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Cisco Mobile Agent

The Cisco © Unified Communications system of voice and IP comm unications products and applications enables

organizations to communicate more effectively—enabli ng them to streamline business processes, reach the right resource
the first time and impact the top and bottom line. The Cisco Unified Communications portfolio is an in tegral part of the Cisco
Business Communications Solution—an integrated solut ion for organizations of all sizes which also inclu des network

infrastructure, security, and network management pr oducts, wireless connectivity, and a lifecycle serv ices approach, along
with flexible deployment and outsourced management options, end-user and partner financing packages, a  nd third-party
communications applications.

Today’s contact center is about more than just liemdnultichannel contact—voice—inbound and outbouigb, and e-mail at a dedicated
facility; it is about extending these communicatarannels to a remote user. The workforce todajgisly mobile and the network needs to
accommodate and provide capabilities to allow renagients to interact with customers. Cisco Uniieditact Center Enterprise and Cisco Unified
Contact Center Hosted offer business customershbiee of interacting with contact center agentsebgphone, Web, voice callback, voice over
IP (VolIP), text chat, or e-mail, wherever the ageare located—home, remote office, branch officéntarnet kiosk—with Cisco Mobile Agent.

Cisco Unified Contact Center Enterprise and Cisodiéld Contact Center Hosted are strategic platfotinat help customers move into the
next phase of customer contact—beyond today’s conéater to a Customer Interaction Network. A dlistred, IP-based customer service
infrastructure, the Customer Interaction Networkipoises a continuously evolving suite of innovativeiltichannel services and customer-
relationship-management applications. These sennd applications provide enhanced responsivemesstreamlined customer exchanges
to help organizations deliver superior customeviser A Customer Interaction Network extends custoservice capabilities across the entire
organization, giving businesses a more integratedcallaborative approach to customer satisfaction.

Enterprises increasingly rely on home offices amdate offices for connectivity of day extenders pad- and full-time teleworker agents. In
order for these agents to be optimally productilrey require access to the same services used aebthorate headquarters contact center site,
including data, e-mail, collaboration tools, andcecand video services. In addition, the deliveithe communicating channels such as voice
needs to be flexible enough to cater to any endpb&éagent might use-a home analog phone, a hBrphadne, a cell phone, or other types

of devices. To provide these capabilities, Ciscst@y$ offers Cisco Mobile Agent for Cisco Unified Cont&enter Enterprise and Cisco
Unified Contact Center Hosted. The result is antereind solution that can help guarantee the tirdelivery of voice and data to remote
agents cost-effectively and reliably. (See Figuje 1
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Figure 1. Cisco Mobile Agent
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MOTIVATION FOR MOBILE AGENTS

Contact centers are constantly striving to redwstsc improve agent productivity, and retain ageiitisin the organization. These goals can
be furthered by providing agents the flexibilitywork from home with similar quality, function, fermance, convenience, and security as
are available in the corporate headquarters conéater.

Occasional and full-time remote agents require ¢dfise space. By providing a work environmenttie home office, agents can optimally
manage their work schedules, allowing for highedpictivity (less affected by office distractionsidagreater job satisfaction. This extension
of the headquarters contact center to remote agetite objective of the Cisco Mobile Agent offagin

ADVANTAGES OF CISCO MOBILE AGENT

* Aremote agent might not have access to IP ainadis. IP at home is pervasive in certain areasitina® access to several broadband options—
cable, DSL, etc. In such cases, extending the carpdP telephone system from home with comparadiiee quality could be a challenge and
could limit an agent working from a remote locati¢®ecure voice delivery to the home is addresyeal different Cisco offering—the Cisco
Remote Tele-worker a solution that uses full eneénd secure VPN connectivity and quality of voioedgents using IP phones at home.) Cisco
Mobile Agent can send calls to any phone—analogipshlitched telephone network (PSTN) or cell phoned-thereby extend the reach of a
centralized IP contact center.

« An agent at home or a remote location is moreyikeluse a different handset with different captied than an IP handset. Most full- and part-
time occasional agents are familiar with a non-dRdset. Allowing agents to use the device theyrarst comfortable with reduces training
costs, increases flexibility, and makes the aggnbstic to technology.
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« With the advent of thin-client desktops and Citixsed and Windows Terminal Server-based desktopseimote agents do not need to keep a
full desktop or laptop at the remote locationsIdxgy as the agents can access the corporate costger computer-telephony-integration (CTI)
application, data can be delivered to the thinatlgesktop.

« The solution includes all data and voice securiithiw the corporate firewall. IP Security (IPSetansparent LAN services (TLS), public key
infrastructure (PKI), and Message Digest AlgoritertMD5) encryption; support for antivirus; CiscocBaty Agent support for IP telephony;
and IP contact center and prescribed SAFE Bluefront Cisco mandated security best-practice guidslin the corporate centralized contact
center make this solution a secure platform torekiemice and data to remote agents anywhere.

» Cisco Mobile Agent adds the capability to enablegerary agents during seasonal high call volume g#robe brought on line with reduced
startup costs. Agents can choose their destinatiome number during signup time and change the auagoften as they want, giving the
contact center the flexibility to adapt to a fastuimg mobile workforce.

« Contact center agents can be displaced from tleeinal workplace by natural events (such as wirtanss, hurricanes, or earthquakes),
health alerts (such as SARS), man-made events &aithvel restrictions or traffic conditions),sdmply by family-related events such as sick
children or home repairs. These disruptions camifsigntly affect an organization’s processes. Riing contact center agents with central-site-
equivalent access to applications and servicesagigphically dispersed locations (such as homeesff creates a built-in back-up plan to keep
business processes functioning in unforeseen cstanues.

« A traditional competitor solution involves provising a device in the home to secure the manageofi¢hné two PSTN lines. Cisco Mobile
Agent does not need any more than an existing R@itde line and an existing broadband line to setrupgent. These savings further add
to the overall return on investment (ROI) gainedcbytralizing the contact center.

« In the past, contact centers recruited employeé#weifocations where corporate offices or regiaffites were located. It can be difficult to
find the right skills and have them in the rightes—or to find resources willing to relocate. Wi&sco Mobile Agent, contact centers can
hire skilled employees where they live, and integramote workers into geographically dispersethteaith access to equivalent corporate
applications.

» Cisco Mobile Agent also helps contact centers kbepagents in-country rather than offshoring openat Reducing capital costs in building
the large contact center headquarters and prowigjakilled remote contact center agents increpsesuctivity and reduces training costs.

CISCO UNIFIED COMMUNICATIONS SERVICES AND SUPPORT

Using the Cisco Lifecycle Services approach, CBgstems and its partners offer a broad portfolieraf-to-end services to support the Cisco
Unified Communications system. These services asedon proven methodologies for deploying, opggatnd optimizing IP communications
solutions. Upfront planning and design servicesgf@mmple, can help you meet aggressive deploysstr@dules and minimize network disruption
during implementation. Operate services reduceisieof communications downtime with expert tectahisupport. Optimize services enhance
solution performance for operational excellencac@iand its partners offer a system-level servicksaipport approach that can help you create
and maintain a resilient, converged network thattsigour business needs.

To summarize, Cisco Mobile Agent extends the achgeg of VPNs (such as cost savings, data applicatipport, extended availability, security,
and privacy) to provide secure enterprise voiceises to full- and part-time remote contact cemagpents.
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