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Cisco Unified Contact Center Express
CC application, All In One BOX

Self-Service

Reporting




Cisco Contact Center Express

= A Contact-Center-in-a-Box
Inbound/Outbound Voice solution can fit on one box
Fully integrated ACD, Desktops, CTI & IVR

Integrated Outbound, Email, Web/Chat, Quality Management
and Workforce Management options

Real-Time and Historical Reporting
= 1-300 agent highly available inbound voice (actual

deployment size varies depending on features
required)

= Easy to use CTIl with CRM and 3" party applications

= Supports Cisco Unified Communications Manager
and Communications Manager Express

= Flexible Virtual Contact Center

Agents and supervisors can be located at any site on a Cisco

IP Communications WAN or on any ISP DSL or Cable modem
connection at home

= Three packages for flexible price/performance
options




Easy to Deploy, Easy to Use
Integrated Self Service

Self-service Web and = Easy, cost-effective CTI solution

IVR systems drive o _

down the costs of — Significant savings when compared to

providing customers traditional CTI solutions

the information they : : - :

are looking for.... = High Availability cluster architecture
with automatic failover for mission

> $500 critical deployments

* Integrated SELF-SERVICE

— Express has a fully integrated self
service component in Premium

— Order-of-magnitude cost savings over
agent based contact management

= Complete, enterprise wide scalable
Field Visit  Call Center  Self-Service solution with Cisco Unified Customer
Interaction Network
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Unified Contact Center Express Options
1. ACD

Simple groups; Conditional routing; custom variables

Skill/Competency groups; Priority Queuing

Priority (data-driven) routing with both Enterprise DBMS and XML data sources
Premium templates and custom historical reporting

2. Desktop

Premium Cisco Agent Desktop; Enhanced Cisco IP Phone Agent
Premium Agent E-Mail

Premium Blended Outbound Dialer Standard
Enhanced Cisco Supervisor Desktop w/ real-time reports

Desktop workflows and custom action keys E n hanced
On demand and event driven recording (agents and supervisors) Premium

3. CTI DBMS and XML data sources

Simple screen pop of ANI/DNIS, customer entered data;
Third-party application screen pop
JAVA integration
4. IVR Prompt & Collect plus automated IVR Self Service applications
Queue point, custom messaging, prompts, collect (DTMF)

Database integration; real-time notification; HTTP Triggers (invoke workflow from web page)
VXML (DTMF & ASR), Optional ASR and TTS




Unified Contact Center Express 5.0(1)
Reporting Architecture

S , r— E;;-E{ * Monitor real-time agent
CCX Server (Standby) | — . statistics
: == & * Coach/manage agents

__________________

22l cCX Server (Primary)

* Monitor real-time
system activities

_mu.

Cisco Unlfled 7
Contact Center

\h'EZpress 4 R

System Monitoring

» Evaluate contact
center performance

* Predict future trends
Historical Reporting Client and plan accordingly




Cisco Unified Contact Center
Express Vs. Enterprise

Unified Contact Center Unified Contact Center
Express Enterprise

Scalability Maximum 300 agent positions, 32 | Maximum of 8000 agents or
supervisors supervisors

Redundancy | High Availability; Mirrored warm Carrier class reliability with
standby with load balancing; distributed redundancy
Automatic failover; No HA over the
WAN

Virtual Only with UCM centralized Distributed UCM deployment

Contact deployment model (single UCM model (many UCM clusters)

Center cluster)

Features Fewer, less powerful features (e.g. | More features with greater
no predictive outbound, no sophistication and depth
universal queue)

Ability to Simple, low cost key stroke Powerful C++, Java, .NET

integrate emulation with any MS Windows development kits to enable

CRM and application; HTTP for browser custom agent desktops

other based applications; Socket Level

applications Protocol for tight custom
integrations with CCX




Architecture

Overview




Unified Contact Center Express
with Unified Communications Manager

Active Cisco
Unified CCX

server (inbound,
Outbound ACD, IVR, CTI, PSTN
Desktop Services)

(optional) Standby
CCX server

AVVID
WAN

Cisco Unified EIM/WIM server cluster
Dedicated EIM or WIM or combined EIM+WIM
cluster

Supervisor
Stations

Cisco QM and/or WFM servers

="!.
cucMm E E LE Nuance or IBM ASR and/or TTS servers
Cluster i%%éz_!




Unified Contact Center Express
with Communications Manager Express

Unified

. *
ontact Center
=Express
T[]l B

Sip trunk gﬁﬁ

Agent Stations :
(SCCP)

Ll.

Nuance or IBM ASR and/or TTS servers
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lw'mmllllﬂlllll‘llll :

ul

B

Supervisor El
Stations >

IP communicator



Unified Contact Center Express
Max Capacities Support (Inbound Only with HA)

Unified CCX (with CCM 7.0/6.1) CME
Server Type 7845 7835 7825 7816 78xx
Agents
BHCA
IVR Ports
ASR Ports
TTS Ports
VXML Ports
Contact Service Queues
Skills

Supervisors

Record/monitor sessions

HR sessions (operating
hrs)




E-Mail and Web

Interaction
Managers




How does Cisco Unified E-Mail
Interaction Manager Work?

When a customer email or Web form inquiry is received,
Unified E-Mall Interaction Manager:

1. Can send an acknowledgement with an expected
response time

2. Analyze the content of the email, and send an auto-
response from the knowledge base

3. Route the email to the best resource to handle it

4. Suggest articles from the knowledge base for the agent
to insert into the response

9. Provide templates and macros to enable quick,
consistent responses

6. Providing reporting to monitor your contact center



e
E-Mail Interaction Manager Agent Desktop

¢ Reserved - Cisco Agent Desktop

HOAEINAIBCHEECOOOD

=Lnavailable s

Called# | Alertings

5401

Original Calling#

<Linavailable:

Original Callad#

0 00: 35

Curation

iSRG,

EEX
FET

| Data
Layout OoDefault
BAStatus 6]
BaaccountMumber 10

|2

Device

a0t
Q

BaBuddyMarme Mickey10,Mouse

BACarmpaign Mike &
BaDialedListID 133
EAResponse
BATlmeZone

= My Work
= Activiies
= My Activities
= Current (1)
Completed
My Searches
Ity Folders
& Cazes

” Information: Activity Body

0 Zz-8 k&

E.t;. SHreifos D,

Stratos Davlos

Depart.. GiEUe nsme
gl Aliart Procucts
g Aliart Prociucts
= Products
g Aliart Products
I Aliant Products

‘|

| Type.
Agent

| Description
Ewert David
Total

3 Cisco Interaction Manager — Agent Console — Microsoft Internet Explorer

- Dl & e
EaRrZ-EeT PR

Activity DA Subject

4632
4633

arder

orcler

4654
12186

test

RE: details about the imove 3400 plan

| Duration
00:00:36
00:00:36

Crested on

22802006 10:53:14 PM
212652006 10:55:14 PM
SIGF2006 1005356 A
492006 9:32:35 PM

|

From: stratos davios@egain.com

@' To: eseryTiestG2i@ems00600 eqain.net
Ce:

ﬁ Subject: Order #1234568

@’ Please advice on shipping dates and tracking number

Vice President, Professional Services

S D B E) 255

Contact poirt

available: Yes

Auneja@eGain.com

sjunejai@eGain.com

stratos davios@egain. ..

ajunejaiieGain.com

Due on

41902006 900 2?

E-Mail and Web
Interaction Manager
share common desktop

Both run in the Cisco
Agent Desktop
embedded browser

Visual cues for
overdue tasks

Red if awaiting input

Suggested
Responses

Bookmarks
Spellcheck
Rich HTML Editing

Fax: +1707 781 9570

2
E Tel: +1 707778 3000
b

Ranked 31 far af

Email: stratos. davlos@egain com

Wail:725 East Washington Street, 3te # 204

Petaluma CA 04052 USA

Web: http/forew e gain com/

ire hoF & Savhald Groun

|User name: pa_at

|Language: English

From: [Criginating Ertry Point - eservTtestE2@ems00600 egain net] :]
To: stratos.davlosi@egain.com J
Subject Re: Order #1234566
= .&»ll‘&f?llf)(’ _
1-A-A-BIUGREZE=Z=====@
”~
Dear Stratos Davlos,
Thank you for your email.
P Smcerely,
- Fred Srmith bt
Ready | Open activities: 7 |Open cases: 12

=T B

=1

3

P

Knowledgebase
Customer History
External Links




How does Cisco Unified Web Interaction
Manager Work?

When a customer requests live help from the web, Unified Web
Inhter_action Manager provides text chat along with web page
sharing

1. Information may be easily gathered on web site
Reduce handle time spent getting information
Use to ensure correct routing

Present to the agent

2. Once connected, agent and customer can share web pages while
discussing issue via text chat

Answer question faster
Encourage self-service by teaching/helping customer to use web site

3. Integrated Knowledge base allows agents to reSﬁond quicklyﬁ.
Consistent response, regardless of which agent handled task.

4. Agent may work on multiple chat sessions at the same time.



Web Interaction Manger Agent Desktop

£ Mol Reaty - Cisco Agent Desklop
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Yo B Seinemd S Hehwcg?, yual recas ar kel recrmerdaie [n s precc s end wieosahe ca
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- B G 2R ) meefe

Customer ... Activity du... Time since .. Chat skatus

2

11:12 0301 | Customer exit...

Chat

L
Tirm: Hi, JZ, What can I do

JC: T lost ey password, can u kell me what it is?

T - -0 W LE @S A

Sure, what is the strest vou grew up on?

_serd |

R s o L, Exglek e A ] e e |
—_— Cuskomer is byping a message,
Ll o b
Idzer name; etech_da Language: English Ready ||O|:|en activities: 12, 0 Open cases: 9

E-Mail and Web
Interaction Manager
share common desktop

Both run in the Cisco
Agent Desktop
embedded browser

Multiple
simultaneous chat
sessions

Red if awaiting input

Push web pages
Knowledgebase
Customer History
External Links

Frequently-used
responses

Spell Check




Workforce and

Quality Management




If Last Week’s Schedule Looks Like This

an ADNEOD 1{’.5‘-%‘"\— '

[\

HMarie=dohnson-

c— B

Nicholi Supressia

6:00AM -1 "\ 27

o~ e — OPM

; Name Monday N\ s&ﬁl'uesday T Wednesday
Adam Wong XXX 9:00 AM - 3:00 PM 12:00 PM - 6:00 PM
Amber Koening 9:00AM-3:00PM | 9:00AM-3:00PM | 9:00 AM - £58 PM °1
Berta Alvarez N P2 S T fradniife 12:00 PM - 6:00 PM
Brianna Marsole 200 PM=6:00PM | O:00-AM=3:06-PM | o
Caterina Gorzekova 9:00 AM - 3:00 PM 12:00 PM - 6:00 PM 6 00 AM-12:00P
Darren Thomas OB oM -ZB6RR | 6:00 AM - 12:00 PM £:86 AM - 3:60 PK%
DeWayne Jackson 12:00 PM - 6:0n ™"~ . 12:00 PM 100 F’M
Ismerelda Sanchez | 9:00A Lfo' """ “300pMm : ‘3»
Ivonne Baez | ;L, " 3:00 PM :

Jennifer Harris-Lee | 6:00AM . ,..#=~ “" | ,n"" 300 PM | 6:00 AM - 12:00 PM
Juan Rodriguez 900 AM .1 i 00PM | 12:00 PM - 6:00 PM |

6:00 AM - 12:00 PM

Rosario Valdez i vt e eaiiazag tratwraa
Terisita Banderado 9:00 AM - 3:00 PM XXX XXX
ND viave Hinte OfF : -
pequeests e Mon. C 5&' )
{,,.. _,_l\\;,f
|

You Just Might Need Workforce Management



If Your Agents Often Answer Calls Like This

You Just Might Need Qua/iemem‘



Workforce Management:
Provide Consistent Customer Service Levels

Customer satisfaction is directly tied to variability of queuing time

Insure appropriate agent staffing to match the contact volume and
skills required

Too few agents
—Hold time rises, customers frustrated, hang up
—Customer less receptive to revenue generation programs

—and service levels drop below corporate goals

Too many agents
—Increases staffing costs
—Lowers contact quality and agent satisfaction



Presenting Workforce Management

= Sophisticated contact forecasting tools combining the art and
science of predicting contact volume and distribution

= Workforce scheduling to meet service goals with the constraints of
your workforce’s skills and availability

= Agent and supervisor interfaces providing intraday information
and proactive tools

= Adapts to multiple work groups with different
locations, under different rules and in various
time zones

= Accommodates other tasks like multi media
contacts, training, group meetings, etcetera

= Integrated with Cisco Unified Contact Center

= Part of Cisco’s family of customer contact
solutions




Quality Management:
Businesses Need to Monitor Customer Contacts

» |nsure consistent high quality customer contacts
—Continuously monitor agent skills — 7x24
—Identify training needs and effectiveness

—Across today’s virtual call centers - main contact center, branch
offices, retail locations, home agents

= Enable all customer contacts to be reviewed instantly for dispute
resolution and to meet regulatory requirements

—Record up to 100% of customer interactions
—Rapid archival search and retrieval from anywhere

—Secure, authenticated, domain restricted access



..
Presenting Quality Management

» Unique interactive edge recording architecture

—Software service captures digital voice
» Intuitive, role specific, user interface
» Simple workflow based recording administration
* Fully customizable evaluation criteria

= Unified user administration with Cisco Unified
Contact Center

* Improves the effectiveness and productivity of your
contact center

= Part of a comprehensive customer contact
application suite




How Does Interactive Edge Recording Work?

“Record
Server

Main Contact Center

: Quality Management
Centralized Services

User interface, database,
contact management,
event filtering

it

. -~
“Record IE‘I___.

Cisco Call Manager

Al

Cisco Unified
Contact Center
(ACDIIVR)




UCCX 7.0 New

Features




New

Unified Contact Center Express 7.0 Premium
CCX 5.0 Premium (inbound voice only)

==  CCX 5.0 Preview Blended Outbound

Same Price! New CUPS Integration

New simplified Agent E-Mail

More Value!

New Desktop features

New CAD Browser Edition

| 444

CCX 7.0 Premium Desktop

Additional Cost Options:
WFO: Quality, Advanced Quality & Workforce Managers
CIM : E-Mail and Web Interaction Managers



Overview and Version Compatibility

= CCX7.0is the successorto CCX 5.0.

= Runs on Windows 2003.

= First Customer Ship in Aug 2008

=  Supports upgrade from CCX 4.5, 5.0(1), 5.0(2).
= Unified CM6.1,CM 7.0

= CME7.0

= UCCE/ICME Version7.2,7.5
= CSA -> Version 5.x or later

= CiscoWorks Campus Mgr 4.X
= CUOM 2.X




Cisco Agent Desktop Core Capabilities
Agent State & Collaboration &
Call Control Presence
CRM & 3 Party N Configurable
Application Integration r;f%gé’ﬁf‘ér Work Flows

All work together in fully-packaged and
configurable composite application.



Unified Contact Center Express Blended Preview
Outbound

1.

Proactive communications for
Preview Dialer based
Campaigns

. Merges inbound and

outbound blending for contact
centers

Integrated component of
Cisco Agent Desktop

. Support for new FCC/FTC,
State and Federal Regulatory
requirements

" Ready - Cisco Agent Desktop

oon JButon e nWC 2 EifamEEELOd?- PhkeRE-Id -9
|
[ Aooen! (I Fietd | Data | | | Device | Type | Description | Duration |
Reiect T A 004 ] 9004 Other Extension 9004 00:00:00
b ” (| s szf‘”l 2201 AgentId Gong Zhuo 00:00:50
-l Lavouk efault -
[ Feect Close | Banccounthiumber 11111567890 .. ¥ Tota OG:00:50
I
@  Skip le=s0B 4| wukses  +
| |
. 1 LogIn | Register | Contacts & Feedback | Hal Site Map | Sel f
B Skip Close Cisco SYSTEMS | Rt [ Help | Pl
& Skip-Mext -
Callback
o Il Products & Solutions » < Seary
Reclassify l . Adaptive Threat i “ny :ﬂ;?:-?;ﬂui:; |
& [|j Ordering > Defense Architecture N 3 i
l hnical Support & » ) rleamMore XU
‘ﬂ Cancel . i Iifuﬂiﬁhﬁgg +See a New Breed of e i —
Resemnation < | 8
Thuo Gang (%2291 [0 Ready 00:28:07 In Service [14:34. A

= Easy to use standards-based tools to manage contact lists
and improve contact center productivity

Skill groups run dedicated or blended

Screen Pop via CAD task buttons

Ensures agent available prior to placing the call

Agent buttons to accept, skip, reject the previewed call



Cisco IP Phone Agent

1.Agent State Control
2.Caller Data

3.Queue Statistics

4 Hot Seating via Queue
Extension MOblllty 15:40 12/12/2003 1001 actvity

5.Work Wrap'Up Codes™* ¢ | Powerful Features

Independent of
. 10 PC

6.Agent Initiated -

Recording* Talking - Reclion
* Enhanced and Premium only Refresh Change SeeTCauer Record

Agent
# Express releases 5.0 and 7.0 only screen S%ate Data Call



Cisco Agent Desktop
Browser Edition

¢/~ Cisco Agent Desktop - Browser Edition - Windows Internet Explorer E|@”X|

£ | http:f192,168,251.67:5085 cadbe/Frameset, jsp; jsessionid=0F 1 93B68CA4 305207 4758AB5BIDA 3279 myLocale=en_Ll %

Gt n IEEaD QORBREO® Q[F]2

State Callinga# Calleds Alertingat Original Cal... | Original Cal... | Duration

Field I Data Device I Type I Description I Duration |
AN 7639712149 7401 Route point Route_point 7401 00:00:04

DNIS 7401 4102 Agent ID Joshua Jones 000034
Departrment Cuskomer Service Total 00:00:35
AccountMumber 9999932993

SFDCRecID 0016000000Gm. ..
SiebelRecID AAFA-EOTHL

Zero Footprint
on the PC

Select Call Wrap-up

Wrap-up Daka
Buy Transaction

Cancellation

Confirmnation

Directions Reason Codes
Inquiry

Made a Sale Code
10Lunch

Browser Edition client
can operate on
Windows and Linux
operating systems

Firefox and Internet
Explorer

Support Reason /
Wrap-Up Codes

Coordinated screens
pops Vvia http into
external browser




Agent E-Malil

= |Included in Premium
=  Entry-level email solution

= Addresses market that need
contact-center email management
but does not require an extensive
set of features

=  Support MS Exchange 2003/2007

= Provides email distribution, queuing,
management, reporting

= Integrated with CAD, CSD and CDA




Agent E-Malil

£ Ready - Cisco Apent Deskiop

1.Provides a core /000 E 3
feature set for [ 1T [From [oebes

,f, In Froce=sz:  custsupport@myroddres corm  geangeEcustomer. com - - -
managing contact [~ ° isdonmeisasnsmmisel  \/oice and E-Mail Contact List

center e-mails E— -
| | mgentEiail | Tyoise sysens, dnc | " cisce systems, ne | T cisea Systams, inc |

|5 d= = 3 [T] {0} mokstes
|

Problerms with my cB Player

2 .Distributes e-mails
to agents

- s . o ‘ll-gl" -

Decemoer 2ot 2007 5:05nm

1
S

Product Manual pdf 3_'] Info Form.doc

o

From: gecrgafionycusioeer.com . Tod oustserviceEampompatnd oom

1 ey bl bosping. £ heip?
R Sender’s Text b

Templates, Spelling, J

and Attachments .

3.Sends responses
from the contact
center to the
customers

o

Response  fotosavad Desmber 20th, 2007 ab 52100

JE‘ Insert Template.. 5o Check Spelling... E Add Attachment...

4 . Re p O rtS O n e_ m a I I ‘ This s most lilely nok related to installing mail and probably a hardwars issus.

I've attached some documents ©o help you troubleshoot.

activity.

Th-_ml\.'s.l
Yeour Frendly Mgt Agents ReS ponse

LiFeng 2900 2183 [Ready 033710 Partisl Service {EMaEReady 01137130 [1347




Agent E-Malil
Voice ACD and E-Mail States

ACD States Agent E-Mail States

¢ Ready - Cisco Agent Desktop
X B

1.Agents mix and match voice and e-mail states as desired

2.If voice state is “Ready,” then e-mail processing can be
interrupted by an ACD voice call

Desktop focus automatically changes to voice display

CAD auto saves e-Mail to “draft” and places agent in Agent E-
Mail “Not Ready” state

3.Agent can resume E-Mail processing at any time

4.CAD accurately tracks agents’ state



Agent E-Malil
Processing E-Mail

(' Ready Cisco Agent Desklnp |:|E”E

1.Agents can: T ——
Receive one or e

: . _ Cisco Systems, Inc | ﬂ figent E-Mail Lcisco Systems, Inc |
multiple e-mail | —— —
contacts

1

Rollerbender Order 37268923 April 17, 2008 10:49 &M

From: Torm Sullivan <tormtest@pl.rd.1d> To: 'Tom Sullivan' <torntest@pl.rd.1d> Attachments: [;J IP Communicator Enterprise Settings.txt]

Dear Sir ar Madam, o
-
ReVIeW ea Ch e— | would like to request reshipment of 6 rollerbenders from my most recent order. These units appear to have been damaged in route and are not usable. My order number was
"y 37268923, If you could kindly arrange for overnight delivery, it would be most appreciated as we require their use this weekend.

mail’'s content

a n d Joe Lipshaw ReVieW

attaCh I I Ie ntS Frocurement Manager
Ace Printing and Detailing
5EE.234.2837 (w) i
565 232.2938 (m) o

|

Respond with a
combination of
templates and
composed
material.

Response

@ Check Spelling... .'='; Attach File...

fvom sulivan hezano it Ready 00:00:25 In Process 00:00:21 [In Service [11:14  Dore

& Insert Template...




]
Agent E-Malil

Reviewing E-Mail

Send, Save, or Place in Queue

=" Send fﬁﬁt@ns&r ;S_m:-.ﬁ ';E Be-guene ’
= . Sender’s Attachments

Rollerbender Order 37268923

From: Torm Sullivan <tomtest@pl.rd. 1d> To: 'Tormn Sullivan’ <tormmtest@pl.rd.1d> Attachments: [3 IP Communicator Enterprise Settings.txt]

Dear Sir or Madam, e
Iwiould like to request reshipment of 6 rollerbenders from my most recent order. These units appear to have been damaged in route and are not usable. My order number was
37268923, i you could kindly arrange for overnight delivery, it would be most appreciated as we require their use this weekend.

Kind regards,

.- Sender’s Text

Frocurement Manager

Ace Printing and Detailing

555.234.2837 (w) B
555.232.2938 (m) .

1.The E-Mail content appears in HTML

2.The agent can transfer to a more appropriate queue or transfer
back to the existing queue.

3.E-mail’'s attachments are easily accessible



Agent E-Malil

Composing E-Mail Response

Use Templates

fsutosaved April 17, 2008 10041 AM

[G!; Insert Template... % Check Spelling... = Attach File...

i Pete Template
I
[Thank you for calling our attention to your defective order number 37288923, As you requested, we are overniahting 8 new rollerhenders via express courier. YWe anticipate that 18riss
e s with this order, please do not hesitate to notify us immediately via e-mail ortelephane.
Sincerely,
ITam Sullivan = ==
Customer Service Representative Lok in; |‘§ My Metwork Places V| 5 il |E|
Rockeoast Rollerbenders International n n
1.000 32638478 overnighting & new rollerhel = Mamme Camments
I:I"\."Erl'light L“-b‘ |25) splknas3RandD an splkr ~
. My Recent ’ My Web Sites on MSN ke fva, msnusers, com/ =
D\"Efl’llghtS Documents l BusinessSystems on splknas...  Yisplknas1iBusinessSystems
— - i customerfiles on splknas (s...  Visplknaslicustomerfiles
DVEF"IEI’IQJ_I'IQ @ L marketing on splknast (splkn...  {iSplknas1iMarketing
C h k S I I L] DVEI’I’IightEI’ Desktop Q splknas3home on splknas3 Yisplknas3ihome
ec pe I n g ; _.;__) RandD on splknas3 Yisplknas3iRandD
aver I'IiI;Ih I:ing J L software on splknas3 Yisplknas3isoftware
Lo : ﬂ Entire Metwork,
D\‘ferpnntmg My Documents
overnighters g! =
My Comnputer £ 2>
Ignore &l = { File name: | [ Open J
‘g i
[%: 1 g n| "
| Files of bype: | All Files “ | Caniel

1.Customer defined templates can be inserted throughout the response
2.Agents see and correct misspellings while typing text*
3.Agents can attach multiple files as necessary

*Single Byte Languages only



e
Agent E-Malil
Agent E-Mail Reports

1.Real Time Displays updated
to include E-Mail metrics

& Agent Real Time Displays

e - o - Current Queue totals
= || Beal Time Displays 1Eu:untau:t Service Queus Statistics %v:]
i:aIIsWaitingé EurrentDIdestE E-Mailz in Qusue | Oldest E-Mail in Queue | E—Mall State Log
1] 00:00:00 1 00:03:40
Detailed log of E-Mail

activity
Summary of E-Mail activity

E _ . Beal Time Dizplays J.ﬂ.gent ACD State Log Dizplay _:j

Wiap-up Data FeasonCode | State Duration | =
0 ' 00:00:01

LLx|

Start Time ; Agent State

Filz
= | . Beal Time Dizplays J.é.genl E-tail Log Display _V_j . | Dates Wwhed Apr 16 _v_]

E-Mail Retrieve Time | Status | Close Tirne:| Processing Duration | On Desk Dyration | Ta | From | Subject | Ccsa :__:
77312 Sent 79733153 000045 00801 2003qatest5 1@ Mike Test<mikel ta 57 at216 0
7I80:32:06 Sent F980:32:30 00:00:26 00:00:24  2003gatesth 7@ Tom Sullivan <to agent e-mail test fro 1]
TI80:37:24 Sent TI80:37.45 00:00:25 00:00:27  2003gatestth. 7@ Tom Sullivan <to RE: agent e-mail te 0
T320:42:36 Sent 79804309 000037 00:00:33 2003gatesth 7@ subbutest <subb 2003gatests. 7iEpi 0=
7931:01:44 Sent T7981:01:56 00:00:15 00:00:12 2003gatesth. 7@ subbutest <subbe 2003gatests 7Ep1 0
T331:08:26 Sent 79810842 00:00:20 00:00:16  2003gatesth 703 tomtest <tomtests 2003gatests. 7iEpi 1]

& Agent Real Time Displays

File
S | . Beal Time Displayz J.&gent E-tdail Dietail Dizplay _v_] .
E-Mails R etrieved | E-Mails Transfered E-Mailz Requeued | E-Mails Sent; E-Mailz Deleted | Tatal InProcess Time Sent erage In-Process Time Sent E-Mails | Maximum |n-Process Time Sent E-
2 1 14 0 oo 00,0057

]

Feal Time Display; Active




Agent E-Mail

Cisco Supervisor Desktop

| Contact Service Queues  Roaf ime Displays
= I:gérﬂ.mu:l; Service Queuas ilc;_w;g.ﬁ_g\wj:‘pgfﬂgglug; - Statistics Display
Al i T

. oo 05500 csg Agenks|Processing Rea 'ﬂ}-[_ Mok Rasdy Qldest ing Takal Ema.ls_:

l'% csqFOng 21000 3 1 1 1§ a 0

AR csq7s00
B coqBOOD

& oqE500 Agent Woice State DiJraZil}nE Reason Code | Email State Duaraticn Reasor Code | C50
EAEmaEil Rarkara Moagent Mot Ready M0G0 Ereak Fixaiy R

[+ em1000 Darald Marns Tafking [ERIE{LH] Ml Ready DOOC0T Tallzirg osqGE00

[Flem200d Ellie Peterson Ready

CO-Orna
2 Bt Coordinated delivery of Summary and
Detail Real Time Reports

Navigate E-Mail CSQs

New Integrated E-Mail Real Time Reports
E-Mail CSQ — Team Summary / Summary
(displays e-mails volume by queue)
E-Mail CSQ - Detall

(displays agent-by-agent breakdown of e-mails volume by queue)



]
Agent E-Malil
View Agent Activity on CSD

Agent E-Mail activity per
contact

 Agents = Enhanced and New Reports provide
=8 GT_Teamt Supervisor visibility to agent’s E-Mail activity
_? %?;tgunf Bonser x2702 Agent - Team Summary
B Logs (total e-mails presented and responded to by the
4% Inbound team)
oo il
Ot i Agent - Team State
i = Draft .
& [ ® Radek Bork x2745 (agent by agent e-mail state for the team)
B Logs Agent — Agent vs. Team Summary (includes e-
1-:-!' Inbound mail statistics for agent and team)
- % Quthounc Agent Contact — E-Mail
WS Frocess J ) . .
- [=] Draft (New Report that displays header information of
draft and processed agent e-mails.)
Agent Logs — State
(includes agent's e-mail states commingled with

voice states.)

Agent Logs — E-Mail
(New Report that displays a record of the e-mails
that the agent retrieved)



Agent E-Malil

Architecture

Agent E-Mail Service
monitors Mail Store

Customer sends E-Mail to
Agent

Agent E-Mail inserts
record for appropriate E-
Mail CSQ

E-Mail anters Mail
store

Customer

HMHIII(I

|
)
r-.-l

e -

MS Exchange
2003 / 2007)

Cisco CCX Enterprlse
Agent E-Mail Web Server

LAN

—_ —_ 0
Agent E-Mail sees Agent e | e |
state and delivers to CAD. e -.-

Agent

Supervisor



Presence Integration

= CAD is integrated with Cisco
Unified Presence (CUP)

= |ncluded in all packages

= Allows agents to chat with
subject matter experts (SMEs)

= Facilitates transfer and
conference to SMEs

= Facilitates transfer of enterprise
data




CUP Integration

Typical Use-Case Scenario

Agent needs an expert’s assistance.
Customer places call to 1- . )
800-Help and gets Agent Uses Cisco A%ignednltz)[()sz'l'(ttop s Chat to

CCX routes Customer’s
call to Agent

Customer Glsco Unlfled
Contact Center

"\-l" et | l‘E"-.I" .l.'\l"l" e it | LAWee |

e
— — 1 \ = t:fl_-t: =
r cups \____ S o e ——
,m PSTN _..-;I _»%_r_lA I1_> - | S - . 3 : I- -_f:- - ﬂ

I CUPS indicates an Expert is available to |l
] - help Agent with Customer’s question =

fH-.l-.n'-l— -_q,..-
GRVes IENSD RN/hISEED BISAS

ERF ] Chat -j':_.

Expert i — e
S

O S

-rﬁa!-mnnl -
s Agent and Expert Chat. The Agent
can also transfer, conference and
e deliver call information to the SME.




CUP Integration
Communicating with Subject Matter Experts
® Tom Sullivan - 2800 [2|[B][X]
{Ble Acions Hep 1.Agents and Supervisors see
b Teammates “Subject Matter Experts” (SMESs)
» Haiketing Window who use Cisco Unified Presence
@ Alex Chase Awailable Communicator (CUPC).
) Andy Bauer At Lunch

2.Agents can initiate chat sessions

@ BaskingsJo Aovzilabls [P with SMEs
(@ Bowce Fiddler Ly i Fle Edt ﬁ‘t;iiferprisemta — o -
¥ Christina Aguilera Available %m ga:::x i D\g 3AdmInIStrat0rS control V|S|b|l|ty Of
@ Donaid Cribbs Avallable | yi o e contacts
Tam Sulliv s
- EE““; : E:'P e 1 4.Presence selection window is
- . independent and updated with
S the latest Agent CTI state and
T SME Presence State.
Topic: Sales

Deliver Call and
Enterprise Data




Cisco Contact Center Express ...
A Complete Solution for ALL Contact Center Needs

Voice: both inbound and outbound voice

Agent Email: Entry Level email solution
(Premium option)

Presence: Allows agents to easly find
Experts. Facilitates chat, conference
and transfer to SMEs

Email and Web: Comprehensive email
and web collaboration (Premium option)

Three packages to fit your needs today
and to provide growth for tomorrow

Support for Cisco Unified
Communications Manager and
Communications Manager Express
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