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Cisco Customer Contact Products

Target Markets Self service Assisted service
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New in Unified Contact Center Express 4.0 {

o T M FERICM, 5% 3 EF % £IPCC Express & &
e 5 % t: IPCC Express Server 5DB Server 7 # 4T # &4

o i3 IPCC Express 4.0% % K& £ %7 K FAMSI (Microsoft Installer)
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e IP Phone Agent (IPPA) :7T APCA & 324k &4y
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New in Unified Contact Center Enterprise 7.0 {

e Enterprise Resources: | fl LA KR AZFBES LR IRE
— BRI E (Mobile Agent Solution)
A ST T AR B (FHL. B o)
-+ R &% (Enterprise Expert)
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« Central Provisioning

1k E 2 (Simplified provisioning tools)
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EMPOWERING THE
INTERNET GENERATION

|

Feature Express Enterprise Hosted

1.Service Provider
2.0utsourcing

Market Target SMB Single Enterprise

Network Level Self Service and Queuing

Multiple Channel
with Universal queue

Support Support
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o ATFTRLMNFAXKXEZTFE (Network base)

—High scalability, allow customer mixture between own and host
model to meet season demand

o X FArA8Voice-XMLBrX

—High availability, support ASR&TTS that can allow multiple choice input
by customer

« A TWeb#yinfe g &

—High availability, allow enterprise customer update their application call
flow remotely

o B 5 SRR A 3 H LA

—Operational efficiency, share the business rule between voice
application and data application
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b X 2004 PR S B JF BHL N BALT B

B K R K Tl LEZEE ] LiEZK R
J A 2003 2004  2003-2004 2003 2004
Cisco 28,266 51,512 82.2% 29.2% 33.5%
Avaya 30,244 49,941 65.1% 31.2% 32.5%
Mitel Networks 12,802 20,761 62.2% 13.2% 13.5%
Nortel Networks 4,159 15,922 282.8% 4.3% 10.4%
NEC 12,494 12,181 -2.5% 12.9% 7.9%
H e 8,839 3,489 -60.5% 9.1% 2.3%
&+ 96,804 153,806 58.9% 100.0% 100.0%

% &: Gartner Dataquest (July 2005)

Cisco iIs the leading Provider of IP Contact center
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BEBRAMA—REZETHE, BNETHFFEK
AT T KR A HT

PBX % 7 % IPCC i H £
RABANREE ETHEE BAH MG ERKKE
BAPBXA# . FewithmTagnn  ITARETERA
IVRARETHE LA, Tk RARIFEF LR ENER
CIL'E &7 BHT M A
RN E S & il

50 /% 100 % 1% 35 3h B 1T 3 35 &,
TDM 100% 100% 100% 100%

IPCC 100% 60% 45% 25%
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ITSIRERAS TR Z T EE ZFNELER, RELATEHIPKRET SF&
ITS B #7 #9175 5L
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History Order Status

I
FPEA ’ adding the human touch
BEARE IH TSR Scri
script
a2 F1 p
L2 i G4401958
FEME =
Eahiig”
IMS Home
KERie ol
R |
He3Fht ¥ sites | Agent performance on 10/28/05 program:CANONOL in Segment: MAN
; Reported by: tomc
i 5570 4] R NE
A theme B sec o )|
aBRTeR ) ans GLOBAL
RAEL
ii2F AR 48] game Agent P/L Dy Site Lng. LogT WorkT Occ % Attmp CGont Cont/Hr GComp RingT TalkT AcwT AuxT
EMRE LRGP )
Fm-ﬁ*ﬂ gﬂub ty 1 7 ITS MAN -0 5.9 5.30 89% 276 101 17.02 119 121 2.86 1.43 063
- o R HEC linjle 11 % ITS MANo-0 6.54 5.65  86% 172 a2 14.07 78 0.83 3.32 149 0.89
o i
ZH+S 12 philip lul i & ITS MAN oo 6.01 5.28  87% 184 as 15.80 79 080 314 134 074
#EQmW tan i1 4 ITS MAM oo 5.95 5.25  88% 172 102 17.14 53 0.87 3.76 D0.62 0.70
e zhangj 11 5 ITS MAMNo-n  5.98 .40 90% 215 eg 14.71 68 0.95 3.35 1.10 0.58
Eﬂkxg bai 1% ITS MAN o-n 578 4.78 82% 123 59 10.24 48 058  2.49 1,71 098
e AR B zht /1% ITS MAN 2-0 04 331 81% 96 48 11.88 42 047 150 134 073
ﬁiﬁ$ cao 14 ITS MAN -0 .66 3.60 7% a9 47 10.09 40 041 1.83 1,36 1.06
hede 11 4 ITS MANo-0  3.67 2.82  76% 167 50 13.64 37 0.64 1.36 0.82 0.85
EFID
-- - - 48,54  41.38  85% 1494 682 14.05 582 677 23.41 11.217.16
Copyright ©2002-2002, Fulfillment Plus, Inc. All Rights Reserved ke ward Definitian:
Server: its-dbserver User: appsvcl  Roele: administrator ¥ %
* Agent: Agent by login user name, Gray for 60 rmin BLUE for 30 min since last csll ended. Srmall number in GRAY is the nurnber of days this agent
has been on job.
* Site: Operating Center Application Summany Repert - Chart 1 o
# Lng:Language by Script and Lead Type. Calls Presented by Application
792000 L0600 AM - 79200 12300 PM
& TotT: Total of hours since login for the da
® LogT: Total of hours that is billable for thi
# TalkT: Total of hours where agentis on t
» EFf %%: TalkT ouer LogT,
* Attmp.: Total athernpts by this agent for & AR
* Cont.: Contact/Presentation by this agent £
+ Cont/Hr.: Contact/Presentation per hour  §
* Comp: Cornpletes/Finslized atternpts by B
L F X - A0 T - + Sales: Total number of sales for the day. 5
* SPH: Sales over hour, 3
. <
o FFOM Y + TkRt: Humber of sales over contact(prese
2 . MusicianSupply_8020 [:Ea
o EHESE L
o FAXN A
e SMS Sh 0 20 a0 &0 a0 100
Number of Calls
= Script Editor
< |
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— BAHPC FAIE &4 RAF
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Tel:(86-21)5237-8080 ext.8818
Fax:(86-21)5237-8680
Http:// www.rightcalltech.com
E-mail: jason.li@rightcalltech.com
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