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Highlights

® Seamlessly blends self-service and
agent-assisted service

® Secure, flexible voice platform offering
the choice deployed in an IP
environment

® Maximize ROI through reduced costs for
telephony, transportand equipment that
can be centrally deployed and administe-
red and by automating mundane
repetitive transactions - thus saving on
labor costs

OpenScape Contact Center Voice Portal
brings Internet technologies to voice self-
service solutions to reduce customer frus-
tration, enhance customer experience and
increase customer loyalty.

Overview

OpenScape Contact Center Voice Portal is
an advanced software only, open stan-
dards-based solution that brings Internet
technologies to the world of voice, enabling
sophisticated call routing and powerful
voice self-service needs. Businesses can of-
fer a consistent and high-quality customer
experience, provide the convenience of
touchtone as well as speech-enabled self-
service, drive new revenue streams and re-
duce overall customer service costs.

OpenScape Contact Center Voice Portal
transforms the phone into a powerful, any-
where-anytime information access tool for
customers while delivering value to the en-
terprise. It provides high performance call
processing and media services for the de-
velopment of next-generation voice appli-
cations in customer service and extends
automated self-service through integration
with business applications and databases.
It also removes the constraints of costly leg-
acy IVR systems and offers flexible deploy-
ment options, open standards-based

development, simplified integration and
improved time to market for speech-direct-
ed voice applications beyond the limits of
the traditional Interactive Voice Response
(IVR) offerings.

OpenScape Contact Center Voice Portal re-
defines how contact centers operate and
expands the way companies interact with
their customers. Self-service resources are
deployed as virtual extensions of contact
center staff empowering businesses to con-
duct business interactions 24x7. It collects
basic call information such as originating
and dialed number and customer interac-
tion information. In the event a caller's
needs cannot be fully completed in the ap-
plication, the key information from the
transaction can then passed to any Siemens
supported Contact Center solution for intel-
ligent customer segmentation and call rout-
ing. Utilizing caller information, businesses
can access appropriate customer informa-
tion in their databases and present that in-
formation to the agent along with the call,
thereby managing customer service in a
more personalized, consistent and efficient
manner to maximize first contact resolution
and customer satisfaction.

OpenScape Contact Center Voice Portal pro-
vides personalization of applications that
are integrated with existing Web applica-

tions to help companies deliver a more tar-
geted caller experience. Personalization is
also used to help "up-sell" or capture more
"share of wallet" by encouraging repeat
business from existing customers.

Some examples of OpenScape Contact Cen-
ter Voice Portal personalization:

® A preferred bank customer who has Cer-
tificate of Deposits (CDs) receives a
personalized message regarding a new
high interest rate CD when accessing his
account balance

@ A caller who recently placed an order is
presented with options for changing or
tracking the order

e While waiting for an agent, a pay-per-
view movie enthusiast listens to the re-
lease dates of popular movies

OpenScape Contact Center Voice Portal also
supports brand marketing through custom-
ized IVR voices and personalities that rein-
force established brand identification.

With OpenScape Contact Center Voice Por-
tal you are able to:

e Drive First Contact Resolution by auto-
mating pre-qualification or repetitive
transactions, freeing agents and experts
for high value or complex queries

® Improve Customer Interactions with
customer centric, intuitive open dia-
logue based applications and seamless
handoff to agents as necessary with full
customer and transaction data passing

o Deploy Easily with pre-built VXML based
contact center integration, open design
and development tool support, and wi-
dely available developer expertise

@ Enhance the Open Virtualized Contact
Center with virtual self-service available
wherever and whenever customers desi-
re it

Some examples of OpenScape Contact Center Voice Portal self-service applications include

® Speech Enabled Auto Attendant

® Location Finder

® Caller Identification and Verification including voice print

authentication

® Account inquiry

@ Utility meter reading, start-stop of service, balance, and bill

payment

® Banking fund transfer, bill payment and check payment status

@ Order products and schedule merchandise pickup

® Book a flight, check status and indicate preferences

cancellations

® Healthcare patient scheduling, appointment or prescription

refill reminder

® Proactive outbound notification for back orders, flight delays,

Customer callback during periods of long wait times
Literature requests, product manuals and other forms
Informational announcements on company, products, etc.

Post call satisfaction surveys



Opensca pe Contact ® \oice Portal and OpenScape Contact OpenScape Contact Center Voice Portal

. Center Integration Design Center offers an intuitive Graphical
Center Voice Portal e ation Server (PCS) User Interface (GUI) for administrative in-
ommunication Server parses, terface that brings the convenience of drag-
Com ponents interprets and executes the VoiceXML com-  and drop development to a desktop PC, sim-
_ _ mands in the documents served by the plifying application creation. Developers fo-
OpenScape Contact Center Voice Portalisa  voice application. The CS also acts as the cus on the logic of their applications while
SIP based, open standards platform that media server and integrates with automat-  OpenScape Contact Center Voice Portal De-

provides a common framework with imple-  ed speech recognition (ASR), text-to-speech  sign Center creates the underlying code.
mentation flexibility in a variety of environ-  (TTS) software and the OpenScape Contact New VoiceXML-based applications are easi-
ments. Ina Siemens implementation Voice  Center Voice Portal administration system. ly built. See Figure 1.

Portal is compatible with OpenScape Voice Multiple Communications Servers can be

and HiPath 4000 platform T1/E1 with Audio  distributed across a multi-site contact cen-  The Voice Application Reporter (VAR), ac-

Codes. ter environment with centralized configura-  cessed via a web-browser interface, VAR en-
) ) tion and provisioning for ease of ables customers to analyze call volumes,
OpenScape Contact Center Voice Portalin- agministration. trends, and more specific application infor-
cludes five software components: o mation such as the menu options selected,
e Communications Server The Element Management Provisioning successful access of back-end systems, etc.
System (EMPS) is a web-based interface allowing customers to determine the effec-
® Element Management Provisioning Sys- used to enter and change information, to tiveness of their voice applications. These
tem (EMPS) configure voice applications, to administer application-specific reports are available on
. solution components and diagnose issues. i i
® OpenScape Contact Center Voice Portal 1 e vine P de with th gC : an hourly, daily and/or weekly basis. The
Design Center e can reside with the Communica- specific information to be captured and re-
tions Server or res!de on a separate host ported on by VAR is defined during the ap-
® Voice Application Reporter server. The latter is recommended when plication development process.

multiple Communications Servers are de-
ployed in the network.

Figure 1: OpenScape Contact Center Voice Portal Design Center
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OpenScape Contact Center Voice Plat-
form is integrated with the OpenScape
Contact Center Agile and Enterprise Contact
Center routing solutions to enable use of in-
formation collected in the OpenScape Con-
tact Center Voice Portal for making routing
decisions, consolidating reporting for a to-
tal lifecycle view of a call and centralized
platform management of IVR and CTI appli-
cations. The end-to-end Contact Center so-
lution is supported with VoiceXML 2.1
standard connectivity for integration be-
tween Voice Portal and Enterprise, provid-
ing rich functionality like seamless CTI
transfers on agent-assisted calls and 'life of
call' reporting. See Figure 2.

In addition, the OpenScape Contact Center
Voice Portal can also be controlled by Open-
Scape Contact Center Voice Portal Custom-
er Interaction Management Platform for
more intelligent queuing, personalized ap-
plications, music on hold and more. For IP
environments, OpenScape Contact Center
Voice Portal utilizes OpenScape Unified
Communications Server with OpenScape
Contact Center as a proxy for pre-routing
self-service calls, load balancing across mul-
tiple OpenScape Contact Center Voice Por-
tal servers and routing of calls to live agents
fora seamless transition from self-service to
agent-assisted service.

Figure 2: Life of Call report
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OpenScape Contact Center
Voice Portal in Network
Highlights

Proven, carrier grade platform and reliabili-
ty uses fault tolerant distributed architec-
ture to eliminate single point of failure.

OpenScape Contact Center Voice Portal can
scale from a few hundreds to thousands of
ports and can be deployed in networks with
high reliability and security, optimizing net-
work utilization. Platform capacity is maxi-
mized by "virtualization" of ports, i.e. any
port can be used for any application or cus-
tomer.

Distributed, scalable Web services architec-
ture. All components fully leverage and in-
tegrate with Web infrastructure allowing for
Internet-level scalability and distributed
fault-tolerance using proven Web technolo-
gies and protocols such as HTTP, HTML, IP-
VPNs, IP multi-homing, layer 4 switching
and cache engines.

Enterprise application and data control. En-
terprises can outsource the telephony infra-
structure while retaining complete control
over applications and business data.

Intelligent network integration. An open
HTTP/XML-based interface is available to ap-
proved systems integrators that enable an

SCP (Service Control Point) to control the
platform and allow the platform to com-
plete call transfers via SCP to avoid trom-
boning in the network.

In addition, OpenScape Contact Center
Voice Portal includes policy manager, band-
width manager and network-level report-

ing.
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OpenScape Contact Center
Voice Portal for the Enterpri-
se Summary of Benefits

Open IP-ready software-only platform
maximizes customer choice

® Unlike ordinary IVR solutions requiring
proprietary hardware that is difficult and
expensive to manage, OpenScape Con-
tact Center Voice Portal is a software-
only solution that runs on off-the-shelf
hardware and software.

® Based on Voice XML 2.1, it interoperates
with off-the-shelf hardware and sup-
ports open standards like Session
Initiation Protocol (SIP) and Media Re-
source Control Protocol (MRCP)

Flexible architecture

® |Infrastructure agnostic, OpenScape Con-
tact Center Voice Portal supports "in
front of" or "behind" the voice platform
configurations in IP environments.
When configured in front of the voice
platform, self-service is handled before
calls land on the voice platform or ACD
which reduces port investment on the
voice platform and expensive carrier
charges. A behind the voice platform
configuration is optimal for enterprises
that are providing a virtualized voice
platform environment and looking for re-
dundancy and control of all voice
transactions in that domain.

@ Compatible with open or proprietary im-
plementations: TDM, IP or hybrid
unification of voice and Web
infrastructures

Highly scalable, future proofed applicati-
on investments

® VoiceXML and other standards-based
technologies such as MRCP allow for the
separation of application logic from the
telephony infrastructure, delivering a
highly flexible, reliable and scalable solu-
tion. OpenScape Contact Center Voice
Portal can scale from a few dozen to
thousands of ports.

® No rewriting of applications needed as a
result of infrastructure changes.

® Supporting next-generation networks,
Voice Portal provides a Voice over Inter-
net Protocol (VolP) solution. For SIP-
based connectivity, OpenScape Contact
Center Voice Portal is integrated with
Siemens OpenScape Unified Communi-
cations Server

OpenScape Contact Center Voice Portal
in the Network

® Proven ability to scale to thousands of
ports in a distributed fault-tolerant
architecture

® Managed Service providers can realize
incremental revenue by providing en-
hanced services, such as hosted IVR,
speech-enabled self -service and integra-
ted contact center solutions. Moreover,
service providers can deliver voice-acti-
vated dialers, enhanced toll free services
and mobility applications that provide
voice access to e-mail, online calendars
and address books.

Security

® A secure IVR platform that stores impor-
tant data such as configuration
information in Sun 1 LDAP databases to
provide a high degree of data security.

Unified voice and Web infrastructure

® OpenScape Contact Center Voice Portal
utilizes VoiceXML to provide a unified de-
velopment environment that allows
businesses to repurpose Web invest-
ments for voice, including application
integration code, business rules and per-
sonalization software. Voice and Web
channels can share the same backend
database, facilitating a holistic view of
the customer, regardless of how they
choose to interact with the enterprise.

Integrated speech technologies

® OpenScape Contact Center Voice Portal
has a built-in Media Resource Control
Protocol (MRCP) client, a standard for
speech. Speech improves the caller expe-
rience and increases self-service
adoption as callers can use their voice to
access information and conduct transac-
tions in an intuitive manner

® Advanced voice processing including
self-service, intelligent queuing and
routing.

Integrated interaction and application-
level reporting

® OpenScape Contact Center Voice Portal
leverages a variety of reporting capabili-
ties to provide historical and real-time
reporting across self and agent-assisted
service. The contact center manager
gets a true consolidated view of the in-
teractions in the enterprise. Web-based
reporting of specific call patterns, inclu-
ding detailed information by application
and time of day summaries empowers
the contact center manager with a view
on how callers are using self-service ap-

plications and thus, provides the
information necessary to adapt and mo-
dify self-service applications to evolving
customer needs. These reports can be
fed into a central reporting repository for
analyzing across all channels in a true cr-
adle-to-grave fashion.

Single point of management

@ Comprehensive, rapid application deve-
lopment tools. Reduces resource
requirements to configure and manage
self and assisted service systems.

® This tightly integrated solution provides
the ability to segment and prioritize cus-
tomer interactions according to business
value and desired service level, reducing
development costs.

@ With flexible single or multi-site deploy-
ment options, all components are
configured and managed through a sin-
gle environment, reducing operations
and training costs. Configuration data is
stored on LDAP databases to provide a
high level of data security and integrity.

Systems Supported
Hardware Components

PBX and ACD interfaces

® Siemens HiPath 4000 V3.0, V4.0 (via Au-
diocodes TP-260 VolP Gateway)

® Siemens OpenScape Voice V3.0, V3.1

® Audiocodes TP-260 VolIP Gateway, Medi-
ant 2000

@ Dialogic HMP software-based IP Call Pro-
gress Detection

Supported Standards

VoiceXML 2.1

MRCP 1.0

TXML for advanced call control
TCP/IP

SIP

H.323

HTTP

SNMP

Dialogic HMP software-based G729
transcoding

Options
e High Availability, Redundancy

@ Network Option



Siemens Enterprise Communications is a premier provider of end-to-end
enterprise communications solutions that use open, standards-based
architectures to unify communications and business applications for a
seamless collaboration experience. This award-winning “Open
Communications” approach enables organizations to improve productivity and
reduce costs through easy-to-deploy solutions that work within existing IT
environments, delivering operational efficiencies. It is the foundation r the
company’s OpenPath commitment that enables customers to mitigate risk and
cost-effectively adopt unified communications. This promise is underwritten
through our OpenScale service portfolio, which includes international,
managed and outsource capability. Siemens Enterprise Communications

is owned by a joint venture of The Gores Group and Siemens AG. The joint
venture also encompasses Enterasys Networks, which provides network
infrastructure and security systems, delivering a perfect basis for joint
communications solutions.

For more information about Siemens Enterprise Communications or Enterasys,
please visit www.siemens-enterprise.com/open or www.enterasys.com

Note: Siemens Enterprise Communications & Co K.G. is a trademark licensee of
Siemens AG.

HiPath, OpenOffice, OpenScape and OpenStage, are registered trademarks
of Siemens Enterprise Communications & Co K.G. or its affiliates. All other
company, brand, product and service names are trademarks or registered
trademarks of their respective holders.

Copyright © Siemens Enterprise
Communications GmbH & Co. KG 10/2007
Hofmannstr. 51, D-81359 Miinchen

Reference No.: A31002-S2272-D100-01-7629

The information provided in this document contains
merely general descriptions or characteristics of
performance which in case of actual use do not
always apply as described or which may change as
a result of further development of the products. An
obligation to provide the respective characteristics
shall only exist if expressly agreed in the terms of
contract. Subject to availability. Right of modificati-
Siemens Enterprise Communications on reserved. The trademarks used are owned by
www.siemens-enterprise.com Siemens Enterprise Communications GmbH & Co.
KG or their respective owners.
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