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Practical steps to
take for highest
value path to cloud
contact center







Magical employee and customer experiences
Requirements . . .

Cognitive
Intelligence

Cloud

Webex Contact Center

Connected
Global Platform

Flexible and secure platform
for enterprise migration
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The cloud transition - benefits




The cloud transition - challenges
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The contact center dilemma




Best practice to cloud: the four keys

Migration
Architecture



New tools to build bridges
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Transition Zone

1) Flex for Contact Center
2) global Scale and Reach

5) Commow User Experience

4) Webex Platform Services P
=) SLI/L@LC webex calling anol

What We’re Doing to Help Dr|ve Low Risk Migration
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Case Study-ABC Bank

Has UCCE and wants to
deploy a location with
Webex Contact Center . . .

N
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Step 1: Flex for contact center

Cloud AND
on-premises

IT :

Subscribe once, deploy
and grow how you want
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Subscription

Easy OpEx budgeting via
a single subscription

Investment
Protection

&,

Migration of installed base
via Flex Plan Value Transfer



Step 2: Expand global reach
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Step 3: Massive scalability

e

From:
20 agents

To:
24,000 agents
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Step 4. Webex Calling integration

Call
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Contact Center

Webex Calling
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Webex Contact

Center agent

without integrated calling
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Cloud contact Third-party PBX
center agent




Step 5: Global management with Webex Control Hub

‘ Webex Calling Integration

Third-party PBX Webex Contact Center Cisco UCM Cloud Cisco UC Manager
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Migration Architecture

Step 6: Webex Platform Services




Cleco Cisco Finesse \, ) Talking
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Processing calls regardless of where your agents are!

]
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Transfer Calls with Call Context

Transfer = ‘¢’ <7 i

calls @

Voice Gateway Self Routing Agent
or Entry Point Service




Since both platform can process calls . . .

Extreme flexibility
(Treatment, Routing, Reporting)

Minimal disruption and pain of adoption

Risk Mitigation
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Free Advice: Do These Three Things First . . .

Engage your Conduct a network Ensure LOB
security and risk assessment / and
team! evaluate IT alignment

the new design
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Practical

steps to the least
disruptive path
to cloud contact
center









	Cloud Best Practices
	Slide Number 2
	Slide Number 3
	Magical employee and customer experiences�Requirements . . .
	The cloud transition - benefits
	The cloud transition - challenges
	The contact center dilemma�
	Best practice to cloud: the four keys �
	New tools to build bridges �
	Slide Number 10
	Putting It All Together
	Case Study-ABC Bank�
	Step 1: Flex for contact center
	Step 2: Expand global reach
	Step 3: Massive scalability
	Step 4: Webex Calling integration
	Step 5: Global management with Webex Control Hub
	Step 6: Webex Platform Services
	Step 7: Common look & feel for desktops
	Processing calls regardless of where your agents are!
	Since both platform can process calls . . .
	Free Advice: Do These Three Things First . . .
	Slide Number 23
	Slide Number 24
	Slide Number 25

