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Contact Center Management Challenges

For the Enterprise or Service Provider:

= Administration of the managed service or enterprise — support for
multiple customers/business units with a wide range of virtual ACD
requirements

= Autonomy for the subscribing customers/business units

= Assignment and management of global resources across the
managed service or enterprise (things like agent counts per unit,
number of users, ... enforce/manage limits)

= Need to Reduce support costs and...
= Minimize operational costs (drive more capabilities to end-users)

For the End User or Business Unit Manager:
= Daily management of their Virtual ACD

= Multi-level administration

= Audit Reporting



Unified Contact Center

Many System Management Interfaces

Multi-Media Contact
Routing, Universal
Queue, Resource Communications
CVP for selection, Manager clusters
Voice Outbound Dialing provide IP
Treatment, telephony
Queuing and
Self Service

Web services
_ . provide customer
E-Mail Interac_tlon Web Interaction control and
Manager provides Manager provides reporting

Intelligent Web chat. co-
automated or :

agent previewed
responses

browsing

Branch Office




The Organizational Challenge —
Management of Virtualized Resources

Site controlled IPCC Highest Level Service
. Qdds Administrator / Provider /
. Cr?;r?;es Service Provider Local IT Business Unit centralised
* Agent Re-skilling Dept visibility
\ S

Telephone

Site A Outsourcer Offshore ranches | Homework
Site 1 Site 3 Phoenix
Service Collections Site 2 Albuquerque
- | Service Site 4 Boise
Sales Atlanta
Agent Group Agent Group Agent Group Agent Group

Allow your offshore
supplier to work operate
their own virtual space

Team Leaders focus on their team




Cisco Unified CCMP Solution —
Contact Center Management Portal

Certified

Sattings Logeut @ 5

T | Right Users [ -

L1




Contact Center Management Portal Overview

= Simplifies Contact Center Operations

Unified provisioning of Cisco Unified Contact Center Enterprise
and Hosted and Cisco Unified Communications Manager

= Web-based Unified User Interface

= Partitioned System Supporting Multiple Business Units
= Hierarchical Administration

= Audit Tracking of Configuration Changes

= System Metrics and Measures

= Avalilable with Unified Contact Center Enterprise and
Hosted, Release 7.1 and higher



Basic Mode

= Basic Mode for majority of users
Manage Agent teams
Agent Reskilling

& Unified Contact Center Management Portal - Microsoft Internet Explorer

Fle Edt View Favortes Took  Help ‘#
Qe 912 ) e e €0 B

At ] it ectemaries et s e ks ?
GiscoSrsrews Unified Contact Center Management Portal Home Help Settings Logout 0 X

Root » Global Bank » Commercial » East Coast » Bostan » Current User: BOates
* Home

Delete Report  Run Report  Agents  Skillgroups

\j @ Boston ve

There are no reports avallable in this folder,

@ Done |_|_|_|_ |_ H Local intranet 4




Basic Mode: Reskilling

= From the Skillgroups option
View skillgroups

Change skillgroups for agents in your teams

Agents not in your teams are greyed out

2} Unified Contact Center Management Portal - Microsoft Internet Explorer

File  Edit  ‘igw

Favorites  Tools  Help

eBack - o = |ﬂ lg ;;j |;) Search ‘*:,','n'\'( Favaorites €)| [_'\:- 3; = ﬁ

Address I@‘I http:ffxdemoz00fes/agent_reskiling. asp=7path=/Global%:20EankjCommercialfEast %% 20Coast/Eoston

B2 = = |Link5 =

tisco Systems Unified Contact Center Management Portal

“ Agent Re-Skilling

Select a skillgroup to change the associated agents,

Skillgroup IBost.on_Buslness_Loans LI

Agents in Current Skillgroup

Current User:
Mew initiative a major success

Home Help Settings Logout e =

BCates

(] Agent Mame

Status

Active Dates

|| Owean,Barbara @I FPending Active 06/06,/2079 00;00;: 00
= Townsend,Brad .@I Pending Active 06/06,/,2079 00:00: 00
[Fase & remoe |

My Agents on Peripheral: CCM3_1

| Agent Mame Status Active Dates

[ Oates,Beth -@l Pending Active 06/06,/2079 00:00:00
[  Oliver,Bridget @l Pending Active 06,/06/2073 00:00: 00
7 ©ONeil,Brenda @l Pending Active 06/06/2079 00:00:00

Save | Cancel I
|@ Done |\:~J Local intranek

=l
Y




Basic Mode: Agent Teams
. Manage agent teams

<3 Unified Contact Center Management Portal - Microsoft Internet Explorer

File Edit  ‘Wew Favorites  Tools  Help | '!‘i
L " F 3 "

eBack - e - \ﬂ @ L:j ‘ /'./_j Search ‘IAS"Favontes @‘ [{r}* = - .ﬁ

Address I@ http:/ixdemoz00/e5 agent _team_manager. aspx?path=/Global%20BankiCommer cialfEaste20C0ast fEoskon j G0 |Links =

tisco Svstems  Unified Contact Center Management Portal Home Help Settings Logout o =l

Root = Global Bank = Commercial = East Coast = Boston = Current User: BOates

“ Manage the agents in my team. Mew initiative a maior SUCCESS

This is the list of agents that currently exist in your team.

My Agent Tearm IBost.cun_Team_lj

Agents in Team

Agent MName Status Active Dates

Dates,Beth @l@l Pending Active 06,/06/2079 00:00:00
Cliver,Bridget @l@l Pending Active 06,/06/2079 00:00:00
OMeill,Brenda @l@l Pending Active 06,/06/2079 00:00:00
Owen,Barbara @l.@l Pending Active 06,/06/2079 00:00:00

=] [ [ [ S toralintranet

H
/4




Basic Mode: Agents

2} Unified Contact Center Management Portal - Microsoft Internet Explorer

File Edt \Wiew Favorites Tools Help

[l
| 2

Back = = % = [ ) Search “r Favorites £ ,\'\:v f‘ = e
OIPs %S =&

address I@ http: fixdemo200/eS provision_agent. g.aspx?path=/Global%20Bank/ Commercial Fast %20Cnast {Bostan

j GD |L|nks =

Cisco Svstems  Unified Contact Center Management Portal
Root = Global Bank > Commercial > East Coast > Boston =

Home Help Settings Logout 6;'

Current User: BOates

= Edit agents in your team

Copy existing agent or create
from new

“ Create a new Agent

Details | Supervisor | AgentTeams | SkilGioups | Advanced |

In advance

Set supervisors with
permissions like your own

First Name = I

Last Mame % I

L]

Description

Peripheral Login

Detailz Supervisor ” Agent Teams H Skill Groups || Advanced |

Login Mame % I
Supervisar ~

Password % I

Confirm Password % I Domain Account

Save Cancel | [T Create snother

|@ http:ffxdemozo0/eSisettings_user, aspx?path=jGlobal BankiCommercialfEast CoastfBoston

Associate with Domain Account [

Find User Account |

Login Name

Crr

Portal Account

Create Account I~

Login Name % I

Passwaord = I

Confirm Password % I
Groups
Mame

[T Global Bank Supervisors




Advanced Mode

= Advanced Mode for administrators

View audit reports
Create resources
Manage security

File Edit View Favorites Tools Help

a Unified Contact Center Management Portal - Microsoft Internet Explorer

eBack'Q' @ @ :h pSearch *Favoﬁtes @

G- W d 3

Address I@ http://xrdtestl/exony/toolset.aspx

~| B o |uinks »

Root >

D Information Notices
U View Notices
dF Create a Notice

ElEdit a Notl‘celNO Items Available to Editj

ﬁ Security Manager
& view Users

& View Groups

© View Roles

uscosvstens UNified Contact Center Management Portal

@ Reports
[ View Reports
4k New Report

Current User: administrator

Home Tools Help Settings Logout 0 -

" Tools

eOChanqe your Homepage

EEdit a Reportlxo Items Available to Editj

ﬁ System Manager

E Create a Folder

&

- [ [ [ sJtocaltranet

KN




Advanced Mode: System Manager

Contact Center Management Portal - Microsoft Internet Explorer

File Edit \View Favorites Tools  Help
@Eack - e - @ @ :h|psaarch *Favorltes E)| Bv f‘ﬂ - ..‘3
| Bee |Links =

Address IE http:fxdemoz00/eS /system_manager . aspxd
Home Tools Help Settings Logout e;I

" ReSO u rce m an ag e m e nt tisco Svstems  Unified Contact Center Management Portal
Current User: GBAdmin

Root = Global Bank > Commercial » East Coast > Boston >
“ Systern Manager

B Root [New [ Uplosd Move Delete path  /Reot/Global Bank/Commardal/East
Coast/Boston

=+fal Global Bank Type Agent Teamn

E-E% Commercial [’L = Resource Boston_Team_1

B East Coast

| v

Agent Team
[T Boston_Tearm_1 (Pending Active)

[ Boston_Tearm_2 (Pending Active) Status IE
. Pendinc

—le 1 of 1
Frmns ] Marne & IBoscon_Tean

Details | agents | Advanced | Histoy |

1 wast Coast
E-E Retail

ntact Center Management Portal - Microsoft Internet Explorer

File Edit View Favorites Tools Help
Description

@Back - Q - B @ i:j|psaarch *Favor\tes @| Bv S‘ﬁ - .“5
Address IE http: ) ixdema®00)e5/) system_manager, aspx#
tisco Svstems  Unified Contact Center Management Portal

Root > Global Bank > Commercial » East Coast > Boston » Current User: GBAdmin
Save | Cancel |

© System Manager

j Go |L\nks =

Home Tools Help Settings Logout o;l Supervisar script dialed numberlNgnEv

2
L] e

Path fRoot/Global Bank/Cornmercial/East Coast/Boston
Type Agent Team
Resource Boston_Tesm_1

[Dietails || Agents H Advanced ” Histary |

Status
‘E Pending Active
Mame = IEnst.Dn Team 1
%1% = -
Description =]

Supervisor script dialed number [Hone -I

Save | Cance\l
E
’_’_’_’_’_ g Local intranet 4

‘a Dane




Advanced Mode: Security Manager (Groups)
= Group Creation

a Unified Contact Center Management Portal - Microsoft Internet Explorer
| o

-3

Fil= Edit Wiew Favaorites Tools Help
& 1

Back - - X <1 B ,_.)Search “r Favirites - pal &
D~ Dad e

Address I@ http:/fxdemoz00feSigroups, aspx?path=/Global%206ank/CommercialEast ¥ 20C0ast fBoston

Tl EJse | tnks »
Cisco Svstems  Unified Contact Center Management Portal Home Tools Help Settings Logout @ =
Root > Global Bank » Commercial > East Coast > Boston > Current User: GBAdmin

“ Group Browser

‘ Groups in the folder '/Root/Global Bank/Commercial/East Coast/Boston'

Description Last Modified

=+ Root O Name
Elm (Elubal Bl There are no groups in this folder,
E‘ L Cammercial /3 Unified Contact Center Management Portal - Microsoft Internet Explorer
W
= L ;St Clozsis Back | File Edit ‘iew Favorites Tools  Help | A ;'
eBack - o - Iﬂ @ :j|j‘,_) Search ‘i\\'f’Favorites -&) E/q':v ; - '3
RN =S |Links 24

{1 Mew York
| West Coast Address I@ hitp: jfxdemo200/e5/group, aspx?path=/Global%20Bank/Commetcial/E ast % 20Coast fBoston
1 Retail .
tisco Systems  Unified Contact Center Management Portal
Root = Global Bank > Commercial > East Coast > Boston =

B Shared
& | Unallocated
“ Create a new user group

Home Tools Help Settings Logout o Ll
Current User: GBAdmin

4 Create a new group of users in '/Root/Global Bank/Commercial/East Coast/Boston'.

Ll G Root Marne IBDstDnAdministratDrs
=37 Global Bank L
& o ial Description |[Users who can perform administrative ;I
EC’ Commercia actions only within the Boston folder
~ East Coast
‘@ javascript:__doPostBacki_ctiDfcntr]_Headerflowlevelnavigationgnew',") LI
] New York
[ West Coast Save I Cancel Back [T Create Another
B | Retail
& | Shared
B Unallocated

=
T T Ewclnane:

|&] Done




Advanced Mode: Security Manager (Folder
Permissions)

d Contact Center Management Portal - Microsolt Internet Explorer
‘ s
e

I = - File Edit View Favorites Tools Help

. z { e & 1

Folder Permissions 00" J A o O S
Address I@I http: fixdemo200feS)groups. aspx?path=/Global % 20Bank  Commercial[East ¥ 20Coast /Boston G | Links **

tiscoSystems  Unified Contact Center Management Portal Home Tools Help Settings Logout @

Set by non'g|0bal rOIeS M Root > Global Bank > Commercial » East Coast = Boston = Current User: GBadmin
EW TS TYE & TTE]0T SULLESS

“ Group Browser

Root/Global Bank/Commercial/East Coast/Boston’

Inherited

& r—L Root Description Last Modified
=-{aT Global Bank 5 .
Users who can perform administrative actions 28/07/2006
Commercial & B Bostanadministrators only within the Boston folder 12:40:00
B[ East Coast
Back
=10 X :I
File Edit Wew Favorites Tools Help | |','
eﬂack_. - Q - EI @ :j ‘ ‘;7 Search *Favqﬁt;s @
Address I@ http: ) xdemo200/e5 security_assignpermissions. aspx?path=/lobal%:20Bank/Commercial/East %:20Coast/Boston d G "unks -
tisco Svstems  Unified Contact Center Management Portal Home Tools Help Sett: e =l
ied Contact Center Management Portal - Microsoft Internet Explorer

Root = Glohal Bank = Commercial = East Coast = Boston = Curre
mew oo File Edit View  Favorites  Tools  Help

® Assign Permissions
eBack - O - \ﬂ Iﬁ L:j |f/_j Search i{Favuntes €‘> - ; E =

To assign permissions to the selected user(s)/group(s) select the folder you wi Address |@ hittpe ffdemo200jeSisecurity _assignpermissions . aspx?path=Global%20Bank/Commerdal [East % 20Coast Boston

j GU ‘Llnks >

to, the roles that these users will be able to perform and click the '"OK' button, - .
. Ciseo Svstems  Unified Contact Center Management Portal Home Tools Help Settings Logout ok
Bﬂ} Global Bank A\ vou are currently un-able to change permissions on this folder as they are Poot = Global Bank = Commercial = East Coast = Boston = Current User: GBAdmin
- Commercial change this setting Click here “ Assign Permissions T e
~ East Coast | MName Description

To assign permissions to the selected user{s)/group(s) select the folder you wish to grant access

=] Host Administrator
= New York rs Tanant: Adinistrate 5 Root to, the roles that these users will be ahle to perform and click the 'OK' button,
West Coast
Pt il 1= Tenant Supervisar =l m Global Bank [m] Name Description
=
Shared =] Tenant User + CertierlE] (m]=] Host Administrator
=1 Unallocated y [ml=| Tenant Administrator
M1 Mew York FE Tenant Supervisor
Save | Cancel | \West Coast [m|=| Tenant User
- 1 Retail

= s
) | Unallocated
\ ? ) Item security is inherited From the parent ibem, Do you wish ko apply security settings For this item Save Cancel

| &] javascript: __doPostBacky_ctiigpageContents} o
. 2 2 ance|

El
|@ Done ,7’7,7’7’7 Local intranet v




Introduction to Ad

= Global Permissions
From the Settings option
‘Activate’ non-global roles

File Edit View Favorites Tools Help

File  Edit  Vigw

vanced Mode: Global Roles

icrosoft Internet Explorer

ontact Center Management Portal

Favorites  Tools  Help | i

eEack - O - \ﬂ @ ¥:j ‘ /_/_) Search *Favorites &)‘ [‘_‘)v “‘_\f - .ﬁ

Address I@ http: jfxdemoz00/eSisettings _security, aspx?path={Global%20Bank

Go ‘L\nks >

3 Unified Contact Center Management Portal - Microsoft Internet Explorer _[Olx}| Tenant Supervisor Privileges

GiscoSystems  Unified Contact Center Management Portal

User Settings properties.
Change Password N Name Description
System Settings nl=| Host administrator Privileges

ml=| Tenant Administrator Privileges

Home Tools Help Settings Logout 63‘

Root > Global Bank = Current User: GBAdmin

“ Settings

These are the global roles on the system. To edit or view the users and groups associated to them select their

‘ ;,' Tenant User Privileges

eBack - o - |ﬂ @ \;j ‘ )O search *Favnrites ‘E)‘ [’_:- .Y\f, = - 5%

Address I@ http: ffxdemo200/eS global_role_edit, aspx?role=00000001-0000-0000-0000-000000000c10

GiscoSystems  Unified Contact Center Management Portal
Root = Global Bank =
" Edit Global Raole

Members

Edit role information

Narme Tenant Administrator Privileges

Description =
|

Enabled =

Hidden O

[ Task Name Description

Home Tools Help

New

|@ javascript: _doPostBack{ _ctl0$cntrl_Header$lowlevelnavigationdassodiation',")

¥ advanced User Allows access to Advanced User options,
[ analyzer Allows access to analyzer tool,

[¥v  Browse Connected Systems List connected systems.

[ Browse Dimension Types List dirmension types,

¥ Browse Global Roles Browse global roles.

¥ Browse Global Security Browse global security,

vl Browse Roles Yiew roles,

Crrr

3 Unified Contact Center Management Portal - Microsoft Internet Explorer

File Edit “iew Favorites Tooks Help

eﬁack - o - |ﬂ @ ;h | f/_) Search i\\?Favnntes & [’_:v S;, =i

Address I@ http:}xdemoz00/eS/global_role_members, aspx?role=00000001-0000-0000-0000-000000000c1 0

j Go |Lmks =

Home Tools Help Settings Logout eﬂ

Cisco Systems  Unified Contact Center Management Portal

Root > Global Bank > Commercial > East Coast > Boston = Current User: GBAdmin

M‘" Global role mernbers Ny MNew initiative a major success

4 4 Users or Groups associated to the global role

S Root mﬂvmw = 'Tenant administrator Privileges'.

=-fat Global Bank [ Name
. Commercial el s Y=
[+ East Coast

User/Group Name Path
& E“ Administrators /Root

JRoot/Global
& Eﬂ Bostonadministrators Bank/Commercial/East

Bostonadministrators

| New York Coast/Baston
| ew Vo

| West Coast Back
- Retail

- | Shared
- | Unallocated

-l
T

|@ Done




Product Positioning and Deployment Models

= Enterprise and Hosted Unified Contact Centers

Deployment Models for CCMP Phasel.:

Hosted Deployment with one or more customer instances
Traditional Service Provider
Public Sector

Enterprise Deployment with partitioned Business Requirements
Large Distributed Enterprise

Note:
-- Reporting provided via standard Webview or 3" party product
-- Hosted model requires CTI OS per customer for security



Packaging and Pricing

= Concurrent Agent level licensing for Portal

= Portal I1s included with each new Unified Contact Center
Enterprise Premium or Contact Center Hosted Agent
License Purchased

= Existing Contact Center Enterprise and Hosted Agents
can be upgraded for use with Portal with purchase of
upgrade license

= Enter IPCE-BUNDLE and HOSTED-BUNDLE from the
Cisco order tool

See the Contact Center Solutions Order Guide for further
detalls



End-User Business Benefits

= Business end-users empowered to manage their own
operations:

Business operations staff work within safe, partitioned, user
friendly interface

Reduced Dependency on IT/Telecoms &/or 3" party Service
Providers or Enterprise IT to manage changes

Operating costs reduced, business agility improved

The Management Portal leverages the scale and power
of Cisco Unified Contact Center, but removes the
complexity of provisioning



For More iInformation:

Support E-Mail Aliases
Technical Questions: ask-ccmp@external.cisco.com
Pricing Questions: ccbu-pricing@cisco.com
General IPCC: ask-ipcc@cisco.com

Contact Center Enterprise Product Information
General Information (including CCMP documentation):

Contact Center Hosted Product Information
General Information (including CCMP documentation):



mailto:ask-ccmp@external.cisco.com
mailto:ccbu-pricing@cisco.com
mailto:ask-ipcc@cisco.com
http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1844/index.html
http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1844/index.html
http://www.cisco.com/en/US/products/sw/custcosw/ps5053/index.html
http://www.cisco.com/en/US/products/sw/custcosw/ps5053/index.html
장우식
강조

장우식
강조
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