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Contact Center
N ew  W ay  of  a 
Cu s tom er Care
T rans f orm ati on

Bled, 18.-19 .3 . 2 0 0 8,  I z t o k  V i s o čn i k , M .S c .
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Your customers & 
emp l oy ees a re 

ch a n g i n g

The M i l l en n i a l s :
L a r g es t  n ew  

w o r k f o r c e s i n c e 
t he b a b y  b o o m M u l t i -C u l t u r a l ,  

G l o b a lTo t a l l y  
c o n n ec t ed —
A n y t i m e,  
A n y w her e The v i d eo  

g en er a t i o n

R ea l -Ti m e 
C o m m u n i c a t o r s

S o c i a l  N et w o r k er s ,  
C o l l a b o r a t o r s
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C E O s:  P utti n g  C ustomers F i rst i n  2 0 0 8

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

Customer service top of list of issues in recent CEO report.
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However, typical service experience often damages 
goodwill and ch allenges cu stomer loyalty .  .  .

P oor usa b ility ,  e.g .,
“voicema il j a il”

A g ent not tra ined  
to h a nd le my  prob lem

I nconsistent service
ex perience

A g ent d oesn’t k now
w h o I  a m
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L oy a l ty  D ri v es C ustomer P rof i ta b i l i ty

� L o y a l  c u s t o m er s  g en er a t e 
hi g her  p r o f i t s  b y  s p en d i n g  
m o r e o n  f a v o r i t e b r a n d s
Interactions build loyalty — and 
p r o f i t a b i li t y — by deliv ering  
rich ,  rew arding  ex p eriences to 
a w ide rang e of  custom ers

Time

A c q u is it io n
C o s t s B a s e P r o f it

Yr. 1 Yr. 2

B a s e P r o f it

A d d  S a l es

L if e C y c l e

R ef er r a l s

P r emiu m

This should grow, 
b e c a use  le ss

e x p e n siv e  t o se rv e

Loyal customers are 
more p rof i tab le

S o u r c es :  F o r r es t er ,  M a r c h  2 0 0 4 ;  F r ed er ic k  R eic h h el d ,  The Loyalty Effect, 1 9 9 6
It costs 5-1 0  ti m e s m or e  m on e y  to a cq u i r e  a  n e w  cu stom e r  th a n  to r e ta i n  a n  e x i sti n g  on e
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Not at all
S ati s f i e d Not V e r y

S ati s f i e d
S ati s f i e d V e r y

S ati s f i e d
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Source: G l ob al  B ank  Retail  Operations , 1 H 05
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S a ti sf a cti on  D ri v es F uture R ev en ues
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.  .  .  W ith  th e R esu lt th at C u stomers R arely B elieve T h ey A re 
B eing O ffered a C ompelling, S u perior E xperience

S o u r c e:  J a mes  A l l en ,  B a in  &  C o mp a n y ,  Oc t o b er  2 0 0 5

0%

2 0%

4 0%

6 0%

8 0%

1 00%

T h ere is a  w id e g a p b etw een what companies think th ey  
a re d elivering  a nd  what cu stomer s think th ey  a re g etting

Companies whose 
c u st omer s ag r ee

Companies t hat  b el iev e
t hey  ar e pr ov id ing  su per ior  
c u st omer  ex per ienc e

7 2 %  G ap
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W E B 2 .0W E B 1.0

C ustomer S erv i ce 2 . 0 ?

S o u r c e:   “W h a t  is  W eb  2 . 0 , ” O’R eil l y  2 0 0 5

Ofoto

P ersona l w eb sites

C o n t a c t  C en t er

F lick r

B log g ing

? ? ? ? ?

N etsca pe G oog le

User Centric
S im p l e &  L ig h tw eig h t

D ecentra l iz ed
P a rticip a to ry

B rita nnica  Online W ik iped ia

Content M a na g ement W ik is
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B u sinesses C onstantly Have T o O ptimiz e T radeoffs b etween 
an array of C u stomer I nteraction D rivers 

“H o w  d o  I  d r i v e  w o r k  t o  l o w e r -c o s t  r e s o u r c e s  ? ”
“H o w  c a n  I  g e t  m o r e  c a l l s  h a n d l e d  b y  s e l f -s e r v i c e ? ”
“H ow d o I  r ed u c e my  ag ent  t u r nov er ? ”
“H ow c an I  r ed u c e t el ec ommu nic at ions c ost s? ”
“H o w  d o  I  o p t i m i z e  m y  r e s o u r c e s ? ”
“H o w  d o  I  p r o v i d e  s e r v i c e  c h o i c e s  f o r  m y  c u s t o m e r s ? ”
“H o w  d o  I  o f f e r  c o n s i s t e n t  s e r v i c e s / e x p e r i e n c e  a c r o s s  a l l  c h a n n e l s  a n d  c o u n t r i e s ? ”
“H ow d o I  ensu r e t hat  t he most  sk il l ed  per son is ad d r essing  
t he c u st omer ’s inq u ir y ? ”
“I  n e e d  t o  g e t  m o r e  w a l l e t  s h a r e  o f  m y  c u s t o m e r s ”
“H o w  d o  I  c r o s s -s e l l /  u p -s e l l  m o r e  e f f e c t i v e l y ? ”
“H o w  c a n  I  t u r n  s a t i s f i e d  c u s t o m e r s  i n t o  l o y a l  c u s t o m e r s ? ”
“H o w  d o  I  e n s u r e  b u s i n e s s  c o n t i n u i t y  i n  t i m e s  o f  
d i s a s t e r ? ”
“H ow d o I  d r iv e pr oc ess and  t ec hnol og y  st and ar d iz at ion 
ac r oss al l  f ac il it ies? ”

L o w e r 
c o s t s

O p t i m i z e d  
s e rv i c e

R e v e n u e  
g e n e ra t i o n

B u s i n e s s  
R e s i l i e n c e

S t a n d a rd i -
z a t i o n
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Why Cisco Unified 
Cont a ct  Cent er
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P eopleP eople

6 5 %6 5 %
F acilitiesF acilities5 %5 %

I TI T5 %5 %

T elcoT elco
2 5 %2 5 %

T y p i ca l  C osts i n  C a l l  C en ters

K ey areas of cost 
containment req u ire 

increased produ ctivity tools
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O c c a s i o n a l
a n d M o b i le
A g en t s

I n t er a c t i o n
Ba s ed

M a n a g em en t

S i m p li f i ed
S y s t em

M a n a g em en t
N ew  
Bu s i n es s
M o dels

C o n v er g en c e
o f  V o i c e, D a t a  
a n d V i deo

S p eec h
S elf -S er v i c e

Contact Centre
Trends in the Market
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E a sy  to D ep l oy ,  E a sy  to U se
I n teg ra ted  S el f  S erv i ce

S e lf -s e r v i c e  W e b  an d  I V R  
s y s te m s  d r i v e  d ow n  th e  
c os ts  of  p r ov i d i n g  
c u s tom e r s  th e  
i n f or m ati on  th e y  ar e  
look i n g  f or ….

� Easy, cost-e f f e cti v e  C T I  sol u ti on

� 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
Express has a fully integrated self service 
co m po nent in P rem ium
O rder-o f-m agnitude co st savings o ver agent 
b ased co ntact m anagem ent

� 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 kField 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
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� Features for every contact interaction requirement
I n b ou n d  v oi ce
O u tb ou n d  v oi ce
A u tom ate d  atte n d an t
S op h i sti cate d  se l f  se r v i ce  ap p l i cati on s
Em ai l
W e b / C h at
C om p r e h e n si v e  r e al  ti m e  an d  h i stor i cal  r e p or ti n g , cu stom  
r e p or ts
I n te g r ate d  on  d e m an d  or  2 4 x 7  cal l  r e cor d i n g
Q u al i ty m an ag e m e n t
W or k f or ce  m an ag e m e n t

C omp reh en si v e,  P ow erf ul  F ea tures
E v er y t h i n g  n eeded t o  o p er a t e a  w o r ld c la s s  C o n t a c t  C en t er
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C i sco C on ta ct C en ter S ol uti on s
S ing l e S it e A CD (A u t omat ic Cal l  D ist r ib u t ion)

M u l t i-sit e /  V ir t u al  A CD

S i t e  A

S i t e  B
C u s t o m e r A C u s t o m e r B

C u s t o m e r C

H ost ed  A CD  S ol u t ion
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RoutingRouting S w itc h ingS w itc h ing A v a il a b il ityA v a il a b il ity A d m inis tr a tionA d m inis tr a tionM a na ge m e ntM a na ge m e nt Q oSQ oS S e c ur ityS e c ur ity

M ul ti-
c h a nne l

C is c o
A ge nt
D e s k top

C is c o
S up e r v is or
D e s k top

C is c o
U nif ie d  W or k f or c e

O p tim iz a tion

C is c o C a l l  M a na ge r  E x p r e s s ,  
U nity  E x p r e s s  a nd  E nd p oints

C is c o U nif ie d  
C onta c t C e nte r  

E x p r e s s  ( A C D / I V R)

C i sco C on ta ct C en ter E x p ress
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E x p r e s s

� A  C on tact-C e n te 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 n t h i g h l y av ai l ab l e  i n b ou n d  v oi ce  ( actu al  d e p l oym e n t si z ev ar i e s d e p e n d i n g  on  f e atu r e s r e q u i r e d )
� Easy to u se  C T I  w i th  C R M  an d  3 rd p ar ty ap p l i cati on s

� S u p p or ts C i sco U n i f i e d  C om m u n i cati on s M an ag e r  
an d  C om m u n i cati on s M an ag e r  Ex p r e ss

� F l e x i b l e  V i r tu al  C on tact C e n te 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 an ce  op ti on s

C i sco C on ta ct C en ter E x p ress
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� P R E M I U M
F o rm al C o ntact C enters
I ntegratio n w ith custo m er’s datab ase to  pro vide C T I  
integratio n and/ o r driven ro uting 
S elf service
I nb o und and/ o r o utb o und vo ice
Em ail,  W eb ,  chat
Q uality and w o rk fo rce m anagem ent

� E n h a n c ed
F o rm al/ info rm al inb o und vo ice C o ntact C enters req uiring 
sk ills b ased ro uting
… b ut no t req uiring integratio n w ith custo m er’s datab ase

� S tan d ar d
I nfo rm al C o ntact C enters N O T  req uiring sk ills b ased 
ro uting

S op h isticated

S imp l e

P osi ti on i n g  U n i f i ed  C on ta ct C en ter E x p ress
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Multi-C h a n n e l
E I M/ W I M
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When a customer eM ai l or Web  f orm i nq ui ry  i s recei v ed ,  U ni f i ed  E I M :
� 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
� 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  

� 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
� 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

� T e m p l ate s an d  M acr os e n ab l e  q u i ck , con si ste n t r e sp on se s
� R e p or ti n g  to m on i tor  you r  C on tact C e n te r

H ow  d oes C i sco U n i f i ed  E -M a i l  
I n tera cti on  M a n a g er W ork ?
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V i su al  cu e s f or  
ov e r d u e  task s

K n ow l e d g e b ase
C u stom e r  
H i stor y

Ex te r n al  L i n k s

S u g g e ste d  
R e sp on se s
B ook m ar k s
S p e l l -ch e ck

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

U n i f i ed  E I M  A g en t D esk top
U n i f i ed E I M  &  
W I M  s h a r e 
c o m m o n  
des k t o p
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� Ful l  H T M L  E mail  sup p ort ( inb ound  and  outb ound )
� L arg e attach ments for tod ay’s content 

A ttach m e n ts f r om  d e sk top  or  k n ow l e d g e b ase
� R outing  b ased  on content anal ysis
� O utb ound  w ork fl ow s

A p p r ov al  q u e u e s
M ay b e  tr i g g e r e d  b y con te n t an al ysi s

� O verd ue w ork fl ow s,  al arms
W h e n  e m ai l  i s b e yon d  se r v i ce  l e v e l  th r e sh ol d

� S ing l e d esk top  for email ,  ch at,  voice*

U n i f i ed  E I M  F ea tures

*  Em b e d  U n i f i e d  EI M / W I M  i n  C i sco A g e n t D e sk top
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W h en a customer requests l ive h el p  from th e w eb ,  U nified  W I M :
� C an  p r ov i d e  f or  a ch at se ssi on  
� I n f or m ati on  g ath e r e d  on  W e b  si te  can  b e  u se d  to e n su r e  r ou ti n g  to th e  
r i g h t q u e u e
� O n ce  con n e cte d , ag e n t can  sh ar e  W e b  p ag e s i n  r e sp on se  to q u e sti on s
� I n te g r ate d  K n ow l e d g e b ase  al l ow s ag e n ts to r e sp on d  q u i ck l y an d  
e f f e cti v e l y
� A g e n t m ay w or k  on  m u l ti p l e  ch at se ssi on s at th e  sam e  ti m e
� T ool s to h e l p  ag e n ts b e  p r od u cti v e , m ai n tai n  con si ste n cy of  r e sp on se s
� K n ow l e d g e  b ase , cu stom e r  h i stor y, q u i ck  r e sp on se s

H ow  d oes C i sco U n i f i ed  W eb  I n tera cti on  
M a n a g er W ork ?
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U n i f i ed E I M  &  
W I M  s h a r e 
c o m m o n  
des k t o p

M u l ti p l e  si m u l tan e ou s 
ch at se ssi on s

R e d  i f  aw ai ti n g  i n p u t

P u sh  W e b  p ag e s
K n ow l e d g e b ase

C u stom e r  
H i stor y

Ex te r n al  L i n k s
F r e q u e n tl y-u se d  

r e sp on se s
S p e l l  C h e ck

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

U n i f i ed  W I M  A g en t D esk top
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� R ep orts may b e p rinted ,  sch ed ul ed
� C an ex p ort to E x cel ,  H T M L ,  P D F

U n i f i ed  E I M / W I M  R ep orti n g
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A g e n t 
D e s k to p s
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Source: Yankee Group, 2006  

� M o re than 6 5 %  o f C o ntact C enter agents use three o r m o re applicatio ns.
� M o re than 2 5 %  use five o r m o re applicatio ns.
� 7 0 %  say they w aste tim e sw itching b etw een applicatio ns.
� T w o -thirds say their I T  system s co uld b e im pro ved.  

A  T y p i ca l  A g en t D esk top
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Call Center StatisticsT eam  
M essag e

T ab b ed
B ro w ser

Call D ata 
P aneE nterp rise 

D ata P ane

I nteg rated  
B ro w ser

T o o l 
B ar

A  c o m p o s i t e s o f t w a r e a p p li c a t i o n  s et  f o r  w o r k f lo w  a u t o m a t i o n  
a n d m a n a g em en t  t h a t  h elp s  a g en t  a n d s u p er v i s o r  t ea m s  w o r k  
w i t h i n  a  v i r t u a l c u s t o m er  i n t er a c t i o n  en v i r o n m en t  t o  m eet  k ey  
p er f o r m a n c e m et r i c s  a n d i m p r o v e w o r k f o r c e o p t i m i z a t i o n

W h a t i s C i sco A g en t D esk top  ( C A D ) ?

Su p erv iso r 
Ch at

Call B ack

Call W rap -u p
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� W o rk fo rce 
m anagem ent

� Q uality 
M anagem ent 

� H isto rical repo rting
� C R S  (C usto m er
R espo nse S o lutio n)  
A dm inistratio n

� O ther b ro w ser 
b ased applicatio ns

C i sco S up erv i sor D esk top F ea tures
S i n g le a p p li c a t i o n p er f o r m s  m u lt i p le
C o n t a c t  
C en t er  
m a n a g em en t  
f u n c t i o n s :
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R e a l-T im e  a n d  
H is to r ic a l 
R e p o r tin g
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Unified CCX Server(s)

M S D E  o r
M S  S Q L  2 K

M S D E  
o r M S  S Q L  2 K

H ist o ric a l  R ep o rt
D B  Server

R e a l -T i m e  A g e n t  
M o n i t o ri n g  G ri d sSupervisor Desktop

C R S (C ustom er 
R espon se Sol ution )
A d m in istra tion  T ool

• R e a l -t i m e  
M o n i t o ri n g  U n i f i e d  
C o n t a c t  C e n t e r 
E x p re s s  S y s t e m  
A c t i v i t y

• H i s t o ri c a l  R e p o rt s

• D a t a b a s e  S e rv e r 
( C o -re s i d e n t  o r 
s e p a ra t e  e x p a n s i o n  
s e rv e r)

• D e d i c a t e d  H i s t o ri c a l  
R e p o rt  D B  S e rv e r 
f o r s c a l a b i l i t y .• A u t o -

S y n c h ro n i z a t i o n  
u p o n  f a i l u re

C i sco U n i f i ed  C on ta ct C en ter E x p ress
R ep orti n g  O v erv i ew
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W o r k f o r c e  a n d  
Q ua lity  
Ma n a g e m e n t
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� S op h i sti cate d  con tact f or e casti n g  tool s com b i n i n g  th e  ar t an d  sci e n ce  
of  p r e d i cti n g  con tact v ol u m e  an d  d i str i b u ti on

� W or k f or ce  sch e d u l i n g  to m e e t se r v i ce  g oal s w i th  th e  con str ai n ts of  
you r  w or k f or ce ’s sk i l l s an d  av ai l ab i l i ty

� A g e n t an d  su p e r v i sor  i n te r f ace s p r ov i d i n g  i n tr ad ay i n f or m ati on  an d  
p r oacti v e  tool s

� A d 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 n t 
l ocati on s, u n d e r  d i f f e r e n t r u l e s an d  i n  v ar i ou s 
ti m e  z on e s

� A ccom m od ate s oth e r  task s l i k e  m u l ti  m e d i a 
con tacts, tr ai n i n g , g r ou p  m e e ti n g s, e tc.

� I n te g r ate d  w i th  C i sco U n i f i e d  C on tact C e n te r
� P ar t of  C i sco’s f am i l y of  cu stom e r  con tact 
sol u ti on s

W ork f orce M a n a g emen t O v erv i ew
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� I nb ound  and  O utb ound  W ork fl ow s
� A uto-resp onse /  S ug g ested  resp onse b ased  on 
content anal ysis

� R outing  to Q ueues or P referred  A g ents
� R outing  via U nified  C ontact C enter E nterp rise or I C M
� A ccess ex ternal  d ata for routing

U n i f i ed  E I M  W ork f l ow  E d i tor
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C on ti n u ally  E v alu ate
• C r eate for ecasts fr om  h istor ical data
• C r eate staffing  sch edules to m eet 
ser v ice lev el g oals at for ecasted lev els

• F acilitate sch edule adj ustm ents by  
sup er v isor s and ag ents

C ap tu r e  I n f or m ati on
• G ath er  h istor ical data fr om  A C D  for  
for ecast r efer ences

• R efine seasonal,  m onth ly ,  w eek ly  and 
daily  tr ends

• D efine ag ent w or k  r ules,  sk ills and 
ser v ices

R e p or t
• Intr aday  dash boar ds for  
S up er v isor s to tr ack  ser v ice lev els,  
adh er ence and K P Is

• C onfig ur able standar d  r ep or t 
for m ats

C on ti n u ally  R e f i n e  E f f e c ti v e n e s s
• A dj ust intr aday  sch edules to r eal tim e 
ch alleng es

• R efine w or k  r ules,  ser v ice g oals to 
m atch  business needs

• S ch edule tr aining  to im p r ov e ag ents

W ork f orce M a n a g emen t H ow  i t w ork s
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� U n i q u e  i n te r acti v e  e d g e  r e cor d i n g  ar ch i te ctu r e
S o ftw are service captures digital vo ice and screen

� I n tu i ti v e , r ol e  sp e ci f i c, u se r  i n te r f ace
� S i m p l e  w or k f l ow  b ase d  r e cor d i n g  ad m i n i str ati on
� F u l l y cu stom i z ab l e  e v al u ati on  cr i te r i a
� U n i f i e d  u se r  ad m i n i str ati on  w i th  C i sco U n i f i e d  
C on tact C e n te r

� I m p r ov e s th e  e f f e cti v e n e ss an d  p r od u cti v i ty of  you r  
con tact ce n te r

� P ar t of  a com p r e h e n si v e  cu stom e r  con tact 
ap p l i cati on  su i te

Q ua l i ty  M a n a g emen t O v erv i ew
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C a s e S tud y
C is c o  S y s te m s
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Case Study
Ci sc o  System s

� 1 2 C ontact C enter  locations 
g lobally  ( including  3  outsour ce 
locations)

� 1 0 +  mil l ion c al l s h andled each  
y ear

� 8 4 G lobal C ontact C enter  
C lients

� 1 , 4 0 0 + ag ents,  g lobally  ( div ided 
by  location)

� 4 4 5 IC M  ( Intellig ent C ontact 
M anag er ) scr ip ts

� 2 3 9 IVR  ( Intellig ent Voice 
R outing ) scr ip ts

Cross-f u n c t i on a l  “Cu st om e r I n t e ra c t i on  N e t w ork ” A g e n t

R e q u e st
R e sol v e d

E n g i n e e rs

Cu st om e r
E n q u i ry

Ci sc o. c om  /  S u p p ort
Intelligent 
C a ll R o u ting

W eb -p h o ne C o lla b .  
T ec h no lo gies

R ic h  M ed ia  
tec h no lo gies

C i s c o C u s tom e r  S u p p or t

�Integrated, multi-c h annel c us to mer s up p o rt ( p h o ne, mail and web )
� E x tens iv e c us to mer web s elf -s erv ic e c ap ab ility
� C o ns is tent, glo b al c us to mer ex p erienc e 
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S h i f t to E x p eri en ces:  
A d d i n g  V a l ue T o C ommod i ty  P rod uct 

G ra p h ic :  B usin essW eek, 2 0 0 5
So u rc e:  P ine a nd G il m o re,  T h e E x perien c e E c on om y , 1 9 9 9

M i n i m u m
M a x i m u m

C o m m o di t y G o o d S er v i c e E x p er i en c e

$ 0 .0 4
$ 0 .2 3

$ 0 .7 4
$ 1.4 8

$ 1.9 9
$ 4 .9 8

P re v a i l i n g  p ri c e s  f o r
v a r i o u s  c o f f e e  o f f e r i n g s

$ .0 1–$ .0 2
P e r  C u p

$ .0 5 –$ .2 5
P e r  C u p

$ .7 5 –$ 1.5 0
P e r  C u p

$ 2 .0 0 –$ 5 .0 0
P e r  C u p



© 2 0 0 8 C i s c o  S y s t e m s ,  I n c .  A l l  r i g h t s  r e s e r v e d . C i s c o  P u b l i cP r e s e n t a t i o n _ I D 40


