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Focus on Execution:
Enabling Customer Success
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Agenda

Our Mission How We Enable Our 
Customers’ Success

Why Companies 
Put Their Trust in Us

To help your company realize 
the business value from your 
investment in Cisco Contact 

Center technology
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We Accomplish This By:

Developing contact center technology architectures

Ensuring customer operational preparedness

Implementing new contact center solutions

Providing operational expertise

Continuously improving existing contact centers
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There are five concrete ways we might help you achieve your goals: 
developing contact center technology architectures to support your business objectives
ensuring your preparedness to run what you plan to implement
implementing new contact center solutions
providing the people, processes, and tools needed to operate a contact center in whatever measure required to complement your in-house resources, and 
helping you continuously improve your existing contact centers.  
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Central Message: we do five things – develop technology architectures, ensure customer operational preparedness, implement new contact centers; operate existing contact centers; and continuously improve your current contact centers
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Services: Technology Architecture

Description Application Impact

New installations

Transitioning from 
older technologies 

Infrastructure for growth

Dramatically lower costs

Great customer experiences

Technology 
architecture is 
a blueprint for  
implementing  
contact center 
technologies

Increases productivity
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Presentation Notes
Technology architecture is to a contact center as blueprints are to a new house.   The architectural blueprint details required materials and specifies how the house will be built.  Good architecture meets the owner’s current requirements, but great architecture goes further by building in adaptability, anticipating the inevitability of changing future requirements.   Just think of how many times in your own home you’ve observed that something would have been much easier and cheaper if only—if only they’d have designed it that way in the first place.

Similarly, Enterprise contact centers comprise dozens of technologies such as: ACD, IVR, WFM, quality assurance, CTI, CRM systems, reporting, etc. All of these technologies must work together in order for you to manage the business, and many must change together as you innovate further.  A technology architecture details how disparate technologies integrate to meet current and future business objectives.

Addressing technology architecture is vital when implementing new contact center technologies or overhauling previous generations of technology, and this is the natural and most cost-effective time to do it.

As with most business decisions, investing in a technology architecture demands a compelling business impact.  We can offer four that often apply:
Every company has growth objectives.  Growth requires an infrastructure that can support it.  As with building a house, if the foundation is faulty, the whole structure is at risk.  If minimally sufficient, you can live with it but can’t expand without major additional expense.  

Great architecture can also dramatically lower costs.  For example, today many companies with multiple contact centers still use standalone systems in each location for self-service, which is inefficient and unnecessarily costly to maintain.  Top-class architecture leverages your data center to house all self-service functions and uses your network to avoid hauling all calls back to the data center.  Ultimately, it’s both more cost effective and easier to manage.

Creating great customer experiences involves mapping our how customers interact with your organization i.e. how customer contacts flow through the company to the most appropriate resource.  This process entails call routing, messaging, data collection, call context, reporting, etc.  In other words, ultimately your customer experience strategy lives within the technology.  A technology architecture is the key to executing on a customer experience strategy and being adaptable to strategy changes.

And lastly, in order to drive costs down in an enterprise contact center without creating retention risk, one must increase productivity i.e. do more with the same or less.  Increasing productivity involves four things: preempting low value contacts, increasing self-service rates, increasing call throughput, and where applicable, creating larger resource pools unconstrained by physical location.  A technology architecture translates these business objectives into an executable plan.
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Operational Preparedness
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Network readiness
Staff readiness for day-two operations
Tools inventory and gap identification/closure
Balancing internal vs. out task resources
Business case basis for resource decisions
Optimization strategy

Presenter
Presentation Notes
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Services: Implementation

Description Application Impact

New contact 
center installations

Translates business 
strategy into execution

Realization of 
financial benefits

Execution of 
a successful 
implementation

© 2009 Cisco Systems, Inc. All rights reserved. Cisco ConfidentialPresentation_ID 7

Presenter
Presentation Notes
Our implementation service focuses on understanding your business strategy and translating it into a plan of execution, which is how your company will realize the benefits of your investment.
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Services: Operation

Description Application Impact

100% out-task to 

100% do it yourself

Operational flexibility

Execution of 
business strategy

People, 
processes, 
and tools to 
operate your 
contact center
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We can provide the people, processes, and the Tools to ensure your contact center is operating efficiently.  You can choose the degree of support you require based on your business requirements, which can range from 100% out-tasking where we do everything to 100% do it yourself, or anything in between.  This gives you maximum operational flexibility to manage the business and ensure the execution of your business strategy.  

As a sidebar, this is a major point of differentiation of Cisco.  Our competitors almost universally rely on services revenue as a core profit component; ergo, they have a vested interest in sustained dependency.  In our financial model, services play an enabling role, so while we support whatever level of out-tasking our customers’ business needs drive, we’re just as happy to have you be as self-sufficient as it makes business sense for you to be. 
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Services: Continuous Improvement

Contact Center 
Optimization

Development/
Integration

Lab
Services

Makes 
contact center 
technologies 
work together to 
deliver business 
value

Ensure that the 
technology works 
before its 
implemented in 
a production 
environment

Fine tunes existing 
contact centers to 

make them run 
better
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In order to realize the on-going value of your contact center investment over time, there must be a process of continuous improvement. To that end, Cisco contact center services offers three categories of for services driving continuous improvement: contact center optimization, custom development, and integration and lab services.

Contact center optimization provides gains in operational efficiency using the principles of continuous improvement. Your business requirements, software technology and leading practices are all evolving over time. UCC Optimization leverages Cisco's expertise to leverage incremental benefits from your contact center investments. For example, we recently performed a Script Design Review for a customer who had been using Cisco's contact center technology for many years. We identified and helped them implement several improvements to their scripting practices which consolidated their scripts to one-fifth the original size, reduced their ongoing scripting maintenance proportionately, and accelerated their ability to respond to changing business requirements.

Custom development and integration focuses on making the various call center technologies work together to help you realize the business value of your investment.  For example, one of our customers wanted to improve the customer experience by providing the agent with call context information just prior to answering the phone.  We developed a strategy to collect information from the caller to determine who was calling and why.  We used this information to integrate with the customer’s customer CRM system.  By the time the call reached the agent, the agent knew who was calling, why they were calling and had instant access to the customer’s history from the CRM system.  Not only did it improve the customer experience, it significantly increased productivity by lowering handle times, which saved the company millions of dollars per year.

You can think of lab services as an insurance policy for implementing new technologies.  As we discussed previously, contact centers comprise an array of technologies working together to create value.  The interactions between these systems are complex.  Before implementing technology into a production environment, many of our customers use our lab services to conduct extensive testing prior to installing.  One of our large enterprise customers centralized many of their CC assets into their data centers.  Before moving to production, we tested thoroughly in the lab.  Early on we discovered a connectivity issue between a call center subsystem and a key data system.  It took about 5 minutes to fix, but it took two days to trace the problem.  If we had deployed without Lab testing ,the customer would have been without self-service for two days, which would have overloaded their contact centers.

By providing technology architectures, implementation services, and continuous improvement, Cisco Contact Center services can you help you realize the business value of your investment.
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Why Cisco Unified Contact Center Services? 
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Experience Know How

Presenter
Presentation Notes
Our analysis has shown that there are two reasons customers rely on Cisco Unified Contact Center Services.  Experience and Know-how. 
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Experience

Area Cisco AS

We have deployed over 2,000 contact centers

We have over 200 dedicated engineers

We create the software

Volume

Resources

Access
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As we have mentioned throughout this presentation, enterprise contact centers are complex. With respect to very-large, complex environments, the only way to become proficient in deployment of them is via a considerable volume of implementations.  A cardiovascular surgeon is an apt analogy; if you are undergoing open heart surgery, you want a surgeon who has performed the procedure hundreds or thousands of times.  The sheer volume of cases enables the surgeon to hone his or her skill and experience. The same holds true for implementing very-large, complex enterprise contact centers.  Large volumes of implementations gives us unparalleled experience in dealing with complex installations that cannot be learned any other way.

This volume of implementations has yielded a significant knowledgebase within our engineering organization.  We have over 200 engineers with average tenure of over 10 years.

As the manufacturer of the software, we have access to the developers who write the software who can help us troubleshoot any problems we may encounter.  [Must be certain not to use this to differentiate vs. a Cisco partner; only vs. other manufacturers’ partners.]









© 2009 Cisco Systems, Inc. All rights reserved. Cisco ConfidentialPresentation_ID 13

Know How

Prepare Plan Design Implement Operate Optimize

Business 
Requirement

Technology 
Strategy

Deployment 
Planning

Lab Testing

Solution  
Validation

Network 
Assessment

Operational  
Support Review

Remote 
Management 
Support

Partner 
Support

Lab Services

Upgrade 
Services

Operational  
Consulting

Technology 
Assessment 

Design 
Development

Application 
Development

Assurance 
Testing

Installation

Acceptance 
Testing

Migration

Post Install 
Support

Training
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Over the years we have taken our experience and codified it into a methodology, that enables us and our partners to execute consistently.   Our methodology is: prepare, plan, design, implement, operate, and optimize.

The first step is preparation.  In this vital step, we seek to understand documented business requirements preparatory to translating your business strategy into business and workflow rules to execute your plan.  Once we master the business requirements, we begin developing an implementation plan.

The second step is planning.  We review your current environment to ensure operational and infrastructure readiness.  

After we have reviewed the environment, we begin the design stage.  We begin to developing the business and workflow rules that will be executed within the technology.  These scripts govern how customer contacts flow through your organization.  As development progresses, we will conduct extensive testing to make sure the applications are delivering value.

Once the development is complete, we begin the implementation process.  As the system is begin installed, we will conduct more testing and as the system comes online, we will begin the migration on to the new platform.  When the system is fully operational, we will begin training your team to take over system management.

The fifth step is operate.  At this stage our role shifts to make sure the system is up and running affectivity by using remote monitoring and support.  We also work with our Cisco Partners to provide support as well.

Lastly, we move into the optimize step.  At this stage our objective is continuous improvement.  As business conditions change, we will work with to fine tune your system to adapt to a changing business environment.
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Why Cisco Services? 
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Expertise
Value
Consistency
Choices
Service Excellence
Innovation

Presenter
Presentation Notes

Why Cisco Services?
  1.  Our experience and knowledge.  Expertise. 
  2.  The benefits we bring to your contact center. Value. 
  3.  How we apply best practices.  Consistency. 
  4.  Range of services we offer.  Choices. 
. 5.  Industry recognition and customer satisfaction.  Service Excellence. 
  6.  Our out-of-the-box thinking.  Innovation. 
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