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Cisco Unified Contact Center
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Call Flow <A
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ICM Software (Intelligent Contact Management)

N 2E B 2 B
= Virtual Call center
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MCS Servers
- MCS 7815
- MCS 7825
- MCS 7835
- MCS 7845

7] PBX Telephone 7|5 + Video call
control

Flexibility & Scalability

- 28] & 7,500 IPT (450 AGT) A
- S 2~¥] 30,000 IPT A1

- Clustering, Load Sharing, Fail over
Availability, Reliability

Remote survivability

Quiality of Service (QoS)
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Cisco IP IVR
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Voice Gateway
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New higher resolution display
(320x240 vs. 145x100)

Lighted line keys

IEEE standard 802.3af inline power,

and Cisco legacy power
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Operations Manager and Service Monitor

Operations Manager
(Software on Win 2003)

e Real-time view of IPC
solution

« Alerting and diagnostics
 Phone inventory reporting

Cisco 1040 Sensor
Monitors call’s
RTP streams

Service Monitor
(Software + Cisco 1040
Sensors)

* Real-time voice quality
alerting

e MOS scores and details

 Archival of historical call
quality

Cisco 1040 sends

Cisco 1040
Sensor
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MOS scores
for active calls

stores and evaluates MOS values
and sends SNMP traps when
threshold is crossed
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IP-enabled PBX
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Web Collaboration Option
Outbound Option

E-mail management Option
Video Conferencing
Meeting Place

Unified Messaging

IP Communicator
Presence Server

Unified Client

Click to talk
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Cisco Video Contact Center

Video-enabled

Agent
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Summary

Cisco Unified Contact Center Solution

c A3 A, A P R
c ol Al 2w B 2 A

C 9T P A, DE o] 78 AE /)5
C JEA A ARG, AFEA B

o wlehA EEA A A 7 AE 4




Cisco SYSTEMS

Session Number _ _ _
Presentation_ID © 2005 Cisco Systems, Inc. All rights reserved. Cisco Confidential




0]
LA
@
-
(D)
@)
O
©
-
@)
@)
@)
@
=
D)
A

Al 2=

A o] F 3} 17d)

V28]

e

(

2

o] el o

. #4

3
C
Q
@)
©
@)
©
2
M
JwNO
o
;On#
o}

0 &
E &%

]

EERAR

Al H 9~ (single vender)

gF (Roadmap)

Session Number
Presentation_ID

Cisco Confidential

s
Q
>
Q
173
()
o
j%2}
@
ey
°
2
<
¢
m
g
£
[0
o)
4
>
)
(©)
O
@
(3]
[Te)
(=)
o
N
©




