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Get started with Dialogflow CX

Create a bot in as little as one click

Pl Auto-generate
@ Provide a URL and we'll create a bot that answers
= questions based on their content.

Build your own
Eﬂ Take total control over the experience and leverage
powerful Al tools through a simple UL

1Jg96 3. §p ww9ds) luwe IJ9dsd IJzrs8> wluwedsle ol IJouuwsd: {Name}_Virtual_Agent
12l wd . 0rasd 988 p9pS (200 Ep9pst: wslule gus Ilzs B IUgdlsle Iporad).

Create agent

Display name *
CiscoTAC_Virtual_Agent

@  vou cannot change the lacation after creating the agent.

Locatien *
[qlubﬂ (Global serving, data-atrest in US)
Time zone *
(GMT-8:00) America/Los_Angeles
Date and time requests are resched using this time 2one

Defauit anguage *

en = English
T langrsge th sgent uses

lJpopd 2. §p wogssy 1J9dsd 1U3s Gpw wlugilise Jpdwd IJog s Idozsras.
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Project

= @ Dialogflow CX CL2024AMS -

New Gener;
Try it out and

| features are now available.

Agents

Location - Location settings

Q Search Search agents by ID or display name

Display Name Default language
CiscoTAC_Virtual_Agent en
CL2024Ag en
CL2024Agent en

Quick access to useful resources

lJ2g 96 2. pu gshle lJBlsped: 23> puwlesrd IJ9dsd.

« o+ C O 8 hy gpaghcomoxbrelecsfdndmmshocatio
Praject

Google Dialogflow CX CL2024AMS -

(& Patform ilable.

pricing details for FREE trial and monthly minimum charges.

¥  DialogflowCX
I G Agent Assist hf
“ H Insights - Location settings
@  DislogiowEs &
agents by 1D or display name
() Contact Center Al
Default language
ent en
an
en

the documentation, pricing details for FREE trial and monthly minimum charges.

Documentation  Pricing details

Use pre-built agents

Region +

global (Global serving, data-at-rest in US)

.

global (Global serving, data-at-rest in US)

us-centrall (lowa, USA) H

Documentation  Pricing detalls

Use pre-buiit agents Create agent

Region

global (Global serving, data-at-rest in US)

global (Global serving, data-at-rest in US)

[

us-centrall (lowa, USA)

e
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= (68 Agent Assist

(2} Overview

FEATURES

@  Summarization
@ Article suggestion
CA  Smart reply

TOOLS

A% Simulator

DATA

‘2, Conversation profiles
[ Models

£ Knowledge bases

E Datasets

O B nu ~assistcoud googlecemls

Progect Lt ation
CL2024AMS = global (Global servin... ~

Conversation profiles  + Create ———' o

Conversation profiles surface real-time, refevant information to agents while they talk to customers. Learn mose

Q. Search profiles

Name Integration 1D

CL2024ConviProf W UWDSSCHRYTgeHYg

\

o

Created on

Dec 3, 2023

Updated on 4 Language
Dec 5, 2023 en-us
Itemns poi page 10 - 1-1a81

|J'ab_96 4. 9P L_J!L')u:blc |u.u|p J..OJO_Q U&)gS\—g LJ'pabOé g_;|u.uot)|p 03l |Juuuu.5,_9
{luwpd}_Conversation_Profile .
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= |63 Agent Assist

m Overview

FEATURES

B summarization
B Article suggestion
3 Smart reply

TooLs

A3 Simulator

DATA

2, Conversation profiles
[B Models

) Knowledge bases
B

Datasets

Q) B hitps/fagentassist.doud googheoom projects/d2024am

Project Lecation

CL2024AMS - global (Global servin.. =

“  New conversation profila

Display name
Thits: will help you find this prafile in the conversation profiles list

l- CiscoTAC_Conversation_Profile

Language
Specify B IBAGuBDE for yOur CORVEISEtCS Drofik

L o
@n - English -

Suggestion types

Swlect all of e kinds of assistance you would like this profile bo surface bo agents
[ Conversation summarization
Generste 3 summary of & conversation

| Conwersation summarization (volce)
Generate a summary of a volos conversation

Generative knowledge aagist
Query yous k 8 BNY recive LLM- hed BRSWES

U298 5. §p lJopss) Juwdd 9opdiso 1J9dsd Idbloys Jpdd s [Jpeles o3l 1o,
999 2dd IJedJle 925> 1Usdsd 1U3s lugulwo W 1Jpops IUuwlo8s & lud) Wed luuile.



= (63 Agent Assist CLO024AMS - global (Global servin... = g @ B [ 1 o

m Overview € NMew conversation profile

Ll AT SO ST T | i

[0 mew message notifications
Summarization

m B

Article suggestion Sentiment analysis
spect messages fom (he sgent Bnd end customer and idemtify the prevasing emolionsl apinicn within the lext
€A Smart reply @  Enabie sentiment analysis 0
T "
Choose to use Dialogfla
e You can leverage oy ated in Agen! Assist to crealle @ Diak w wirtus Ll
3 Simulator U £ livisig 3 In Agent Assist b Dlakoghic al agent ) @
ant
Enter & valid Dialogflow agent or environmeant
2, Conversation profiles
@ Models
CiscoTAC_Virtual_Agent
© Knowledge bases 10 projecta/cIZ0Z4ams/Rocations/ GIbal/ agents/001 30 500-T0R4-4460-bEIT-4TIVEIE09I20
Securl  cLoozaag
B Dpatases Configar  10: prodects/cl2024ams iocations/ global/ agents/d1b6d377-52a%-4cal bonS c38505c0adse

Security settings - Manage Security Settings

g9 6. 90 pz)> luuble pdd wg)sd IUpebes: lugwg pe)d pdd IJog) s 1Uss wp welyje
lJs p8)6: 19 B @b ledp 10 03l 09 IJpdlo 1U3s spdud Bso IUzuo9d £JS pesd pdud o Hsud
IJpelbeo 90938l Jzlzwd [Js [dpopes 4 Jodl IU9uwe g0 wdssy wdssy wdysy wdysy wdysu
pJW gy Al WOs Jggo wede Webex.

C 08 googh.com, s ®@ 0

= (63 Agent Assist LZLE-OIEGAMS - glol;al (Global servin... = @ ® B @ e o
lil Overview Conversation profiles  + Create
FEATURES Conversation profiles surface real-time, relevant information to agents while they talk to customens. Leam more
[ summarization Q,  Search profiles
B Article suggestion Name Integration ID Created on Updated on 4 Language
T Smart reply CiscaTAC_Corversation_Profile B2LhSIWSSIESWHSS- WFXG LD Dec 11,2023 Dec 11, 2023 enus

CL2024CanvPnof IWuWDSSCHxYgTgJeHVg Ll;l Dec 5 2023 Dec 5, 2023 en-uUs
A% Simulator

Mems per page: | 10w 1-2el2

Conversation profiles
Models

Knowledge bases

mo B

Datasets

lJpopd 3. ©dosu psuod Al Jpyd; louold Google
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e wouwzsd 1sesd [Js Webex Control Hub wluwegsle puwlo Ipuucése 1Jgloo wd: 9235
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!u.uo'a)!,o o3l 1Jpsod uosuel Jgpdle Dialogflow CX; Spedy =Q9L§Jo Jdpuwoeddesu lUdsu
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https://admin.webex.com/

webex Control Hub

Integrations

Connectors Features

custom routing alg:

View Document ation
Microsoft Teams Google Contact Center Al
Active Connectors
I Integrations
View Documentation

IJpops 4. lugile odssu Al Je,d; Idleold

lJglogs 1. s Webex Control Hub: lge@d 1Js €300 podj IUlouold: 9235 550 91u@) 998 2o8>.

webex Control Hub

Integrations

3% EXPERIENGE
Connectors Features

Fitter

LatamTechSummit x ‘Webex CCAI Config CL20204_ VA

Use this Config to enable Cisco CCAl services

Default: Agent Answers Default: Virtual

IJglogs 2. Ws IJlbl) IJelds: 23> wdsso Al Jeyds Idloold.


https://admin.webex.com/

Create New Contact Center Feature

Virtual agent for Voice Contact Center Al
Config

Create a virtual agent that can Create configurations that can
provide automated chat and voice provide Al capabillity to your flow.
support 1o customers.

lJg 9o 3. [gble |up 1Upsid wluwoslpe o3l IJouuwsd: {Name}_WxCC__Virtual_Agent. 2>
Dialogflow CX J Google Contact Center Al Connector 9lu iy pgyd pdd wg s Idpzhbes 1Uss
Il Do uwlodl Bes 1Jpop6 2.

webeXx Control Hub

Men. < Features
Contact Center New Contact Center Al Config Config Name *
CiscoTAC_WxCC_Virtual_Agent
CUSTOMER EXPERIENCE DES{I’ip!-:Iﬂ

You will see this name of the feature in the WxCC flow puilder.
LA :

You can find this 1D from the
3 ere you were
g the Conversation

Profile

Google Contact Center Al Connectors

Dialogflow-CX 7

Google Conversation profile *
projects/cl2024ams/locations/global/conversationProfiles/b2Lhsiws

A Profile is the Google configuration for the conversation. To know

USER MAMAGEMENT mone visit here

Apply as default for Agent Answers O

files Apply as default for Virtual Agent O

Cancel

lJglbgs 4. spdudd IJTS 1956 lJesio Idos wp logulgol.



webex control Hub

Integrations

Connectors Features
Contact Center

1

LatamTechSummit x Webex CCAl Config CL20204_VA *

Virtual Agent Q\‘ : '
Use this Config to enable Cisco CCAl services

Default: Agent Answers Default: Virtual Agent

CiscoTAC_WxCC_Virtual_Agent *

is name of the feature in the

der.

You will se

WxCC flow buil

odysy IJ9dsd Idblo,s Dialogflow CX
|Jlosld

SueWd 03l IJd e Jsdss wdssu Idgpsd IUbloys Jlg)ls pzlbes pg U,oouoq 9uzass pl I3
JIu pwsop huwld 1dedlded polyiné lds Slises IUluobl) g 1deedle Idoyi, 19 czese
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Let the customer know they called to the
Contact Center

Start Page

Y .
Collect the caller name
Caller_Name

Agent_or_Estimate
» ®

Ask if the caller would like to talk to an
agent or create an estimate

58

¥

What_Kind_Of_Agent Estimate_Details

o
End Flow

Ask if the caller would like to
talk to a TAC engineer or to
a Sales agent. Then move

the call to WxCC flow

call to WxCC flow

Collect estimate details and move the ]

lJpoped 1. luw9d IJs Dialogflow CX Agent Flow Builder 9 90 woguosue HuvlJd
IJoszse Idlsdse.
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Project
= (@ Dialogflow CX CL2024AMS - ® R s o
New Generative Al features are now available. D e L e x
u 1 ici 1
Try it out and review the documentation, pricing details for FREE trial and monthly minimum charges. g
Agents

Location = Location settings Use pre-built agents Create agent

Q Search Search agents by ID or display n

Display Name Default language Region *

CiscoTAC Virtual_Agent en global (Global serving, data-at-restin US) :
CL2024Ag en global (Global serving, data-at-rest in US) H
CL2024Agent en us-centrall (lowa, USA) :

IJ¢bgo 3. W Dialogflow CX Builder. 16,9, eJs oW [Jwoe.


https://dialogflow.cloud.google.com/cx%20
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= |®& Dia ogflow CX CL2024AMS - CiscoTAC Virtual_Agent ~ en -~ a @ P

Build Manage Default Start Flow @ =} :": OD a Enable minimap W <% Publis {83 Agent settings B2y TestAg

FLOWS + m

A Default Start Flow

U?Jogé 4. B85 LoWVgo L_Jc.__,)c lud) eds IJpuwl) IVl gos Jusls! IUeszse. eds IJlbl
Ilseu: Sp wldeprsy Jluwdd 9250 zese luverlole "ldeled" IUIBC 1o s6: 9lud, 998
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o8 seoglecom w0
Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent = en - a o P = (v ]
Build Manage Default Start Flow & a, )] _o Enable minimap w <> Publish £33 Agent settings By Test Agent
~ FLOWS + m & Route [ save oo X

A Default Start Flow ~ Genarators
Stant Fage: x

o Agent résponses

+
Defnut Welcome inbent You can define different types of response messages, Lo provide the
end-user with more than just text responses. Learn more
M handlers +
sysne-match-default Agent says IEI
SyRno-rpet-default Hit How are you doing?
“ PAGES + E
O Start Page Add diaslogue option
@ « Channel specific responses o

+w Webhook settings

v Advanced settings

1Jg1096 5. $p woads) suwlded IUptuouos Jogrss Idewuad wlivel 9uode IJs pdumuws
o9 el pusele pyd) louald Webex. spdod Jolus guse pod: pyeel! Gvd)l JY eds
IJlouold. ool wgy JJ Jvse gu pyd) louold Webex. s Dialogflow CX. Jl sep pdb
IJogsslo odilssl Jddd weolg Jewwb 1uowzs Vs JJ 06 w§9pe Osol wldogss).



edlzbé: lpwoglole 1d9dsd os 1uwlisd 9 IUlzlele IJos souvdel 19dsd )6 1é)s
s Jpuweeae s 1decoad loole Idpeles. gl sauwd Ipuwose 9 1dpooad Huulds
9 s890 wlols bdo 1Js gesd Dialogflow CX. s@se Idw,olez Idsdsd wordsd 11l
9se Ilgweglos ldpoluwes JJLgwld 06 l?)5



Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent = en - a @ P HH o
Build Manage DefaultStartFlow & & © <& @ Enable minimap W <» Publish £ Agent settings B2 Test Agent

~ FLOWS -+ m 4 Route H save H- I 4
% Default Start Flow “~  Agent responses \ o

You can define different types of response messages, to provide the
end-user with more than just text responses. Learn more

Start Page »

Routes + Agent says mf

| et et Hello! Thank you for calling. Here we know il about Webex] dd
IContact Center.

Event handlers +

| Sysno-matchdefaull Add dialogue option

~  PAGES + m

-tefault
| Snaonput w Channel specific responses

Add state handier o

w  Webhook settings

© Start Page

w Advanced settings

« Call companion settings

IJglo9s 6. I2ow, luvoelus IUsdsd IJos Gpo wlogulsel JJwg. lod) W¥9d glpd IJI2owl,
sldow Huwlds opsw pod Hello.

Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent = en - aQ @ P i o
Build Manage Default Start Flow &, a, © Q:) ¢ Enable minimap w <> Publish 83 Agent settings 2 Test Agent
A FLOWS + o & Route [ Save ] oW Simulator = 9 MB® i X
rage = < > -
A Default Start Flow Start Page ~ Agent responses X, Default Start Flow - [ Start Page
Routes You can define different types of response messages, 1o provide the Intent

end-user with more than just text responses. Learn more
! ! =P Default Welcome Intent

Default ¥
| °

Agent says @
Event han
Environment: Draft
| sanen Hello! Thank you for calling. Here we know all about Webex Flow: De_rauh Start Flow
Contact Center. Page: Start Page

| SYS.NO-Ir Hello &

~  PAGES + ﬁ Add state

Add dialogue option

QO start Page @ Hello! Thank you for calling. Here we know
all about Webex Contact Center.

3 2]

+ Channel specific responses

w Webhook settings
+ Advanced settings

Talk to agent @' L4 E>
. Call companion settings

IJpopd 2. §p Llugile LoWB28 23538 Jzpe luve IJpood

IJeb9o 1. 9p el LoWdzs IUwse 9uldss gled IUIewl) Slud, ls8906 jliss (+) Jlowuvle
P26 23836, Jp o wpesod lJuowes CALLER_NAME goldss Idlouyile.



Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent ~ en -~ a @ p e o

[

Build Manage Default StartFlow & & [ Oj Q Enable minimap W <> Publish 83 Agent settings By Test Agen

~ FLows + @ & Route [ Save I F R Simulator = 9 M®O i _x
rage B < P

A Default Start Flow Start Page ~  Agent responses }1- Default Start Flaw - D Start Page

Routes You can define different types of response messages, to provigiithe Intent

| - end-user with more than just text responses. Leam mone Default Welcome Intent

aultY
o Agent says
Eveént han .
Environment: Draft
. Flow: Default Start Flow
Hello! Thank you for calling, Here we know all about

| SYS.N0- Contact Canter. Page: Start Page

| syanok Hello &
~  PAGES + @ Add state &

Add dialogue option

Hello! Thank you for calling. Here we know
v % o o ® ;

all about Webex Contact Center,
+w Channel specific responses

Go

Page Name

Caller_Name

O start Page
« Webhook settings

w Advanced settings

L4 ] (s Talk to agent @

« Call companicn settings

(-
v

196 2. §p wugLosd Lodzs lJuse 90926 caller_name. Josli 16§ 899 puwly 9206
lUeszse Ide,luos B wodzs Iwse. Bp wldopss) Jluwadd [Us Izluw IUlseu 9225 ol
o8 o wuedd Ideghbes [Jso Ws Iduowzs IJeldse.

Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent = en - a @ P HE °
Build Manage Default Start Flow &, a & Ob ¢ Enable minimap ‘W) <> Publish £ Agent settings B Test Agent
A FLOWS -+ i) & Route [ Save o o X
o Default Start Flow Start Page *® + Channel specific responses
Routes +

« Webhook settings
| Default Welcome Intent

) w Advanced settings
Event handlers +

| sys.no-match-dedault w Call companion settings

| sys.no-input-default

~  PAGES + E Add state handler o Treneten /
O s Page O Flow (® Pa

When this transition oceuwrs, this is the next page in the conversation

D Caller_Mame

o — Page -

lJglo9s 3. pu IJBlispo IJpugusds: 2> Lowdzs Caller_Name. Jl wugw pb IJogss,).



Project

= @ Dialogflow CX CL2024AMS - Ir;i::omc_wnual _Agent ~ e a 0 p it °

Build Manage Default StartFlow & & [ 03 @) Enable minimap w €3 Publish 81 Agent settings ] Test Agant
~  FLOWS + Mm@ & Route  [4 Save PY dE Ay
e Default Start Flow Start Page % + Channel specific responses
Routes +

« Webhook settings
| Default Welcorne Intent

w Advanced settings o
Event handlers +
| Sy no-match-del sl « Call companion settings
| £y nd-inpil-default
A pagES + Mm@ Add state handies ~ Transition
O strtPage (O Flow (8) Page
D Caller_Name When this ransition eccurs, this is the next page in the conversation

Page
o ﬁ Caller_Name - ‘

IJeb9o 4. 9p wodssu LoWdzs caller_name Jzpeg [Jluwe pu lJpouod Iueiswo WOs lJpgdpo.
Vs oWzo caller_name Iy 9, W98 woudss IJbgld sldo o Iy uwlds Idos ouwld Wsol |uwe
IJpouod. o8 898 luols 9eb IJegss).
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Project Agent
= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent
Build Manage Default Start Flow & & o
“ FLOWS + ﬁ Sart Page
.
Au  Default Start Flew Toler o
Description
[Ec¥t description

Entry fulfillment

[Eci Fulfilment
Parameters
# PAGES + @ Routes
QO StartPage Add state handlor

0y caller_Name

Language
- en -~

0:) ﬂ Enable minimap

x
|

a0 ® =@
W €} Publish @ Agent settings El Test Agent

Fulfillment ¥ Save - 4

Entry fulfillment is the agent re: e for the end-user when the page

initially becomes active. Lean more’
« Parameter prasets
v Generators °

“ Agent responses

You can define different types of response messages, (o provide the end-
user with more than just text responses. Learn maore

Agent says oW
Please let me know what is your name, Add
Add dialogue option

« Channel specific responses o

« Webhook settings

IJg 096 5. leule IJogles B IJuodes caller_name. o8, W98 IUpedple: sldew Name Jlw e
|J|DEJ|05‘ 9¢d sysany pu Blisesd IJJslule IJos wp wdssvel puvedl slods B9 edb.
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Projeet

= @ Dialogflow CX CL2024AMS

Build Manage
A FLOWS + m
A, Default Start Flow
~ PAGES + @

O Start Page

O caller_.Name

Agent

- CiscoTAC Virtual_Agent ~

DefaultStartFlow & & & <) @ Enable minimap

Start Page

Caller_Name X
Description

Edit deseription

Entry fulfillment

Please ket me know what Is your name.

Parameters -+

Routes +

Add state handler

Language
en -

a o P

w <» Publish @ Agent settings

&« Parameter  [¥ Save 3

Parameters are values extracted fro
conversation. Leam more

& end user during the

Displsy name *
Name
Must stargath a letter

Can contain letters, numbers, underscores and dashes

Select available gystem or cuslom entily type.

Entity type *

@sys.any o
2]

Required (2)

D Is list @

E'J Test Agent

X

IJglb9s 6. §p wodasy Ideuw o B Lodes Caller_Name. b §b §e avsls gds 1Juldso IUspsu lojdde s disk sssoo Iy, b

$page.params.status ="FINAL". 16§, B9 -bb. Logssu o3l Iyl spdud wde uldd 1dpedldes [Js 1duodes IJeldss wegsd

pde pedps Wos IJos Sew clogblisol B 1Jgbys IJuwlods vdses. eds wwosd Idpeld bl diu Ipcuod $89d usd gusol

Sedo lo coodd 1Idpdldes 1Us il e.
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Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent  ~ en -~ Q P 1 0
Build Manage DefaultStart Flow & & (& &) QEnable minimap /W: <> Publish @3 Agent settings By Test Agent
~ FLOWS <+ ﬁ Stant Page &« Route [ save o3 X
.

A, Default Start Flow Calker_Name X Intent .

Descriplion

Edit description o
~ Condition
Entry Tulfillment

A conditional trigger determines how the route will cccur. For example,
if a parameter equals a certain value, or if all parameters have been
filled. View the syntax reference to learn more.

Please bet ma know what ks your name.

Parameters +
Condition rules

A PAGES + m@ Name @sys.any
(8) Match AT LEAST ONE rule (OR) o e

Q© start Page Routes e
(O Mateh EVERY rule (AND)
Add state handler
[ caller_Name () customize expression
Parameter Cotrand Value
/Spa@e.pamms. slatus = v FINAL o

Add Rule (OR)

1Je1098 7. luwepsle sl 868 1WESR 1 p929> s IJzlow Idispo IJedss: B wleool ol 31 JIo 1o $ seed Jol 09 puope
gws odo lJudlos.

Project Agent Language
= @ Dialogflow CX CL2024AMS . CiscoTAC_Virtual_Agent ~ en ~ Q @ P e 0
2
Build Manage DefaultStartFlow @& & [ <) @@ enable minimap w) <> Publish 8 Agentsettings 2| Test Agent
A FLows + @ Start Poge Simulator = 5 M® O & x
—
.
v . -
Page B < > H
S Default Start Flow Caller_Name
= x }b Default Start Flow - D Caller_MName
Description
Parameters
Edin description
Entry fulfillment Environment: Draft
Flow: Default Start Flow
Pleasa ket me know what is your name. Page: Start Page
Parameters +
@ Hello! Thank you for calling. Here we know
A PAGES + ﬁ Hame Esys.any all about Webex Contact Center,
Please let me know what is your name.
Q stant Page Routes +
s
Add state handler
[ caller_Name
Mick 2
7
Talk to agent @' \!J =2

IJpopd 3. Bp wloyvle Lodes zos>6 Agent_or_Estimate 990 we9uosdol wlduowdzs Caler_name.

IJeb9s 1. eds IJzlow Ilsuw) IJuwdJs: 1oy Jluolds Lodes 22538 98p wouupswol Agent_is_Estimate. soldss IUlogile.



Project

CL2024AMS

Agent

® Dialogflow CX

Build Manage :9:

Default Start Flow & &,

=]

S FLOWS + ﬁ

A, Defaul Stan Flow

Start Page:

Callor_Name

M PAGES

Agent_or_Estimi

0 Start Page

O caller_Name

CiscoTAC_Virtual_Agent

Language

a o P

&3 Agent settings

B TestAgent

@ £nable minimap ¢> Publish

1296 2. §p woyLosd uodzle CALLER_NAME 9AGENT_OR_ESTIMATE. I8we Loes Caller_Name: 9235 |Jp by 1Uds

Sew wluuilse s IUgbes Iduwlwds: oo Bp wldops) IJs luwdd eds IJzlow IJispw 9233 IULodz6 Agent_is_Estimate. Jl

cuuw B lJogss).

o3y Bs 1Jpopd 2 py o3l IUBuwpe oy Bew wodssu IJuinb 1J3s $958 weesd pde Idpeded IJs ouvésd lple. vopass
IJuowes IJeldss wess Idlgle 1J3s guedss edso B o3l Ipold coodd 1Jpdldes |Js Agent_is_Estimate JJ_oWdzs.

Project Agent
= @ Dialogflow CX CL2024AMS

Language

- CiscoTAC_Virtual_Agent = en v aQ @ p o
Build Manage DefaultStartFlow & & [ ¢ Qinable minimap w <> Publish 83 Agent settings 2 Test Agent
~  FLOWS + @@ Start Page < Route [ save L -4
.
A Default Start Flow Caller_ame % ~ Channel specific respoN
Description o
« Webhook settings
Edi descriplion
Entry fulfillment +new Page
Pleasa et ma know what 15 your name,
o Parameters +
~ Agent_or_Estimate
A PAGES + m Name @sys any
Caller_Name
o Start Page Routes +
Spape params. status = "FINAL Start Page
[ Agent_or_Estimate
O Caller.Name Add state handler o (En;iiim"
{

1Jg1096 3. §p wodssy “Tdd IS Juowes Agent_is_Estimate. IWoe Lowdes Eesd_ly @@ 910, 898 1og)s 1. B wog >

lJ9dsJ: eyl $session.params.name: 1) zls ledles ol Bl oo oo Bs ldoese pe 9dsd is I3l Joo ot VS lugile ©@>6)f

Joogw z-blJogss).
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= @ Dialogflow CX
Build Manage

~ FLOWS + m@

e Default Start Flow

~ PAGES + @

Q Start Page

D Agent_or_Estimate

[y Ccaller.Name

Project Agent

CL2024AMS * CiscoTAC_Virtual_Agent ~

DefaultStartFlow & & [© & @) Enable minimap

g
.
il

Callier_Nawme:
.

Agerit_oe_Fetimate: x
Description
Ein description
Entry fulfillment
Ed Fulfillment
Paramaters +

o Fioutes +

Add state handler

a0 P =@

Fulfillment [ save oy

w4

Entry fulfillment is the agent ras
initially becomes active. Learn mer

s for the end-user when the page

+ Parameter presets

~ Generators e

# Agent responses

You can define different types of response messages, to provide the end-
user with more than just texi respenses. Leam more

Agent says RIS |

Hi $gession.pprams. Name, please let me know if you would like Add
10 speak with 2 Sales representative or you would to create an
estimate?

Add dialogue cption

+» Channel spacific responses o

IJe¢b9s 4. §p wlgool) pl B Il &> wp odssy wxd@ IUpehbes wuvdd Logse eus 030 IUugbs. 16§, 99§ gled IdIEaal " 98
Tad "degad e 1Wsded" 1o o luwe IJpuwogse op ldoo [uupo.

= @ Dialogflow CX
Build Manage

S FLOWS e ﬁ

A Default Start Flow

“ PAGES + ﬁ

Q stant Page

[ Agent_or_Estimate

[y caller_Name

Project Agent

CL2024AMS = CiscoTAC_ Virtual_Agent ~

DefaultStartFlow & & & ) @ enable minimap

i
.

Casler_Name

Agert_ce_Estimate 4
Description

Ed description
Entry fulfillment

Hi Ssession params Name, please bet me know If
Parameters +
Roules +

Add state handler

a0 ® =@

‘W) <> Publish @3 Agent settings | Test Agent
L
Simulator = Y M®O ¢ X
Page LU -
A Default Start Flow - D Agent_or_Estimate
Paramaters
Environment: Draft
Flow: Default Start Flow
Page: Start Page
Please let me know what is your name.
ko
Nick 2
@ Hi Nick, please let me know if you would
like 1o speak with a Sales representative or
you would to create an estimate?
Talk to agent @ \'f B

lJpopd 4. 3p wodysu lUpuwl) Bs Lodzo AGENT_i_9_ESTIMATE Judd IUpdldes [Js [duodes [Jgarss6

WHAT_KIND_OF AGENT.

IJglogs 1. 1Bz Lowes Agent_is_Estimate. 9lu ) 99§ 10uils sualy £ Sp 1) 99,9 Ioubls sgob gags.

<> Publish 8} Agentsettings | Test Agent
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Praject Agent

= @ Dialogflow CX CL2024AMS - CiscoTAC. Vinual_Agent  ~
Bulid Manage Default StartFlow & & & &) @ enavie minimap
“ FLOWS + m Sxant Page
.
A Default Start Flow Caler_Hame
Agenk_or_Estimate x
Description
Edn description
Entry fulfillment

il $3es3i0n params Harms, please et me know if _

~  PADES + @ Parameters +
Raites +
QO start Page
° Add state handiar
[ Agent_or_Estimate

O caller_Name

Langisge

en - Qa0 @ = ]
[ )
\w <3 Publish @ Agent settings By Test Agent

& Route [¥ Save oon X

Routes are called when am end-user input matches an intent andfor some
condition on the session staius is mel. A route with an intent requirement is
called an intent route. A route with only condition requirement is called a
condition route. Leam more

| Description

~ Intent

An intent categorizes end-user’s intention during a conversation with the
agent (for example, schedule an appointment). Leamm more

r.,.-. ]
= Filter [l

/ e

A Default Welcome Intent

2 P L ST S R I TS, U 9 R ST S S L

[Jgo96 2. §p wowessd Intent Agent_Intent. ©98.s; 3-5 puobdele woysuss: pod gpsd: ppid: 008 Juguo tdsds- JI

o tb wess) IJuodes.

Project Agent Langusge

= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent = en - a @ p o
o . J= \
Build Manage DefaultStartFlow & & o & @) Enable minimap (w) €» Publish (8} Agentsettings R Test Agent
A rLows + @ Start Paga [ & Intent [ Save o oW
. —
] —
A Default Start Flow Caler_Namt | Aniintent categorizes end-u: benition during a conwersation with the
H | agent (for example, schedule an ntmant). Lean more
Agens_or_Estimate ® | Display name *
Description | | Agent_intent
| |
it descrption
Labels (7]
Entry fulliliment o
Hi Hame, plaase Description
A puacs + @ Parameters +
Reutes +

©  Stant Page

Add state handier
O Agentor_Estimate

O Caller.Name

Training phrases

When a user says something similas to a training
it 1o the intent. You don't have 1o create an exhaustive
o out the list with similar expressions. To extract paramater

annetalions with available system of cuglom entity types.
Type & tralning phease and press Enter
Agent

e, Dialogflow matches
Dialogiow will fill

IJeb9s 3. §p wlouvle Lodesd 226826 9o wpswol al_type of_agent .



Praject Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent  ~ en ~ aQa @ P i 0

Build Manage Default StartFlow & & (o Q:) QEnabl& minimap (W) <3 Publish {8 Agent settings By Test Agent
~ Fows + @@ [ —
I
—
A Default Start Flow
Start Page
.
L ]
Caller_Name
.
W ;
Agent_or_Estimate
~ PAGES + E o
Page Name
What_Kind_Of_a
O Start Page
[ Agent_or_Estimate
b caller_Name e
£
IJeb9s 4. 169, 999 Lodzs Agent_or_Estimate. | ol96 auuly gas: 22> 1 sges.
Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC.Virtual_Agent  ~ en < a @ :° i 0
Buitd Manage DefaultStartFlow & & (& &) @ Enable minimap :fwjl <> Publish 3 Agentsettings || Test Agent
.
A~ FLows + m t | € Route [ Save oo X
Caller_Name —
& Default Start Flow : Routes are called when an end-user input matches an intent and/or some
Adersor Bt X condition on the session status is mel. A route with an intent requirement is
called an intent route. A route with only condition requirement is called a
Deseription condition route. Learm more
| Description
Edit description |
Entry fulfillment
Hi Ssession params. Name, please let me know if
% P + @ Parameters + e
“ Intent

Routes
Start Page o

(e}
An intent categorizes end-user’s intention during a conversation with the
_ Add state handler agent {for example, schedule an appointment). Leam mare
[  Agentor_Estimate .
O caller Name Agent_intent -
B

What_Kind_Of_Agent

o Preview Editintent

IUgo9s 5. gdss lesble ol ile §p Lldeprsy Juwdd 923 lole Judd 1dedldes |Us IJuoszs #_type of_agent.



Progoct Agent L r
= @ DialogflowCX | cL2024AMS * | | CiscoTAC.VinusLAgemt ~ | | en ~ a o P = [ w]
Build Manage Default Start Flow & & [&) OD ¢ Enable minimap ‘H <3 Publish 81 Agent settings By Test Agent
~ FLOWS + o ’ € Route [ save ow X
Caller_Mame —

o Default Start Flow Add dialogue option

Agent_or_Estimate *
Deseription « Channel specific responses
Edit description e
w Wibhook settings

Entry fulfillment
w Advanced settings

Hi Saesion parame Name, please et me know if
« Call companion settings

Sar i
FAra— + ﬁ Parameters +
Routes +
QO start Page A Transition
Add state handler
[ Agentor_Estimate o O
_or| Flow @ Page

0 caller_Name
When this transition occurs, this is the next page in the conversation
0 What_Kind_0Of_Agent

Page

What_Kind_Of_Agent -

IJgo96 6. JJzLo9d s wryws wiluod 1B od. weolz lJs 1uolds seldeie Iizae Il el osé IJos Jl cposs eds bbeld slJl
sYovd IJoble 30 929> Ls béld zos Bod i ool JY1JS;06 Jo@sse [JbEJ. ieole IJwslzs> Bs Lodes
Agent_ls_Edimate. 19, 89,9 lualads agldg 10gId. 9235 ag )i iz 3, 9108, B9,§ whasd.
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Project
= @ Dialogflow CX CLZ024AMS
Build Mg

~ mows + @

A Detault S1an Flow

Start Page o

Agent_or_Estimate

Estimate_Details

o
D
[ caller Mame
D
D

What_Kind_01_Agent

Agent Langaage
= CiscoTAC_Virtual_Agent ~ en -

DefaultStartFlow & & (&) &) @ Enoble minimap

Dascription

Edit description

Entry fulfillment

State Handler | "
Routes
+
O Route Groups
Evaent Handlars +
[0 Data stores o]
u}

Cancel Apply
Add state handler \ o

a0 ® =@

~
(w) <> Publish (5 Agentsettings 2 Test Agent

1Jg1096 7. 108, 89,8 lualudd ag g iz i gagh, 235 po IJSlisp6 1 o st 131 gle Bb I g sS)-

Project

= @ Dialogflow CX CL2024AMS
Build Manage

~ rLows + @

A Defsult Start Flow

A PABES 4+ m

Start Page

Agent_or_Estimate
Caller_Name

Estimate_Details

oo Q@ O

What_Kind_Of_Agent

Agant Language

= CiscoTAC_Virtual_Agent  ~ en <

DefaultStartFlow & & (& &) @ enstie minimap

—
—
Caller_Name:
.
Agerit_or_Estimate x
Description — —
—

Edit deseription

Entry fulfillmant

Hi $session params. Name, please ket me know if

Paramaters + a

Routes +
| Agent_intent s ]
| Estimate_lntent u}

Event handiers +/

Add state handler

ae ® =@

—~
(w) <> Publish £ Agentsettings |2y Test Agent
&« Eventhandler ¥ Save [ 4

“ Event

O usecustom event (D o

o

No-input default -

“~ Fulfilment
Fulfillment is the agent response for the end-user. Leam mars
w Parameter preseis
v Generators

 Agent responses.

You can define different types of response messages, 1o provide the enduser with
micde 1han just text responses. Learn miore

Agent says rod @

A dalogue aption

[Jp0pd 5. $p wodysu lJpuwl) Jb)e 1o ¥rs) slouad IJgeJ@J_b_IJoLé.),_SJ lJuodes 1Ugasr6 estimate_details

IJgbo9s 1. luyile estimate_intent. wsupl B Lowes s86d_ts @@, 108, B9 ls8aus jliss (+) Jluolds suils zass sluuile sgo
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Project Agent Language
= @ Dialogflow CX CL20Z4AMS - CiscoTAC Vinual_Agent = en Q @ P

—
Build Manage DefauitStartFlow & & [ &) @ Enatle minimap l\wJ\. ¢ Publish @ Agentsettings |2 TestAger
~ FLOWS + o St Page | € Route & save e 4 X
. — |
' |
A Default Start Flow ol | Routes: ate called when an end-user input matehes an intent and,/or somse condition on
= : | the session status is met. A route with an Intent requirement is called an intent route.
v | A oite wilh only condition requirement is called a condition route. Learn mate
Agenl_of_Eimae: x | [
—
Dascription |
Edin description
Eniry fulfillment
Hi §5e55ion params Name, please bet me ke i o
A PAGES + @ o “ Intant
Parameters +
Q SianPage An intent categorizes end-users intention duge a conversation with the agent (for
example, schedule sn appointment).
Routes +
D Agent_or Estimate o . :
Agent_intent = Filter " I
O Caller Hame = Filter
D MN_NI"‘_OF_MIM Add state handler + new Intent

A AgeRtlatent
™ he
8 Defauli Welcome Intent

x Condition rues

1Je 096 2. §p wouupsd lJorld J Estimate_Intent 9.8p wo9ds) weLe evble lJosse. lol uble 1osse Bspdu lu wuosd
2pds pod IJodrs): zuvle Iduwe): lzolz o g0 Jp o IJG. 2810 I Josd.

Progect Agent Lanquage
= @ DialogflowCX CL2024AMS - CiscoTAC Virtual_Agent ~ | | en = a o @ (v ]
Build Manage Default StartFlow & & & & @ Enable minimap -f:w:: <» Publish {3} Agentsettings ) TestAgent

~ pLows + @ St Page

&[intent] ® save o ox

& conversatian with the sgent (for

.
v

A Defauh Start Flow An intent categorizes end-user's intent)

Caller_Narvs
=t exnmple, schadile i sppaintment).
t Euaplay rame *
Agent_or_Estimate x E Inesit o
Description
Eidit depeription Labels o
Entry fulfillment Baraieten
Hi Ssession pararmes Name, please et me know if o
A PADES + m
Pararmaters +
Q  Start Page
Routes + o
D Agentor Estimate B
Agent_intent
O callerName Training phrases
r When a user says something similar to a traink he lalogllow matches it 1o the
Wiat_Kind_Of_Agent Add state handle: e - g ng pl
o - ntend. You don't have to create an exhaustive list. Dialog ill fill out the list with
similar expresshons, To extract parameter values, use annolal ith available gysiem
OF CUBIEM entity types.
Type & training phrase and press Enter
Esllmald
. @ skipaua anm:u\lnn@ r o

[J¢b9s 3. §p wlouile Lodzo 23536 wluwpe Estimate Details. §p wo9Losd wesgia Agent_or_Estimate gEstimate_Details go»
oubgsd Estimate_Intent.



Progect Agert Lanusae
= @ Dialogflow CX CL2024AMS - CiscoTAC. VirlualAgent en ~ aQ @ p & @

Build Mg DefaultStartFlew & @ & &) @ Ensslemininsp (W) ¢ publish 3 Agentsettings ] TestAgent
 FLOWS + ﬁ Sart Fage —
. — |
X Defauh Stant Flow e
! |
‘Agert_or_Estimate ® |
— E
Descnption
0 o
Ertry fulfiliment

Hi $session parsms Name, please let me know il
~ pages -+

Parameters -+
Page piame

stimate_Details |~ X

Foutes +
O stan Page | Agent_inseen o

[ Agentor Estimate o Add stale handler

O caller.Name

[ what_Kind_Of_Agent o

IJglo96 4. 108, W98 Lodes e g @@, |Loluds auul 2383 90 oS> T 10 1dsges .

M T— Sp— - . " a

1J81096 5. G Moy 1 Iuwdd 9luolds loueeles 1sdsd IJes souegol IUpeuod wpe wusés Edimate Intent.
Spdud Jolus Juse pod luwezdl Js vree weue Idpedsele JJoBrs).



= @ Dialogflow CX
Build Manage
“ FLOWS

+ @

A Defauh Stant Flow

~ PAGES + m
[ —

Istimate Details |~ X

0O Start Page

O Agentor Estimate

B caller.Name

What_Kind_0f_Agem
ge

CLZ0Z4AMS =

L gy

CiscoTAC_Virtual_Agent ™ en v Q @ P °
DefaultStartFlow & & [ & @) Enable minkmap W; <» Publish £ Agentsettings B TestAgent
Sttt Page < Route [ save 0w X
? — A0 Hule (L)
Calier_Mame
»
~
Agent_or_Estimate » Fulfillment
—
Description Fulfillmént s the agent response for the end-user. Leam more
F e w Parameter prasets
Entry fulfillment

Hi $aesasen parari Mame, plesse het imee kivdin i

Parameters

Routes

Agent et

Add state handler

whatt_ind_Of_Agent

w  Ganerators

“ Agent responses

+
You can define dilferent types of response messages, 1o provide the end-user with
* more than just text responses. Learn more
D Agent says 0]

Get it, Let me collect some nformation for the estimate A

Add dialogue optien
« Channel specific responses

w Webhook settings

w Advanced settings

1Je 96 6. §p wlJoers) IJs Iuwdd 9233 1z, J6 |Js 1Juodzs Estimate Details wpz)d wuvésd 19206 $p wedlb odsse

lJuo8es.

= @ Dialogflow CX
Build Manage
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A Defsult Start Flow il *
. —
What_Kind_Of_Agent. x
Description Add dislogue aption
Edit description

. Channel specific responses

Entry fulfillment
w  Webhook settings

Edit Fulfillnent
~ PAGES + @@ «  Advanced settings
x Parameters o
O ethes w Call companion settings
Estimate_Detads
. Routes +
O Ageni_or Estimate
u}
O Caller Name | TAC Intert i -
[ Estimate_Details | Sules_intent
O Flow (@ Page
[ What_Kind_Of_Agent

Add state handler
When this transition occurs, this is the next page in the conversation

Page
Ngnd Flow - ]
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® Dialogflow CX CL2024AMS - CiecoTAC Virtual Agent - i a o P = 0

Buikd Manage DefaultStartFlow &, & & &) @ Enable minimap W <> Publish (3} Agentsettings I TestAgen
A fLows + @ ! = Fulfillment (3] Save [T
Agent_or_Estimate —
A Default Stan Flow - 3 Entry fulfillment is the agent anse for the end-user when the page inizially
* _— becomes active. Leain mone
What_Kind_Of_Agent x

ipti ~ P
Description BIAMELE PrESEts

Edit description ~ Generators

Entry fulfillment Agent responies

You can define dilferent types of response messages, 1o provide the erd-user with

Fait Fulfiimens mee than just text responses. Leam mare
A pacEs + @
Parameters + Agent says B
©  Start Page '
Estimate._Details A
° Raoules + [rlease let ma If you wold ke 1o speak with a Technical Suppon Engineer e Add
D) Agentor Estimate o you would like 10 talk about sales.
TAC_Irtent
[ caller_Mame | Add dislogus option
[} Estimate_Details | Sales_intent ]
[ What_Kind_0f_Agert ~ Chonnel specific responses o
Add wdler

~ Webhook settings o
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Flow MName

TAC Virual_Agent Flow

Flave Mam must b urique with no spaces. It can anly contain alphanumernics and undersconss

Triggering Events
Select the event that tiggers this flow. An event i anything that takes place in the

contact center, such &5 an agent answering a call. This selection influences how the
flow ean be built and used in other configurations.

NewPhoneContact

NewPhoneContact is triggered when a
new interaction reaches a telephony
entry point

Start Building Flow

[Jpops 2. wp wdsu ldeuwl) Idpglde Jiuwed)le vslole IJo@ss) Jod)s) Anayzer.

1Jgo96 1. 0 §d 1dedsd 1dBle s V2 |Js 1Jwsd§ 9 ) bo wdedé NewPhoneContact.

Eoo Wiene TAC_Virtual_Agent Flow # oo (@) Edit:on ® ©
& Feedback 2= Main Flow 4 Event Flows @ Help Q, Search Flow o & =]
Q. Get Queue Info e
Q Caliback
vl NewPho. .,
B ScreenPop Start Flow
BB queus Contact Event = NewPhoneContact (4
= Menu =} Vitual Agent V2
No description defined
T Feedback V2 o R
80 Queve To Agent ) Harded
& virtual agent v.
Error Handing i
Q, Advanced Queue Info Ermored
& Escalate Call Distribution
Group
S8 set Caller ID
@ Recording Contrel

1Je 96 2. 1, W98 Jods Weasd 1Bl s V2 9o leable Izl 233 @dssa Al dasds 1Weuald 1Jss @po wlogblise puvwdl I
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TAC_Virtual_Agent_Flow # Dt

@ caiton @ o

=2 Main Flow 4 Event Flows @ Help Q Ssearch Flow = VirtualAgentv2_kmd x
Virtual Agent V2 Activity Settings
© static Contact Center Al Config
o Variable Contact Center Al Config
NewPho...
Start Flow Contact Center Al Config
Event = NewPhoneContact | 4F ® ClscoTAC_WxCC_Virtual_Agent v

S E— {x

{ VirtualA...

| E’ Virtual Agent W2
State Event o w

| Outcomes -~

¢ Handled
Advanced Settings ~
Escalated
Error Handling ~ Termination Delay @ g seconds
Errored r
Speaking Rate ©
1.0
3

Enter a static valee or expression that resolves to a number between 0.25
and 4.0. 1f typing an expression_ use this syntax: {{ variable J}

Volume Gain &

IJ¢lb9s 3. (ledlpss B §b) Wop Jsdss6 wdd Idwslule 1Jpeedds wldlousald po Didogflow |Us ey louold Webex.

gws udJ Ipehes ey Didogflow |Js WXCC: Sluel cuuis weue pogsile Iz pe wslole couuwsd JSON sldes op
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TAC_Virtual_Agent_Flow »# Ormn

() Edit: On @ o

Flow Designer
G Feedback &2 Main Flow 4 Event Flows @ Help Q, SearchFlow ok TAC_Virtual_Agent_Flow S
okl Flow Properties
i

Q| Get QueveInlo S —
© Caliback AgentOfiered CAD PreDial deection PreDisl otherParmyDn

o PreDssl chalNumber PreDisl part e T Prelsal epln
3 Screen Pop HowPho.. — pamepantpe

Staset Flaw

Event = r 4 PreQial agentSelectedAn PreDial operationType

NewPhonaContac!

26 Queue Contact
5 Viruala,.,
2 Moy B yirtoat Agent v2 Activity Output Variables ©
G Feedback V2 . View All Variables v
B Queve To Agent . Hianciad VirtualAgentV2_iomd Transcriptl i,
) Escalated
& virtual Agent V2 [ ViriuslAgentv2_imd MetaDats ]
[ ~
VirtuslAgenty2_lomd StatoEventila
Advanced Quewe Info Erroved - 8 e

Q
B Escalate Call Distribution

p Click b .
Flow Owner wcchabs@gmail.com
Q set Caller 1D Last Edited Doc 22, 2023
@) Recording Contral Flow Wersion o
20 aa

FLOW CONTROL A
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= @ Dialogflow CX
Build Manage
A FLOWS

+ @

A Default Stan Flow

A PAoES 4+ m
O Start Page

[ Agent.or Estimate

O caller.Name

[ Estimate_Detalls

[ wnatKind_0f_Agent

CL20Z4AMS -

Default Start Flow &, &,

‘What_Kind_Of_Agemt
.

Agent Language

CiscoTAC_Virtual_Agent = en  ~

B &) @ Enavie minimap

Description

Ediit description

Entry fulfillment
Please bet me know how many agents you are pla.

Parameters +

@sys number
Routes +

| Spage params. status = “FINAL (u]

Add state handler

a0 P

£ Agont settings

W) < Publish

& Parameter  [8) save

o

) TestAgent

0on X

Parameters are values extracted from the end user during the conversation. Learn
mee

Select available gyslem or gusiom entity type.
e

@sys.number

Required ()
O whn ®

[ FRedsctinleg (5

90890 wodasy 1deuils Ll uegsle 10zpsds 10aEuauss 25 Sop ESSU BSed IJpedps wpzyd weviswol lJs IJpdele

Estimate Agents Count &p Sop wdd Iluvesgle [Js zlow WXCC.

Agant

CiscoTAC_Virtual_Agent  ~ en <

= 8@ Dialogflow CX CL20244MS -

Build Manage DefaultStart Flow & & [ &) @ Enableminimap
'
~  FLOWS + @@ Caller_Mame
.
A Defoult Start Flow P
H v
Estimate_Details x
Description
Edit description

Entry Tulfillment

Peate et o kvt how many 80ents you ste pla
~  PABES + m
| Pasamaeters +
O S Page
What_Kind OF_Agert
e Hambe_of_sginis @y namber
O Agent_or_Estimate
Roates +
O caller_Name
&}
[ Estimate_Details
O what_Kind_Of_Agent

a o @
W\ <> Publish

) {S} Agent settings

4 Route E save

Agent says

| am putting together the estimate request details for
Ssession parsms. Number_of_agents agen!

Gustom payload “+
14

“Execute_Request™: {
“Data”: |
“Params™:
"Estimate_Agents_Count™;
“Psession. parans. Nusber_of_agents)
)
}
}
1

Sedoct template

At dinlogue eption

o

By TestAgent
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g:ouWebex TAC_Virtual_Agent_Flow » oun 0 (@) Editon ® o

Activity Library © %= Main Flow 4 Event Flows @ Help Q1 Search Flow ool K @ TAC_Virtual_Agent_Flow *
Global Flow Proparties
CALL HANDLING -~ Ve LA ~
88 Disconnect Contact Configuration Desktop Viewabllity & Order
NewPhe...
& virtual Agent Stant Flosw CGustom Variablos
“ Blind Transter Event = NewPhoneContact J Flow 4 ang fully leeal . Thoy can never
e viewed in reports, but can optionally be agent viewable.
Play M Virtuial Agert V2
® Play Message Fioi Virtables -
jo description defined
©)| Coliet Digits Outcomes ~ View All Viariablos e
A Play Music < Handied
Escalated
%) Feedback .
Ereos Mandung -~
Q. Get Queue info Errored Predefinod Variablos
Predefned Variables are added automatically thiough Global
B Callback Variable definition, or through events and activities exposed locally
in a fow. Thase variablos cannot be adited or deletad,
[3 screen Pop
= . Click Global Variables & =1t
No Global Varfablos availabie in flow.
=

e I (s oot venaes )

Ssdip lugile IJpogs) gl estimate_number_of_agents s 99 uwlwd B pagd blyé WXce. &p weolz Wb [Js wzasso slud,
993 luol8s. 903l sged o3l e s Idgle polel Jd Jluwegslpo B Idesd§ IJElue wd.

Q, Search Global Variables

ol Estimate_Number_of_Agents =

Variable Namos Type | Value

el Global_VoiceName String | Automatic
wll Number_of_Agents_MD String | NA
JOS_Token String | YVIYWEIZTA...
WorkspacelD String | 8552200311,

O pll TMP_Checked Boolean | true
ol Global_Language String | en-US
pd Global_FeedbackSurveyOptin String | uninitialized

o ol WR_Option_Global String |

B = Estimate_Numbaer_of_Agents String | NA

1Jg1096 5. §p wlupld6 £.§56 degded. b £.86 Parse o> Virtua AgentV2.MetaData & p o g s 111 235 oo 1JSlis 6 1ag s 1g
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Clsco Webex TAC._Virtual_Agent_Flow » onsn @ e on @ 9
e
22 Main Flow 4 Event Flows @ Help Q, SearchFlow  om x = Parse_l46 X
Q' Set Caller ID Parse Activity Settings
(& Recording Control Parse_46
FLOW CONTROL a ® Activity Description
NewPhao...
T wait Stait Flow — & :'::::;'m - . :::5—'--- f Enter a Description
Event = NewPhoneCantact |4 )
linput Variable = Virtuablge, .
B EBRE Request I ———
Outcomes.

& Condition Parse Sottings -
& colo Input Variable

¢ Erroe Handing A O, VirtualAgentV2_kmd.MetaData W

& HTTP Roquest

%9 Case

Esrored
Contant Typo

Q, Jsom v
X End Flow o / Output Vartable

= Percent Allocation
(x) Set Variable

@0 aa

Business Hours

/ 1 Estimate_Number_oi_Agents v
o
o

Path Expression @
§.Params Estimate_Agents_Count |

£19s. 6. lwcgse £928 Ui sd 1wisd JJozdd eu lduclksz slgbl Ideound. §p wluplds £8:6 CoiEed soids, G wedso 0556

azasd 1doue s ddle. 235 p9od TTSIlRe,) 18U uass oo 18l pb.

Cisco Webex TAG_Virtual_Agent_Flow & orn

@ canon

Fiow Designer
Activity Library ® S MainFlow  §EventFlows O Help Q searcn Flow  ow [x
CALL HANDLING ~
"8 Disconnect Contact HewPio o VA, ) P | [, i
- L T Pana s B ey arvnge
2 virual Agent e - et NESERES = it 3
Lo = fem— o
= Ungesned Emer

5;, Blind Transfer o
s
=

® PlayMessage_r3l
Play Message Activity Settings

Prompt ~

@) cnable Text-to- Speech
Add the ability 1o read dynamic messages. These messages can
contain varables and be used in a sequence with sudia files. If
typing variables, use this syntax: ([ variable |]. You can also use
SSML 1o construct the message, If using SSML, insent it inside the
<speak>«</speak> tags.

@) Collect Digits
‘Connector
5 Hay usic o o O, WebexOne-TexiToSpeech W
% Feedback
@) overide Defaunt Language & Voice Settings
Enable this featiire 1o conbiure custom language and woice Settings
Q. Get Queue Info for this viriual sgent. H not enalbled, ihe Global_Language and
o Global_VoscoName variables are roferonced fo define the default
B Callback virtual agent setlings
5 Screen Pop Ounput Voieo ©
- o —— C.. en-GEB-Wavenet-B w
Quewe Contact
. Add one or more sudio files of text-1o-speech MoSsages to play in
= Menu a0 aa a sequence. &

196 7. |uolbs £.556 o8 lupald hg 1dIcoald. &p 108, 89,8 “uif sd 1duuids 0,6 T¢)s: it Huwlds IJuue 1Js JJle 030 B
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Clac Webex TAC_Virtual_Agent_Flow # oer) @) Edit-on @ 9

R Disconnedt Contact %3 Main Flow 4 Event Flows @ Help Q) Search Flow < & ® PlayMessage_r9| x
Play Message Activity Settings
A ek T AL B 1 BN, A A Lty Bim
B virtual Agent Global_VioiceName variables ore referer daten tha Sl
virtual agent seftings
Blind Transfer
@ o . Vit Parsa_| Output Voice &
Ll B mingmevs | T 0] e
® Play Message Fuent « NewbmomeContsct 4 ’ = R — O en-GB-Wavenet-B (v
[ -
&) Collect Digits — o Add one or more audio files or text-to-speech me play in
a sequence., &
A Play Music i
L Hamiiog ~ 1 Audio Filg
[
) Feedback O Select Audio File v | D
Q. Get Queue Info & o (%) This is a required beld
2 Text-to-Speech Message
W Callback
Tharik you. Thi estimate request for [al
a

Screen Pop / {{Estimate_Number_of_Agents]) agents was created @,
Cueue Contact (" Ada Awdio File ) ( Add Audio Prompt Variable )
1= Menu ° ‘ Add Text-to-Spaach Message )
LI Feedhack V2 o
Toxt-to-Speoch Settings ~

B Queue To Agent #0 aa

*

These settings apply 1o all Text-to-Speech messages configured

@ Autosave Validation: Off

IJpops 3. &p IJodsss wundd ousless Jodd 1dedldes 1s Blses Ilocbly Ideoluvews wluueisle 9ddle wo pol .

IJeb9s 1. §p vlouile pugs) w388 98, wourpeSwo queue routing.

Add Flow Varlable

Variable Typo

String W
Variable Type cannot be edited once the mabN

Detault Value °

NA

Vanabie value canngt contan bne breaks, tabs, slashes or double quotes
Alphanismerics, spaces and cther charcters are allowed, Expressions are
also mot supperted in the default string value

5
Contains Sensitive Information ()
Make Agant Viewable ©
Cancel
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Queue_routing.




Cisco Webex

i TAC_Virtual_Agent_Flow » oun® (@)
%3 Main Flow ¢ Event Flows @ Help

2 set Caller ID
@ Recording Control
. . L VirtualA... Parse,_l...

=) Virual Agem V2 = Parse
T wait input Variabie = Vinuabige..
B BRE Request Outcams .

Handied
& condition —
& Golo ireox Haneiiesy ~

‘ Errored

& HTTP Request

":Case

X End Flow

= Purcent Allocation
(x) SetVariable

) Business Hours

a0 aaq

fix Debug

O Search Flow

Edit: On
— = PlayMe...
» @ Play Message
o Handing.
Urdédned Errar

—____

o K *
T Parse_aaa

Parse Actity Settings
AUV LSRG
Enter a Description
Discoi
Descan
Comtse
Parse Sottings ~

Inpat Variablke
VirtualAgenty2_kmd. MataData W

Content Type

O JSON W

Output Variable

/ S\, e M

Path Expression (O

—— B 9 Ive-agent-

oscalation”]. Type_Of_Agont

(" Addbew )
L. "y

Validation: Off

O Autosave

IJg1o96 3 ILod £858 WgId 9od9suol Lluwegsle queue routing lJpcés). Bs Idboulb. $p wodsso Bsp lJsod TAC
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Ei“mm \iebex TAC_Virtual_Agent_Flow » oan(d (@) edit: on ® O
g
3l Maln Flow i Event Flows @ Halp Q Search Flow o K - Case_0a5 »
@ Set Calker ID e e e Case Activity Settings
@ Recording Control Case -
FUOW CONTROL i L Virtualh, Parse._| Bl Seloct a variablo or build an expression and add all possible cases
e ayMe... i
& o Agent V2 & e > @ Play Message Y % o.lr: that it can be matched against. Case statements are evaluated
B Wit Input Variable = Virtusidge Coetse 1O LGP 10 BOMOM in SeqUENCE.
Ovicomes Frror Handing Variabile
B BRE Request - o
Handied Undinfined Errar Q. Quous_Routing -
& condition — et .
XPFOSSI0Nn
& Golo Ll = Parsa_... Case_0. 7
o o = - e =N - LINK DESCRIPTION
<> HTTP Request o abie =
Req Input Waviatie = Viruatdge. fiCveve Routingi) e o
| © oo } — . Py o p
TAC
X Parse Sales o
Sales o
o
¥ End Flow & Add Mew
T
a Defoult \ Add New J
= Percent Allocation o
[Error Handiing ~
A Varlables -~
(x) Set variabile Undetned Errars Fihi s
&) susiness Hours &0 aae No Activity Output Variables availabie in this activity.
it Debug (:) Autosave Validation: Off
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Ewm Webex TAC_Virtual_Agent_Flow » ound (@) et on ® ©

Activity Library 22 Main Flow £ Event Flows @ Help Q, Search Flow  omx © PlayMessage_iox x
Play Message Activity Settings
CALL HANDLING -
@) croble Text-to-Speech
%@ Disconnect Contact Parse_L... Playhe.. Ackd the abiity to read ™
-— e Discon... abdity ta read dynamic messages. These messages can
7 = Parss ® Plary Message T Disconnect contain ariables and be used in 0 sequence with audia files, If
' Input Vaviabie = VirfualAge. _— Carfiact typarsg wariabies, use this syrtaac (| variable ]} You can alo use
& virtual agent B - SSML to consiruct the message. If using SSML, insert it inside the:
A~ Emes Handing - o sspeaks </speaks tags.
&%, Blind Transfer °
Unidstined Ermor Connactor
O WebexOne-TextToSpeech w
A
I igi Parse_...
@ Collect Digits - P — & g-:::_O.-. ® m_ . e D Override Default Language & Voice Setiings
. oy assage Eralibi this Testirs 15 SOt Cuttom [anguagn and it sotings
£ Play music < Input Variable = VirtuatAge. fiCueve_Roitingll for this virtual agent. If not enabled, the Global_Language and
= R Global_VeiceName varisbles are referenced to dehne the defaut
T Feedback vartupl pgent setings
THe -
'Q Get Queus Info Sales
% en-GB-Wavenat-B e
W Callback & Add New /
Detsuit o Add 600 OF More JudSo files of text-to-speech MesSages to play in
& Screen Pop a sequence, @
Eror Handing -
3 Queue Contact Undefined Errors 1 Text-to-Speech Message
y ° Thank you for waiting. The TAG engineer will be with
S, —
v e @0 aa you shartly. A
# Debug @ Autosave 1 Validation: Off
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ngm Webex TAC_Virtual_Agent_Flow » oot (@) Edit:on L
Activity Library @ 22 Main Flow ¢ Event Flows: @ Help Q) SearchFlow o & ® PlayMessage_57| X
—_— Play Message Actnity Settings
CALL HANDLING - Parse_I.. PlayMo... ) SSHIL 10 construct the message. i using SSML, insert it inside the
> E e T B e, T—— Enlacmmnle:;1 <speaic> <speai> tags
%8 Disconnect Contact Input Variable = Vituatdge. . Contact Connectar
No descrip defined
£ virtual Agent Beee Hudii - Q. WebexOne-TextTeSpesch ~
Unclatred Error
&6 Blind Transfer Ovarride Default Language & Voice Satti
ngs
Enabie thes feature to configuee custom Language and voice Setiings
@ Play Message fiot this virtusl sgent. f not enabled, the Global_Languags and
@ Plae.. Global_Voicehame varisbles are refarenced 1o deine the defsul
e Play Message vartual agert sethings
@) Collect Digits P — L
) ’ Output Voice ©
£ Play Music < Erros Handing A
. Q, en-GB-Wavenet-B w
Uncharhin o
4 Feedback
Sales Add one or more audio fles of text-to-speech messages 1o play in
QL Get Queue info © Add Hew a sequence. O
Q@ Callback Detault 1 Text-to-Speech Message
- Ervor Manding ~ “Thank you for waiting. The Sales agent will be with
& screen Pop Uncletred Errors : you shertly,” A
32| Queue Contact ( Add Augio r-h} [Aud Audio Prampt variablej
= Menu &0 Qa Add Toxt-10-Spooch Massage
1 Debug @ rutosave 1) validation: Off | Publish Flow
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Cisco Vebex

s Dl TAC_Virtual_Agent_Flow # oat® (@) eaicon ® o
T3 Main Flow ¢ Event Flows  ® Help Q searchFlow  ow & QueueContact_dek X

& virtual Agent * Gueus Contact ACtivity Settings
& windTansfer > © MU0 e g Deeen. o TTTTn ==
5 Activity Description

Play Message Enter a Description
@) Collect Digits
Py Music

Centact Handling A

T Feedback

Chooso if all contacts should go 1o o single queus, of if quaus

Q, Get Queue Info selection should change based on the value of a flow variable.

@ Collback ¢ - i © static Quouo
s Variable Queues
B3] screen Fop Quewe &
QO TAC_Queue W
- Sebect o single quewe wsed for all interactions in this branch of the flow. i
= Menu vor Handing ) the e supgarts Siils Based Fouting, additinal corfgurabons appear
Undetned Erors L
4 Feedback V2
) Sat Contact Priofty
B Queue To Agent Enabile this (esture if contsets in this path of the Bow should be
POz over othar CONLACES in tha quase. I thes & enablad for
sofme bul Aot all contacts, there i a risk that those without &n
B virtal Agent v2 @0 aagq

assigned pricrity will Rever move b th top of the quéue

104-00 it Debug D Autosave 1 Validation: Off | Publish Flow

1096 7. 8p wluolds o8 1euald |old s didlises 1ol 9o dgsuel wluvegsle SALES QUEUE.
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