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Cisco Finesse: Revolutionizing the contact center 
agent experience
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• Browser-based agent desktop for easy 
management and upgrades

• Designed to empower agents via user-
centered design product

• Flexible and expandable – Finesse® is a 
web gadget container

• All applications that agents need (Cisco® or 
third party) hosted within Finesse

• Administrators define agent and 
supervisor layouts

• Developer-friendly APIs (REST, JS APIs)

• UI Toolkit for 3rd party gadget developers 
to align look and feel (Finesse 12.0)



© 2019  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CLUS

Cisco Finesse Integration Options

Put your application into Cisco 
Finesse by building a 
gadget….

Cisco Finesse REST API

3rd Party Gadget

…Or embed the Finesse API in 
your own application.
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Finesse 12.0 Key Themes
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1
Modern look
and feel

2
Improved
agent productivity

3
Agent
assistance

4
Empowering
the supervisor
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Finesse 12.0 Theme: Modern Look and Feel
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Finesse doesn’t 
look and feel like 
the latest Cisco® 

products.

Rodney Hammond
(business admin)

Trudy Vere-Jones
(administrator)
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Finesse 12.0: Left Navigation bar pinned

25BRKCCT-1001

Icon and title can be customized

Customizable header

Click on the pin icon to collapse left navigation bar



© 2019  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CLUS

Finesse 12.0: Left Navigation bar unpinned
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Logo and title can be customized 

Click on the dots to expand the left navigation bar

Existing layout retained 
during upgrade to 12.0
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Finesse Gadget Mashup : Bucher+Suter
(www.bucher-suter.com)  
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http://www.bucher-suter.com/
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Finesse Gadget Mashup: Novelvox (www.novelvox.com)
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http://www.novelvox.com/
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Finesse Gadget Mashup : 2Ring (www.2ring.com)
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http://www.2ring.com/
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Finesse Gadget Mashup : Webtext (www.webtext.com)
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http://www.webtext.com/
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Finesse Gadget Mashup : SpinSci (www.spinsci.com) 
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http://www.spinsci.com/
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Finesse Gadget Mashup : Upstreamworks
(www.upstreamworks.com) 
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http://www.upstreamworks.com/
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DevNet sample gadgets (https://developer.cisco.com/docs/finesse/#sample-gadgets/sample-gadgets)
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https://developer.cisco.com/docs/finesse/#sample-gadgets/sample-gadgets
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Finesse 12.0 Theme: Enhanced Agent 
Experience
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Sandra Jefferson
(agent)
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Finesse 12.0: Agent Experience
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Finesse 12.0: Digital Channels State Control
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Customizable digital channel state control 
(NEW API)
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Finesse 12.0: ECE Experience
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Finesse 12.0: Digital Channels State Control 
(UCCX)
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Finesse 12.0: Popover
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Incoming call/chat/email with context

NEW API for popover available for digital channels

TOASTER NOTIFICATION appears prior to popover 

if the user is away from the Desktop



© 2019  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CLUS

Finesse 12.0: Popover Configuration

• Finesse allows maximum 6 Call variables to be displayed on a 
Popover at a time (1 Header variable and 5 additional variables)
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Finesse 12.0 with ECE: Toaster & Popover 
Notifications
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Toaster: Focus out of Finesse

Popover: Focus within Finesse 
but out of ECE gadget
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Finesse 12.0: Call Control UX
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Finesse 12.0: Phonebook and DialPad

43BRKCCT-1001

Phonebook

DialPad

Search Contact

One click calling icon
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Finesse 12.0: Search and set Wrap-up Reason(s)

44BRKCCT-1001

Multi-select Wrap-up 
Reason(s) for UCCX

Search & set reason
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Finesse 12.0: Force Wrap-up reason & Wrap-up Timer
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Wrap-Up state 

Disabled
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Finesse 12.0: My History
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One click call
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Finesse 12.0: Browser close confirmation
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Finesse 12.0 Theme: Agent Assistance
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Sandra Jefferson
(agent)
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Finesse 12.0: Desktop Chat
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Chat with Agents, 
Supervisors & Experts 

Connects to IM&P Service

Easy search

Desktop Chat icon
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Finesse 12.0: Desktop Chat
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Close all 
chatsResize chat 

window

Number of unread chat messages

Inactive 
chats

More chat 
tabs

Active 
chat

Display name 
with presence

• No limit on number of chat session tabs

• Clicking on chat window header will toggle the window size 
to minimize-maximize

• Click on the header and drag & drop the chat window to any 
location within desktop

Minimized view

Default maximized view

Unread messages countCompose 
message

Finesse 12.0: Desktop Chat Window

51BRKCCT-1001

Send 
Attachment
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Finesse 12.0 Theme: Empowering the Supervisor
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Rick Barrows
(supervisor)
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Finesse 12.0: Supervisor Experience
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Active Call Details 
for selected Agent
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Finesse 12.0 Supervisor : Time in state for 
logged out agents
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Duration of agent logged out time
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Finesse 12.0: Supervisor Experience
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View Agent History
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Finesse 12.0: Supervisor UX: Agent History
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Finesse 12.0: Team Message => Supervisor UX
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Type 
message

Select 
Team(s)

Choose 
how long 
to show 
message
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Finesse 12.0: Team Message => Agent UX
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Broadcast 
message

Banner message, scroll to next message
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Finesse 12.0 Administration
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• New look and feel

• Gadget layout

• Call variables

• Phonebook

• Reason codes

• Not-ready

• Sign-out

• Wrap-up

• Search for reason codes

• Configuration API 

• Workflows 

Not Ready Reason Code Search

Signout Reason Code Search
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Cisco Finesse Workflows
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• Customers require a way of triggering screen-pops or passing data to other applications without 
custom development

• Finesse® supports the ability to do a browser screen-pop or call a REST API on Finesse or a 
third-party application

Define events that 
trigger the workflow

Evaluate conditions to 
see if workflow applies 

to this customer or 
agent

A resulting workflow 
action is performed



© 2019  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CLUS

Finesse 12.0: Extend workflow to digital channels
• Workflow triggers for ECE email & chat, digital channels

• Workflow conditions for ECE email & chat, digital channels

• Browser Pop and HTTP Request actions for ECE email & chat, 
digital channels
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Finesse 12.0: Extend workflow to digital channels 
(UCCX)
• Workflow triggers for email and chat

• Workflow conditions for email and chat

• Browser Pop and HTTP Request actions for email and chat
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Finesse 12.0: Browser and OS compatibility
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Operating system Supported browsers

Windows 10

Chrome V60 and higher

Internet Explorer 11 Native

Edge (Microsoft Edge 41.16299.15.0 and higher)

Firefox ESR 52 and higher ESRs

Mac OS Firefox ESR 45 and higher ESRs

Chrome OS Chromium V73 and higher

No support for Windows 7, based on https://support.microsoft.com/en-us/help/4057281/windows-7-support-
will-end-on-january-14-2020

https://support.microsoft.com/en-us/help/4057281/windows-7-support-will-end-on-january-14-2020
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Upgrading to Finesse 12.0

• Consistent User Experience (UX) with Cisco CC + Collab suite

• *All* upgrading customers shall move to next-gen UX with Release 12.0

• Backwards compatible

• Existing 3rd party gadgets rendered as-is

• UX toolkit available to help align gadgets to new look and feel 

• Finesse® APIs are backward-compatible (REST and JS API unchanged)

• 12.0 DevNet sandbox available

• Desktop Chat is supported with Cisco® UCM and IM&P 12.5 

• Websockets support for OpenFire:

• WebSockets will be new default for event channel in Finesse Desktop with 12.0

• 3rd party XMPP BOSH clients backward compatibility with OpenFire maintained
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LINKS

Videos: 
• https://video.cisco.com/det

ail/videos/contact-

center/video/5989308839
001/cisco-finesse-12.0-
agent-desktop-for-ucce-

pcce-and-hcs-
cc?autoStart=true

• https://video.cisco.com/det

ail/videos/contact-
center/video/5989311041
001/cisco-finesse-12.0-

agent-desktop-for-
uccx?autoStart=true

• https://video.cisco.com/det

ail/videos/latest-
videos/video/6042745874
001/finesse-supervisor-

desktop-
12.0?autoStart=true

Documentation:
• https://www.cisco.com/c/e

n/us/td/docs/voice_ip_com
m/cust_contact/contact_ce
nter/finesse/finesse_1201/

user/guide/cfin_b_1201-
cisco-finesse-desktop-
userguide.html

• https://www.cisco.com/c/e
n/us/td/docs/voice_ip_com
m/cust_contact/contact_ce

nter/crs/express_12_0/use
r/guide/uccx_b_finesse-
agent-desktop-supervisor-

desktop-120.html

https://developer.cisco.com/docs/finesse/#!visual-design-guide
https://devnetsandbox.cisco.com/RM/Diagram/Index/61108b4a-a53f-4530-b84c-9731959ac11d?diagramType=Topology
https://video.cisco.com/detail/videos/contact-center/video/5989308839001/cisco-finesse-12.0-agent-desktop-for-ucce-pcce-and-hcs-cc?autoStart=true
https://video.cisco.com/detail/videos/contact-center/video/5989311041001/cisco-finesse-12.0-agent-desktop-for-uccx?autoStart=true
https://video.cisco.com/detail/videos/latest-videos/video/6042745874001/finesse-supervisor-desktop-12.0?autoStart=true
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/finesse/finesse_1201/user/guide/cfin_b_1201-cisco-finesse-desktop-userguide.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/crs/express_12_0/user/guide/uccx_b_finesse-agent-desktop-supervisor-desktop-120.html
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Cisco Finesse IP Phone Agent Functionality
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 Agent Functionality via Cisco IP Phone
 Agent State

 Ready
 Not-Ready Codes

 Wrap-Up Codes
 Caller Data
 78xx, 88xx series
 Queue statistics (UCCX only)

Calls Queued
Longest Queue Time
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Finesse Localization & Accessibility
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• Agents choose their preferred language at login time

• Agents can choose a different language each time they log in

Finesse - supported languages

Chinese – simplified Finnish Polish

Chinese - traditional French Portuguese 

Danish Italian Russian

Dutch Japanese Spanish

English Korean Swedish

German Norwegian Turkish

• Agent accessibility

• Adherence with Web Content Accessibility 2.0 
Level A guidelines 
https://www.w3.org/TR/WCAG20/

https://www.w3.org/TR/WCAG20/
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Finesse 12.5 Enhancements
• Agent Statistics Live Data Report enhancement (UCCE) 
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Agent UX

Supervisor UX
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Finesse 12.5 Enhancements

• Improved layout configuration UX for Finesse Administrator
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Finesse 12.5 Enhancements

 Shortcut keys provided for 

gadgets & key operations

 Javascript based framework to 

define shortcut key for 

action/operation for custom 

gadgets

 Shortcut keys for agent and supervisor
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Finesse 12.5 Enhancements

• Allow agents to update call variable during an active call
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Configure variables that can be updated
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Finesse 12.5 Enhancements

• Agent Search UX in Team Performance gadget

• Make Call from Ready via API

• Drag & Drop Gadgets (Agent & Supervisor)
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