S p r ach r e g e l n, d ie  d ie  W ö r t e r  u nd  
P h r as e n d e f inie r t , d ie  d as  D r ü ck e n v o n T as t e n au f  d e m  T e l e f o n ab l ö s e n w ie  e s  b e i 
e ine m  t r ad it io ne l l e n S y s t e m  v e r l ang t  w ir d . 
W e nn e in A nr u f e r  m it  e ine m  au t o m at is ch e n S p r ach e r k e nnu ng s s y s t e m  s p r ich t , w ir d  
d ie  S p r ach e  au f g e no m m e n u nd  e in s p r ach e nu nab h ä ng ig e s  Er k e nnu ng s y s t e m  w ir d  
b e nu t zt  u m  d ie  W ö r t e r  u nd  S ä t ze  zu  v e r s t e h e n, w as  g e s ag t  w u r d e . 
M it  d e r  C is co  I P C C  EX P R ES S  k ann e in e r w e it e r t e s  A S R  ang e b o t e n w e r d e n, d as s  
e s  e r m ö g l ich t  d ie  S p r ach r e g e l n au ch  anzu p as s e n. 
 
B e n u t z u n g  v o n  T e x t -t o -S p e e c h :  
(I P C C  Ex p r e s s  P r e m iu m )  
T T S  (T e x t -t o -S p e e ch )  e r m ö g l ich t  e s  d e m  au t o m at is ch e n A nt w o r t s y s t e m  m it  d e m  
A nr u f e r  zu  s p r e ch e n, in d e r  S p r ach e  w ie  d ie  I nf o r m at io n al s  T e x t  v o r l ie g e n. T T S  is t  
e in b e d e u t e nd e s  l e is t u ng s f ä h ig e s  u nd  e r w e it e r t e s  T o o l  f ü r  M it ar b e it e r , d ie  o f t  
au s s e r h al b  s ind . S o m it  b ie t e t  e s  d e m  m o b il e n M it ar b e it e r  e ine  s ch ne l l e  u nd  
k o s t e ne f f e k t iv e  Z u s t e l l u ng  v o n t e x t b as ie r t e n I nf o r m at io ne n, d ie  Z u g r if f  au f  ih r e  
I nf o r m at io ne n ü b e r  e in T e l e f o n h ab e n m ö ch t e n.  
W e nn d ie s e  T e ch nik  v e r b u nd e n w ir d  m it  w e b b as ie r t e n I nf o r m at io ne n ü b e r  
X M L / H T M L - I nt e g r at io n b ie t e t  T T S  e ine n b e d e u t e nd e n W e g  an, u m  w e b b as ie r t e  
I nf o r m at io ne n u nd  I nh al t e  d e m  A nr u f e r  zu r  V e r ü g u ng  zu  s t e l l e n. 
 
In t e g r a t i o n  v o n  W e b -D i e n s t e n  ü b e r  X M L  u n d  H T M L :  
(I P C C  Ex p r e s s  P r e m iu m )   
H e u t zu t ag e  h ab e n G r o ß u nt e r ne h m e n u m f ang r e ich e  I nf o r m at io ne n v e r f ü g b ar  au f  
I nt e r ne t s e r v e r n u nd  ü b e r  d as  W o r l d  W id e  W e b . Z u r  g l e ich e n Z e it  w u r d e n K u nd e n 
u nd  M it ar b e it e r  m o b il e r  u nd  h ab e n nich t  im m e r  Z u g ang  zu  ih r e n C o m p u t e r n. D u r ch  
d ie  I nt e g r at io n v o n I nt e r ne t  u nd  W e b -D ie ns t e n m it  d e m  au t o m at is ie r t e n 
A nt w o r t s y s t e m , k ö nne n I nt e r ne t  u nd  w e b b as ie r t e  I nf o r m at io ne n d e m  A nr u f e r , ü b e r  
d e n Z u g r if f  au f  V o ice  P o r t al e , v e r f ü g b ar  g e m ach t  w e r d e n. Z u ne h m e nd  m e h r  
L ö s u ng s h e r s t e l l e r  s t e l l e n ih r e  I nf o r m at io ne n ü b e r  X M L  b e r e it . D u r ch  d ie  M ö g l ich k e it  
Z u g ang  zu  X M L -u nt e r s t ü t zt e n I nf o r m at io ne n zu  h ab e n, w ir d  d ie  I nt e g r at io n zu  d e m  
L ö s u ng s anb ie t e r  s e h r  v ie l  l e ich t e r . 



D u r ch  d ie  w e it e r e  M ö g l ich k e it  d ie  X M L -I nt e g r at io n au ch  in d ie  S p r ach d ie ns t e  m it  
e inzu b ind e n (X M L  u nt e r s t ü t zt e s  I P -P h o ne ) , k ann d ie  I nf o r m at io n au ch  al s  I nt e r ak t io n 
in d ie  K u nd e nb e t r e u u ng  m it e ing e b u nd e n w e r d e n.  
 
In t e g r a t i o n  v o n  e -B e n a c h r i c h t i g u n g s d i e n s t e n  (e N o t i f i c a t i o n s ) :  
(I P C C  Ex p r e s s  P r e m iu m )  
D as  B e ant w o r t e n v o n K u nd e n- o d e r  M it ar b e it e r k o nt ak t e n m u s s  nich t  u nb e d ing t  e ine  
e inf ach e  M e t h o d e  s e in d e n A nr u f e r  m it  I nf o r m at io ne n zu  v e r s o r g e n. Z u m  B e ip s ie l  
k ann e s  s e in, d as s  e ine  e nt s p r e ch e nd e  R e s s o u r ce  au s  d e m  U nt e r ne h m e n (C o nt act  
C e nt e r )  f ü r  e ine n K u nd e n m it e inb e zo g e n w e r d e n m u s s . I n d ie s e m  F al l  m u s s  d as  
au t o m at is ch e  A nt w o r t s y s t e m  d ie  M ö g l ich k e it  h ab e n j e d e n im  U nt e r ne h m e n zu  
e r r e ich e n. U nd  zw ar  ü b e r  e ine  b r e it e  A u s w ah l  v o n R e ak t o ins m e ch anis m e n, d .h . 
S p r ach anr u f e , e m ail , o d e r  F A X . D ie  C is co  I P  I V R  e r m ö g l ich t  d as  A nl e g e n v o n 
au t o m at is ch e n A nt w o r t l ö s u ng e n, w e l ch e s  au t o m at is ch  j e d e n u nd  ü b e r al l  
k o nt ak t ie r e n k ann, s o l ang e  d as  S y s t e m  e ine  T e l e f o nnu m m e r , e ine  e m ail  A d r e s s e  
o d e r  e in F ax  h at . (Einig e  d ie s e r  M e d ie n b e nö t ig e n e v e nt u e l l  d e n Eins at z e ine s  F A X -
S e r v e r s  o d e r  S e r v ice  P r o v id e r s )  
 
U n t e r s t ü t z t e  S e r v e r  f ü r  Ci s c o  IPCC E X PR E S S :  
 
C is co  M e d ia C o nv e r g e nz S e r v e r :  

• M C S  7 8 1 5 -I 1  
• M C S  7 8 3 5 -H 1  
• M C S  7 8 3 5 -I 1  
• M C S  7 8 4 5 -H 1  
• M C S  7 8 4 5 -I 1  

 
I B M :  

• I B M  x S e r ie s  2 0 0  
• I B M  x S e r ie s  3 3 0 -1 2 6 6  



• I B M  x S e r ie s  2 0 5  
• I B M  x S e r ie s  3 4 2 -1 2 6 6  
• I B M  x S e r ie s  3 4 5  
• I B M  x 3 4 5 -3 .0 G H z S ing l e  X e o n 

 
C o m p aq :  

• C o m p aq  D L  3 2 0  
• C o m p aq  D L  3 8 0  
• C o m p aq  D L  3 8 0  G 2  

 
H P :  

• H P  D L  3 2 0  G 2  
• H P  D L 3 8 0 -G 3  S ing l e  2 .4 G  X e o n 
• H P  D L 3 8 0 -G 3  D u al  2 .4 G  X e o n 
• H P  D L 3 2 0 -3 .0 G H z G 2  
• H P  D L 3 8 0 -3 .0 G H z G 3  S ing l e  X e o n 
• H P  D L 3 8 0 -3 .0 G H z G 3  D u al  X e o n 

 
Pr o d u k t -Ü b e r b l i c k :  Ci s c o  IPCC E X PR E S S  
(C is co  I P C C  EX P R ES S  L e is t u ng s m e r k m al e )  
 
L eistu ng sm erk m a le, die sow ohl f ü r Cisco IPCC EXPRESS Sta nda rd, Enha nced 
u nd Prem iu m   g elten:  

• B r o w s e r b as ie r t e  C is co  I P C C  EX P R ES S  A d m inis t r at io n. V o l l  int e g r ie r t  m it  d e r  
C is co  C al l M anag e r  b r o w s e r b as ie r t e n A d m inis t r at io n 

• v o r d e f inie r t e  u nd  k u nd e ns p e zif is ch e  h is t o r is ch e  R e p o r t s  



• G e m e ins am e  A g e nt e n u nd  S u p e r v is o r  D e s k t o p s  f ü r  al l e  C is co  C u s t o m e r  
I nt e r act io n P r o d u k t e , d .h . C is co  I P C C  EX P R ES S  S t and ar d , Enh ance d , 
P r e m iu m  u nd  C is co  I P C C  Ent e r p r is e . G l e ich e s  L o o k  and  F e e l . 

• R e al -t im e  R e p o r t s  int e g r ie r t  im  A g e nt e n u nd  S u p e r v is o r  D e s k t o p  
• V o l l e  U nt e r s t ü t zu ng  f ü r  e ine  A g e nt e n/ S u p e r v is o r  I nt e r ak t io n ü b e r  C h at  
• M ö g l ich k e it  v o r d e f inie r t e  A g e nt e n/ S u p e r v is o r  N ach r ich t e n anzu l e g e n 

 
Cisco IPCC EXPRESS Sta nda rd 
C is co  I P C C  EX P R ES S  S t and ar d  is t  e ins e t zb ar  f ü r  I ns t al l at io ne n v o n e ine m  b is  2 0 0  
A g e nt e n. 
C is co  I P C C  EX P R ES S  S t and ar d  b ie t e t  au ß e r d e m :  

• A g e nt e n u nd  S u p e r v is o r  D e s k t o p s :  
o C is co  S t and ar d  A g e nt  D e s k t o p  
o C is co  S t and ar d  S u p e r v is o r  D e s k t o p  
o C is co  I P  P h o ne  A g e nt  f ü r  d as  C is co  I P  P h o ne  7 9 6 0  u nd  7 9 4 0 , d .h . A n- 

u nd  A b m e l d e n ü b e r  d as  End g e r ä t   
• R e s o u r ce n-A u s w ah l  

o L ine ar   
o zy k l is ch  
o L o ng e s t  av ail ab l e  A g e nt  (e in A g e nt , d e r  am  l ä ng s t e n v e r f ü g b ar  w ar )  

 
• A nr u f v e r t e il u ng  /  R o u t ing  

o A b h ä ng ig e s  C al l -R o u t ing  b as ie r e nd  au f  A N I / D N I S , U h r ze it , 
W o ch e nt ag , s ä m t l ich e  R e al -t im e  S t at is t ik e n o d e r  au ch  W ar t e f e l d -
zu s t ä nd e  

o G r u p p e nü b e r l ä u f e  /  Ü b e r l ä u f e  
• V o l l e  K o nt r o l l e  au f  d e m  D e s k t o p  
• O p t io nal e s  S o f t P h o ne  f ü r  d e n D e s k t o p  

 
Cisco IPCC EXPRESS Enha nced 
D ie  Enh ance d  I P C C  EX P R ES S  b e inh al t e t  al l e  L e is t u ng s m e r k m al e  d e r  I P C C  
EX P R ES S  S t and ar d , p l u s :  

• A g e nt  u nd  S u p e r v is o r  D e s k t o p s  



o C is co  Enh ance d  A g e nt  D e s k t o p  zu s am m e n m it  d e r  C T I  O p t io n -  b ie t e t   
d u r ch  e ine  I nt e g r at io n e ine n ans p r u ch s v o l l e n S cr e e n-p o p u p  f ü r  j e d e  
W ind o w s  A p p l ik at io n 

o O n-D e m and  R e co r d ing  O p t io n - e r l au b t  e ine m  A g e nt e n j e d e s  
G e s p r ä ch  au f zu ze ich ne n 

o C is co  Enh ance d  S u p e r v is o r  D e s k t o p  - f ü g t  e ine  Ü b e r s ich t  f ü r  
au f g e ze ich ne t e  I nt e r ak t io ne n h inzu  u nd  f o l g e nd e s :  

� S il e nt  M o nit o r ing  
� G e s p r ä ch s ab b r u ch  
� C al l  I nt e r ce p t  (G e s p r ä ch  zw is ch e n K u nd e n/ A g e nt e n anne h m e n)  
� O n-D e m and  R e co r d ing  O p t io n - e r m ö g l ich t  e s  d e m  S u p e r v is o r  

j e d e s  G e s p r ä ch  au f zu ze ich ne n 
� A b s p ie l e n j e d e s  au f g e ze ich ne t e n G e s p r ä ch s  V ie w   

• C is co  I P  P h o ne  A g e nt  f ü r  d as  C is co  I P  P h o ne  7 9 6 0  u nd  7 9 4 0  - d .h . A n- u nd  
A b m e l d e n ü b e r  d as  End g e r ä t  

• W ar t e f e l d  u nd  I nt e r ak t io ns m ö g l ich k e it e n 
• U nt e r s t ü t zu ng  e ine r  ind iv id u e l l e n B e h and l u ng  f ü r  K u nd e n im  W ar t e f e l d , d .h . 

au ch  U nt e r s t ü t zu ng  f ü r  ind iv id u e l l e  W ar t e m u s ik  o d e r  k u nd e ns p e zif is ch e  
A ns ag e n 

• U nt e r s t ü t zu ng  e ine r  ind iv id u e l l e n B e h and l u ng  f ü r  K u nd e n im  W ar t e f e l d , d .h . 
au ch  U nt e r s t ü t zu ng  f ü r  ind iv id u e l l e  W ar t e m u s ik  o d e r  k u nd e ns p e zif is ch e  
A ns ag e n 

• S k il l s -B as e d  R o u t ing  - 1 0 0  S k il l s  s ind  d e f inie r b ar , j e d e r  m it  b is  zu  1 0  
K o m p e t e nz-L e v e l s . J e d e m  A g e nt e n k ö nne n b is  zu  5 0  S k il l s  zu g e o r d ne t  
w e r d e n. 

 
• R e s o u r ce n-A u s w ah l  - zu s ä t zl ich  zu m  C is co  I P C C  EX P R ES S  S t and ar d  b ie t e t  

C is co  I P C C  EX P R ES S  Enh ance d :  
o H ö ch s t e r  D u r ch s ch nit t s w e r t  f ü r  b e ant w o r t e t e  G e s p r ä ch e  (e s  w ir d  d e r  

A g e nt  g e s u ch t , d e r  d ie  h ö ch s t e  A nzah l  im  D u r ch s ch nit t  f ü r  
b e ant w o r t e t e  G e s p r ä ch e  h at )  

o N ie d r ig s t e  D u r ch s ch nit t s w e r t  f ü r  G e s p r ä ch s ze it  (e s  w ir d  d e r  A g e nt  
g e s u ch t , d e r  d ie  nie d r ig s t e  d u r ch s ch nit t l ich e  G e s p r ä ch s ze it  h at )  



Cisco IPCC EXPRESS Prem iu m  
D as  I P C C  EX P R ES S  P r e m iu m  b e inh al t e t  al l e  L e is t u ng s m e r k m al e  d e r  I P C C  
EX P R ES S  S t and ar d  u nd  Enh ance d , p l u s :  

• A nr u f v e r t e il u ng  /  R o u t ing :  
o R o u t ing  m it  P r io r it ä t e n 

• P r io r it ä t e n ab h ä ng ig e s  W ar t e f e l d  - ze h n P r io r it ä t e ns t u f e n g ib t  e s , s o  d as s  
j e d e r  A nr u f  zu  j e d e r  Z e it  au ch  r e p r io r is ie r t  w e r d e n k ann d u r ch  d ie  
W o r k f l o w k o nt r o l l e . 

• D at ab as e  D ip  (O D B C )  
• U nt e r s t ü t zu ng  f ü r  A u t o m at ic S p e e ch  R e co g nit io n - A S R  O p t io n 
• U nt e r s t ü t zu ng  f ü r  T e x t -t o -S p e e ch  - T T S  O p t io n 
• V o l l e  U nt e r s t ü t zu ng  f ü r  V X M L  1 .0  S cr ip t  I nt e r p r e t at io n 
• W e b -I nt e g r at io n d u r ch  H T M L  T r ig g e r -S e it e n u nd  v o l l e  X M L  S y nt ax anal y s e  – 

Er f as s u ng  v o n X M L -D at e n e ine s  W e b -S e r v e r s  e ine s  U nt e r ne h m e ns  
• U nt e r s t ü t zu ng  f ü r  e -B e nach r ich t ig u ng s d ie ns t e  (z.B . e -m ail s  u nd  F ax e )  
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



A n g e b o t e n e  B u n d l e s  
 
IPCC EXPRESS Prem iu m  B u ndle  

• I P C X -3 .Y -P R EM I U M  
z. B :  
o 1 0  A g e nt e n o d e r  S u p e r v is o r  
o W ind o w s  2 k  
o I P -I V R  
o M e d ia K it  C D  

 
IPCC EXPRESS Enha nced B u ndle 

• I P C X -3 .Y -EN H A N C ED  
z. B :  
o 1 0  A g e nt e n o d e r  S u p e r v is o r  
o W ind o w s  2 k  
o I P -I V R  (v o l l e r  F u nk t io ns u m f ang  b e i P r e m iu m )  
o M e d ia K it  C D  

 
IPCC EXPRESS Sta nda rd B u ndle 

• I P C X -3 .Y -S T A N D A R D  
z. B :  
o 1 0  A g e nt e n o d e r  S u p e r v is o r  
o W ind o w s  2 k  
o I P -I V R  (v o l l e r  F u nk t io ns u m f ang  b e i P r e m iu m )  
o M e d ia K it  C D  


