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Consumer expectations have evolved

Who...am |7

Personalized Messaging

\What...do | need?

Relevant Information

\When...do | need it?

Timely Communication

Where...do | want to receive it?

Preferred



Proactive and 2-way Communication

8 4 O/ of consumers expect personalized, proactive communication
O tailored to their preferences.

Timely and relevant messaging can increase 4 O/
engagement rates by @)

Businesses using Al to orchestrate 3 3 O/ higher customer lifetime
O

customer Journeys see a

value (CLV).

- 2024 Demand Gen Report



Proactive and 2-way Communication

Proactive Digital Communication:

* Reduces Issues Before They Arise

* Informs and Educates Customers

» Builds Trust and Satisfaction

* Frees Up Agents for Complex Issues

Self-Service Digital Messaging Options:

« Deflects Routine Inquiries
« 24/7 Availability
 Empowers Customers

* Reduces Wait Times

- Cost Savings




End-to-End Customer Experience

DEVELOPERS & ECOSYSTEM
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Customer Experience - Proactive Journeys

DEVELOPERS & ECOSYSTEM
Solutions Plus | OEM | Developer Apps
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webex
by CISCO

The Evolution of Messaging

2024 > Future

1980s - 1990s

PAGER

0118 999
881 999
119 7253

You received a number.

Then found
a phone to call back.

One-way. No reply.

)

1992 - 2007

+1 (855) 000-0000

Your appt is tomomrow
9AM. Reply STOP 2 opt
out. Msg & data rates

may apply.

Today 8:47 AM

143/160 characters

No branding.
No name. No logo.

Text only. No trust signal

2002 - 2012

MMS

55555

WIN a FREE iPhone!
Txt SAVE to 55555
Msg rates may apply.

Images added.
But still no brand
verification.

Images + keywords only.

2010 - 2020

OTT

AcmeCo

Online
Hi! Your order #4821
has shipped.

When will it arrive?

Estimated delivery:
Friday.
Track at acme.co/track

Requires WhatsApp /
Messenger app

Rich & two-way.

But requires the
right app.

Rich but fragmented.

Acme
. Pealthgare

T Acme Medical
Center, Suite 400

Your appointment is
confirmed for Friday
Mar 21 at 9:00 AM.

- Reschedule
Got it! See you
Friday at 9am.

Reminder arrives
Thursday.

All channels

Verified. Branded.

Al-native. No aii needed.




Managing customer interactions

IS Increasingly complex

Core
business
systems
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We have a flexible CPaaS platform to meet enterprise needs

©

Messaging
APIs

“I need a single APl for SMS
and Push messaging”

“l want to send out alerts
& notifications at scale”

@

Solutions to specific
problems

“| want to provide pro-active
noftifications for order status”

“| want to provide more
granular appointment
notifications for my customers”

2

Full CPaaS Platform

“l want to ensure my
customers have a multi-
channel experience”

“I want to centralize all digital
communications”



Orchestrate
customer
journeys

Quickly build
personalized flows with
no code or low code

webex

¢ Interactive Appointment Reminder
Working Draft «

MAKE LIVE

10



Pick a use case from your chosen industry

Ny

Logistics
* Dispatch confirmation
* Estimated arrival alerts

* Delivery amendments

@+
Telco & Utilities

* Welcome & On-boarding
* Upgrades

* Appointment Scheduling

@

Public Sector
» Self-services
* Citizen updates

* Payment reminders

&

Contact Centre
* Support existing chat
* Appointment scheduling

* Al assisted interaction routing

@.

Retail

Abandoned basket alerts
Where is My Order

Home delivery notifications

1

Travel

Reservation/ticket confirmation
Travel disruption alerts
Car breakdown service

Check-in/out

v

Healthcare

L]

Digital appointments alerts
Medication reminder

Patient follow-up

N

Banking & Finance

Event triggered communications
Real-time fraud alerts
SIM Swap protection

Proactive payment reminders



SMS is the most ubiquitous messaging channel

09:38 LRI |

& 07860009710 ® R, Q ¢

o Y o YA W 4 — e g e

Mobile Phones that can all receive
SN

First SMS sent in 1992
“Merry Christmas”

i 7860 009710 (SMS/MMS)

Confirmation: You authorised

A M — ™ " " a payment of £99.99 on 13/12 [ | W e A A A\ ey B | ™ " "
from accoun t ending 7777.
If this was not you, please
call 080055512345 or click
here: https://ourbank.com
/fraudcheck

A2P Messaging Market
@ B Tecmesssge  © ¢ continuing to grow

SMS still sent every day




Short code
* Program Name

Jefferson Health:
Welcome to JHS Text

Msg&Data rates may
apply.
MsgFreqgPerAcctSetup.

Jefferson Health: You
have an appt on Thu Apr
13 @ 11:00A with
Jefferson Health at 721
Arbor Way Ste 105Blue
Bell PA 1942 To confirm
txt YES. To decline txt
NO.

+r OO S

Fragmented EXperience (actual screenshots)

* Long code » Different short code
* No connection to the * No connection to the
welcome message previous messages

Different short/long
codes

Your feedback is
important to us. Please
take a survey about your

Please check in online for
your upcoming visit on
4/13/23. htty

my.ieffer

Text STOP to
discontinue.

Report Junk
Your feedback is
important to us. Please
take a survey about your

Different messaging sit to Jefferson. |
visi I

platforms

Text STOP to

+ OO0+ O

* Interactions displays as
different engagements

9:10
Q_ Jefferson

Conversations

+1(855) 676-01...

622622
Jefferson H

622622
J Jefferson Health

91994




SMS’s open standard is being abused and fraud

IS on the rise

A NN

Reported Financial Losses

Per Scam Text
Source - ETC 2021

el ol aYaVealaVaTal

Projected Financial Losses to
Spam Texts in 2021

Source - RoboKiller 2021

+44 7487 559281

LLOYDS ALERTS: You
added a new recipient
MRS CLAIRE LOWELL on
17-01-21 at 21:10:01. If
this was NOT you BLOCK
the payee here: payees-
authenticate.com

NatwestUK

We have identified
some unusual activity
on your online banking.
Please log in via http
t.do/dg3W.J to secure

your account.

Final Notification

Your Apple ID is due to expire
today. Prevent this by
confirming your Apple ID at
http://update-apple.uk

Apple Inc

< I|EUPS-SMS

We have attempted to
deliver your package
UPS016448296GB, but
there is an unpaid customs
charge. Follow the
instructions here: 7ap.me/
f6TAI

ONO/

Have received a
suspicious message

Source - Ofcom 2021

1 OO0/

Projected Annual Increase

of Losses
Source -_RoboKiller 2021


https://assets-global.website-files.com/625442b4613eaa38d6514c11/62711527a014363ccfd3cd1e_robokiller_mid_year_phone_report.pdf
https://public.tableau.com/app/profile/federal.trade.commission/viz/FraudReports/AgeFraud
https://assets-global.website-files.com/625442b4613eaa38d6514c11/62711527a014363ccfd3cd1e_robokiller_mid_year_phone_report.pdf
https://www.ofcom.org.uk/news-centre/2021/45-million-people-targeted-by-scams

SMS vs. Rich Media

CNS

With traditional SMS,
messages compete with
constant noise from
promotions, alerts, and
spam. Without a
recognizable sender or
branding, customers
often hesitate to engage,
unsure if the message is
legitimate. This leads to
lower response rates,
delayed action, and a
higher likelihood that
Important messages are
overlooked.

8:41 ol = =

<

Reminder: you have
an appointment on
April 10t at 9:00 AM.
Please complete this
form prior to arrival.
Https://mycharts/fvc
ws234.com

8:4 wil T -

3 Mercy Health

Verified Healthcare Provider

Mercy Health

Verified Healthcare Provider

Appointment
Reminder:

Emily, you have an
appointment on

Vs April 10 at 9:00 AM.

Complete Forms

Confirm
Cancel

Reschedule

Rrandad Tavt

With sender ID and your
branding, customers can
instantly recognize and trust
that the message is
authentic. This verification
provides peace of mind,
reinforces your brands
reputation for trusted care,
and strengthens customer
confidence. It also simplifies
communications, making it
easier for customers to
receive timely updates,
follow instructions, and stay
engaged in their care
journey.


https://mycharts/fvcws234.com
https://mycharts/fvcws234.com

From Appointment to Recovery: Health Care’s New Connected
Patient Journey

Digital messaging is now the #1 communication preference for patients. Customers can meet patients where they are, while improving
efficiency and care quality

8:4 wil T -

Mercy Health

Verified Healthcare Provider

Mercy Health @&

Verified Healthcare Provider

Appointment
Reminder:

Emily, you have an
appointment on
April 10 at 9:00 AM.

Complete Forms
Confirm
Cancel

Reschedule

Appointment Reminder
Branded Texting & Verified Sender



From Appointment to Recovery: Health Care’s New Connected
Patient Journey

Digital messaging is now the #1 communication preference for patients. Customers can meet patients where they are, while improving
efficiency and care quality

8:41 wtl T - 8:41 wil T -
" Mercy Health Mercy Health
Verified Healthcare Provider Verified Healthcare Provider
Mercy Health Mercy Health @
Verified Healthcare Provider Verified Healthcare Provider
Appointment Digital Check-In
Reminder: Emily, please comlete
Emily, you have an your intake forms
appointment on before your appointment.

April 10 at 9:00 AM.

Start Check-In
Complete Forms

; Check In View Map
Confirm

Cancel

Reschedule

Appointment Reminder Digital Check-In
Branded Texting & Verified Sender Streamlined Intake Forms



From Appointment to Recovery: Health Care’s New Connected
Patient Journey

Digital messaging is now the #1 communication preference for patients. Customers can meet patients where they are, while improving
efficiency and care quality

8:41 wil T - 8:41

wil T . 8:41 ol T .-
S Mercy Health Mercy Health Mercy Health
Verified Healthcare Provider Verified Heatthcare Provider Virtual Care
Video Visit
Mercy Health Mercy Health @ @ Reminder
Verified Healthcare Provider Verified Healthcare Provider It's time for your online
Appointment Digital Check-In video visit, Emily.
Reminder: Emily, please comlete Tap below to join your
Emily, you have an your intake forms appointment now.
appointment on before your appointment.
April 10 at 9:00 AM. @< Join Video Visit
Start Check-In
Complete Forms Today at 2:30 PM
: Mercy Health
- Check In View Map Virtual Ca
Conf'rm :r‘ LlJ"d ’v]reJ-yr lis, MO gy
Cancel
Reschedule
Appointment Reminder Digital Check-In Telehealth Reminder

Branded Texting & Verified Sender Streamlined Intake Forms Secure Link to Video Visit



From Appointment to Recovery: Health Care’s New Connected
Patient Journey

Digital messaging is now the #1 communication preference for patients. Customers can meet patients where they are, while improving
efficiency and care quality

8:41 wil T -

/ Mercy Health

Verified Healthcare Provider

Mercy Health

Verified Healthcare Provider

Appointment
Reminder:

Emily, you have an
appointment on
April 10 at 9:00 AM.

Complete Forms
Confirm
Cancel

Reschedule

Appointment Reminder

Branded Texting & Verified Sender

8:4 wil T .

Mercy Health

Verified Healthcare Provider

Mercy Health @

Verified Healthcare Provider

Digital Check-In

Emily, please comlete
your intake forms
before your appointment.

Start Check-In

Check In View Map

Digital Check-In
Streamlined Intake Forms

8:41 ol T -
Mercy Health
Virtual Care
Video Visit
@ Reminder

It's time for your online
video visit, Emily.

Tap below to join your
appointment now.

@< Join Video Visit

Today at 2:30 PM
Mercy Health

Virtual Care

with Dr. Lewence Reynolis, MO 4

Telehealth Reminder
Secure Link to Video Visit

8:4 wil T -

Mercy Health

Verified Healthcare Provider

Today - 9:41 AM

Mercy Health &

Verified Healthcare Provider

Lab Results Available

Your recent lab results
are now ready.

View Results Securely

@ Secure Patient Portal

Lab Results Notification
Secure, Patient Portal Link



From Appointment to Recovery: Health Care’s New Connected
Patient Journey

Digital messaging is now the #1 communication preference for patients. Customers can meet patients where they are, while improving
efficiency and care quality

8:4 Wil T -

Mercy Health

Verified Healthcare Provider

Mercy Health @

Verified Healthcare Provider

Appointment
Reminder:

Emily, you have an
appointment on
April 10 at 9:00 AM.

Complete Forms

Confirm
Cancel

Reschedule

Appointment Reminder
Branded Texting & Verified Sender

8:41 wil T - 8:41 ol T -
Mercy Health Mercy Health
Verified Healthcare Provider Virtual Care
Video Visit
Mercy Health @ @ Reminder

Verified Healthcare Provider e -
It's time for your online

Digital Check-In video visit, Emily.

Emily, please comlete
your intake forms
before your appointment.

Tap below to join your
appointment now.

@< Join Video Visit
Start Check-In
Today at 2:30 PM

Check In View Map Mercy Health

Virtual Care

with Dr. Lawence Reynolis, MO

Digital Check-In
Streamlined Intake Forms

Telehealth Reminder
Secure Link to Video Visit

8:4 wil T -

Mercy Health

Verified Healthcare Provider

Today - 9:41 AM

Mercy Health &

Verified Healthcare Provider

Lab Results Available

Your recent lab results
are now ready.

View Results Securely

@ Secure Patient Portal

Lab Results Notification
Secure, Patient Portal Link

Reduces inbound calls
and manual staff work

Improves patient
readiness and on-time
arrivals

Provides real-time
updates and reduces
family anxiety

Supports chronic care
and reduces avoidable
readmissions



RCS delivers app-like interactions to the messaging inbox

Benefits

Trusted branding

Real-time insights

Better metrics

Creative control

RCS Breakdown

& Healthcare Hospital Q@ I

Hi Andy, Sutton is due for her
vaccinations. We recommend
scheduling an appointment to
prevent illness. For more info on
vaccinating your child and aftercare,

o please tap below.

S8

-l =/

ations are Vaccination tips for After care
parents common s

more Read more Read

Appointments )( Patient Portal ){ Contact Us

Hi Andy, we look forward to your

appointment with you and Sutton

on Monday Oct. 6 at 9:30am. We
o will send a reminder the day before.

(9 Directions | Need Help [ Contact Offic

on

Features

Verification

Customizable
branding

Rich media

Interactive carousels

Time saving actions

(but’(ons, maps, calendar,
and dialer)

88%

higher propensity to
engage vs SMS

of consumers will open
and read an RCS message

80%

1 OOC%;. growth in RCS reach from
2024 to 2025

- Mobile Squared RCS White Paper

22



Branded Text at Royal Bank of Canada

Making SMS messages instantly
recognizable and authentic

g . g ) 722687 L PR ¢ 20y H ¢ Info & options
Easy and simple first step in elevating SMS ,
messages to a richer, more secure < T
experience

Leverage Branded Text to reduce the risk
of fraud and better protect customers

Ensure customers can trust and safely
engage

Branded Text




Branded Text

Securing notifications with improvements across the spectrum

0,

Secure

Each uplifted notification is
delivered via an
secure channel.

Secure from platform to
handset

| </

Verified

Business is verified during
setup. Only your business can
send messages as you.

Verified tick for enhanced
customer trust

TN\

Branded

Delivered from your brand with
named contact with your logo.

Standing out from any other
notification on the customers
device



‘e

loT Automation
& Compliance



The Big Idea — What Webex Connect Does for loT

loT sensors generate signals. Webex Connect turns those signals into action.

A

-
' w
Receive Notify & Close Loop

SMS, RCS, Webex, voice, WhatsApp, right
person, right channel. Acknowledgment
captured back to ServiceNow/SAP.

MQTT, REST webhook, or Kafka. Any loT
platform Cisco Spaces, SCADA, Samsara,
Azure |oT Hub can trigger a flow.




Three-Layer Architecture Where Connect Sits

LAYER 1 — PHYSICAL ASSETS

The things generating events

Motors - Pumps - Compressors - GPS/ELD in vehicles - Smart meters - Occupancy & air quality sensors




Use Cases by Vertical

h Manufacturing

Machine fault - tech dispatch via SMS
PLC/SCADA trigger - ServiceNow ticket
Shift schedule lookup = on-call routing

ELD hours alert - driver + dispatcher SMS
McLeod TMS update - load reassignment
Delivery ETA auto-recalculate - shipper notify

Outage event - segmented customer alerts
Medical necessity accounts - voice first
OMS status - ETA updates, no manual resend

Smart Buildings

Cisco Spaces occupancy - HVAC setback
CO,/temp threshold - facilities work order

Visitor pre-check & wayfinding via SMS




Closed-Loop Remediation - ThousandEyes + Webex Connect + Catalyst Center / Meraki

ThousandEyes Webex Connect Catalyst Center API Meraki API
Detects path degradation Recelves We::ni(:i(n. reads fault Queries device health & config drift Checks AP / switch status
Connect decision — where is the fault?
Your network (internal) ISP / internet path Cloud / SaaS provider

No internal remediation triggered No internal remediation triggered
NOC P1 SMS with TE path data App owner SMS with impact summary

Auto-open carrier trouble ticket CS team Webex: customer talking points

Device reachable + config drift 2
SMS to engineer: 'Push fix? Reply YES'

Engineer replies YES - Connect calls

App owner notified: 'Known ISP issue' Status page monitored via Connect
ETA communicated when available Auto-update when provider resolves

Audit trail logged Audit trail logged

Catalyst Center compliance remediation API
OR Meraki: reboot AP / reset port

Full action log + ACK timestamped

Human approval gate - engineer confirms via SMS
before any config push

Only Cisco has ThousandEyes (detect) + Webex Connect (decide + notify) + Catalyst Center/Meraki (act) in one portfolio. No competitor can close this loop.




Webex Connectis THE 800LB
GORILLA IN THE ROOM  wese

but your customers interact with us every day.

8 of 10 H1

largest US banks CPaaS by enterprise reach

Top 5 190+

US health systems countries & territories



Enrollment
12:04 N\ 1T @
< ——
+1(952) 234-8304 111824
rat Twin
_dics

would like you to fill out
online forms in order to
better track your
progress and recovery.
Please follow this link to
complete: https://
form.oberd.com/
form.php?
uid=d6WfsUjlxy-
ITéway2JjOFjsLPeblc-
nkZ&engld=145134746
_30_3 Reply STOP to
. unsubscribe

+1(952) 234-8304 8/18/24

rat Twin
~ dics
would like you to fill out
online forms in order to
better track your
progress and recovery.
Please follow this link to

complete; https://

\, J

\

Scheduling

de/ phone

12:04 2 "

D))
L

< [Search "Tco" in Messages

91878 8/7/24

John has an appt Fri 8/9
@ 9:40AM @ ™7
Chaska 1200 Chaska
Creek Way Call

. 952-927-2960 if Q?

91878 7/15/24

John has an appt Wed
7/177 @ 7240AM @ ™™
Chaska 1200 Chaska
Creek Way Call

‘ 952-927-29601Q?

91878 7/8/24

John has an appt Wed
7/10 @ 7240AM @ 7™
Chaska 1200 Chaska
Creek Way Call

. 952-927-2960 if Q?

91878 6/28/24

John has an appt Tue
7/2 @ 8:20AM @ TCO
Chaska 28 Musna

My Fragmented EXperience (actual screenshots)

Feedback

a

4:52 i
<o .
+1(952) 234-3334
David : You have a
$19.96 balance with David
due on your

account. Please login to
our secure payment site at
2fhCjI0OWAC to review
details and pay now. If you
have any questions,

pleaca calli-Health at
952-512-5625. Jhank
youtRoph STOP to opt
out of messaging

I https://hipass.me/us/

Mon, Jul 21 at 9:54 AM

David : Reminder -
Your balance of $19.96
with David is due.

Please login to our secure
payment site at hitps://
hipass.me/us/

+




The Messaging Landscape: Hundreds of Point Solutions webex

by CISCO
Most vendors are built for one use case. One industry. One workflow.

Healthcare Epic Hello + T Vonvaae Unified CPaa$S Platform
Appointment Reminders Only World + yag , That Powers Every Industry
"Cmm aenive o WEBEY CONNECT
Hospitality : . ‘
‘ In-Stay Guest Texts Revinate + Whistle
Manufacturing / Ops - .
‘Mass el Everbridge L AlertMedia ‘ The platform that
molds to any need.
Legal / Services
‘ Case Status Updates Kenect + Case Status
‘ v/ Any channel. Any workflow.
Insurance
Claims & Renewals Snapsheet + One Inc.
v/ Any industry. One platform.
Banking / Finance . - ,
‘ Fraud & galance Alerts Alkami + Kasisto + Q2
i v Al-native. Enterprise-grade.
Utilities / Energy
‘ Outage Notifications Message Broadcast + Smart Energy Water

Most messaging vendors solve one use case. | Cisco Webex Connect orchestrates them all, messaging, Al, and contact center in one platform.



Today

Basic one-way SMS, limited control,
no intelligence in the workflow

Business Customer

. _ * Multiple intermediaries
Your appointment is (slower delivery,
scheduled. Reply STOP to inconsistent

opt out. Msg & data rates performance)
may apply. * 10-25% higher cost
due to resellers

* No automation or
ability to take action

Direct w

Al augments your team by answering
repeatable inquiries at scale

= CISCo

Business Customer
\AI/

* Direct-to-carrier for fastest,
most reliable delivery

You have an upcoming
appointment. How would
T8 you like to proceed?

* 10-25% lower cost with
Tier 1

» Al handles routine
interactions automatically

33



Webex:
Leader in RCS
Business Messaging

Apple’s adoption of RCS into i0OS 18
brings new ways to communicate
with brands.

« Branded Messaging & Verified Sender: More
trust, 3x higher engagement & 30% increase
IN response rates

« Direct Tier 1 Connectivity: Global delivery,
enterprise grade reliability, efficiency at scale

« RCS at Scale: 91% of smartphones 4.5B
market) support RCS
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