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Kontaktni centrum
Komponenty reseni




Kontaktni centra: portfolio reseni

Pripravené reseni kontaktniho
centra pro stredni a velké
podnikové kontaktnich center Vysoce prizpusobitelné

pracovni skupiny red multlkgnalove reseni pro velka
firemni kontaktni centra

/ Packaged CCE
Contact Center S
S Express Contact Center

Unified CM Enterprise
Queuire

Velikost cilového trhu (miliony usd)

1-20 21-40 41-99 100-399 400-999 1000+
Pocet operatorti
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Kontaktni centra: portfolio reseni

Cisco Unified Contact Center Products Options & Add-ons

Cisco Unified Contact Center Express Cisco Agent Desktop
Cisco Unified Contact Center Enterprise Cisco Computer Telephony Integration
Cisco Unified Contact Center Hosted Cisco Enterprise Reporting
Cisco Unified Expert Advisor Cisco Finesse
Cisco MediaSense
Cisco Unified Intelligent Contact Cisco Outbound Option
Management Products Cisco SocialMiner
Unified ICM Enterprise Cisco Support Tools
Unified ICM Hosted Cisco Unified CRM Connectors

_ L _ _ . Cisco Unified E-Mail Interaction Manager
Cisco Unified Voice and Video Self-Service cisco Unified Intelligence Suite

Cisco Unified Call Services and Call Studio Cisco Unified Mobile Agent Option
Cisco Unified IP Interactive Voice Response (IP Cisco Unified Workforce Optimization
IVR) Exony Virtualized Interaction Manager
Cisco Hosted Collaboration Solution for Contact ~ Analytics (SolutionsPlus)

Center OnQ Campaign Management Solution

_ (SolutionsPlus)
Cisco and Salesforce.com Customer

Interaction Cloud
I [ D . O I |
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Kontaktni centra: portfolio reseni
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Cisco Finesse
... jednotny klient ...
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Operatorska CTI aplikace
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Enterprise Mashups

tvorba jednotneho operatorského desktopu

Enterprise CRM

HTTP

SocialMiner nebo CUIC
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Finesse Gadget

| Finesse Gadget
Services L.J| Container m

= Cisco Finesse spojuje data a aplikace tretich stran
» Gadget Architektura nabizi ,client-side” mashup a snadnou integraci
= Gadget Upgrades handled by each server

= Snizuje zavislost na kompatiobilité verzi jednotlivych aplikaci a datovych zdroju.
- I . _ _
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Finesse Gadgets

Zjednoduseni ,,customizace* s vyuzitim modularni architektury
« Mini-web stranky skladané do jedné spolecné
- Ala carte sestaveni agentské aplikace

- Pouziti OpenSocial standardu integrace
http://docs.opensocial.org/display/OS/Home

- Ul zdrojovy kod publikovan na Cisco Developer Network

Cisco Expo © 2011 Cisco and/or its affiliates. All rights reserved. Cisco Public 11



http://docs.opensocial.org/display/OS/Home
http://docs.opensocial.org/display/OS/Home

Finesse Gadgets

- Calabrio =
Workforce
Optiomization

Phone Queues
Name

“Aiereall go fo: O System Defautt @ WrapUp @  Not Ready

MakeaCall &%

e, ¢ @EGE

781-555-0112

© NotReasy @ Taning

» Customer Service 15 00,00 15 15 15
» Tech Support 9 = 00:00 5 5 5
» General 2 00:00 2 2 2
» Accounts 8 00:00 8 8 8
My Stats
h

|
B

My Schedule for Tuesday, August 3, 2010 Phaseilus molestie magna non est bibendum Latest Evalustions and Scores
B s Mark Watson P ver vesson
m Break Will Jones | - Will Jones
| - In Service (> sthan Thooma - Jonathan Thomas
— Exeption Andy Smith ‘ _ Andy Smith
Break Peter Patterson ; - Peter Patterson S
{ calcbrio /| { calcbrio |}{ calcbrio” |
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Finesse Gadgets

« Nice Quality
Management

« Cisco SocilalMiner

il Agem s Farsansi18a
cisco

Cisco Socaihiner
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Finesse Gadgets

» b+s MCAL

podpora email, chat &
uloh (voicemail, SMS,
tickety, fax, dokumenty)




Finesse Gadgets
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Cisco SocialMiner
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Cisco SocialMiner

Energetika @3 | Moje penize | Firmyatrhy | Statnipokladna | Doprava | Kurzov

Obrana proti
socialnim sitim !

7

. o 0
http://byznys.lidovky.cz/socialni
_site-urychluiji-sireni- M T —gi
negativnich-zprav-o-firmach- .
p4v-/firmy- g -
trhy.asp?c=A120416 163846 f B s

irmy-trhy rka

foto: Lidoué noviny
Socialni sité urychluji Sifeni
negativnich zprav o firmach

i'_ “ | nojasneéga
[ Joooon ana 22 nelibi, kelyE s lidi mezi 2ebou pidou pray 10, dubna 2012 18:00

PRAHA - Socialni sité, jako je napriklad Facebook ¢i Twitter,

v!'razné ugchlu'li sireni neﬂativnich zprav o firmach. Yice nez

podet piizpévkl: 1 posledni piispévek: 16.04 2012 18:26
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3. Pracovni workflow

4. Prirazeni

5. Zpracovani




Cisco SocialMiner

SocialMiner Capture

S

Cisco SocialMiner Script Filter Influence

e —

Bookmarklet

Bookmarklet

*8.5(4) is available in October 2011.
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cript Filter 14 OUT

Filters
Edit Filter

Type: * m I
Name: * Klout Filter 'Cap a.b I | Ities

Description:

Script File: * |my_k|0ut.gr00w | [ Show Source ]

AT ‘] *Filter Social Contacts from
! How to call an external APT. 3 entering Cam paign

To demonstrate, here is an exawple script filter that uses Elout.
Thisz script will find the "Klout score”™ of a social contact author
by calling Elout's API using the provided restClient.

It will then log the score.

For more information Klout, wisit -» http:/scorp.klout.con/kscore .Tag SOCiaI ContaCtS

Jflnport required classes
import groovyx.net.http.HotpResponsebecorator

éé%eﬁfuﬁiﬁa‘j}li provide your key. This wiJ:l be used when calling Elc .Change the CO nte nt Of

= "widxzrivihsgSiayeYuw]swifu;

Jrestiiient. setFeomey [YERORT HOSE, B0 mall s social contacts

*
#*
*
*
#*
*
*
#*
*
*

s

] |' - mo : |

Cancel Save

* File must be in Groovy script.

Cisco Expo © 2011 Cisco and/or its affiliates. All rights reserved. Cisco Public



Bookmarklet

«Automatic URL capture and feed creation

lady gagal

Sign in

afren]n
Cisco

SocialMiner

efine results »

Feed Saved!
Feed Name: |lad

Feed URL: htty rch.atom?g

- fyou

<| m ] S
Video from the @muglerlive runway show, ft (@ladygaga w creative
director @formichetti, directed by @inezandvinoadh bit ly/rhi9xJ

32 minutes ago
; JoshClapp14 Lady Gaga | Josh
\r The Simpson's episode featuring Lady Gaga will air on FOX, May
13th, 2012.
34 minutes ago

Cisco Expo © 2011 Cisco and/or its affiliates. All rights reserved.

Follow “lady gaga” and more on
Twitter

Twitter delivers instant updates on what's
happening around the world. Sign up today
and follow your interests!

Sign up »

People results for lady gaga - view all

ﬂ ladygaga Lady Gaga & Follow

}. Ji LadY_GaGa_ Stefani Geramotia - Follow

| gaganews | 2y
 Tittter Ofic

Popularimages & videos

These results include media shared by people you don't
follow:.

Display media

Trends:
#DearHair

Cisco Public



Cisco Intelligent Center

. Vykazy, statistiky ...
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Cisco Unified Intelligence Center - CUIC

Flexiblilni prezentaéni grafy
vrstva

B ] |

iPhone
RSS & Widgets N W
atfvanfe QJ
Cisco '
Internet Explorer
Heterogeneous ACDs

=

=

Cisco Unified Excel
Intelligence Center ﬂ '
WFM & QA & 7
.
|[sonsass Y ) — PC & panely
1100 001

i 111 o0 ——— |
oo Noos 3| A B | el J
11 1 1001 S o
—— gﬁlﬂ'i l——-- —

= s |

Data Silos j B =T

Real Time & Historické ~ Customer Experience Casové planovani
sestavy Management




CUIC

= Pokrocila reportovaci platforma

= Real-time a historické informacni
panely, grafy & tabulky

= Snadné pouziti, ,pruvodce” tvorby

novych sestav

CISCO | Bro Buimnome Chooiitn Bsecun O O

1 ime | oo Cmsteonrd |

TR -

= Hotova sada reportu a grafu,
moznost vlastnich uprav, vCetné
komplexnich filtrovacich pravidel

= Flexibilita uprav existujicich reportu
User Groups & Access Control

Data & Reports
Application Features

Thresholds & Drill Downs
Time Zone Preference

= Pokrocilé integracni nastroje
RSS, Permalinks, Widgets, Embedded

HTML

RR=S

3L
T

Cisco Expo
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Cisco MediaSense

... hahravani ...

Cisco Expo © 2011 Cisco and/or its affiliates. All rights reserved. Cisco Public 25



Centralizované nahravani

Volajici

Network Media
Forking

| S h |
B8O Analyics

SAN storage

Operator ‘

Lokalita B

» Prabézné nahravani hovoru v libovolné lokalité nebo presmérovaného hovoru.
» ZlepSeni TCO a ROl pro nahravaci infrastrukturu.

= Centralizovana sprava a architektura reSeni eliminuji nadbyteCnou redundanci.

Cisco Expo © 2011 Cisco and/or its affiliates. All rights reserved. Cisco Public 2



Otevrena, flexibilni archytektura

Partnerske nadstavby, aplikace

Quality Workforce

EnmallEmes Monitoring

Management

Open Web 2.0 API

Globalni partnersky
Ecosystem

afran]
CISCO.

Compatible

Speech/
Behavioral
Analytics

Custom/
In-house
Apps

Open Web 2.0 Application API

Cisco MediaSense Multimedialni sluzby

* Metadata database

* Media Storage / archiving
* Media export / transcoding
» Content management

* Audio Capture
* Video Capture
» Streaming

‘l'lo"h
cisco

S

55

Y
1 ET ¥

-Cisco UC Network Infrastruktura

g

=
&=0

= =
= G=0

= =
B

+ ="

N=K

CUBE

L

IP telefon

v||"||‘l
cisco

Session Management




Agenda

- Intro

- Komponenty reseni

- Partnerské nadstavby

- Precision Routing

- Package CCE

-« UC klient v kontaktnim centru

¢ Summary

sco Expo © 2011 Cisco and/or its affiliates. All rights reserved. Cisco Public 28



Workforce Optimisation

Jaroslav Lizner
Channel Sales Eastern Europe

VERINT



Open, Flexible Architecture

Open Web 2.0 APIs drive

Partner Applications Application Innovation and CISco.
Global Partner Ecosystem
4 - )
The IMPACT =) Workforce Optimisation Suite
- Y

Open Web 2.0 Application APIs

Cisco MediaSense Multimedia Services ‘é'.'s'é'é' SAN ‘é'.'s'é'é'
« Audio Capture  * Metadata database

. Video Capture  * Media Storage / archiving
. Streaming * Media export / transcoding ﬁ
» Content management
Cisco UC Network Infrastructure i,
-
= 3 V=
N=K \ > ol o
CUBE-based media forking Phone-based media forking

planned starting 8.5(3) supported in 8.5(1)

Session Management




The 5" Generation Impact 360® Workforce Optimisation™
Suite

Voice of the Customer Analytics
Speech Analytics * Text Analytics
Enterprise Feedback Management * Customer Feedback Surveys

USTONTEREXPENCTICERN 4

The 5th Generation I MPACT 350"
Workforce Optimisation™ Suite

#
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Where Most Centers are TQds

®" Functional Silos
WFM
QM
Reporting
Training
= Channel/Media Silos
Voice
Web Text Chat
eMall
Social Networks

E

VR R

}"“-—j I

TR 8 1 B

LA e
ET 111

-
SEERTTD
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The 5" Generation Impact 360® Workforce Optimisation™
Suite

Voice of the Customer Analytics
Speech Analytics * Text Analytics
Enterprise Feedback Management * Customer Feedback Surveys

USTONTEREXPENCTICERN 4

The 5th Generation I MPACT 350"
Workforce Optimisation™ Suite

#
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And what about Back Office?

CUSTOMER INTERACTION
POINTS:

CUSTOMERS Contact Center / BACK OFFICE
Front Office/Web/Social Media

7

« Order entry/ inquiries

 Rework/Problem Resolution — 15-20% repeat calls
« Turnaround time and accuracy directly impact customer experience

A TARP Worldwide study found that the sources of up to 60% of customer
dissatisfaction are found outside the contact center.

| Source: pENIEPCTERGOINN T/~ JEEENEE200s T $Z002EDoooanaEE 0§
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Global Leader in Actionable Intelligence Solutions and Value-Added Services

(S millions) Revenue*

700

600
- . 500
' 400
. 300
Bl 200
e 100
Massachusetin - b 1 | ! d I M

2007 2008 2009 2010 2011

Year Ended January 31

* Non-GAAP financial information.

Over 500 patents
Fortune 100 Custpmers and patent

Software companies use | ~ 110,000+ in Innovation applications
500 Verint solutions 150 countries globally




VERINT

POWERING ACTIONABLE INTELLIGENCE®

© 2012 Verint Systems Inc. All Rights Reserved Worldwide.
This presentation contains confidential and proprietary information of Verint Systems Inc.
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- Intro

- Komponenty reseni

- Partnerské nadstavby

« Precision Routing

- Package CCE

-« UC klient v kontaktnim centru

- Summary
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Cisco Precision Routing

... kdyz Skill Based Routing neni dost ...
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Znalosti, schopnosti operatoru

_English

~ Certification Boat Insurance

Home Insurance '
- Upsell/Cross-Sel SEanIStL

AutoInsurance

Cisco Expo © 2011 Cisco and/or its affiliates. All rights reserved. Cisco Public



Tradicni Skills-Based Routing

Pred definované, statické
Zakaznik Skill Groupy Profily operatoru

( — )

8.zakaznické s k enosti je vhodné
TjheHza cerrBI %IJO efnybé/& routingu.



,2Jvolnenim® expertizy roste nasobne
komplexnost vyhledani operatora
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Prirazeni expertizy a schopnosti
jednotlivym agentum

JENNIFER SAMANTHA JOHN




Vyber vhodného operatora podle atributu.

API
JENNIFER SAMANTHA JENNIFER

= = (9

hx Ak oAy

SAMANTHA
MARSHALL
——



Vyber vhodného operatora podle atributu.

Vyhiedérdtoejieszehody

m—
Zakaznik ENG

106 QIR ¢ ¢ ¢

Odbornost a
schopnost
operatora
definuje krok

RYAN SABRINA  SAMANTHA
SIEP 1

i Ll I8

“Dobry den tady Tyrone,
jak Vam mohu pomoci?”

1 JOHNSTON

‘

Tk Khkk




Vyber vhodného operatora podle atributu.
Sholda aenstezsna

T—
o] = Q'

106 QIR ¢ ¢ ¢

dbornost a

gdﬁl dee
uje krok

SEP 1

RYAN SABRINA  SAMANTHA

JENNIFER TYRONE

“Vas hovor je pro nas
dulezity ... prosim vydrzte”




Vyber vhodného operatora podle atributu.

Hle&hogeotial@zésaody

—
Zakaznik ENG

L %k kR

Kazdy krok umozni ,

zmenu kriterii a g

rozsireni b
pr0h|edévané RYAN SABRINA  SAMANTHA JENNIFER

skupiny
STEP 2

i Ll I8

“Dobry den tady Anna,
jak Vam mohu pomoci?”

TYRONE ADRIANA  JOHN ANTHONY

ANNA




Precision Queues

e Y
Step 1
= Kombinace atributt definuje * Auto Insurance 2 8
rozmér, dimenzi fronty * English 2 7 _—
- Boston ait
PQ: Auta, Angli¢tina, Boston 20 —
4 seconds )
= Vice-krokové zpracovani Step 2
umozni optimalni vybér s » Auto Insurance = 6
moznosti rozSifovani - English = 6
skupiny vybiranych « Boston Wait
operatorl E 30 -/
. N
= Precision Queues udrzuje Step 3 seconds

,Step level® metriky pro

Ly , 7 » Auto Insurance =25
statistiky v realném Case

* English=5
L Any location
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Atributy operatoru

———
-

anglictina =5
Spanelstina =9
pojisténi vozu = 8
Brno = True

anglictina = 8
pojisténi vozu =5
zivotni pojistky = 9
Praha = True
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Self management: Controlled Agent

SAMANTHA

Uspé&sné dokonéeni
kurzu, slozeni
zkousky, ...

=¥

Aktualizace osobni
slozky
v HR databazi

JENNIFER

ALBERTSON

— [T—




Precision Routing - prinosy

PRED POTE
Skills-Based Routing Precision Routing

« Complexni sprava » ZlepSeni optimalizace
operatoru zdroju — vybér

» Unikatni znalosti a Sl
schopnosti nejsou « Zjednoduseni
vyuzity v SG routingu administrace.

« Casové naro¢né « Snadné pridavani
pripravy a ladéni dalSich sluzeb.

skriptd . Rozsifeni statistik

* Administrativni zmény
prinaseji dodatecné
naklady.

» Podpora integrace
aplikaci tretich stran




Agenda

- Intro

- Komponenty reseni

- Partnerské nadstavby

- Precision Routing

- Package CCE

-« UC klient v kontaktnim centru

- Summary
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Packaged
CCE

Packaged Offer
Solution Simplification
Simplified Ordering
Single Box Deployment

Easy to Deploy, Operate and
Maintain

Reduce Pre-Sales and Post-
Sales Time

Mainstream Market Adoption



Packaged CCE = ,Cisco UCS C260 M2"

New 2U, Westmere-EX based 2 socket server

« Max 20 cores with up to 1TB of memory
« Up to 64 DIMMs using extended memory riser boards
« Up to 32 DIMMs with regular riser boards

Up to 16 SFF disk drives (2.5”) HDD or SSD
 Upto 1GB of flash-backed cache

6Xx PCle slots, 2 x 10GbE SFP+ LOMs and 4 x 1GbE LOMs
=1

—



Packaged CCE —v8.5

I ! 1

CCE PAC M1 (maximum 1000 operator) i i Jtradiéni” i
i | nasazeni i

. , \ i |

Single Server Rich Voice ACD volitelne m IP IVR i
komponenty i !

: : I M Parent/Child

Inbound Voice (CCE)* Multichannel & : |
v | : =

Reporting (CUIC) Social Media : | i

: i CCMP :

Call Control (UCM) i | :

. l : CAD :

- 1 1

Self Service (CVP) : : |

: ! | RSM !

CTI Toolkit Ext. HDS [ E !

i | Etc. i

r

* zahrnuje Mobile Agent



Packaged CCE — cenova struktura

CCE-PAC-M1 Packaged Server Software License, $15,000
need only 1 per deployment, includes:
« UCCE Server Software Licenses
« 2X CUIC Standard Licenses
« 2x CVP Studio Licenses
* Media kits for UCCE, CVP and CUIC

CCE-PAC-AGENT CCE Packaged Agent. Includes $1,930
license for :

« 1 CTI Premium Agent,
1 CVP Port,
1 CVP Redundant Port

Advantages compared to current model:
-Additional applications built into server license (CUIC and Studio)
-Queue and self-service included in agent license




Packaged CCE —v9.0

Single Server Rich Voice ACD Volitelné

komionentﬁ

Social Media

Web Configuration

Inbound & Outbound Voice (CCE)*

Reporting (CUIC)

Call Control (UCM) CVP Reporting

Self Service (CVP)

Desktop (Finesse) Ext. HDS

* zahrnuje Mobile Agent

Jtradicni®
nasazeni



PCCE — zakladni konfigurace

'DBgmm
( (800) Caﬂﬁ =4

Combo
GW

VXML

Conference

Active

DSPs .
Directory

UCS C 260

CVP OAMP

UCM

SCCP
(DSPs)

Supervisor



Cisco Unified Customer Voice Portal

Operator
(anywhere)

Zakaznik

Hovor je
zpracovan
mistné

Pobocka

CVP - distribuovana architektura s centralizovanym fizenim:
= Hovor ve fronté a ,IVR" aplikace bézi na hlasové brané na pobocce
= Sprava a dohled je centralizovan
= Pouziti standalone self-service, nebo integrované v CC Enterprise

sco Expo © 2011 Cisco and/or its affiliates. All rights reserved. Cisco Public



CVP prehled

= Interpret VXML
= DTMF a hlas

Zakaznik

= VXML aplikace v prostfedi Eclipse toolkit

= J2EE runtime VoiceXML sluzby

CVP

Server

|OS
VXML
Browser

© 2011 Cisco and/or its affiliates. All rights reserved.
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PCCE — zakladni konfigurace

'DBgmm
( (800) Caﬂﬁ =4

Combo
GW

VXML

Conference

Active

DSPs .
Directory

UCS C 260

CVP OAMP

UCM

SCCP
(DSPs)

Supervisor



PCCE/_\prodIouzenl historickych zaznamu

Combo
GW

VXML
Conference .
Active
DSPs .
Directory

UCS C 260

CVP OAMP
Data Srv

UCM

SCCP
(DSPs)

Supervisor



PCCE SASR/TTS
&E 37

Combo
GW

VXML

Conference

DEJPE ASR/TTS

Active
Directory

UCS C 260

CVP OAMP
\ Data Srv
B

UCM

SCCP
(DSPs)

Agents )
Supervisor



PCCE - WIM / EIM
g @ .
(800)C

/
Combo

GW \
VAL EIM/WIM
| Conference Acti
ctive
oste , Directory

UCS C 260

SCCP
(DSPs)

CVP OAMP

\ Data Srv

Supervisor



PCCE mobilni operator

Lon
R Dlstance
(800) c
Egree
Gateway
/4
Sl CTIOS SM
ow Seiver

VXML
Conference .
Active
DSPs .
Directory

UCS C 260

CVP OAMP

UCM

SCCP
(DSPs)

\ Data Srv

Supervisor




PCCE externi CUCM
&E 37

Combo
GW

VXML

Conference

Active
Directory

UCS C 260
sccP SIP™ ML CVe
~
(DSPs) S
CVP OAMP
D1
\ Data Srv
|

/\g

Supervisor

DSPs

Agents




PCCE — se vSemi dopinky

Firewall

l

Lon
A Dlstance
(800) Ca

Egree WIM

Gateway

/ i
Combo CTI OS SM

GW Server \
i EIM/WIM

Conference

DSPs ASR/TTS

Active
Directory

UCS C 260

CVP OAMP
Data Srv
J

sccp
(DSPs)

Supervisor



Agenda

- Intro

- Komponenty reseni

- Partnerské nadstavby = 15min
- Precision Routing

- Package CCE

» UC klient v kontaktnim centru

¢ Summary
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Cisco UC klient/ CC

Integrace s webovym portalem

« Pristup uZivatell, zakaznikl ke sluzbam kontaktniho centra

« UZivatelské sluzby: Presence, Click 2 Call / IM / WebEXx today, Click 2 Video* (1H2012)
« Jabber SDK API: XMPP (CAXL), Web Phone (AJAX), Video* (PVE)

p

Presence
enabled

\

IM / Chat
enabled

|

Click 2 WebEx
enabled

( )
Click 2 Call

enabled

( )
Click 2 Video*

enabled

A Scott McDaniel

smcdanel

Thermal Analyst
Motor Engneering

m

+1 408 555 0197

» Expertise Thermal Anatytcs, E
> more

*  Reporting Structure

‘g Hans Munitz. Thermal
@

Christing Chen, Director

Qe‘ David Tran, Senior Direcl
s @ Oni
-t . '

é CWI1 cCcompany Portal

v Coworkers

') Ann Hams

@ Kon Leo Chow

{

0 Rsy‘rnondSanqn
=) Cindl Hu

‘ “ ﬂmn Chang E

0 Nacia P@ﬂ

¥ Desgn Team

Houston
. Derek f
] »
y

Stacy Ramon

0 Expo
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WebPhone architektura

e Client Services Framework
« WebRTC
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Agenda

- Intro

- Komponenty reseni

- Partnerské nadstavby

- Precision Routing

- Package CCE

-« UC klient v kontaktnim centru

¢ Summary
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Otazky a odpovedi

- Twitter www.twitter.com/CiscoCZ

« Talk2Cisco www.talk2cisco.cz/dotazy
- SMS 721 994 600

- Zveme Vas na Ptali jste se... v sale LEO
1.den 17:45 - 18:30
2.den 16:30 — 17:00

Cisco Expo Cisco Public


http://www.twitter.com/CiscoCZ
http://www.talk2cisco.cz/dotazy

Kod prednasky

Prosime, ohodnot’te
tuto prednasku.
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