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CEOs: Putting Customers First in 2008

Executive Summary

The 2008 CEO Report

This is the third annual NYSE CEO Report and in many respects we find the viewpoints and
challenges of CEOs around the world have not dramatically changed. That said, however, a

number of important themes emerged this year that tell us CEOs are sharpening their focus
on growing their business.

The first theme is that this may be a year in which there is renewed vigor around the
customer — 2008 may be a year where many CEQOs put the customer at the top of the long
list of issues on which they must focus. Why? Simply stated — customers are at the core of
growth. Here are a few points from this year's study that are the foundation of this theme:

B CEOs are planning greater investment, both budget and time-wise, on customer
relationship management.

B The importance of sales growth as a performance measure has increased since the prior
study. Customers are the engine of sales growth.

B Brand, reputation, and investments in corporate social responsibility are more important this
year — all efforts that are focused on the winning the hearts and minds of the customer.

B While many CEOs say it is easier to attract customers than it used to be, many, particularly

outside the United States, say it is getting harder to retain customers. CEOs recognize that
losing customers can be costly.

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



The Phone Often Destroys Customer Trust

Today’s typical service experience often
and challenges customer loyalty.
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Most Don’t Know the Damage They’re Doing

There is a wide gap between they
are delivering and they are getting.
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Source: James Allen, Bain & Company, October 2005



Standards Adoption in Self Service

Voice portal shipments overtake traditional ports by 2007.

NAM & EMEA
IVR Port Shipments (000’s)

" Voice Portal Ports (VoiceXML + SALT)
Source: Datamonitor (2006) B Traditional IVR Ports



Application Convergence in Contact Center

Next
Generation

Call Center
Applications




Architectural Revolution (not Evolution)

The contact center will look very different in a few years.

Scripting Proprietary VXML, CCXML

Call Control ACD, PBX CCXML, SIP

“Agent” Availability ACD Presence Server

Voice / Data Alignment CTI VolP (SIP)

SOA-based
business rules

Portal-based,
personalized

Routing Logic Proprietary

“Agent” Desktop Proprietary, fat client

Reporting Proprietary Enterprise Bl suites






Cisco IP Contact Center Architecture

Cisco IPCC Architecture

“Consolidating Multi-Vendor Contact Center”
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IPCC Pre-Routing
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IPCC and Enterprise Skill Group
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Cisco ICM Platform Support
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Cisco Central Features Across all ACDs and IVRs
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IPCC Enterprise Script Editor
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Cisco IPCC Enterprise Edition Reporting
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CISCO Agent Desktop Interface, CRM connectors, 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

Voice XML based IVR
Highly scalable and distributed architecture
Deployment of speech applications

B Q0 D

Voice over IP.call control using H.323 and . SIP



Voice Browsing vs. Web Browsing

[ %\__ PSTN ’-@ Databases and
&, AN back-end systems

Play mediafiles /TTS

-
e

VoiceXML
Gateway
Voice Browser

Collect DTMF / Speech inp

IP LAN / WAN

<?xml version="1_0"?7>

Web / Application
Server

<VxXML version="2.0"
xmIns="http://www.w3.0rg/2001/

vxml''> —
<form>
<block>Hello ————\
World!</block> 2

</form> Computer with
</vxml> Web Browser




Comprehensive Call flow
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CVP Components: CVP VoiceXML Server

CVP Studio CVP VoiceXML Server
Service Creation Environment Application Execution
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Detail: Support for Multiple IVRs,
Application Servers and Operating Systems

Underlying Software IVR Platforms
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Mobile Agent Option — UCCE Service Node deployment model
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Cisco Unified Call Studio

1. Eclipse based development studio for | ‘eisce
CVP VXML applications

Cisco Unified Call Studio

ersion 6.0

2. Use for full self-service interaction
Dynamic VoiceXML at run-time
4. ASR/TTS, n-best results
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Call Studio Development Environment
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Perform Database Lookup

Drag and drop Database element from palette
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e
Web Services Element

Drag and drop Web Services element from palette
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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”



CVP 7.0 Full Video Service

Feature




Unified CVP 7.0 Full Video Service
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3. Caller selects pre-recorded or live/streamed video for
4. Caller views video (pre-recorded or live) whilein for agent
5. Call directed to with two or one-way live video connection
6.
7.



Video Media Server (VMS) Callflow
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Video Call Center — Video Expert Agent




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).



Video Call Center — Video Agent




nifie .0 Full Video Service
Video Agent

¥ video Media Server - Mozilla Firefox iy (] 574
Eile Edic Yew Higtory Bookmarks Tools  Help
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Video Agent Interaction

« Point-to-point video between agent and caller sl Media

« One-way: Caller sees agent, or agent sees caller sesrch Er— e

W Ttle ¥ Description W Kevwords

« Two-way: Both parties see each other

Al Media | Favorites | Last 10 Played |

« Agent can search/preview video content, g —
and play to caller (with DVD controls) €L |
« Agent can choose to record the video session e

Title 2
, | Lorem ipsum dolo- sit ... <more >

French | 0Ll:00:41

L*| Addto Favorites Preview Push

Title 3
Larern ipsumn dolo- sit ... <more >
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11 1 } Detail Zecord Session
let me show you” style e
javascript: moveFilters!0"); | Tor Disabled | Proxy: More -

of hands-on service




Cisco Video Contact Center-- Demo




Cisco Unified Expert Advisor

Expert Advisor

A r o} : il
R,
RN

) e

L e T )

'\.“ i ':\,; o f;; x

N (R SoEe
b \kl\ L1 /

“Using Subject Matter Experts (SMES) into the Contact Center”



Business Processes Extending Beyond
Internal & External Enterprise Walls

Businesses require a secure, rich, and virtualized
ability to collaborate across every workspace

_ Branch
,  Office




“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

sentation_ID © 2008 Cisco Systems, Inc. All rights reserved.




Cisco Unified Personal Communicator

% Stephen Newt - 23474 [
File WView Actions Help

B - ® = |8

- ; i Lvailable » || Softphaone -
+% Conversation with Maureen Farkas

[my
m
1=
=
§
g
E
[i]
i
h=]

+ Engineering

|
Maureen Farkas () 00:00:34 = Anderson Franklin
‘ 1 i
A

31500 Connected @ Brian Sedgle
@ Kian Shaver
& Laura Martin
= Louis Murdock
& Maureen Farkas
& Sean Blum
| ~General |
= Christine Sloan
Laura Marely
» Product Managers
w Sales
Louis Herrera
& Sean Blum
& Steve Gonzales

TI99TE

B Y

L Il |

rrrrrrrrrrrr

b Recent 3 m

Ll
7|

F Search | Louis Murdock D




Combining Enterprise Presence and Contact Center
services to drive differentiated customer service

receives a
customer call
escalation
to an expert

Business
Value

Scenario 1

transfers
Expert takes the

experts Instant call

Bl oclic Messaging phone ;
escalated video

automatically receiving caller
information

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



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

O\IO
D D) G 0 Da A o 0 to arp N A
Business elligent Directed or Broadcast Routing to Enterprise Users/Expe

Value O Inters



Deploying Unified CCE with Expert
Advisor (scenario 1)

Knowledge
Workers

Runtime
Server(s)



Deploying Standalone Unified Expert
Advisor (scenario 2)

\ Caller

Knowledge :
Workergs Expert Advisor
Reporting Server

Only — oo P

Runtime
Server(s)




Expert Advisor Business Benefits

Higher productivity Improved
of enterprise communication &
resources business processes

Higher service
Differentiated levels by extending

customer service the reach of the
contact center

Full business
reporting and
analytics
capabilities

First-call resolution
and reduced
customer churn




Cisco Unified Intelligent Suite

Cisco Unified Intelligent Suites

“Bringing it all together”



Functional Aspects of Unified Intelligence

Cisco Unified Intelligence Suite

Information Transformation (ETL)

UCCE CVP Avaya RS




Cisco Unified Intelligence Suite

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

Multi-Level security-with Permissions &
Role Management Capabilities

Open Standards enable flexible
Integration into current environment

1. | gt et | Entespiane Piows | Esecutive | WAAMTDR
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Intelligence Suite Deployments

Archiver™, -
Database Server

Consolidated Interval .

Reports

.
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.
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.
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.
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Real Time .
and Detail-Level ~, and Half-Hour .~
. Reports .~

. - -
. . o
0 H o
a4V

=]

Intelligence
Web Server

=]

Intelligence
Web Server

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

Released for 7.5 schema,
backward compatibility via
customization

Requires a dedicated
AW/HDS

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



Advanced Integration Tools

1. Permalinks

Expose reports as URL’s which can sG]

be linked to from other web pages

e Agent [Int32]
e FullMame [String]
e SkillGroupMame [String]

2. Really Simple Syndication S

e Month [Int32]

(RSS) Feeds A

Created by WINDOWS-EI90H1DYpaiged

Requires Authentication

Format used to publish frequently TS ek (Cu Paste)

|http:HIOcaIh0StN\-’ehQueryf\;’\-’ehQueryRepm.aspx?RE

updated information; Cisco Unified e X G L (T

|http:HIOcthostNiewerNiewerFrame.aspx?ReporﬂD=s

Intelligence Suite can subscribe or rL Data Permalnk (Cut & Paste).

|http:fflocalhostNVehQuernyML.aspx?ReponID=ef1D4

p u bl iS h feedS WehQuery Permalink (Cut & Paste):

Ihttp:#flocalhostivWehQueryiehQuery aspx?Destinati
3. HTML Post

FYYY I e—"
Frame other web pages and
sites within Cisco Unified

Fayiccouts | MyAgents| My Scomced | My Skl | Sdes o a Glrce | T

uuuuuu

CCCCCC

Intelligence Suite




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)



]
“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



Using XSLT Web Pages for Presentation

1.

Build custom report layouts
with eXtensible Style Language

Templates (XSLT)

Ability to use any backdrop

or formatting for better
presentation
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Intelligence Suite Templates

1.

Reports are stored
In XML

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

Sample XSLTs for
every historical report

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

i Agent_AII...|

Goomatas | @ | fa L |

<?xml wersion="1.0" encoding="utf-§"?>
H<gerializedheport xmlns:xad="http://www, w3, org/2001/IMLEchema "
< _IsTemporary>false</ IsTemporary>
<ReportNamerAgent - Historical</ReportMName>
<ReportDescription />
<ModifiedEy»PROTACTINIUMYAdministrator</ModifiedEy>
<ReportID=BeBfSlec-ebe9-4bheZ-a70d-7664de3al30d£</ ReportIDs>
<FilePath>C:VBlueVuehInitialSetupReportsiigent Historical pera
<Category=00000000-0000-0000-0000-000000000000</Categorys
<2llowsTodayRange>true</allowsTodayRanges>
<AllowsYesterdayRange>true</allowsYesterdayRange>
<AllowsThisWeekRange>true</AllowsThisWeekRange>
<AllowsLastileekRange>true</AllowsLastieckRange>
<AllowsThisMonthRange>true</allowsThisMonthRange>
<AllowsLastMonthRange>true</AllowsLastMonthRange>
<AllowsQuarterToDateRangertrue</AllowsQuarterTolateRange>
<4llowsLastQuarterRanger>trus</AllowsLhastQuarterRange>
<4llowsYearToDateRangertrue</AllowsYearToDateRanges
<AllowsLastYearRangertrue</All owsLastYearRanger
<AllowsTomorrowRangerfalse</AllowsTomorr owkarng e
<AllowsNextiWeekRangerfalse</All owsNextiWeekRange>
<AllowsNextMonthRange>false</AllowsNextMonthRange>
<Type>8tock</Type>
<Timeframe>Historical</Timeframe>
B <CustomiOL>3ELECT
AgentID = A.3killTargetID,
FullWName = P.LastName + ", " + P.FirstMName + " (' + Convert(Char
8killGroupName = 3G.EnterpriselName + " (' + Conwvert(Char{g), kil
Interval = AZGHH.DateTime,
Year = Datepart{yy, ASGHH.DateTime),
Month = Datepart(mm, ASGHH.DateTime),
Week = Datepart{ww, ASGHH.DateTime),
DY = Datepart{dy, ASSHH.DateTime),
DOW = Datepart{dw, ASSHH.DateTime),
Date =CONVERT (char (10}, ASGHH. DateTime, 1017,




Report Presentation Modes

1. Interactive Grid

|+

Agent Historical All Felds Report

3 C h t G T g
. . Redirect 4
. DateTi
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Time Handle HandleTime Talk  Time ‘po fyory  No I In Tasks Mo [ie Ring o I n g
Answer Time Time

Time In Time
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DEFAULT_27310 A0M 07 14 4:00:00 0 00000 a 0r00r00 0:00:00 0:00:00 1 a a a a 0 0 0:00:00 00002 0:00:00 0:00:00 0:00:00
DEFAULT_27310 A0M07 21:00:00 0 0000 o 0:00:00 0:00:00 0:00:00 o o o o o o 0 0:00:00 :00:00° 0:00:00 0:00:00 0:00:00
DEFAULT 2730 A0M 07 21:30:00 0 00000 Ll 0:00:00 0:00:00 0:00:00 Ll Ll a 1 Ll 1 0 0:00:00 00000 0:00:00 0:00:49 0:00:00
DEFAULT_27310 10M07 22:00:00 0 0000 o 0:00:00 0:00:00 0:00:00 o o o 2 o 2 0 0:00:00 :00:00° 0:00:00 0:01:18 0:00:00
DEFAULT_27310 A0AOF 22030.00 0 00000 o 0:00:00 0:00:00 0:00:00 o o 1 2 o 2 000000 0:00:00 00012 0:04:52 0:00.00
DEFAULT_27310 A0M 07 23:00:00 0 00000 a 0r00r00 0:00:00 0:00:00 a a a 1 a 1 0 0:00:00 00000 0:00:00 0:02:34 0:00:00
LEEALLT ahl 1000 L0, o..00000 I L0000 00000 00000 i} o o o o 1 0 0:00:00 0:00:00  0:00:00 0:00:00 0:00:00
000 L] L] a L] L] 0 0 0:00:00 00000 0:00:00 0:00:00 0:00:00
@® Calls In Queue | o o 0 00000000000 0:00:00 0:00:00 0:00:00
9‘% 0 . - . | o o 0 S 0:04:55 0:00:00 0:00:00 0:00;00 00000
= ¥ Checking for updated data (Ready)..
9 P d ¥ Agent State D|Str|but|0n |00 2 00000000X00 00000 0000 00000
= b @ & El. Simple: Fi \
47 96% O Mat Rea 1
. , 2E% .
Agent Name State Media StateDur  LoginDur T = Ready
: : . 213 :
113919, F13219 & Cisco_‘oice 00:18:358 07:38:12 4 ITDE:E:.:E
L13959, F13958 6 Cisco_Voice 00:14:14 07:34:10
L14630, F14630 () Cisco_Voice 00:16:50 07:36:358 211%
L14104, F14104 6 Cisco_Voice 00:14:26 02:45:08 < -
; ; i
113930, F135930 ﬁ Cisco_Woice 00:39:38 073238 [€lp Claudy
L14120, F14120 6 Cisco_Voice 00:11:02 07:33:00 Feels Like: 28°F
f b ;
L13770,F13770  |gp  Cisco_Voice|  02:08:24  07:27:24 :";""“'r Lot
+ . . ek FIHE at 11 mph
L135849, F13849 » Cisco_Voice 01:58:12 07:15:52 rtas sihion
+ . . el & ip
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L13913. F13913 e & Srv Lyl Customer Care Tha
L1379, Fiaes @ 0 e Beatrar
' — ASA Chustifioet
L14203, F14203 & e

enload D

20

12142007 121672007 12N&2007 12202007 122272007 122472007 122672007 120282007 12302007




e
Dashboards

. Collection of report objects in a single view
. Real-time and Historical, Tabular and Graphical

. Independently updated

B~ W N

. Shared with users or groups

alraafre Copyright © 2004-2008 by Cisco Systemns

5o @ Reports drinistrative ﬁgepor‘t Aadmin

| 1.Home | 384 | My Partal | My Team | Regional view | supervisar |

35 % = &;] Q ﬁ O pashboard Cesign Mode \This is a Public dashboard created by WINDOWS-EJ30H1D ecrosby
Regional Roll-Up Bl E"]‘:"“Ed LongestQ LogOn  Handled AHT  NotReady Not Active Wrap Up Hold
CorpOpers EMEA.IPinfo EntSkil i ] 1 0 on:0ni00 ] 1 0 a
CornOpers SYD i a 3 0 00:00:00 1 2 0 a
SecDos AMER IPinfo.Entskil i 0 6 i 6 0 a

Customer Experience Index

" Call Distributign

Total Srv Trans %
Country coils Lol ASA o7 Active MlET e BLvscH B .
4 [ B SICHEEA o8
= [ 6.5
= s iy ~EFICMEB S
450
e 0 @ ® — ® 4z
a0
(‘.) 293r,i.|-;..:rf®
375
@ el B O B @ 5317% = 455
g5 55
3795
300
275




Security Center: Granting Privileges

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

'é|ls'::|g @ Feports ﬁ Prafile @ Help
4} Security Center - Web Page Dialog X Weloome | paige Launch a report

Launch Report -- Weh Page Dialog

w shared Reports @
User Groups - = Feal Time

Users
—

! SallySupervisor

f WIND oW S-E190H10WDE
f Wi IMD O S-E190H10M b

7.2(2) Stock Reports

EI ﬁ J Launch Report -- Web Page Dialog x|

f W IND O S-EJ90HL1D kol |:—| h ?2[2] Sh:":k HEFID[tS e [ Call Type - Real Time
[T WS- Ee o pef L) Skill Group - Historical
f WPl DT | |:__| Agent Skill Group - Beal Time

f W IMDOWS-EI90HD Y con

| Skill Group - Fieal Time
5) WINDOWS-EI0HD 1 jhof I |"I /
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I |__| Agent Team - Real Time
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: Agent - Histoncal /
( F |k taunge-HeaHime -
g

Close

'j ’ Sally’s List of Available
// Call Type Reports
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Ad Hoc Reporting: Choosing Content

3 http://cisco.businessintelligencelive.com - Agent Availability - Microsoft Internet Explorer =00} X
2 - SoL |
N . - r Agent
= & & @ <D Simple Fiter f= @ 9 Availability
Agent Name, ate Media StateDur  LoginDur =

139139, F1391% & Cisco_Woice 00:18:38 07:38:12
13959, F13g959 & Cisco_Woice 00:14:14 07:34:10
14630, FAEE30 (L) Cisco_Woice 00:16:50 07:36:38
L1410488 14104 ﬁ Cisco_Yoice 00:14:26 02:45:08

a Simple Wizard -- Web Page Dialog
Uze this simple wizard to show or hide fields by mowving therm inta the |
appropriate columns, or to rearrange colurnns
Hidden Fields Yisible Fields
Equal to Wark
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Aggnt EnterpriseMame 4] Agent Marne EEEZI tg NootrReaDdy Sl
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Last Update e S e Y =
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DA.TE Media . Threshhold Type
Skill StateDur IE wal To |
Service Mame ﬁl LaginDwr q
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RernotePh# _‘*I [Talking
ReazonCode =
Euxt _”I Font
LastStateChange ﬁl I Bold
DateTimelogin Text Colar 0000000000000 000
RequestedSupervisorAss ] Sample Tesxt c
DFStin.atiDn Background Calar E E
Direction : : State .-'-‘-.gent
Change... . .
CnHald | 5060DG06O00060000 :
Rename... | XSLT File Anail Bullock, Chr
e . Busy Oth Cutiss, Ch
Submit | Cancel | fttpeffoised 1oyt Substitute Mz il Gl M
Busy Other Dong. Chun
: ; P ; : : i Image Substitute URL
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Save | Cancel . L
w: awrence, J
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Ad Hoc Reporting: Interactive Grid

1. Refine search criteria

a http:/ fcisco.businessintelligencelive.com - Agent - Historical - Microsoft Internet Explorer - IEllil
12 rovws inthis report Sl
H -] | 0 E.E =) 6 Agent - Historical
FullName SkillGrouphName Interval CallsHandled agdRingCalls  AbandonHoldCalls RedirectCalls TransferInCal
AGENT2, MOS (3517 DEFAULT 27310 10/1/2007 8:30:00 Ak 0 B Filter Report —- Web Page Dialog x|
AGENT2, MOS (3517 DEFAULT 27310 10412007 10:00:00 £ 0
Francis, Richard (43f DEFAULT 27310 | 10/1/2007 10:00:00 2 0 P A A R R ot e gt e
= Relative Range @ Explicit Range
Francis, Richard (435 EMEA_CK.CO_BED 10412007 8:30:00 Ak G From 102007 v| o od2007 v
Francis, Richard (435 EMEA_CK.CO_BED 10/1/2007 9:00:00 Ak 7
Francis, Richard (428 EMEA_CW.CO_BED 10/1/2007 2:30:00 At 2 |;DSL:AEY & only W'tr'n a ii;ur;a;:ﬂﬂmespan
: o N
Francis, Richard (435 EMEA_CK.CO_BED 10/1/2007 10:00:00 2 7
Francis, Richard (435 EMEA_CK.CO_BED 10412007 10:30:00 2 2 O Every Day & Only Certain Days
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Segmenting Data with Collections

1. The supervisor will only see the data in the collection
assigned to them
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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:
200 m— ° Charts

vy 2 Column, Pie, Line, etc

140- « Gauges

j§§ = Circular, Semi-Circular, Meter, Horizontal, Thermometer, etc

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

20

0 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

/. Connects directly to HDS, no Archiver



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




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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