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Winning with 
Customer Care

Winning with Customer Care  - Joseph Bassali
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CEOs: Putting Customers First in 2008

Source: NYSE CEO Report 2008, Opinion Research Corporation, 2007

Customer Service Top of List of Issues in Recent CEO Report



4

© 2009 Cisco Systems, Inc. All rights reserved. Cisco ConfidentialPresentation_ID

The Phone Often Destroys Customer Trust

Agent do not have
The tools to

Help Resolving Problem
Agent not trained 

to handle my problem

Inconsistent service
experience

Agent doesn’t know
who I am

Today’s typical service experience often damages goodwill 
and challenges customer loyalty.
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There is a wide gap between what companies think they 
are delivering and what customers think they are getting.

Companies whose 
customers agree

Companies that believe they 
are providing superior 
customer experience

72% Gap

Most Don’t Know the Damage They’re Doing

Source: James Allen, Bain & Company, October 2005
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Standards Adoption in Self Service
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Voice portal shipments overtake traditional ports by 2007.

Source: Datamonitor (2006)
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Application Convergence in Contact Center

Data Data Data Data

Messaging Infrastructure
(Tibco, MQ Series, XML Data Feeds)

Unified Application Infrastructure
(WebSphere, WebLogic, .NET)

Enterprise
Application

Enterprise
Application

Enterprise
Application

Next 
Generation
Call Center

Applications
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Architectural Revolution (not Evolution)

Enterprise BI suitesProprietaryReporting

Portal-based, 
personalizedProprietary, fat client“Agent” Desktop

SOA-based 
business rulesProprietaryRouting Logic

VoIP (SIP)CTIVoice / Data Alignment

Presence ServerACD“Agent” Availability

CCXML, SIPACD, PBXCall Control

VXML, CCXMLProprietaryScripting

EmergingCurrent
Contact Center Architecture

Function

The contact center will look very different in a few years.
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Cisco IP Contact Center Architecture 

Cisco IPCC Architecture

“Consolidating Multi-Vendor Contact Center”
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ACD

ICM

PBX at Site 2

ICM PG1 
Redundant

Cisco Call 
Manager

Sales Skill Group

Support Skill Group

PBX at Site 1

ICM PG2 
Redundant

Third Party ACD

Sales Skill Group

Support Skill Group
Cisco Voice Portal 

(IVR)

ICM

ACD

ACD

ICM ICM ICMICM

Service Control Interface

ICM PG3 
Redundant

ICM ICM
ICM Enterprise 

Router & Logger

GED 125
GED 125 GED 125

Caller

IPCC Post Routing
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ACD

ICM

PBX at Site 2

ICM PG1 
Redundant

Cisco Call 
Manager

Sales Skill Group

Support Skill Group

PBX at Site 1

ICM PG2 
Redundant

Third Party 
ACD

Sales Skill Group

Support Skill Group
CVP

ICM

ACD

ACD

ICM ICM ICMICM

Service Control Interface

ICM PG3 
Redundant

ICM ICM
ICM Enterprise 

Router & Logger

ICM ICMICM NIC

GED 125
GED 125 GED 125

LAN/WAN

Caller

SS7

IPCC Pre-Routing
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ACD

ICM

ACD 1

ICM PG1 
Redundant

Sales Skill Group

Support Skill Group

ICM PG2 
Redundant

Sales Skill Group

Support Skill Group

ICM

ACD

ICMICM

ICM ICM
ICM Enterprise 

Router & Logger

GED 125
GED 125

Caller

IPCC and Enterprise Skill Group

ACD 2
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CRMCRM ACD/PBXACD/PBX WFMWFMIVRIVR

Lucent ConversantLucent Conversant
AspectAspect——VoiceTeckVoiceTeck
AumtechAumtech
EdifyEdify
EposEpos
FacetimeFacetime Com.Com.
iBasisiBasis
IBMIBM——Direct Talk Direct Talk 
IntervoiceIntervoice--BriteBrite
PasscomPasscom
PeriphonicsPeriphonics
SonexisSonexis
SpanlinkSpanlink
SyntellectSyntellect
TeleraTelera
TellMeTellMe Networks Networks 
TellnGoTellnGo
VaretisVaretis
Virtual Hold Tech.Virtual Hold Tech.
VoxtronVoxtron

SiebelSiebel
OracleOracle
PeopleSoftPeopleSoft
AIT LimitedAIT Limited
BroadbaseBroadbase SWSW
Broad Daylight Broad Daylight 
Call CTI Call CTI 
Center Point Sol. Center Point Sol. 
ChordiantChordiant SWSW
Cicero Tech. Cicero Tech. 
eLoyaltyeLoyalty
E.piphanyE.piphany
Graham Tech. Graham Tech. 
Kana Kana 
Neural Act SWNeural Act SW
New Channel New Channel 
PegasystemsPegasystems
Point Info SystemsPoint Info Systems
Spider TechnologiesSpider Technologies
YOUcentricYOUcentric

Cisco Call ManagerCisco Call Manager
Nortel DMS 100 & 500Nortel DMS 100 & 500
Nortel SL100Nortel SL100
Nortel MeridianNortel Meridian
Nortel Nortel SymposymSymposym
Alcatel 4400Alcatel 4400
Aspect App BridgeAspect App Bridge
Aspect Contact ServerAspect Contact Server
AVAYA AVAYA DefinityDefinity
AVAYA S8700AVAYA S8700
AVAYA S8100 & S8300AVAYA S8100 & S8300
AVAYA G600 & G700AVAYA G600 & G700
Ericsson APC1000Ericsson APC1000
Ericsson MD110Ericsson MD110
NEC NEAX 2400 IMXNEC NEAX 2400 IMX
NEC APEX 7600NEC APEX 7600
NEC AEX 7400NEC AEX 7400
RockwellRockwell
Siemens HICOM 300Siemens HICOM 300
Siemens ROLM 9751Siemens ROLM 9751

AspectAspect——TCSTCS
Blue PumpkinBlue Pumpkin
IEXIEX
NewmetricsNewmetrics

Cisco ICM Platform Support
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Cisco Central Features Across all ACDs and IVRs
Agent Desktop Integration Network Pre and Post Routing

Scripting and Central Management Real Time and Historical Reporting
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IPCC Enterprise Script Editor 
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Cisco IPCC Enterprise Edition Reporting

1. 100+ standard Cisco IPCC 
enterprise reports

2. Historical and Real-Time

3. Browser-based 

4. Unlimited custom reports

5. DB Schema 

6. Multi-Channel 

• Real time

• Half hour 

• Daily 

• Agent

• Skill group

• Services (Application)

• Call type

• Queue ports 

• Single site

• Enterprise
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By using Cisco Agent Desktop application as primary tool for 
conducting voice contact transactions using:

1. Call Controls 
2. Agent State Controls 
3. Chat and Phone Directory 
4. Contact Appearance 
5. Enterprise and Call History Data 
6. Skill and Queue Statistics

CISCO Agent Desktop Interface, CRM connectors, IP Phone 
Agent, IP Communicator

IP Phone AGENT

IP Communicator
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Cisco Voice Portal – Product Overview

CVP and Video Call Center

“Queue the Call At the Edge of your Network”
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Cisco Unified Customer Voice Portal

CVP

1. Voice XML based IVR
2. Highly scalable and distributed architecture
3. Deployment of speech applications
4. Voice over IP call control using H.323 and SIP
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Web / Application 
Server

Computer with 
Web Browser

HTTP request / r
esponse

HTML

Databases and 
back-end systems

Voice Browsing vs. Web Browsing

Collect DTMF / Speech input

Play media files / TTS

VoiceXML 
Gateway

Voice Browser

PSTNPSTN
HTTP request / response

IP LAN / WAN
VXML

<?xml version="1.0"?> 

<VxML version="2.0" 
xmlns="http://www.w3.org/2001/
vxml">

<form>

<block>Hello 
World!</block>

</form>

</vxml>
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Comprehensive Call flow

SIP
GED
RTP
HTTP

Caller (PSTN or IP)

VXML GW

5. Transfer caller 
to VXML gateway 
(label 1111110001)

1. Caller 
dials 

5551212

2. Who 
handles 

5551212?

3. Send 
caller to 

CVP

4. Send 
NEW CALL 

to ICM 

6. Who 
handles 
111111*?

7. Send caller 
to VXML 
gateway

8. Get 
instructions 

from ICM

9. ICM says “Run 
CVP VXML app 

Welcome”

10. Run  
Welcome 

application

13. Who 
handles 
1234?

14. Send 
caller to 

CCM

Agent device 1234

CallServer
CVP

VXML Server
CVP

12. Agent at 
1234 becomes 

available so 
send call from 

queue

11. VXML doc says play 
prompts, collect input, 

queuing treatment
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Web-server & CVP 
Applications Server

Voice Gateway

MGCP
VXML
INAP CS1 
H.225/245
ISUP
RTP
E1

PSTN

http://... + Voice XML

Cisco Call Manager

App Server
CVP

VXML Server
CVP

http://...
 + Voice XML

IOS Voice Browser

Web-server & CVP 
Voice XML Server

H.323

HSI

INAP

H.323

PGW

GK

• Example with 
PGW2200 Softswitch

• Alternatively, could 
use TDM network for 
call control

• ASR/TTS, Media 
servers not shown

PGW Integration with IPCC
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CVP Studio
Service Creation Environment

CVP OpenSDK
Reusable Element Repository

Cisco
Elements

Application

Customer
Elements

3rd Party
Elements

OAM&PGateway Adapters

Logging Mgmt.
API

Rules
Engine

Integration
API

J2SE/J2EE Application Server

CVP VoiceXML Server
Application Execution

CVP Components:  CVP VoiceXML Server
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Detail: Support for Multiple IVRs, 
Application Servers and Operating Systems

Data Data Data Data

Messaging Infrastructure
(Tibco, MQ Series, XML Data Feeds)

Application Servers and Operating Systems

Enterprise
Application

Enterprise
Application

Enterprise
Application

Audium
Call 

Services

Cisco IOS Voice 
Browser

Genesys GVP

Nortel MPS

VoiceGenie, 
Avaya, 

Tellme, etc.

1. Windows

2. Linux

3. Solaris / AIX

1. IBM Websphere

2. BEA Weblogic

3. Apache Tomcat

IVR Platforms 
Supported

Underlying Software 
Supported
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Small/Medium Branch Office Large Branch Office Central/Data CenterVo
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ss
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2811

3825
3745

2851
37252821

3845

AS5400XM

AS5400HPXAS5350

AS5350XM

Cisco VoiceXML Browser Options

512MB607780100Cisco 3745
512MB38505068Cisco 3725

Minimum 
DRAM 

Recommend
ed

Voice Gateway and 
VXML

Dedicated VXML 
ServicePlatfor

m

192
192
72
96
72

48
30
20
4

VXML 
and 

ASR/TT
S

256MB363648Cisco 2821 
512MB565660Cisco 2851

Default909096AS5400HPX
Default192192240AS5350XM
Default192192240AS5400XM

VXML and  
DTMF

VXML 
and 

ASR/TTS

VXML 
and 

DTMF

512MB144144150Cisco 3845
512MB9696120Cisco 3825

256MB242430Cisco 2811
256MB667Cisco 2801



27

© 2009 Cisco Systems, Inc. All rights reserved. Cisco ConfidentialPresentation_ID

Cisco Voice Portal 
Server Farm

4 E1s

I

Site 1

Alexandria

Distributed 
Contact Center

Site 2 Site 3 Site 4 Site 4

U.A.E

I
I

I

Content Switches

2 E1s 3 E1s 5 E1s 8 E1s

WAN
WAN

WAN
WAN WAN Internet 

VPN

Customer’s 
Core 

Application

Saudi Arabic Cairo
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Bearer 
Channels

Media 
Gateway 2SS7 

Signaling

Media 
Gateway 1

PGW PGW 
PairPair

SS7 
Signaling

Bearer 
Channels Bearer 

Channels

Bearer 
Channels

Site 1Site 1 Site 2Site 2 Site 3Site 3 Site 4Site 4

MGCP MGCP MGCP

ICM INAP ICM INAP 
NICNIC

ICM ICM 
RouterRouter

PGW PGW 
INAP NICINAP NIC

PSTN Soft 
Switch
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Mobile Agent Option – UCCE Service Node deployment model 

Mobile Agent

Media Stream

EGRESS Gateway

PSTN or Cell Network

Customer 
Phone

INGRESS Gateway

Outbound leg / MGCP

Local 
CTI Port

Remote 
CTI Port

Inbound leg /MGCP

Router

Logger
AW/HDS/
Webview

ICM

VxML GW

Switch leg/ SIP

Agent PG
CTI server

Dialer

VRU leg/ SIP VxML
server

IVR PG

CVP
cc

server

SIP/H.323

JTAPI

REFER

DESKTOP CTI link

CUCM
Cluster

• CTI Desktop is required, all CTI options supported (CAD  BE)
• Phone can be anything from a POTS line, Mobile phone or any 

extensions behind a PBX with DID
• Two modes exists, Nailed-up and Call by Call
• Call will have to be answered (handset off hook), 
• but call transfer, silent monitoring, barge in, recording, can be 

triggered from the CTI desktop
• outbound supported only in nailed-up mode
• Same agent extension can be configured as regular IPCC 

extension or a Mobile agent one, (choice let to the agent at the
time of login)

• Mobile Agent can be a backup agent position 
• Mobile Agent not to be confused with Remote Agent

• 2 call legs, 
•local port to simulate agent phone 
•remote port to reach the remote phone system
•Both implemented as CTI port 

• local and remote ports only brigded when call is answered, 
• In case of nailed-up mode, call is established permanently at the 

time of login
• Ingress GW different from Egress GW, so RTP stream can be 

intercepted, required for recording and silent monitoring

• Supports CVP or IP-IVR 
• CVP network transfer not required all Call Control is 

exercised by ICM thru its JTAPI GW to CUCM, 
• CVP Call Control Server is required but only for 

implementing GED125 interface to ICM
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Cisco Unified Call Studio

1. Eclipse based development studio for 
CVP VXML applications

2. Use for full self-service interaction

3. Dynamic VoiceXML at run-time

4. ASR/TTS, n-best results

1. Backend integration
Web Services element

Databases

HTTP / XML

Custom Java classes

2. Debugger to simulate calls
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Call Studio Development Environment

Projects and 
files explorer

Script element 
palette

Application call flow
Script element 
properties and 
configuration

Prompt manager

Debug / Builder 
switch
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Perform Database Lookup

Drag and drop Database element from palette

Bring up query editor 
window
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Web Services Element

Drag and drop Web Services element from palette

Enter WSDL URI or load from file

Select Web Service operation

Configure request/response 
parameters
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Generate Documentation

Auto-generate application documentation
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Documenter Sample Pages
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Cisco Voice Portal – Video Integration

CVP and Video Call Center

“Bringing Video Agents and Video Self Service to the Contact Center”
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CVP 7.0  Full Video Service

Feature Platform Functionality Key Benefit

Video 
Menus

Caller is presented IVR menu via video

Caller makes selections via keypad or 
speech*..

Faster, more 
intuitive caller 

experience

Video Self 
Service

Caller selects pre-recorded or live video to 
view                       

Richer caller 
interactions

Video 
Queuing

Caller views video while in queue for an 
agent

Immersive caller 
engagement

* Speech support available in a subsequent release
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Unified CVP 7.0 Full Video Service

Mobile
subscriber 3G

Gateway Video IVR Server

XML

1. Video-equipped mobile subscriber or kiosk user places call
2. Caller navigates video menus to make self service or routing selections
3. Caller selects pre-recorded or live/streamed video for video self-service
4. Caller views video (pre-recorded or live) while in queue for agent
5. Call directed to video agent with two or one-way live video connection
6. Agent can push additional video (pre-recorded or live) to the caller; 
7. Video session can be recorded

CVP

Kiosk
User

SIP/RTP

Video Agent

RTSP

H.324M

HTTPS

VMS
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Video Media Server (VMS) Callflow

RADVISION

Unified
CVP

Unified
Contact Center
Enterprise
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Video Call Center – Video Expert Agent
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What is a Video Kiosk?

1. A video kiosk is a supported video client with an 
associated phone on the IP Network

2. Video Kiosk examples:
Cisco IP Phone with Cisco Unified Video Advantage 

(CUVA)

Cisco 7985 videophone (supported w/ CUCM 7.0)

3. Kiosk components can be bundled into a third-party 
hardware chassis that may also include document 
scanners, card readers, etc.

4. Kiosks could be placed in Enterprise branch 
locations (e.g., a bank or retail store), or in public 
places (e.g., an airport or train terminal).
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Video Call Center – Video Agent
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Unified CVP 7.0  Full Video Service
Video Agent

Video Agent Interaction
• Point-to-point video between agent and caller
• One-way: Caller sees agent, or agent sees caller
• Two-way: Both parties see each other
• Agent can search/preview video content, 

and play to caller (with DVD controls)
• Agent can choose to record the video session

Differentiated, 
“let me show you” style 

of hands-on service Video Agent Desktop UI
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Cisco Video Contact Center-- Demo
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Cisco Unified Expert Advisor 

Expert Advisor

“Using Subject Matter Experts (SMEs) into the Contact Center”
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Business Processes Extending Beyond 
Internal & External Enterprise Walls

46

Temporary
Worker HQ Branch

Office

VendorCustomerConsultant

Businesses require a secure, rich, and virtualized 
ability to collaborate across every workspace
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“Datamonitor sees a growing role for non-contact 
center employees providing customer service –
Three key types of non-traditional workers have 
come on stream in recent years, branch/store 
workers, back office/knowledge workers and 
home workers.”

Datamonitor
Utilizing SIP And Presence To Enable Contact Center Virtualization
April 2007

© 2008 Cisco Systems, Inc. All rights reserved. Cisco PublicPresentation_ID 47
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Cisco Unified Personal Communicator
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Combining Enterprise Presence and Contact Center 
services to drive differentiated customer service

4

Expert then takes the 
call on his or her IP or 
soft-phone which can 
be escalated to a video
session

Business
Value

Rapid integration of Contact Center solutions and Enterprise users

Ease of management and streamlined user provisioning

Ability to reach right employee the first time -> better image to customers

Reduced number of handoffs and creating differentiation through enhanced 
Customer Experience with caller data presented to the expert

Agent transfers to a 
group of skilled 
experts and using 
Presence, available 
experts will be 
automatically offered 
the call

2

Using CUPC, an 
Expert answers the 
call offer via Instant 
Messaging in 
addition to 
receiving caller 
information

3

Agent at the Contact 
Center receives a 
customer call that 
requires escalation 
to an expert

1

Scenario 1
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Leveraging Presence, Self-service and Intelligent 
Routing services to drive differentiated customer service

Expert then takes the 
voice or video call on 
his or her IP or soft-
phone and via Instant 
Messaging receives
caller information

Business
Value

Data Directed and Skills based routing to Enterprise users

Intelligent Directed or Broadcast Routing to Enterprise Users/Experts

No interaction by a formal contact center agent, hence saving scarce contact 
center resources

System presents a 
self-service
application to collect  
information from the 
caller and finds the 
most skilled experts

2

Using Presence,
available experts will 
be automatically
offered the call & 
through CUPC, an 
Expert answers the 
call offer

3

Caller makes a call to 
an organization 
intended for a 
specialized
knowledge worker or 
expert

1

Scenario 2

4

ICMICM
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Deploying Unified CCE with Expert 
Advisor (scenario 1)

Caller

Formal
CCE Agents

Knowledge 
Workers

EA Gw
PG(s)

EA 
Runtime 
Server(s)

Unified 
Presence

PSTN

Queuing 
and Self-
Service
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Deploying Standalone Unified Expert 
Advisor (scenario 2)

Caller

Knowledge 
Workers

Only

EA Gw
PG(s)

EA 
Runtime 
Server(s)

Unified 
Presence

Expert Advisor 
Reporting Server 

(Optional)

PSTN

Queuing 
and Self-
Service
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Expert Advisor Business Benefits
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Cisco Unified Intelligent Suite 

Cisco Unified Intelligent Suites

“Bringing it all together”
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UCCE CVP Avaya RSS/XML WFM

Information Transformation (ETL)

Reporting Dashboards “Widgets” Distribution

Cisco Unified Intelligence Suite

Functional Aspects of Unified Intelligence



56

© 2009 Cisco Systems, Inc. All rights reserved. Cisco ConfidentialPresentation_ID

1. Turnkey Data Mart
TDM to VOIP ACD Migration
Eliminates Data Silos
Integrate Contact Center Data into the 

Enterprise

2. Converged Information Portal
Real Time/Historical Dashboards & Ad hoc 

Reporting
Web 2.0 Widgets
Personalized Information Delivery
Building Blocks for Performance 

Management & Analytics

3. Multi-Level security-with Permissions & 
Role Management Capabilities

4. Open Standards enable flexible 
integration into current environment

Cisco Unified Intelligence Suite
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Intelligence Suite Deployments

1. Distributed model only, 
cannot be co-resident with 
an HDS 

2. Released for 7.5 schema, 
backward compatibility via 
customization

3. Requires a dedicated 
AW/HDS

4. Report directly from data 
sources or use Connectors 
to integrate data into the 
Archiver database

Real Time 
and Half-Hour

Reports

Consolidated Interval 
and Detail-Level 

Reports 

Archiver
Database Server

x

x

Intelligence
Web Server

Intelligence
Web Server
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Advanced Integration Tools 

1. Permalinks
Expose reports as URL’s which can 

be linked to from other web pages

2. Really Simple Syndication 
(RSS) Feeds
Format used to publish frequently 

updated information; Cisco Unified 
Intelligence Suite can subscribe or 
publish feeds

3. HTML Post
Frame other web pages and 

sites within Cisco Unified

Intelligence Suite
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Advanced Integration Tools (Cont.)

1. Widgets
Code snippets that can be run in an 

HTML-based web page that provide 
access to favorite content 

2. Multiple data source types:
Stored Procedures
URL with Querystring parameters
SQL Query
RSS Feed

3. Linked Server support on Archiver 
Link to other Cisco sources
Third-party data integration (WFM, CRM, QA databases)
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“Connectors”
1.CVP Connector

Currently SOW based from AS
Out of the Box for 8.0

2.In Development (Cisco Sources)
Expert Advisor
Call Manager
Outbound

3.Avaya 
Historical Connector to migrate & map data into Archiver
Real-Time Connector available from Acesys

4.Third-party
All third-party connectors are SOW based

5.Published API for Customers & Partners to Develop their own
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Using XSLT Web Pages for Presentation

1. Build custom report layouts 
with eXtensible Style Language 
Templates (XSLT)

2. Ability to use any backdrop 
or formatting for better 
presentation
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Intelligence Suite Templates

1. Reports are stored 
in XML 

2. XSLTs can be 
automatically 
generated for you or 
you can design your 
own

3. Sample XSLTs for 
every historical report

4. Export reports and 
format in XSLT third-
party tool (e.g. Stylus 
Studio)
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Report Presentation Modes

1. Interactive Grid

2. XSLT (static output)

3. Charts, Gauges

4. HMTL Post
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Dashboards

1. Collection of report objects in a single view

2. Real-time and Historical, Tabular and Graphical

3. Independently updated

4. Shared with users or groups
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Security Center: Granting Privileges

1. Grant access for Users or User Groups 
on data and reports

Sally’s List of Available 
Call Type Reports
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Ad Hoc Reporting: Choosing Content
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Ad Hoc Reporting: Interactive Grid

1. Refine search criteria
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Segmenting Data with Collections 

1. The supervisor will only see the data in the collection 
assigned to them

Filter Criteria Dialog 
for the Call Type 
Real Time Report
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Customizing Reports
1. Charts

Each template will have a default chart predefined.  
Cisco Unified Intelligence Suite has two basic types of graphs:

• Charts
Column, Pie, Line, etc

• Gauges
Circular, Semi-Circular, Meter, Horizontal, Thermometer, etc

Charts allow for multiple data fields to be displayed in a single 
view

Gauges allow for a single data field to be displayed at a time.
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Customizing Reports
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Cisco Unified Intelligence Center

1. Available with IPCC Release 8.0 (Included)

2. Existing customers will be provided an upgrade path.

3. Free replacement for WebView with all new 
shipments.

4. Same partitioning as in CUIS.

5. No third Party Advanced Customization Tools like in 
CUIS (XSLT, Stored Procedures, HTML Posts, etc..)

6. No Cradle to grave reporting

7. Connects directly to HDS, no Archiver
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Cisco Reporting Takeaways

1. CUIS is available now in UCCE 
7.5 as an optional components.

2. CUIC (Reduced Version of 
CUIS will be included in UCCE 
8.0)

3. CUIS and CUIC give the 
Contact Center a CUIS gives 
Privilege based reporting 
Solution.

4. CUIS connects to Multiple Data 
Sources while CUIC connects to 
IPCC Only
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Breakout Session Evaluation Form

Your session feedback is valuable

Please take the time to complete the breakout 
evaluation form and hand it to the member of staff 

by the door on your way out

Thank you! 
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