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“Customer success and
satisfaction are at the heart of

Cisco’s business strategy and
key drivers of our current and

future success.”
John Chambers, President and CEO




Customer Success Is Our Focus

We take Customer Satisfaction very seriously:

Annual Analyze Take Integrate Into
Survey Action Corporate Culture

92,000 customers and Integrated view of Follow on surveys or Real-time results
partners responded to customer and partner focus groups for viewable by employees
2007 survey satisfaction drivers by specific issues Customer satisfaction
Customer view via segment and theater Initiatives address key tied to employee bonus

multiple touch points plan

iIssues

We have 15 years of history tracking customer satisfaction:
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The results are validation:
Customer satisfaction continues to increase*




Loyal Customers Are Satisfied Customers

Loyalty

Customer

. — Satisfaction
EXxperience

i ARG

Customer experience is key to customer satisfaction
Customer satisfaction drives loyalty



Customer Interaction Network (CIN) Overview
Handling Surges in Customer Service



e
The Customer Interaction Network (CIN)

The Concept
CIN is the way customers and partners interact with
Ciscoe through Cisco’s technology solutions

The Operation
CIN is the first point of interaction for all incoming Cisco
calls - connecting callers to the right expert

The Mission
Enable Cisco customer and partner success:

Manage front-line customer and partner interaction
Showcase Cisco-on-Cisco solutions and best practices
Represent the Cisco experience to our partners and customers



Global Operations & Follow-The-Sun Model
Provide Consistent Coverage to Cisco Customers
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Calls are mfeﬂfg_emly routed to the next avallable
agent, regardless ofdocatlon (on-site or off su;e)

Advantages of CIN's Operatlnq Model: ¢ r“ {
Enterprise- Wlde Reportlng ' Lower Cost of‘LaboF:; N ofﬂ$hift ;
“Normal” Shift Hciurs j'“ Differentials| ™ /" ,.f { \
Serve New Countries | Increase Capacny l—n Locations / )
Disaster Recovery ;:}rf’ Easier Superwsmn s,ydne,y Austalia Q/"
Capabilities "‘{? §__.f:f Local Language and s L
1 3 Geographical Support v el

() On-site locations
(O Off-site vendor locations



CIN Drives Information Flow, Issue Resolution, and
Continuous Improvement

Direct Access
Customers,
Partners & l
Employees Self Help:
Web &
IVR Customer C'. —
« Cisco.com Interaction e
« IVR 800 #s Network M 2nd | ine Contact
« Global Operation Centers &
 Local Language Experts
» Technical Services
» Presales Assistance
» Customer Service
 Partner Help
Feedback
for Continuous
Improvement

* Web Enhancements
» Agent skills/processes
* Product improvements



CIN FYQ09 Service Portfolio

Cisco Frontline Interaction Services

TAC Frontline Contact Management

Incubation Contact Management

Customer

: Career Certification Contact Management
Interaction

Acquisition Contact Management

_ _ High-Touch Contact Management
Strategic Frontline

Support for Key Cisco

o Service Relations
Organizations

Licensing



Provide Optimal Service Globally
The right support at the right time

Broad Service Portfolio
Efficient Contact Routing
Global Service Model
Local Language Support
Quality Standards in Place
Follow-The-Sun Model




CIN Balanced Scorecard
Four Dimensions to Evaluate/Monitor CIN Operations

Customers

Customer Satisfaction

Timeliness of First Call
Response and Resolution

Agent Comprehension
Agent Courtesy
Solution Effectiveness

Operations

Standard SLAs
Calls Offered & Answered
Speed of Answer
Abandon Rate
Max Delay
Avg. Handle Time
Calls Handled Per agent

Employees

General Information
Span of Control
Attrition
Years with Cisco
Training Hours
Certifications by Track
Agent Satisfaction

Financial

Budget Performance

Budget Variance
(commit vs. actuals)

Headcount
Financials by Area



Value of CIN

SIIr
CISCO Customer Interaction Network

Integration experts for new contact centers

Supports opportunities in new markets

Early adopter and driver of Cisco technology

Collaboration _ _
Cross-functional enabler for Cisco’s Contact Centers

Customer Positioned to collect, interpret, and report the customer
Experience interaction experience

Spend Resolution achieved through most cost effective methods
OJolilylrLVillsBl Understand and utilize best practices




Customer Interaction Network (CIN) Overview

Handling Surges in Customer Service — Approach
and Examples



Strategy for Handling Customer Service
Surges

Organizational approach to maximize the value
of our customer interaction experience




Strategy for Handling Customer Service
Surges: People

Staff, Train, Retain




Strategy for Handling Customer Service
Surges: Process

Document, Manage,
Improve

Process




Strategy for Handling Customer Service
Surges: Technology

Technology éutotmate, Intelligently
oute




Quarterly Earnings Release Calls

Technology

Training and Documented Agent desktop
awareness at handling to identify the
guarter end process call type and

prepare



Certifications Marketing Campaigns

Technology

Staff and retain Collect and Automatically
through re- document route to the new
skilling knowledge skill group



China Olympics

Technology

Staff and train Improved Self-service
local agents process with automation
sales



Building Evacuation

Technology

Preparedness Improved our Intelligently
training for business route to the site
business continuity plan

continuity Agent mobility



How are we able to be so nimble?

Diverse skill groups and knowledge levels that build
upon each other

Organizational structure built for governance

Foundational technology structure that enables routing
and automation



Questions?
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