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Center  E x p r ess 
I ntr odu ction
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AC D / C T I  
Intelligent Data Driven
R o u ting and  
S c reen P o p

R ep o rt i ng
R eal-T im e &  
H is to ric al

S elf  S erv i c e
A ny -T im e A c c es s
T o  Inf o rm atio n

V i rt u ali z at i o n
A ny  tim e,  any w h ere

H T M L  T ri g g ers
Integratio n to  W eb  C T  
and  o th er W eb  B as ed  
U s er Interf ac es

C all 
R ec o rdi ng
O n Dem and / w o rf lo w
Q u ality

IP Phone A g ent

S u p er v i s or  T ool s

Cisco Unified Contact Center Express 
CC appl ication,  A l l  I n O ne B O X

IV R  

S c r een Pop

R em ot e A g ent s

W eb  B a s edInt er a c t i ons A g ent  T ool s

D es k t op s

S t a f f i ng  T ool s
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Express

� A Contact-Ce nte r -i n-a-B ox
Inbound/Outbound Voice solution can fit on one box
F ully  integ r ated A C D ,  D esk top s,  C T I &  IVR
Integ r ated Outbound,  E m ail,  W eb/C h at,  Q uality  M anag em ent 
and W or k for ce M anag em ent op tions
R eal-T im e and H istor ical R ep or ting

� 1-3 0 0  ag e nt h i g h l y  av ai l ab l e  i nb ou nd  v oi ce  ( actu al  
d e p l oy m e nt s i z e  v ar i e s  d e p e nd i ng  on f e atu r e s  r e q u i r e d )

� Eas y  to u s e  CT I  w i th  CR M  and  3 rd p ar ty  ap p l i cati ons
� S u p p or ts  Ci s co U ni f i e d  Com m u ni cati ons  M anag e r  and  Com m u ni cati ons  M anag e r  Ex p r e s s
� F l e x i b l e  V i r tu al  Contact Ce nte r

A g ents and sup er v isor s can be located at any  site on a C isco 
IP  C om m unications W A N  or  on any  IS P  D S L  or  C able m odem  
connection at h om e

� T h r e e  p ack ag e s  f or  f l e x i b l e  p r i ce / p e r f or m ance  
op ti ons

C i s c o  C o nt ac t  C ent er  E x p r es s
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S el f -serv i c e W eb  a n d  
I V R  sy st em s d ri v e 
d o w n  t h e c o st s o f  
pro v i d i n g  c u st o m ers 
t h e i n f o rm a t i o n  t h ey  
a re l o o k i n g  f o r….

� Easy, cost-e f f e cti v e  C T I  sol u ti on
– S i g ni f i cant  s av i ng s  w h e n com p ar e d  to 

tr ad i ti onal  CT I  s ol u ti ons  
� H i g h  A v ai l ab i l i ty cl u ste r  ar ch i te ctu r e  

w i th  au tom ati c f ai l ov e r  f or  m i ssi on  
cr i ti cal  d e p l oym e n ts 

� I n te g r ate d SELF-SER V I C E
– Ex p r e s s  h as  a f u l l y  i nte g r ate d  s e l f  

s e r v i ce  com p one nt i n P r e m i u m
– O r d e r -of -m ag ni tu d e  cos t s av i ng s  ov e r  

ag e nt b as e d  contact m anag e m e nt
� C om p l e te , e n te r p r i se  w i d e  scal ab l e  

sol u ti on  w i th  C i sco U n i f i e d  C u stom e r  
I n te r acti on  N e tw or k

Field VisitField Visit

>  $ 5 0 0>  $ 5 0 0

C a ll C en terC a ll C en ter

>  $ 5>  $ 5

S elfS elf --S er v ic eS er v ic e

<  $ 1<  $ 1

E as y  t o  D ep l o y ,  E as y  t o  U s e
I nt egr at ed S el f  S er v i c e
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U ni f i ed C o nt ac t  C ent er  E x p r es s  O p t i o ns
1 . A C D

Simple groups; Conditional routing; custom variables
Sk ill/ Competency  groups; P riority  Q ueuing
P riority  ( data-driven)  routing w ith both  E nterprise D B M S and X M L  data sources
P remium templates and custom h istorical reporting

2 . D esk t o p
P remium Cisco A gent D esk top; E nh anced Cisco I P  P h one A gent
P remium A gent E -M ail
P remium B lended O utbound D ialer
E nh anced Cisco Supervisor D esk top w /  real-time reports
D esk top w ork f low s and custom action k ey s
O n demand and event driven recording ( agents and supervisors)

3 . C T I (D B M S  a n d  X M L  d a t a  s o u r c e s )
Simple screen pop of  A N I / D N I S,  customer entered data;
T h ird-party  application screen pop
J A V A  integration

4 . I V R (P r o m p t  &  C o l l e c t p l u s  a u t o m a t e d  I V R  S e l f  S e r v i c e  a p p l i c a t i o n s
Q ueue point,  custom messaging,  prompts,  collect ( D T M F )
D atabase integration; real-time notif ication; H T T P  T riggers ( invok e w ork f low  f rom w eb page)
V X M L  ( D T M F  &  A SR ) ,  O ptional A SR  and T T S

S tandar d
E nh anced
P r em iu m
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C C X  S er v er  ( S t a nd b y )

Reporting DB

E x pres s

Unified Contact Center Express 5 . 0 ( 1 )  
R eporting  A rch itectu re

S u p er v i s or D es k t op

H i s t or i c a l  R ep or t i ng  C l i ent

S y s t em  M oni t or i ng

• M onitor rea l -tim e a gent 
s ta tis tic s
• C oa c h / m a na ge a gents

• M onitor rea l -tim e 
s y s tem  a c tiv ities

• E v a l u a te c onta c t 
c enter perf orm a nc e
• P red ic t f u tu re trend s  
a nd  pl a n a c c ord ingl y

C C X  S er v er  ( Pr i m a r y )

Reporting DB

E x pres s
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U n i f i ed  C o n t a c t  C en t er 
Express

U n i f i ed  C o n t a c t  C en t er 
En t erpri se

S calability M axim um  3 0 0  ag ent p ositions,  3 2  
sup er v isor s

M axim um  of 8 0 0 0  ag ents or  
sup er v isor s

R edundancy H ig h  A v ailability ;  M ir r or ed w ar m  
standby  w ith  load balancing ;  
A utom atic failov er ;  N o H A  ov er  th e 
W A N

C ar r ier  class r eliability  w ith  
distr ibuted r edundancy

Vir tual 
C ontact 
C enter

Only  w ith  U C M  centr aliz ed 
dep loy m ent m odel ( sing le U C M  
cluster )

D istr ibuted U C M  dep loy m ent 
m odel ( m any  U C M  cluster s)

F eatur es F ew er ,  less p ow er ful featur es ( e. g .  
no p r edictiv e outbound,  no 
univ er sal q ueue)

M or e featur es w ith  g r eater  
sop h istication and dep th

A bility  to 
integ r ate 
C R M  and 
oth er  
ap p lications

S im p le,  low  cost k ey  str ok e 
em ulation w ith  any  M S  W indow s 
ap p lication;  H T T P  for  br ow ser  
based ap p lications;  S ock et L ev el 
P r otocol for  tig h t custom  
integ r ations w ith  C C X

P ow er ful C + + ,  J av a,  . N E T  
dev elop m ent k its to enable 
custom ag ent desk top s

C i s c o  U ni f i ed C o nt ac t  C ent er
E x p r es s  V s .  E nt er p r i s e
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A r ch itectu r e 
O v er v iew
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U ni f i ed C o nt ac t  C ent er  E x p r es s
w i t h  U ni f i ed C o m m u ni c at i o ns  M anager

Rou ter/ G W

Active Cisco Active Cisco 
U n if ied  CCX  U n if ied  CCX  
ser ver  ser ver  ( I n b o u n d,  ( I n b o u n d,  
O u tb o u n d A C D ,  I VR ,  C T I ,  O u tb o u n d A C D ,  I VR ,  C T I ,  
D esk to p  S er v ic es)D esk to p  S er v ic es)
( o p tio n a l)( o p tio n a l) S ta n d b y  S ta n d b y  
CCX  ser verCCX  ser ver

C U C M
C l u s ter

S u perv is or
S ta tions

A gent
S ta tions

S w itc h

P S T NP S T N

A V V I DA V V I D
W A NW A N

C is c o U nif ied  E I M / W I M   s erv er c l u s terC is c o U nif ied  E I M / W I M   s erv er c l u s ter
D ed i c a t ed  EIM  or  W IM  or  c om b i ned  EIM + W IM  D ed i c a t ed  EIM  or  W IM  or  c om b i ned  EIM + W IM  
c l u s t erc l u s t er

C is c o Q M  a nd / or W F M  s erv ersC is c o Q M  a nd / or W F M  s erv ers

N u a nc e or I BM  A S R a nd / or T T S  s erv ersN u a nc e or I BM  A S R a nd / or T T S  s erv ers
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U ni f i ed C o nt ac t  C ent er  E x p r es s
w i t h  C o m m u ni c at i o ns  M anager  E x p r es s

C M E

S u perv is or
S ta tions

A gent S ta tions  
( S C C P )

P S T NP S T N

S i p  t r u nk

IP c om m u ni c a t or

N u a nc e or I BM  A S R a nd / or T T S  s erv ersN u a nc e or I BM  A S R a nd / or T T S  s erv ers
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Unified Contact Center Express
M ax Capacities S u pport ( I nb ou nd O nl y  w ith  H A )

21 01 01 01 6H R  sessi o n s (o p e r a t i n g  
h r s ) 

3 23 23 23 26 4R ec o rd / m o n i t o r sessi o n s
1 081 01 53 2S u perv i so rs
1 5 01 5 01 5 01 5 01 5 0S k i l l s
5 02525251 5 0C o n t a c t  S erv i c e Q u eu es
254 04 04 080V X M L  P o rt s
254 04 04 01 6 0T T S  P o rt s
255 05 05 01 0 0A S R  P o rt s
5 07 51 0 01 5 03 0 0I V R  P o rt s
1 0 0 020 0 020 0 020 0 04 0 0 0B H C A
5 07 51 0 01 5 03 0 0A g en t s
7 8 xx7 8 1 67 8 2 57 8 3 57 8 4 5S erv er T y pe
C M EU n i f i ed  C C X  ( w i t h  C C M  7 .0 / 6 .1 )
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E-M a i l  a n d  W e b  
I n t e r a c t i o n  
M a n a g e r s

Express
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H o w  do es  C i s c o  U ni f i ed E -M ai l  
I nt er ac t i o n M anager  W o r k ?
W h e n  a cu stom e r  e m ai l  or  W e b  f or m  i n q u i r y i s r e ce i v e d , U n i f i e d  E-M ai l  I n te r acti on  M an ag e r :

1 . C an  se n d  an  ack n ow l e d g e m e n t w i th  an  e x p e cte d  r e sp on se  ti m e
2 . A n al yz e  th e  con te n t of  th e  e m ai l , an d  se n d  an  au to-r e sp on se  f r om  th e  k n ow l e d g e  b ase  
3 . R ou te  th e  e m ai l  to th e  b e st r e sou r ce  to h an d l e  i t
4 . S u g g e st ar ti cl e s f r om  th e  k n ow l e d g e  b ase  f or  th e  ag e n t to i n se r t i n to th e  r e sp on se
5 . P r ov i d e  te m p l ate s an d  m acr os to e n ab l e  q u i ck , con si ste n t r e sp on se s
6 . P r ov i d i n g  r e p or ti n g  to m on i tor  you r  con tact ce n te r
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E-M ail  I nteraction M anag er A g ent D esk top

K now l e d g e b as e
Cu s tom e r  
H i s tor y
Ex te r nal  L i nk s

Cisco Interaction Manager – A gent Consol e – Microsof t Internet E x p l orer

E-M a i l  a n d  W e b  
I n t e r a c t i o n  M a n a g e r  
s h a r e  c o m m o n  d e s k t o p
B o t h  r u n  i n  t h e  C i s c o  
A g e n t  D e s k t o p  
e m b e d d e d  b r o w s e r
V i s u a l  c u e s  f o r  
o v e r d u e  t a s k s
R e d  i f  a w a i t i n g  i n p u t
S u g g e s t e d  
R e s p o n s e s
B o o k m a r k s
S p e l l c h e c k
R i c h  H T M L  Ed i t i n g
K n o w l e d g e b a s e
C u s t o m e r  H i s t o r y
Ex t e r n a l  L i n k s
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H o w  do es  C i s c o  U ni f i ed W eb  I nt er ac t i o n 
M anager  W o r k ?
W h e n a cu s tom e r  r e q u e s ts  l i v e  h e l p  f r om  th e  w e b ,  U ni f i e d  W e b  I nte r acti on M anag e r  p r ov i d e s  te x t ch at al ong  w i th  w e b  p ag e  s h ar i ng

1. I nf or m ati on m ay  b e  e as i l y  g ath e r e d  on w e b  s i te
R e d u c e  h a n d l e  t i m e  s p e n t  g e t t i n g  i n f o r m a t i o n
U s e  t o  e n s u r e  c o r r e c t  r o u t i n g
P r e s e n t  t o  t h e  a g e n t  

2 . O nce  conne cte d ,  ag e nt and  cu s tom e r  can s h ar e  w e b  p ag e s  w h i l e  d i s cu s s i ng  i s s u e  v i a te x t ch at
A n s w e r  q u e s t i o n  f a s t e r
En c o u r a g e  s e l f -s e r v i c e  b y  t e a c h i n g / h e l p i n g  c u s t o m e r  t o  u s e  w e b  s i t e

3 . I nte g r ate d  K now l e d g e  b as e  al l ow s  ag e nts  to r e s p ond  q u i ck l y .  Cons i s te nt r e s p ons e ,  r e g ar d l e s s  of  w h i ch  ag e nt h and l e d  tas k .
4 . Ag e nt m ay  w or k  on m u l ti p l e  ch at s e s s i ons  at th e  s am e  ti m e .
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W eb  I nteraction M ang er A g ent D esk top
E-M a i l  a n d  W e b  
I n t e r a c t i o n  M a n a g e r  
s h a r e  c o m m o n  d e s k t o p
B o t h  r u n  i n  t h e  C i s c o  
A g e n t  D e s k t o p  
e m b e d d e d  b r o w s e r
M u l t i p l e  
s i m u l t a n e o u s  c h a t  
s e s s i o n s
R e d  i f  a w a i t i n g  i n p u t

F r e q u e n t l y -u s e d  
r e s p o n s e s
S p e l l  C h e c k

Cisco Interaction Manager – A gent Consol e – Microsof t Internet E x p l orer

P u s h  w e b  p a g e s
K n o w l e d g e b a s e
C u s t o m e r  H i s t o r y
Ex t e r n a l  L i n k s
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W o r k f o r c e  a n d  
Q u a l i t y  M a n a g e m e n t
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I f  L as t  W eek ’s  S c h edu l e L o o k s  L i k e T h i s  

You Just Might Need Workforce Management
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I f Y ou r A g ents O ften A nsw er Cal l s L ik e T h is 

You Just Might Need Q ual ity  Management
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W ork force M anag em ent:  
P rov ide Consistent Cu stom er S erv ice L ev el s

� Cu s tom e r  s ati s f acti on i s  d i r e ctl y  ti e d  to v ar i ab i l i ty  of  q u e u i ng ti m e
� I ns u r e  ap p r op r i ate  ag e nt s taf f i ng  to m atch  th e  contact v ol u m e  and  
s k i l l s  r e q u i r e d

� T oo f e w  ag e nts  
–H o l d  t i m e  r i s e s ,  c u s t o m e r s  f r u s t r a t e d ,  h a n g  u p
–C u s t o m e r  l e s s  r e c e p t i v e  t o  r e v e n u e  g e n e r a t i o n  p r o g r a m s
–a n d  s e r v i c e  l e v e l s  d r o p  b e l o w  c o r p o r a t e  g o a l s

� T oo m any  ag e nts  
–I n c r e a s e s  s t a f f i n g  c o s t s
–L o w e r s  c o n t a c t  q u a l i t y  a n d  a g e n t  s a t i s f a c t i o n
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P r es ent i ng W o r k f o r c e M anagem ent

� S op h i s ti cate d  contact f or e cas ti ng  tool s  com b i ni ng  th e  ar t and  
s ci e nce  of  p r e d i cti ng  contact v ol u m e  and  d i s tr i b u ti on

� W or k f or ce  s ch e d u l i ng  to m e e t s e r v i ce  g oal s  w i th  th e  cons tr ai nts  of  
y ou r  w or k f or ce ’s  s k i l l s  and  av ai l ab i l i ty

� Ag e nt and  s u p e r v i s or  i nte r f ace s  p r ov i d i ng  i ntr ad ay  i nf or m ati on 
and  p r oacti v e  tool s

� Ad ap ts  to m u l ti p l e  w or k  g r ou p s  w i th  d i f f e r e nt 
l ocati ons ,  u nd e r  d i f f e r e nt r u l e s  and  i n v ar i ou s  
ti m e  z one s

� Accom m od ate s  oth e r  tas k s  l i k e  m u l ti  m e d i a 
contacts ,  tr ai ni ng ,  g r ou p  m e e ti ng s ,  e tce te r a

� I nte g r ate d  w i th  Ci s co U ni f i e d  Contact Ce nte r
� P ar t of  Ci s co’s  f am i l y  of  cu s tom e r  contact s ol u ti ons
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Q u al ity  M anag em ent:  
B u sinesses N eed to M onitor Cu stom er Contacts
� I ns u r e  cons i s te nt h i g h  q u al i ty  cu s tom e r  contacts

–C o n t i n u o u s l y  m o n i t o r  a g e n t  s k i l l s  – 7 x 24
–I d e n t i f y  t r a i n i n g  n e e d s  a n d  e f f e c t i v e n e s s
–A c r o s s  t o d a y ’s  v i r t u a l  c a l l  c e n t e r s  - m a i n  c o n t a c t  c e n t e r ,  b r a n c h  
o f f i c e s ,  r e t a i l  l o c a t i o n s ,  h o m e  a g e n t s

� Enab l e  al l  cu s tom e r  contacts  to b e  r e v i e w e d  i ns tantl y  f or  d i s p u te  
r e s ol u ti on and  to m e e t r e g u l ator y  r e q u i r e m e nts

–R e c o r d  u p  t o  1 0 0 %  o f  c u s t o m e r  i n t e r a c t i o n s
–R a p i d  a r c h i v a l  s e a r c h  a n d  r e t r i e v a l  f r o m  a n y w h e r e
–S e c u r e ,  a u t h e n t i c a t e d ,  d o m a i n  r e s t r i c t e d  a c c e s s
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P r es ent i ng Q u al i t y  M anagem ent

� U ni q u e  i nte r acti v e  e d g e  r e cor d i ng  ar ch i te ctu r e
–S o f t w a r e  s e r v i c e  c a p t u r e s  d i g i t a l  v o i c e

� I ntu i ti v e ,  r ol e  s p e ci f i c,  u s e r  i nte r f ace
� S i m p l e  w or k f l ow  b as e d  r e cor d i ng  ad m i ni s tr ati on
� F u l l y  cu s tom i z ab l e  e v al u ati on cr i te r i a
� U ni f i e d  u s e r  ad m i ni s tr ati on w i th  Ci s co U ni f i e d  
Contact Ce nte r

� I m p r ov e s  th e  e f f e cti v e ne s s  and  p r od u cti v i ty  of  y ou r  
contact ce nte r

� P ar t of  a com p r e h e ns i v e  cu s tom e r  contact 
ap p l i cati on s u i te
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H ow  D oes I nteractiv e Edg e R ecording  W ork ?  
M a i n C ont a c t  C ent er

B r a nc h O f f i c e

R em ot e w or k er sR ec or d  
S er v er

R ec or d  
S er v er

R ec or d  
S er v er Q u a l ity  M a na gem ent 

C entra l iz ed  S erv ic es
U s er  i nt er f a c e,  d a t a b a s e,  
c ont a c t  m a na g em ent ,  

ev ent  f i l t er i ng

Cisco Unified
Cont a ct  Cent er  

( ACD / I V R )
Cisco UnifiedCisco Unified
Cont a ct  Cent er  Cont a ct  Cent er  

( ACD / I V R )( ACD / I V R )

Cisco Ca l l  M a na g erCisco Ca l l  M a na g erCisco Ca l l  M a na g er
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U C C X  7 . 0  N e w
F e a t u r e s
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Unified Contact Center Express 7 . 0  P rem iu m
CCX 5.0 Premium (inbound voice only)

N ew  CU PS  I nt eg ra t ion
CCX 5.0 Preview  B lended O ut bound

N ew  s imp lif ied A g ent  E -M a il
N ew  D es k t op  f ea t ures

N ew  CA D  B row s er E dit ion
CCX 7 .0 Premium D es k t op

A ddit iona l Cos t  O p t ions :
W F O :  Q u al i ty, A d v an ce d  Q u al i ty &  W or k f or ce  M an ag e r s
C I M :  E-M ai l  an d  W e b  I n te r acti on  M an ag e r s

S a me Price!
M ore V a lue!

N ewN ew
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O v er v i ew  and V er s i o n C o m p at i b i l i t y
� C C X  7 . 0  i s th e  su cce ssor  to C C X  5 . 0 .
� R u n s on  W i n d ow s 2 0 0 3 .
� F i r st C u stom e r  S h i p  i n  A u g  2 0 0 8
� S u p p or ts u p g r ad e  f r om  C C X  4 . 5 , 5 . 0 ( 1 ) , 5 . 0 ( 2 ) .
� U n i f i e d  C M  6 . 1 , C M  7 . 0
� C M E 7 . 0
� U C C E /  I C M E V e r si on  7 . 2 , 7 . 5
� C S A  ->  V e r si on  5 . x  or  l ate r
� C i scoW or k s C am p u s M g r  4 . X
� C U O M  2 . X
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C i s c o  Agent  D es k t o p  C o r e C ap ab i l i t i es

All w o rk t o g et h er i n f u lly -p ac kag ed and c o nf i g u rab le c o m p o si t e ap p li c at i o n.
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Unified Contact Center Express B l ended P rev iew  
O u tb ou nd 
1 . P r o a c t i v e  c o m m u n i c a t i o n s  f o r  
P r e v i e w  D i a l e r  b a s e d  
C a m p a i g n s

2. M e r g e s  i n b o u n d  a n d  
o u t b o u n d  b l e n d i n g  f o r  c o n t a c t  
c e n t e r s

I n t e g r a t e d  c o m p o n e n t  o f  
C i s c o  A g e n t  D e s k t o p

3 . S u p p o r t  f o r  n e w  F C C / F T C ,  
S t a t e  a n d  F e d e r a l  R e g u l a t o r y  
r e q u i r e m e n t s

� Ea s y  t o  u s e  s t a n d a r d s -b a s e d  t o o l s  t o  m a n a g e  c o n t a c t  l i s t s  
a n d  i m p r o v e  c o n t a c t  c e n t e r  p r o d u c t i v i t y

� S k i l l  g r o u p s  r u n  d e d i c a t e d  o r  b l e n d e d
� S c r e e n  P o p  v i a  C A D  t a s k  b u t t o n s
� En s u r e s  a g e n t  a v a i l a b l e  p r i o r  t o  p l a c i n g  t h e  c a l l
� A g e n t  b u t t o n s  t o  a c c e p t ,  s k i p ,  r e j e c t  t h e  p r e v i e w e d  c a l l
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1 . A g e n t S tate  C on tr ol
2 . C al l e r  D ata
3 . Q u e u e  S tati sti cs
4 . H ot S e ati n g  v i a 
Ex te n si on  M ob i l i ty

5 . W or k  W r ap -U p  C od e s* #
6 . A g e n t I n i ti ate d  
R e cor d i n g *  

��������
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C i s c o  I P  P h o ne Agent

*  E nh anced and P remium only
#  E x press releases 5 . 0  and 7 . 0  only

P ow erf u l  F ea tu res  
I nd epend ent of  

a  P C
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C i s c o  Agent  D es k t o p
B r o w s er  E di t i o n

1 . B r ow se r  Ed i ti on  cl i e n t 
can  op e r ate  on  
W i n d ow s an d  L i n u x  
op e r ati n g  syste m s
– F i r e f ox  and  I nte r ne t 
Ex p l or e r

2 . S u p p or t R e ason  /  
W r ap -U p  C od e s

3 . C oor d i n ate d  scr e e n s 
p op s v i a h ttp  i n to 
e x te r n al  b r ow se r

Z er o F ootp r in t
on  th e P C

N ewN ew
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Agent  E -M ai l
� I ncl u d e d  i n P r e m i u m
� Entr y -l e v e l  e m ai l  s ol u ti on
� Ad d r e s s e s  m ar k e t th at ne e d  

contact-ce nte r  e m ai l  m anag e m e nt 
b u t d oe s  not r e q u i r e  an e x te ns i v e  
s e t of  f e atu r e s

� S u p p or t M S  Ex ch ang e  2 0 0 3 / 2 0 0 7
� P r ov i d e s  e m ai l  d i s tr i b u ti on,  q u e u i ng ,  

m anag e m e nt,  r e p or ti ng
� I nte g r ate d  w i th  CAD ,  CS D  and  CD A
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Agent  E -M ai l
1. P r ov i d e s  a cor e  
f e atu r e  s e t f or  
m anag i ng  contact 
ce nte r  e -m ai l s

2 . D i s tr i b u te s  e -m ai l s  
to ag e nts

3 . S e nd s  r e s p ons e s  
f r om  th e  contact 
ce nte r  to th e  
cu s tom e r s

4 . R e p or ts  on e -m ai l  
acti v i ty .

V oice a n d  E -M a il  Con ta ct L ist

S en d er ’s T ex t
T em p l a tes,  S p el l in g ,  
a n d  Atta ch m en ts

Ag en ts R esp on se
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Agent  E -M ai l
V oice A CD  a nd E -M a il S t a t es

Ag en t E -M a il  S ta tesACD  S ta tes

1. Ag e nts  m i x  and  m atch  v oi ce  and  e -m ai l  s tate s  as  d e s i r e d
2 . I f  v oi ce  s tate  i s  “R e ad y , ” th e n e -m ai l  p r oce s s i ng  can b e  
i nte r r u p te d  b y  an ACD  v oi ce  cal l  
D e s k top  f ocu s  au tom ati cal l y  ch ang e s  to v oi ce  d i s p l ay
CAD  au to s av e s  e -M ai l  to “d r af t” and  p l ace s  ag e nt i n Ag e nt E-
M ai l  “N ot R e ad y ” s tate

3 . Ag e nt can r e s u m e  E-M ai l  p r oce s s i ng  at any  ti m e  
4 . CAD  accu r ate l y  tr ack s  ag e nts ’ s tate
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Agent  E -M ai l
Proces s ing  E -M a il

R eceive

R esp on d

R eview

1 . A g e n ts can :
R ec ei v e one  or  m u l ti p l e  e -m ai l  contacts

R ev i ew e ach  e -m ai l ’s  conte nt and  attach m e nts

R esp o nd w i th  a com b i nati on of  te m p l ate s  and  com p os e d  m ate r i al .
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Agent  E -M ai l
R eview ing  E -M a il

S en d ,  S a ve,  or  P l a ce in  Q u eu e

S en d er ’s T ex t

1. T h e  E-M ai l  conte nt ap p e ar s  i n H T M L
2 . T h e  ag e nt can tr ans f e r  to a m or e  ap p r op r i ate  q u e u e  or  tr ans f e r  b ack  to th e  e x i s ti ng  q u e u e .
3 . E-m ai l ’s  attach m e nts  ar e  e as i l y  acce s s i b l e

S en d er ’s Atta ch m en ts
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Agent  E -M ai l
Comp os ing  E -M a il R es p ons e

Ch eck  S p el l in g

Atta ch  F il es

U se T em p l a tes

1. Cu s tom e r  d e f i ne d  te m p l ate s  can b e  i ns e r te d  th r ou g h ou t th e  r e s p ons e
2 . Ag e nts  s e e  and  cor r e ct m i s s p e l l i ng s  w h i l e  ty p i ng  te x t*
3 . Ag e nts  can attach  m u l ti p l e  f i l e s  as  ne ce s s ar y  

*Single Byte Languages only
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Agent  E -M ai l
A g ent  E -M a il R ep ort s

1. R e al  T i m e  D i s p l ay s  u p d ate d  to i ncl u d e  E-M ai l  m e tr i cs
Cu r r e nt Q u e u e  total s
E-M ai l  S tate  L og
D e tai l e d  l og  of  E-M ai l  acti v i ty
S u m m ar y  of  E-M ai l  acti v i ty
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� N e w  I nte g r ate d  E-M ai l  R e al  T i m e  R e p or ts
E-M ai l  CS Q  – T e am  S u m m ar y  /  S u m m ar y  
( d i s p l ay s  e -m ai l s  v ol u m e  b y  q u e u e )

E-M ai l  CS Q  – D e tai l  
( d i s p l ay s  ag e nt-b y -ag e nt b r e ak d ow n of  e -m ai l s  v ol u m e  b y  q u e u e )

C oor d i na t ed  d el i v er y  of  S u m m a r y  a nd  
D et a i l  R ea l  T i m e R ep or t s

N a v i g a t e E-M a i l  C S Q s

Agent  E -M ai l
Cis co S up ervis or D es k t op
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� Enh ance d  and  N e w  R e p or ts  p r ov i d e  
S u p e r v i s or  v i s i b i l i ty  to ag e nt’s  E-M ai l  acti v i ty
A g e n t  - T e a m  S u m m a r y  

( total e-m ails p r esented and r esp onded to by  th e 
team )

A g e n t  - T e a m  S t a t e
( ag ent by  ag ent e-m ail state for  th e team )

A g e n t  – A g e n t  v s .  T e a m  S u m m a r y  ( includes e-
m ail statistics for  ag ent and team )

A g e n t  C o n t a c t  – E-M a i l  
( N ew  R ep or t th at disp lay s h eader  infor m ation of 
dr aft and p r ocessed ag ent e-m ails. )

A g e n t  L o g s  – S t a t e  
( includes ag ent' s e-m ail states com m ing led w ith  
v oice states. )

A g e n t  L o g s  – E-M a i l  
( N ew  R ep or t th at disp lay s a r ecor d of th e e-m ails 
th at th e ag ent r etr iev ed)

Agent  E -M ai l
V iew  A g ent  A ct ivit y on CS D

A g ent  E-M a i l  a c t i v i t y  p er  
c ont a c t
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P S T N

A g en t S u p er v iso r

C u sto m er

L A N

M S  E x c h a n g e 
2 0 0 3  /  2 0 0 7 ) C isc o  C C X

A g en t E -M a il
E n ter p r ise
W eb  S er v er

Agent  E -M ai l  
A rch it ect ure

C u s t om er  s end s  E-M a i l  t o  
A g ent

E-M a i l  ent er s  M a i l  
s t or e

A g ent  E-M a i l  S er v i c e 
m oni t or s  M a i l  S t or e

A g ent  E-M a i l  i ns er t s  
r ec or d  f or  a p p r op r i a t e E-

M a i l  C S Q

A g ent  E-M a i l  s ees  A g ent  
s t a t e a nd  d el i v er s  t o C A D .
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P r es enc e I nt egr at i o n
� C A D  i s i n te g r ate d  w i th  C i sco 

U n i f i e d  P r e se n ce  ( C U P )
� I n cl u d e d  i n  al l  p ack ag e s
� A l l ow s ag e n ts to ch at w i th  

su b j e ct m atte r  e x p e r ts ( S M Es)
� F aci l i tate s tr an sf e r  an d  

con f e r e n ce  to S M Es
� F aci l i tate s tr an sf e r  of  e n te r p r i se  

d ata
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CUP  I nteg ration
T yp ica l U s e-Ca s e S cena rio

A

C u sto m er

A g en t

P S T N

C ha t
E x p er t

C U PS

C u s t om er  p l a c es  c a l l  t o 1 -
8 0 0 -H el p  a nd  g et s  A g ent

C C X  r ou t es  C u s t om er ’s  
c a l l  t o A g ent

C U PS  i nd i c a t es  a n Ex p er t  i s  a v a i l a b l e t o 
hel p  A g ent  w i t h C u s t om er ’s  q u es t i on

A g ent  need s  a n ex p er t ’s  a s s i s t a nc e.   
U s es  C i s c o A g ent  D es k t op ’s  C ha t  t o 

f i nd  Ex p er t

A g ent  a nd  Ex p er t  C ha t .   T he A g ent  
c a n a l s o t r a ns f er ,  c onf er enc e a nd  
d el i v er  c a l l  i nf or m a t i on t o t he S M E.
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C U P  I nt egr at i o n
Communica t ing  w it h  S ubj ect  M a t t er E x p ert s

1. Ag e nts  and  S u p e r v i s or s  s e e  
“S u b j e ct M atte r  Ex p e r ts ” ( S M Es )  
w h o u s e  Ci s co U ni f i e d  P r e s e nce  
Com m u ni cator  ( CU P C) .  

2 . Ag e nts  can i ni ti ate  ch at s e s s i ons  
w i th  S M Es  

3 . Ad m i ni s tr ator s  contr ol  v i s i b i l i ty  of  
contacts

4 . P r e s e nce  s e l e cti on w i nd ow  i s  
i nd e p e nd e nt and  u p d ate d  w i th  
th e  l ate s t Ag e nt CT I  s tate  and  
S M E P r e s e nce  S tate .

Ind ep end ent  Pr es enc e 
W i nd ow

D el i v er  C a l l  a nd  
Ent er p r i s e D a t a

T r a ns f er  /  C onf er enc e
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Cisco Contact Center Express …
A  Com pl ete S ol u tion for A L L  Contact Center N eeds

� V o i c e:  b oth  i nb ou nd  and  ou tb ou nd  v oi ce
� Ag ent  E m ai l :  Entr y  L e v e l  e m ai l  s ol u ti on  

( P r e m i u m  op ti on)
� P resenc e:  Al l ow s  ag e nts  to e as l y f i nd  

Ex p e r ts .  F aci l i tate s  ch at,  conf e r e nce  
and  tr ans f e r  to S M Es

� E m ai l and W eb :  Com p r e h e ns i v e  e m ai l  
and  w e b  col l ab or ati on ( P r e m i u m  op ti on)

� T h ree p ac kag es to f i t y ou r  ne e d s  tod ay  
and  to p r ov i d e  g r ow th  f or  tom or r ow

� S u p p or t f or  Ci s co U ni f i e d  
Com m u ni cati ons  M anag e r and  
Com m u ni cati ons  M anag e r  Ex p r e s s
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