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Moving to IPT in the Contact Center
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Moving To IP Telephony 3

In The Contact Center

By Laurent Philonenko and Parvesh Sethi
Cisco Systems

Thorough preparation — and some good advice — will deliver

fuge benefits and help p fu?
LP-pased contact centers.

Internet telephony (IF)-bassd teleph-

challe wien deplo)

suppert. A mobust, dependable TPCC

cny is fast becoming the dard for
many service organizations. T hese
erganizations are using the technaology

d by taking a
lifecycle approach that addresses all
aspects of planning, implementing.

i a

can be depl

ta boast ef v and 1y scale
both remate and local services. In addi-

ments, the convergence of voice and

tion to cost savings and service mprove-

p and ap &
solution, including peaple. processss
and technology. Each stage has a series
of steps and specifications that should
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The Goal is Customer Interaction Network
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Operational Efficiencies

Increased web & voice
self-service and resolution time
Reduced TCO for communications
infrastructure

Employee Productivity

= Increased resource utilization
= Reduced agent attrition

Revenue Growth

= Capture lost revenue opportunities
(cross-sell/up-sell)
= Increased share of customer spend

Customer Satisfaction

= Consistent personalized service
= Increased customer loyalty

= The number of IP agent positions will grow significantly over

the coming years at a CAGR of 42%.

= By 2009, there will be over 2.6 million IP agent positions for
approximately 37% of the global total APs.

1P versus TOM spending

‘Source: Datamrnitor

Figure 3:

1P APs.as a % of total

- Data Monitor “The urge to converge” , Sep 2005 -

Global IP APs penetration, 2004 - 2009
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» Leadership in Customer Contact

+ 1M+ contact center agents worldwide
- 73,705 in CY2003, 134,760 in CY2004
and 126,943 through Q3 CY2005
System Shipped
+ 3000t |IP Contact Center

Significant Growth in FY2004
* 45% in other WW Regions

EMEA Share

+ 31.9% market share of IPCC market in Europe (Gartner)
US Share

* 80% growth in US

* Most Service providers & big Financial customers
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ICM Software (Intelligent Contact Management)
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= Virtual Call center
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AlA 3 IP PBX : Call Manager

MCS Servers
-MCS7815 = Standard Application XI&
-MCS7825 - TAPI, JTAPI S
: mgg;gig = C}2EH 4157 Applications
= Open Architecture
- Web-based Admin &XI, 74, &l
JIE PBX Telephone JIs + - H.323, MGCP, (Skinny) Protocol XI &

- Voice & Video call control
Flexibility & Scalability
- N2t 2 0) 20243 Xl 53
- MW & 7,500 IPT (450 AGT) XI¥
S AE ¢ 30,000 IPT XI&
Clustering, Load Sharing, Fail over
Availability, Reliability
Remote survivability
Quality of Service (QoS) CallManager Administration
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o5& d31)| 7941G, 7961G

Affordable, Feature Rich Business
IP Phones for IP Contact centers

82 Xl (double—byte char/Unicode)
XML 0| 28t CI2st OIE2I3I0IE S

New higher resolution display
(320%x240 vs. 145x100)

Display will benefit XML app developers
Display supports (fully w/SD—GA release)
Lighted line keys

IEEE standard 802.3af inline power,
and Cisco legacy power
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» SQL, Oracle, IBM, Sybase S Open DB2+ ¢1Z
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» Speech Recognition Enginex} 21E{ HI0lA

* Java InterfaceE& 0I2, 2% Applicationdt H&E
* |IP IVR AP EZE LDAP Cl3iE2lol N&

= CED(Caller Entered Digits) 2t2] &8t X2l
» &SR Application 1S

24

12



Q&8 IVR AILIZI2 DY Jls RIBeZ2

SUE 29 58 84

(AlLl2I2 B, 5 AlLI2IR iS 8F--)

50 Port
License

[Vaiue =]
|

Cisco IPCC Enterprise

@ Screen Pop-upS CTI2l J12=0l Event)|s RIZB(MGER/XE YRER)
¢ M E& Application Interface Module HlZ(Delphi &1 S)

©2005 Cisco Systems, Inc. All rights reserved.

¥ E-Mail 9% @ E-Mail 915 :
HTTP A%

Database

s

7)€}

Application @Java T2 JHLZ 3rd A|AE S

A

@ GUI g4l 9l AlLt2l2 Editor IS RIZ

= Create eMail : 0jig! 44
= Send eMail : Blig B&
@ Http & Jls A3
@ Ct2 8t Database & Jls N3

(TTS At 1S : DALY, 84 o)

Cisco Confidential

1P PBX
(CallMan:

CTIOS Toolkit: ActiveX
X &= Java, .Net, C++ S
e ToolH2

ToolkitE &&5101i
HelXE AAIZH AR
Monitoring XI®

12 HYHS Al
IVRIH @IS5l0l JIs
HZ(MNLH DTMF 23)

[ Hold/Retrieve |~ Alk/Reconn—— ConfdT ransfer—‘

B W (|EadN|d o

X aaas
.. CTI L%aln [ A&gent State - Dialdnswer/Release
° 2 g n +

e Interface | @ QN | @3 @2 Gy om fm
®e Module e

I I

I I

‘ «Login ‘

<ol 7170141/ 4

s |

L5/ 15730 A ‘ 32/ g ‘

Cisco IPCC Enterprise

©2005 Cisco Systems, Inc. All rights reserved.

Cisco Confidential

13



AlA 3 ISR Voice Gateway
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+ SRST (Remote Survival) 1441192 phones
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* Call manager Express

36 phones
2811 2631 -
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Concurrent services and performance

Small office Small branch Enterprise branch office
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Patch panel
Adaptor

PoE 73
IEEE802.3af

EIA 568A/8
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Supportability

Support Tools 2.0

Serviceability tool dashboard that applies to the IPCC products

Common Web-based User Interface for all tools

Provide customers with tools to manage their systems.

Ability to pull log files from
Call Manager, IPCC Express,
CVP (new), IP-IVR(new),

ICM Web Collaboration,

and E-Mail Manager

Lessens required time to locate

and resolve issue

Single entry point to all the log files
Registry compare view

Set Trace Level from Support Tools

Operations Manager and Service Monitor

Operations Manager
Software on Win 2003

= Real-time view of IPC

solution

. . } Service Operations
= Alerting and diagnostics Monitor Manager

= Phone inventory reporting

Service
Monitor

30
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Cisco Unified Contact Center

Web Apps, Business Rules,
Speech-enabled Routing Logic,
self service Treatment Engine,
Reporting

« Shared applications/services

* Hosted anywhere on network

* Distributed services and end points
« Standards based interfaces

Mobile Agents
Knowledge Workers
Departmental Care Groups

Call Manager

Market Penetration Leader

“Cisco has demonstrated strategic excellence in product innovation,

marketing, and sales strategies that has resulted in the largest gain in market

share over the past 2-3 years” - Frost & Sullivan

FROST & SULLIVAN

enter
Market Penetration Leadership Award c =

O AWARD

Frost & Sullivan gave

With more than 1,700 IP Contact Centers deployed over the last
three years, Cisco has achieved a leadership position in IP contact
centers, and the fifth position in the overall ACD market.

For more information visit:

http.//www. frost.com/prod/serviel/press—
release. pag ?docid=20786039&ctxixpLink=FcmCix 1 &cixixplLabel=FcmCilx2

32
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HIEK3T 212t N3t

IPCC/ IP Telephony/ Video § =& {8t

Cisco ISR

- JIE2RH JIs +

— Voice gateway JIs (Analog, E1/T1)

- JI&E X3 2= UA Js
« SRST (Survival Remote Site Telephony)
« CCME (Cisco Callmanager Express)
« Cisco Unity Express (messaging)

— Cisco 2800, 3800 series, AS5400 series

Cisco Switch

- Backbone switch : J|s, 45, 84, a4
— Workgroup switch : standard PoE, QoS

— Catalyst 3560, 4500, 6500, CME500

36
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Cisco IPCC Enterprise

Cisco IPCC Enterprise

= Cisco Security Agent (CSA) v4.5

— Host-based Intrusion Protection

— Observes program behavior and can block or
terminate any process that is exhibiting

suspicious behavior
= Security:

- Native Mode IPSec is supported on all Ek
communication paths ;n

— Allows for secure communications to protect -
passwords, call context data, configuration,

etc. 58

= QoS: p

— Private Net: Duplexed Routers/PGs ik
= McAfee, Norton, Trend Micro Certified

©2005 Cisco Systems, Inc. All rights reserved.
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Virtualisation
— a lesson in Erlang’s formula!
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Talk time = 180s
Service level = 80/20
Wrap up time = 60s

Talk time = 180s
Servicelevel = 80/20
Wrap up time = 60s

Each CC can handle 100 calls/hour

Ave queue time = 13s
Requires 36 incoming trunks

Cisco IPCC Enterprise ©2005 Cisco Systems, Inc. All rights reserved.

The CC can handle 370 calls/hour
Ave queue time = 10s
Requires 30 incoming trunks

Cisco Confidential
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Web Collaboration Option
IPCC Outbound Option
E-mail management Option
Video Conferencing
Meeting Place
Mobile Extension
Unified Messaging
IP Communicator
Presence Server
Unified Client =
Click to talk = e l/ |

Cisco Unified Personal Communicator

Powerful communication tools in a single, easy-to-use desktop software application

+ Adaptive User Interface
* Presence-enabled

Call, Collaborate, Escalate
. Desktoandeo Calling

44
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Cisco Video Contact Center

e\
Ny
1} f

Mobile ideo-enabled
subscriber IPCC Agent

Video-equipped mobile subscriber places video call

Can navigate a menu to make self service or routing selections
Receives streamed video while waiting for an agent

Video call directed to video-enabled agent under IPCC control
Agent can direct additional video streams to the caller

Why Cisco ?

M 20l= 15%
Unified
Communication

EOIXl &= 85%
S UHERA
M=
Intelligent

Information
Network”

Intelligent
Traffic Routing

47

23



Summary

Cisco Unified Contact Center Solution
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