


How to Use this Presentation

= This is an overview of Cisco Unified Contact Center Plan and Design
Service Component, Operations Support Review (OSR) Service

» |ntended for contact center operations management teams:
Legacy ACD/Call Center Operations Management

Client Contact Center Operations and IT Organizations responsible for
operation support activities

Tier | Help-Desk Management
Tier 2 and Tier 3 Support Organizations
Server Support and Security Operations

= Available globally
= Customization may be required based on customer needs

= Fill in title slide with presenter name, title, date. Delete title slide and back-
end slides before sharing with customers

= Back-Up Slides included as option



Challenge

Maximizing Contact Center Efficiency
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Solution
Operations Support Review Service

Benefits
* Create an infrastructure for growth
* |ower operational costs
* Increase productivity

* Enhance customer experiences

Designed to help contact centers assess, align, and refine operational
processes, resources, and tools
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| : Dramatically lower costs
a blueprint for

implementing
contact center
technologies

Enhanced performance
management
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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.




Operational Preparedness

* Blending business and operations
management readiness

* Staff readiness for day-two operations

* Tools inventory and gap identification/closure
* Balancing internal vs. out task resources

* Reduce operational risk to service availability
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How to Get Started

Prepare, Assess, Assign

| . perations st
cover gaps and risk: el
impacting operations
Gaps and recommendati

A Bl e R R Support Review Activities provided to assist in achie

requirements and skill sets i i j
the optimal operations supf
level for your contact ce

Align operations maturity model
to support on-going activities

Execute business strategy for _
optimal operations support !| |‘
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Summary
Value

Services
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Back-Up Slides



Questionnaire
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Questionnaire Review Conference Call
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Interview Process

* Onsite or remote interview session(s) with identified
resources responsible for policies and management

* [ocus areas determined by guestionnaire responses
Day 2 support team, staff support and education

Capacity management, availability management, change
management

Release management, configuration management, business
continuity management

Incident management, problem management, service desk and
service level management

* Develop and schedule workshop
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Workshop Sample Agenda
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