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INTEGRATED WITH

Through the Oracle
PartnerNetwork, partners with
validated integrations are able
to provide customers with
standards-based product
integrations, tested and
validated by Oracle. Customers
benefit from improved risk
management and smoother
upgrade capability, leading to a
lower total cost of ownership
and greater overall satisfaction.

Create Rich, Customer-Centric Experiences

Cisco Unified Customer Contact Center Enterprise delivers
intelligent contact routing, call treatment, network-to-desktop
computer telephony integration and multichannel contact
management over an IP infrastructure

Company Overview

Cisco is the world leader in IP-based contact center solutions for businesses of all
sizes and industries. The Cisco Unified Customer Contact solutions portfolio
includes both self- and assisted-service solutions to enable unique customer-centric
experiences, enhance employee productivity and grow your revenue. These
solutions let you uniquely personalize communication with individual customers
through a variety of media including voice, Web, e-mail, and video. Cisco’s cutting-
edge technologies and strong experience helps customers across the globe achieve
key business goals for their contact centers.

Cisco Unified Contact Center Enterprise delivers intelligent call routing, network-to-
desktop computer telephony integration (CTI) and multimedia contact management
to enterprise contact center agents over an IP network. By combining Cisco IP
telephony and contact-center solutions, Unified Contact Center Enterprise delivers
an integrated suite of products that enables agents using Cisco IP phones to receive
both traditional (TDM) and voiceover- IP (VolP) calls. Unified Contact Center
Enterprise is intended for integration with legacy call-center platforms and

networks, and provides a migration path to IP-based customer contact.

Integration Overview

Cisco enables enterprises to seamlessly evolve their telephony, network
infrastructure and contact center applications to an all-IP environment without
risking the loss of legacy investments. By integrating the powerful call center
features of Siebel business applications with Cisco Unified Contact Center solutions,
a once geographically distributed enterprise may be streamlined into a single virtual
enterprise. Built using open standards, this solution allows quick and cost-effective
deployment of new applications as customer needs grow and change.

Features offered by the integration include:

- Allows for enterprise-wide, single- or multi-site contact management based on
a single set of business rules and supported by consolidated reporting

« Delivers geographic independence of both agent resources and IP-based
application servers through the ubiquity of IP



Availability

All integration components
are currently available

and licensed through Cisco
Systems.

To learn more about Cisco
Contact Center Solutions,

please visit
http:/lwww.cisco.com/go/cc

Support

All integration components
are supported by Cisco
Systems. To learn more about
support please visit
http://www.cisco.com/en/US/s
upport/index.html

 Enhances productivity and profitability through new IP-based applications such
as integrated multimedia queuing

- Enables migration to a cost-effective, IP infrastructure while leveraging legacy
telephony investments

« Supports customer communications across a variety of media Integration
Details

Cisco Unified Contact Center third-party call-control features allow agents to
control telephony functions such as answer, hold, transfer, and conference directly
from the Siebel application’s user interface allowing routing decisions to be made
based on Siebel CRM customer profiles. The integration provides for data-rich
Siebel screen pops which enable agents to spend more time servicing customers and
less time collecting information. The solution is backed up by carrier-class fault
tolerance.

The Cisco Unified Contact Center Enterprise consists of Cisco Unified Intelligent
Contact Management (Unified ICM), Cisco Unified Communications Manager,
Peripheral Gateways, CTI Server, a Cisco VVolP Gateway, Cisco IP Phones, and an
IVR. The VolIP Gateways bring the voice in from the Public Switched Telephone
Network (PSTN) or PBX to the IP network.

Each Agent has an IP phone and runs the Siebel Call Center application. The
Unified ICM CTI OS Server software interfaces with Siebel Call Center via the
Cisco Unified CRM Connector for Siebel CRM by using the Siebel Adaptive API
interface, providing the Siebel user with enterprise-wide customer contact data and a
complete set of telephony capabilities. The joint solution delivers coordinated
voice/data transfer across the enterprise and agent screen pops.

The Cisco Unifiec CRM Connector for Siebel CRM can support single- and multi-
site environments. It supports multiple switches and has been validated by Oracle on
Cisco Unified Contact Center Enterprise, Avaya Communications Manager, Nortel
Symposium, Alcatel, Siemens HiCom North America and Aspect ACD Systems.
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Siebel Integration Architecture



Environment

Cisco Environment
Cisco Unified Contact Center Enterprise and Hosted 7.5(3)
Cisco Unified Intelligent Contact Management Enterprise and Hosted 7.5(3)
Cisco Unified CRM Connector for Siebel 7.5(3)

Oracle Environment
Siebel CRM 8.0.1

For additional information about partnering with Oracle, please contact opninfo_us@oracle.com or visit
www.partners.oracle.com.

Oracle is a registered trademark of Oracle Corporation and/or its affiliates. Other names may be trademarks of their
respective owners.



