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Consilium UniAgentÊ Product Overview  

UniAgentÊ delivers application-level integration 
between the Cisco Unified Contact Center agent 

application (Cisco Agent Desktop, or CAD) and 
BMC Remedy Action Request (AR) System. CTI 

data is automatically populated from CAD into 

Remedy AR System through UniAgentÊ. Agent 
productivity is improved as they are no longer 

required to re-enter the CTI data into Remedy 
AR System. UniAgentÊ automatically triggers 

the defined macros in the Remedy AR User 

application to launch the desired functions. 

UniAgentÊ is designed to have a small footprint 
which makes it quick and easy to deploy. As it is 

a pre-built, Cisco-certified connector, UniAgentÊ 
solution deployment cycles are very rapid and 

cost efficient compared to ACMI protocol-based 

solutions.  UniAgentÊ also provides much 
tighter integration in terms of fu nctionality, and 

a more resilient approach compared to the 
keystroke macro based integration method that  

is available natively within the CAD workflow.

 

            
 

Consilium UniAgentÊ Advantages  

Å UniAgentÊ increases agent productivity by 
automatically launching the appropriate Remedy 

screen, whether for a new Remedy incident or 
for an existing Remedy incident, as well as 

transferring the Remedy screen for inter -agent 

UCCX call transfers. 
Å Seamless transfer of information between 

systems achieved using UniAgentÊ improves 

customer satisfaction through higher first call 

resolution (FCR.) 
Å Higher agent productivity, by automating and 

streamlining tasks using UniAgentÊ, results in 
improved customer service metrics: reduced 

average handle time (AHT) and better average 

speed of answer (ASA.) 

Å UniAgentÊ can be extended to integrate and 

exchange data with other  business applications, 

 

Consilium UniAgentÊ for Cisco Unified Contact 
Center Integration with BMC Remedy 

Consilium UniAgentÊ is an interface-less connector that provides tight front -end 

integration between the Cisco Agent Desktop (CAD) application & BMC Remedy while 
retaining full Cisco Unified Contact Center functionality.  Through CTI integration, the call 

answer event in CAD is coordinated with the Remedy screen-pop corresponding to the 

data collected & service requested in the UCCX IVR.  UniAgentÊ controls the Remedy 
screen to be displayed and the data to be pre-filled in the Remedy user interface. 



 

 

enabling customers to gain true business value 
from the move to Unified Communications. 

Å UniAgentÊ as a pre-built CRM connector 

shortens the project timelines and lowers the 
overall costs associated with implementing a 

well-integrated contact center solution.  
 

Consilium UniAgentÊ Functionality  

1. CTI Integration: The call answer event in 
CAD is coordinated with the Remedy screen-pop 

corresponding to the data collected & service 
requested in the IVR. 

2. Coordinated Data for Call Transfers:  In 

case of call transfers, the Remedy screen-pop 

3. Database Integration  Option : To validate 

customer input data against the Remedy 
database before agent-assisted service. 

4. Intelligent Routing  Option : To route calls 

to the best -skilled agent group.

 
 

Typical Consilium UniAgentÊ Use Case  

Å First, the IVR validates customer inputs against the 
Remedy database before providing agent-assisted 

service. 

Å If this is for an existing case (Remedy incident) , 
then the case category and sub-category are also 

queried from Remedy and the call is routed to the 
best-skilled agent group for that type of service.  

Å The pre-built CTI Integration enables the call 

answer event in CAD to be coordinated with the 
appropriate Remedy screen-pop containing the data 

& service requested in the IVR. 
Å The same Remedy screen-pop travels if the call is 

transferred from one agent to another, or to a 

supervisor. 
 

 

Summary  

Consilium UniAgentÊ increases agent productivity 
by automatically launching the appropriate Remedy 

screen, as well as transferring the Remedy screen 

for inter -agent UCCX call transfers. Seamless 
transfer of information between systems achieved 

using UniAgentÊ improves customer satisfaction 
through higher first call resolution (FCR.) As a pre-

built CRM connector, it shortens the project 

timelines and lowers the overall costs associated 
with implementing a well -integrated Cisco unified 

contact center solution. UniAgentÊ is a certified 
Cisco Compatible product under the Cisco Developer 

Network (CDN).  Visit the CDN portal for more info:  

http://developer.cisco.com/web/partner/search?acco
untId=0014000000P5zH4AAJ 
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