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Total Customer Experience

Agenda

Connect Engage Optimize



Why Customer Experience ?

60% of organizations see that customer services 

will be the top source of competitive differentiation 

in the next three years.

Source: The Service Council’s (TSC) Service Transformation: 

The Business Case

...the only sustainable competitive advantage is 

knowledge of and engagement with customers.
Source: Forrester Research

86% of buyers will pay more for a better 

customers experience but only 1% customers feel 

that vendors consistently meet their expectations

Source: Forbes

70% of buying experiences are based 

on how the customer feels they are being treated.

Source: McKinsey

Source: Watermark Consulting



Yesterday’s solutions aren’t enough. Customers want to be taken care of...

at any time, in any location, and on any device.



Total Customer Experience – Moments of Truth
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Point Solutions Creates Outcome Chaos!



SIMPLER

Integration

EFFORTLESS

Experience

Engage

Total Customer Experience

INTERACT with clients 
across channels

Connect Optimize

Unified 

CCX 10.x

Predictive Outbound

Multisession Web Chat

Finesse Email

Jabber Guest Video

Cisco Finesse

Integrated Voice, Email & 

Web Chat

Live Data

Mixed Mode

CRM Connectors

E.164, IPv6
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Outbound Agent

Connect



Outbound Agent

• Direct Preview, Predictive and Progressive dialer

• Available with Finesse

• Outbound Licenses

• CAD: only Preview Outbound

• Call Progress Analysis

• Campaign Management

• APIs 

• Partner products on CDN

Connect



Outbound Agents
Finesse Gadget

Connect

Agent Reserved

Live Voice Detected



Outbound Agents
Scheduled Callback

Callback can be scheduled

• On an outbound call 

• In wrap-up after an outbound call

• On hold on an outbound call

• Option to edit callback number

Connect

Customer’s Timezone

Callback Number

Callback Time



Web Chat and Email

Connect



Chat and Email State Control

Finesse Web Chat

Multisession Web-Chat

Email

Visual 

Notifications

Connect

Predefined 

Responses

Audible Alerts

Live Data and Historical Reporting

120 concurrent sessions

Chat Reply 

Pane



Finesse Email

Web-Chat

Email

Email Reply Pane

Chat and Email 

State Control

Connect

Rich Text Editing

• Routing by
• Most skilled agent
• Longest available agent

• Reply-To option
• Last agent routing
• Microsoft Exchange 2010, 2013
• 120 concurrent Email agents

Predefined Responses

Attachments
Requeue



1
Setup SocialMiner

Simple Setup
Connect



Setup Mail Server

Setup Website Chat Form

Simple Setup
Connect

2



Setup Service Queues

Simple Setup 
Connect

3



Agent E-Mail – Historical Reports
Agent Reports

Email - Agent Activity 

Report

Daily statistics of agents.

Connect

Email – Contact Detail 

Report

Email contacts handled by the 

agent.



Email – CSQ Activity 

Report

Email activity statistics of 

agents in a CSQ 

Agent Email – Historical Reports
CSQ Reports

Connect

Email – Traffic Analysis 

Report

Number of emails  received 

for each CSQ.



Video with Jabber Guest

Connect



Video Care with Jabber Guest
ConnectEngage

Finesse agent desktop

Reporting

Video on Hold

89009900DX 650EX-Series

Agent 

Devices

Audio Recording

Silent Monitoring (Audio)

Barge-In & Intercept (Video)

MediaSense

2-way video 

Collab Edge + Jabber Guest Expressway

Jabber Guest VM

Cisco CUM or 

Business Edition

Enterprise
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Cisco Finesse
Ease of Customization via Modular Architecture

Browser Based Desktop 

Live Data Reports

Agent State Controls

Customizable Gadgets

Integrated Admin

Voice, Email, Chat

Engage



CRM Connectors

• Web-based gadget for agent state and call control

• Flexible screen pops with customer and interaction history

• Salesforce.com (IPCX-BS-SF-VAGT*)

Sales Cloud and Service Cloud

Salesforce.com Console 

• Microsoft Dynamics (IPCX-BS-MSD-VAGT*)

CRM 2011 and 2013 Online/On-Prem (web client only)

• Installation, maintenance service to be purchased from Bucher 

and Suter

Engage

*Available as Solutions Plus



Total Customer Experience

Connect Engage Optimize



Finesse Recording 

Optimize



Finesse Workflow Recording

MediaSense

CR/QM/AQM

Workflow based recording
CCX

Finesse

CCX Agents

CR/QM/AQM 

Licenses

CCX 

Recording 

Licenses

Optimize

Finesse Workflow configuration 

HTTP Request Action to Start Recording

HTTP Request Action to assign Metadata to a recording



Selecting a Finesse Recording Option
Cisco Unified WFO MediaSense MediaSense &

Solutions Plus

Audio recording

Video Recording

Quality Management

Advanced Quality 

Management

(with Screen Recording)

Workforce Management

Playback Mechanism WFO Gadget in Finesse Search and Play Gadget Gadget in Finesse

Licensing WFO licenses on CCX Recording licenses on CCX for

Workflow based Recording 

Recording licenses on CCX for Workflow 

based Recording

+ Solutions Plus WFO licenses

Optimize



Desktop

Optimize



Migrating from CAD to Finesse
CAD and Finesse Mixed Mode

Optimize

Flash Cutover

Voice Agents

Migrate in Teams

Email & Chat 

White Paper: http://cs.co/CADtoFinesse

Comparison: http://cs.co/CAD-Finesse-Compare

Data Migration

No mixed teams

http://cs.co/CADtoFinesse
http://cs.co/CAD-Finesse-Compare


CAD End-Of-Life Summary

• CAD in CCX 9 and CCX 10.x

• Unified CCX 10.6 is the last release of CAD

16 Jan 2015

EoL announcement

31 July 2018

End of Support

15 July 2016

End of SW Maintenance



Prime Collaboration 

Optimize



Prime Collaboration

• Prime Collaboration Deployment

• Fresh install

• Upgrade

• Install cop files 

• Switch versions 

• Reboot  

• Readdressing

• Prime Collaboration Assurance

• Requires Advanced License

• Performance Monitoring  and Fault Management
• Alarms and Events browser.

• Email notifications for Alarm Sets.

• Custom events for performance counters.

Optimize



What’s New in CCX 11



SIMPLER

Integration

EFFORTLESS

Experience

Engage

Total Customer Experience

INTERACT with clients 
across channels

Connect Optimize

CCX 11.0
Finesse IP Phone 

Agent
Context Service

Workforce Optimization

Off-box CUIC
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Cisco Finesse IP Phone Agent
Engage

• Agent Functionality on Cisco IP Phone

• Agent State

Ready

Not-Ready Codes

• Wrap-Up Codes

• Caller Data

• Supervisor Controls only with ENH/PRE license

• Live Data and Historical Reports from CUIC



Total Customer Experience
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Businesses have little 

knowledge of their 

previous interactions 

with consumers across 

multiple channels

Consumer 

frustration Wasted 

agent time Existing solutions are 

pricey, complex, or 

proprietary 

Business Challenges
Engage



Context Service

Engage



Context Service
Cloud-based storage of customer interaction data

Mobile

IoE

Phone

IVR

Customer 

Journey

 Enables a complete 

view of the customer 

journey

 Better-informed 

agents provide a 

superior experience

 Out-of-the-box Cisco 

platform integration

 Open web interfaces 

enable partner 

applications

Cisco Customer 

Collaboration Platforms
Partner Applications

Web

Retail

Email

SMS

Social 
Media

Chat

Deliver

Omnichannel

Seamlessly

Engage



Out-of-the-Box Finesse Gadget

Example Screen Shot
Actual version may differ

Engage



CCX script editor

LookupCustomers

Look up a customer by an identifier – caller ID, account number, etc.

GetCustomerInfo

Get data from a Customer object and save it in script variables



CCX script editor

Get POD Info

Get data from a Customer object and save it in script variables.

RetrievePOD

Return last "n" PODs based on a customer ID provided

UpdatePOD

Update a POD on the Context Service Cloud

CreatePOD

Create a POD on the Context Service



Total Customer Experience
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Desktop

Optimize



Multiple Call Variable Layouts Per System

• Administrators

define multiple call variable layouts

decide which layout to display to the 

agent

• Same mechanism as CAD – no 

changes to routing scripts for CAD 

customers migrating to Finesse 

Optimize



Email Enhancements

• Discard Email

Option for agents

Historical Reports

Optimize



Accessibility

• Agent Accessibility

• Adherence with Web Content 

Accessibility 2.0 Level A 

Guidelines

http://www.w3.org/TR/WCAG20/

• Available for limited set of gadgets

Optimize

http://www.w3.org/TR/WCAG20/


System Parameters

300 team phonebooks

50,000 contacts 

1500 team wrap-up codes 

Optimize



Reporting

Optimize



Unified CCX Reporting
Make Data Accessible

• CCX 10

• Single Presentation layer for Live Data and Historical reporting

• CUIC Reports and Finesse gadgets

• New Capabilities 

• Service Levels

• Thresholds and Alerts

• Short Term and Long Term views

Optimize



Live Data Gadget Toolbar Controls

View 

Selector

Play-Pause 

Live Data

View 

Thresholds 

Only

Online 

Help

Maximize 

Gadget

Optimize



CUIC Reporting Enhancements

Expand

Collapse

Resize 

Columns

Dynamic 

Sorting

Dynamic

Field Selection

Optimize



Off-Box CUIC
Optimize

Multiple Data Sources

Off-box CUIC

Historical Reports

Custom Reports

No user sync between CCX and off-box CUIC

New SKU for off-box CUIC with CCX



Features

Embedded CUIC Off-box CUIC

License Standard (included) Premium (optional)

VM Not required Additional VM (can be on same server)

Data Sources CCX Only Multiple

CCX Reporting Historical and Live Data Historical Only

CCX User Sync Included Not Available

Custom Reports Developed externally and imported Custom Reports can be developed



Workforce Optimization

Optimize



• Quality Management

• Search and Play from Finesse

• Gamification 

• Enhanced Administrator 
Reporting and Role Expansion

• Workforce Management

• Strategic Planning

• Vacation Planning

• Dynamic Scheduling

• Agent Initiated Mentoring

• Schedule “Agents” Beyond the 
Contact Center

What’s New in Cisco WFO 11.0?

Optimize



WFO: Workforce Management

Optimize



Strategic Planning

• Hiring Plans
• Plan out hiring based on staffing needs, time to hire, attrition

• Capacity Plans
• Produce reports to identify resource needs over an established time frame. 

• Budgetary Plans
• Establish basic budgetary estimates over defined time frame

Optimize



Vacation Planning with HRMS Integration

• Track usage at hourly level

• Scheduler can set vacation allotments 
by day

• Enable import of entitlement and 
export usage with external human 
resource systems (HRMS)

• Calendar view of allotments and 
availability

Optimize



Dynamic Scheduling

• Align the agent’s scheduling desires with the 
staffing needs of the business

• Allows schedulers to remain in control and 
ensure optimal staffing levels

• Easy to administer 

A modern approach to Shift Bidding

Optimize



Agent Initiated Mentoring

• Agent initiated peer-to-peer mentoring

• Agent requests mentoring, 
peer accepts, supervisor approves, 
both schedules updated

Optimize



Improved Scheduling Flexibility

• Simplifies the scheduling process to include omni-channel interaction and mix of 
skills

• Accommodates a blend of percentage based assignments and time based 
scheduling

Accommodate Omni-channel and Multi-Skills

Optimize



Manage more than just agents

• Ability to schedule “Agents” beyond the Contact 
Center in Cisco environment

Optimize



WFO: Quality Management

Optimize



Finesse Search and Play Gadget

• Integration allows agents to 
search and play interactions 
through Finesse

Optimize



Gamification

Using a badge metaphor to engage and motivate agents to achieve goals

• Badges are earned for Quality Scores and Adherence levels

• Provides supervisor visibility to agent badges earned

• Apply the right peer coaching at the right time for the 
right agents

Optimize



Enhanced Administrator Reporting 
and Role Expansion

• System Administrator Role
• Server access

• Configure additional role access

• Configure QM integration points (e.g. ACD, PBX, AD)

• Telephony Administrator
• Configure business rules around Who, What, When to record

• Configure and maintain workflow and retention

• Business Administrator
• Maintain business evaluations

• Report on “New, Update or Delete” Audit Reports:
• Available to System Administrators 

• Select specific date ranges 

• Setup scheduled emailed reports

Optimize



CCX 11: Outbound Enhancements 

Optimize



Outbound Enhancements

• Outbound campaigns

• Duplicate entries within imported list

• Dialing out same number within 24 hours

• Support for SIP trunks with CUBE 

• CCX 10.6 and 11.0

Optimize



CCX 11: Upgrades

Optimize



Upgrade Paths to Unified CCX 11.0

Direct 
Upgrade

9.0(2)SU3, 10.0(1)SU1, 10.5(1)SU1, 10.6(1) 11.0(1)

Indirect 
Upgrade

8.0(2) SU4 8.5(1)SU4 10.6(1) 11.0(1)

Fresh 
Install

3.x, 4.x , 5.x, 6.x, 7.x 11.0(1)



Summary

Optimize



SIMPLER

Integration

EFFORTLESS

Experience

Engage

Total Customer Experience

INTERACT with clients 
across channels

Connect Optimize



Unified Contact Center Express
Chat

Email

Voice

Finesse

Video

Workforce 

Optimization

Recording

Reporting

Virtualized

API

Social

Ecosystem

Context

Service



Contact Center Sessions Week at a Glance
Monday Tuesday Wednesday Thursday

8:00-9:30 (90) 

BRKCCT- 1011

Cisco Unified Contact Center 

Express Update and Roadmap 
(G.Variyath)

9:30-10:30 (60)

PSOCCT-1008 

Omnichannel Customer Care -

Preparing for the Mobile 

Customer
(K.McPartlan,K.Gouda))

10:00-11:30 (90) 

BRKCCT- 1051 

Cisco Unified Contact Center 

Enterprise and CVP Overview 

and Roadmap 
(J.Lundy/S.Vashist)

11:00-11:30 (30) 

DEVNET-1130

Cisco Finesse API’s (T.Phipps)

12:00-1:00 Table Topics

UCCX (G.Variyath)

Finesse(T.Phipps)

Color Coding

UCCE

UCCX  

MediaSense

Omnichannel

8:00-9:30 (90) 

BRKCCT-1041

CCE Security Best Practice Guide 

Overview 
(C. Gonzales)

11:30-12:30 Table Topic

Reporting and Analytics 
(C.Logue/V.Gururaj)

1:00-2:00 (60)

CCSCOL-1400 

Case Study: Providing a Total Customer 

Experience  (C.Botting ,D.Kramer, M.Voornhout)

1:00-2:30 (90)

BRKCCT-1006 

Omnichannel Contact Center Solutions 

Overview (W.E.Nijenhuis)

1:00-3:00 (2 hr)

BRKCCT-3005

Solution Troubleshooting for Unified 

Contact Center Enterprise (C.Palau)

3:30-5:00 (90)

BRKCCT-1031 Cisco Finesse - The Next 

Generation Agent Collaboration 

Experience  (T.Phipps)

4:00-5:00 (60) 

CCSCCT-1405 

Case Study: American Century 

Investments (N.Westvold)

8:00-10:00 (2hr) 

BRKCCT-2007 Cisco Unified 

Contact Center Enterprise Planning 

and Design    (M. Berenjian,M.Eady)

8:00-10:00 (2hr) 

BRKCCT-2019 Cisco Unified 

Contact Center Express Planning 

and Design and Support 
(G.Burton,M.Turnbow)

8:00-10:00 (2hr) 

BRKUCC-2270 Network Media 

Recording and Streaming with 

Cisco MediaSense (C.Ward)

11:30-12:30 Table Topic

UCCE(PCCE,HCS) & CVP
(J.Lundy, C.Logue)

1:00-3:00 (2hr) 

BRKCCT-2050 Building recording 

and monitoring applications with the 

MediaSense API (K.Rehor)

1:00-3:00 (2hr) 

BRKCCT-2056 Contact Center 

Reporting & Analytics: Unified 

Intelligence Center (V.Gururaj,C.Logue)

1:00-3:00 (2hr) 

BRKCCT-2027 UCCE Solution 

Service Creation (including CCE 

and CVP Scripting) (S.Vashist,,B.Cole)

8:00-9:30 (90) 

BRKCCT-1002 

Hosted Collaboration Service 

Contact Center Update 
(A.Mermel,M.Varghese)

10:00-12:00 (2hr) 

BRKCCT-2080

Deliver omnichannel Customer 

Experience with Remote Expert 

Mobile 

(R.Gupta,Y.Fedotov)

10:00-11:30 (90) 

BRKCCT-1005 Context Service: 

the new cloud-based 

omnichannel solution for Contact 

Center Enterprise and Express 

(V.Chhabra)

1:00-2:30 (90)

BRKCCT-1009

Cisco Customer Collaboration 

Architectural Vision and Cloud 

Evolution 
(M.Lepore,T.Famous)



Participate in the “My Favorite Speaker” Contest

• Promote your favorite speaker through Twitter and you could win $200 of Cisco 
Press products (@CiscoPress)

• Send a tweet and include 

• Your favorite speaker’s Twitter handle girishsv

• Two hashtags: #CLUS #MyFavoriteSpeaker

• You can submit an entry for more than one of your “favorite” speakers 

• Don’t forget to follow @CiscoLive and @CiscoPress

• View the official rules at http://bit.ly/CLUSwin

Promote Your Favorite Speaker and You Could Be a Winner

http://bit.ly/CLUSwin


Complete Your Online Session Evaluation

Don’t forget: Cisco Live sessions will be available 
for viewing on-demand after the event at 
CiscoLive.com/Online

• Give us your feedback to be 
entered into a Daily Survey 
Drawing. A daily winner 
will receive a $750 Amazon 
gift card.

• Complete your session surveys 
though the Cisco Live mobile 
app or your computer on 
Cisco Live Connect.



Continue Your Education

• Demos in the Cisco campus

• Walk-in Self-Paced Labs

• Table Topics

• Meet the Engineer 1:1 meetings

• Related sessions



Thank you





Collaboration Cisco Education Offerings
Course Description Cisco Certification

CCIE Collaboration Advanced Workshop (CIEC) Gain expert-level skills to integrate, configure, and troubleshoot complex 

collaboration networks 

CCIE® Collaboration

Implementing Cisco Collaboration Applications 

(CAPPS)

Understand how to implement the full suite of Cisco collaboration 

applications including Jabber, Cisco Unified IM and Presence, and Cisco 

Unity Connection.

CCNP® Collaboration

Implementing Cisco IP Telephony and Video 

Part 1 (CIPTV1)

Implementing Cisco IP Telephony and Video 

Part 2 (CIPTV2)

Troubleshooting Cisco IP Telephony and Video 

(CTCOLLAB)

Learn how to implement Cisco Unified Communications Manager, CUBE, 

and audio and videoconferences in a single-site voice and video network. 

Obtain the skills to implement Cisco Unified Communications Manager in a 

modern, multisite collaboration environment. 

Troubleshoot complex integrated voice and video infrastructures

CCNP® Collaboration

Implementing Cisco Collaboration Devices 

(CICD)

Implementing Cisco Video Network Devices 

(CIVND) 

Acquire a basic understanding of collaboration technologies like Cisco Call 

Manager and Cisco Unified Communications Manager.

Learn how to evaluate requirements for video deployments, and implement 

Cisco Collaboration endpoints in converged Cisco infrastructures.

CCNA® Collaboration

For more details, please visit: http://learningnetwork.cisco.com

Questions? Visit the Learning@Cisco Booth or contact ask-edu-pm-dcv@cisco.com

http://learningnetwork.cisco.com
mailto:ask-edu-pm-dcv@cisco.com

