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IP Telephony Applications

The Telephony Evolution



Applications

Unified Massaging
Personal Assistant
Conference Connection
Extention Mobility
Softphone

IPCC

XML Services

Third Party
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Cisco Unified Messaging

Cisco.com



Unified Messaging
i s gt Cisco.com

Enterprise unified messaging
Consolidate your
Voice messages

E-mail messages
Fax messages

Into a single message
repository, on the:

Cisco MCS 7835
Application Server

© 2003, Cisco Systems, Inc. All rights reserved. 5



Cisco Unity Communications

Solutions
i T T CISCO.COMm

CISCO Unity Unified Messaging
Full Unified Messaging
« Works w/Cisco CallManager
« Compatible with MS-Exchange 5.5 *

Cisco Unity Voice Mail
- |P Voice Messaging
« Upgradeable to Unity UM
 Works w/Cisco CallManager

© 2003, Cisco Systems, Inc. All rights reserved. 6



Cisco Unity
ViewMail for Outlook

i i i Cisco.com

h:'i Inbox - Microzoft Dutlook

| Ele Edt Vew Go Took Actiops Help

o B x 1DV Syt Fecewed B
Al = Dublock Today - [Persor @ Chris Cooper 206-555-2020 Fri 12/4/93 3:51 PM
Dutiook & Calendar Call Jackson ASAPIN} Fri 12/4/93 1:18 PM
T oday €2 Cortacts
(@ Deleted Mems [11 ™ § paul Davis Meeting Moved (Email TT3) wed 10/7/38 9:53 AM
ﬁ + ) Demo Corfiguistior | =y 0 Fax Sr. (415)356-9645  Fax on Selling Enterprise Fax Server Semi... Wed 10/7/98 9:46 AM
| : &) Drafts (1) i Backup Unity Adminstrator Accounts set up for Darcy Johnson wWed 10/7/98 9:39 &M
IO m
- Jounal
@ Outbos . 1
Calendar T3 Sert ltems Frome:  Example Administr ator To: Example Administrator
- 1 Tasks | Sulject From: Nancy Cortee (x103)  Cax
. 2
Contacts Subject: Fram: Mancy Cortez (x103)
Entry Type: Phane call -
Contact: Nancy Corez
!5ta|"t: Fri 112058 3:14 PM
:EH: Fri 11,2098 3:15 PM
4 4] | _+| Duration: 1 minute =
6 Items
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Cisco Personal Assistant




Personal Productivity Enhancements

in Action

If ’'m in a meeting and it’s my brother, send to voicemail.

If ’'m not in a meeting and it’s my manager, ring me at desk or home office.

e |f [t'S @ customer, ring me wherever.

Sundw _ Mord  Tossdw  Wedwwsde  Thusdy  Fidy _ Sousdey
= = T z

Directory

Cell/PDA

© 2003, Cisco Systems, Inc. All rights reserved. 9



Personal Assistant Features
| ||| | | ' Cisco.com

Route calls by user defined rules
— Time of day

— Calendar
— Who the caller is

Send call to user defined locations
— Office, cellular, home (Primary Destination Group)
— Alternate office, hotel (Alternate Destination Group)
— Ring office phone, if no answer, ring secondary #
Screen calls
— Select which calls to accept in real time
—Screen, forward (rules based)

© 2003, Cisco Systems, Inc. All rights reserved. 10



Cisco Personal Assistant:

Configuracion
4

Intuitive user interface

Easy for user to
configure using web tool

User controls routing rules

Change rules whenever needed without
waiting for administrator assistance

Lisco.com

Save | Cancel

Select Callers
Remove Callers

Keep default rules for months or change rules each

day—it’s up to the user

System and error reporting provided

© 2003, Cisco Systems, Inc. All rights reserved. 11




Cisco Conference

Connection




CCC Overview

e Cisco.com

IP-based audio conferencing solution

Brings participant from IP and PSTN into a single
conference

Works with Cisco CallManager
Supports up to maximum of 100 ports
Simple web-based user interface for scheduling

Single point user accounts and permissions
managed from CallManager

Cisco IP phone services integration

© 2003, Cisco Systems, Inc. All rights reserved. 13



CCC Overview Cont...

End of conference announcement

Cisco.com

Password protected conference

Additional flexibility with 10 port increment
license

LDAP directory Integration
Active Directory,
Netscape Directory
DC Directory

E-mail notification for conference schedule

Expanded IP Phone services Integration

© 2003, Cisco Systems, Inc. All rights reserved. 14
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Extension Mobility
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u u u
Extension Mobility
o T o o T T T e T o TR o o e T P P P e Pl i e T e e e mm me e s ==x
T Cisco.com

C % E E DII User’s Offi
entral < ser’s Office
é é é E‘ IP Phone 7960
OOOd (x5000)
Sooo
- Log onto any 7940/7960 in a CM
cluster to get your extension and \ f\! LDAP
productivity services Directory

- Extension, services, class of service IP Phone
restrictions applied to phone Services
] Web Server

- User-configurable PIN can be same

as for Unity
- Login modes
auto-logout other phones IP WAN
. mmimn|
keep login on other phones D000
0000 gg
- Logout modes 5880 =
explicit logout at phone 4 ! o
timed logout Visiting User
7960 Logged onto
Phone (x5000)

Branch Office

© 2003, Cisco Systems, Inc. All rights reserved. 16



Cisco CallManager 3.0
Multi-Site Scalability - Model 2

Cisco.com

Hub Site A Spoke Site B

Call

Voice

Mail Manager cluster

Multi-service Router

Jiu

N

~Centralized Call Processing Mode
+Single, central CallManager cluster

~Intra-cluster call admission control
Max scale today to 2,500 phones, no PSTN failover

© 2003, Cisco Systems, Inc. All rights reserved.
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Cisco IP Softphone




Cisco IP SoftPhone 1.3

s i Cisco.com

) W | Csco 1P Seihone
N 'O O B

resche]
fisH) B

4[E5ERE5E

- Windows-based IP Phone implementation
for CallManager

- Available in English, French, German and Japanese

© 2003, Cisco Systems, Inc. All rights reserved. 19



Cisco IP SoftPhone

EIEG.EEH‘I
Standalone
or with IP phone

Control IP phone %M

Is phone on PC %‘\Q‘
- Easy feature access

One-click conference
and transfer

Keyboard shortcuts

- Directory integration

Personal and public (LDAP)
Dial by name/e-mail address

© 2003, Cisco Systems, Inc. All right
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Cisco CallManager 3.0
Multi-Site Scalability - Model 2

Cisco.com
Hub Site A Spoke Site B
Voice Call
Mail Manager cluster =

e NG
),

N

Spoke Site C
&
«Centralized Call Processing Mode S
Nt == W=
-Single, central CallManager cluster =

~Intra-cluster call admission control
Max scale today to 2,500 phones, no PSTN failover

© 2003, Cisco Systems, Inc. All rights reserved. 21
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IP-Contact Center




h
4

gk 5 'f..li
| e
—
IP IVR X
i = Cisco.com
- Eliminates repetitive service agent ? PlayPrompt
response tasks v Start “Welcome to
- Functions 7x24 > Eirst Bank

- Lower equipment costs via IP
integration to data sources

- Features: Play Prompt

“For. account balance, press i
To transfer funds; press 2
Location independent For leans, press;3

Many solutions can ' To speak with/anjagent, press 0~
use same IP IVR

Easy script construction

Can be deployed as workgro
IVR

Easily personalized

Rlay Brompt Becall Data

“Please enter “Your balance
account number

and|PINIcode” IS $4000:00”

© 2003, Cisco Systems, Inc. All rights reserved. 23



New World Contact Center
Architecture

TR Cisco.com

b
B
TDM Customer {
3 -
E 1 PRS-

" - .
— - &
-I-| - -.- T T_:l_, ‘-‘-
AT TR E
-

ICM
CTI
Server

( IP Voice \

TDM Voice

VolP Customer

A

Call Control

CTI Data )

{11
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The Busmess Challenge

Cisco.com

SITE
Stock Trading License; 1

Speaks French;
15 years’ experience

$1,000,000
Stock portfolio;

Speaks French

account;
Wants balance

SITE
3

$1 00,000 mortgage; Mortgage
Wants credit line info. Specialist;
5 years’ experience

T EVUU) WIOUL Wy Doy HIve M g 1 uav v —_
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XML Services

© 2003, Cisco Systems, Inc. All rights reserved. 26



Vertical and Horizontal Market

Examples

Banking/Finance

Branch office representatives retrieve
customer account information on IP
Phone display before answering the call

Wcllmar

Retail
Inventory checking and Order Placing

throughout store; IP Phones have the option to
be directly connected to Customer Service

> =

Health Care

Nurse/Doctor checks Patient profile and
test schedule from the IP Phone in each
room with option to be directly connected
to the hospital wing

CO

U\II“IISIT\'

Education

Students check class schedule,
department list, and campus-wide . f
announcements Meeting

Room
Scheduler

_ Flight Status

Transit_z
Schedules
I-F:!:-\'\.
Stock Tracker
Doww 9BET 53 #18275 #1.89%
Ve ikdiallog
230 1:00 430 Clock

http://forums.cisco.com/eforum/serviet/IPCApps ?page=main

© 2003, Cisco Systems, Inc. All rights reserved.
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Application Example

Using IDLE PULL for Advertisements on the phone

Possible Scenario: =

Cisco.com

University sells advertisement to W to display on IP Phones in student dormitories

Late night studying for

final exam... 2. When user is not using the

phone (IDLE state), phone
polls web server for updates
to the Ad Service

F==2  HTTPPoll

4—

-
I

i .
il e U oI
: I ST

= Dormnet
Web
server

1. Student has PC on
Dormnet connected to
the IP phone

ey |

More NetPhone Pizza Stories in the news!!
http://news.cnet.com/news/0-1004-200-5148829.html

|

"

P

(

3. Student can select the Service
which immediately dials PizzaHut

"One Personal
Pan Pizz

please!"

© 2003, Cisco Systems, Inc. All rights reserved.
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Lhird Party Applications

Cisco.com



Third Party Applications

Call Accounting and Billing
Call Centers

IP Phone Applications

IP Phones

More that 150 Partners

© 2003, Cisco Systems, Inc. All rights reserved.



Third Party Applications

Cisco.com

Call Accounting and Billing

Maxt3an Billing Selutians

http://www.mindcti.com/ http://www.avotus.com/

31



Third Party Applications

Cisco.com

Call Centers

a———
F N\
' § = 1
4 i |
A Y J

(w9 !é

N

http:/www.inin.com/
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Third Party Applications

Cisco.com

IP Phone Applications

. Omnitronix *.

http://www.omnitronix.com/ d

HotDrspatch

wrerws, hoktdispatch, com /oo ip-mlsphony




LISCOD.com

Third Party Applications

IP Phones

) i - > = ey, .
i = 5 s & S° Technology Solutions

http://www.adtech.be/ http://www.ipblue.com/
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Summary
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. Questions?

Cisco.com

Cisco SysTems
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