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Customer Experience is the battleground

Customer experience is the new
battleground. It’s where business is
won or |ost.



Experiences today continue to
fall short of expectations

25%  94%

Were very satisfied Have abandoned an
with their last customer interaction with customer
service engagement.’ service due to poor experience.’

cisco cﬂr/wef

54%

CX leaders told Forrester that
they are unable to prove the ROI
of CX



Great CX is organizationally complex
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Great CX is increasingly technically
complex

e
0

Fragmented
orchestration

o A
&f“o Nl
Complex IT
ecosystem

More
communication
channels

Customers  <-----> <> Core business

systems

Obscure Security
data insights threat

Higher
costs
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Al is the enabler to unlock
exceptional experiences



Al Is the enabler to unlock

exceptional experiences
BUT WHY NOW?7?



Advancements in the industry driving a paradigm shift in CX

Personalization &
accuracy at scale

Accurate understanding
of issue while also
delivering hyper-
personalization

Empathetic and
humanlike responses

Natural dialogue coupled
with ability to deliver
empathy

Dynamic interaction
resolution

Ability to handle complex
scenarios with
sophisticated decision-
making abilities and
automated actions

ASR | TTS | Automation

Powered by LLMs & Generative Al



Organizations must evolve from a contact center to a
customer experience center.



Evolving beyond the status quo

From

Customer initiated service
Disjointed multi-channel options

Ticketing systems

Agent Overload

Disparate data

To

Anticipate customer needs

Build a 24/7, always-on front door
Automate intent fulfillment
Super-Agents

Actionable insights



Our
CX Center
portfolio

Solutions Plus | OEM | Developer Apps

Q 2 >
Proactive Al Human

Journeys Agents Agents

Al Assistant for

Webex Connect Webex Al Agent Webex Contact Center

Integrations | Flows | Journey Data | Knowledge | Actions | Channels

Ordering | Provisioning Administration | Support | Billing | Security | Al









Webex Al Agent

Powering more human-like interactions
across voice and digital channels

| Omnichannel, multilingual Al agents
| Autonomous and scripted modes

| Fulfill with system integrations

| Integrate with contact centers

| 9 languages supported

| Easily build your own agent

“I've found you a
flight with your preferred
seat. Would you like -

M LAX - MIA

me to book it?” 3 /;

Contact Center | HR | IT | Sales | Service









Cisco Al Assistant for Webex Contact Center

Continuous momentum with new features

Generally Available

Virtual agent context Dropped call
transfer summaries summaries

Agent
Wellbeing

Automatic

CSAT Topic Analytics

cisco cﬂr/wdf

( Coming Soon )

Real-time
Transcription

Suggested
responses

C

GA H2 25 )

Consult/Transfer
mid-call summaries summaries

Wrap-up

12 Additional Spoken Languages

Dutch
French
German
[talian
Spanish

Hindi * Chinese,
Japanese Mandarin
Korean (simplified)
Polish * Chinese,
Portuguese Mandarin

(traditional)



Al IS EMBEDDED

ACROSS EVERYTHING

WE DO

Campaign Management
Video Generation
Al Agent linking

Omnichannel, multimodal &
multilingual

Scripted & autonomous modes

Execute actions and fulfil
intents

Summarization
Suggested Responses
Wellbeing
Coaching
Performance Management

Code Generation | Insights & Analytics | Noise Removal | Prediction | Sentiment | Translation | Summarization

§§§ Cloud | Private Instance | On-premises




Delivering cohesive customer experiences

Anticipate needs 24/7 front door Seamless handover Empathetic humans Data driven insights

Cisco Al Assistant

: 4 — e o =
\?32.0 \ ?gaoooo \ _
Proactive S . Handover to Agent Customer
e elf-service 7 :
notification human agent engagement satisfaction

cisco cM



Privacy, safety, and security first

Al agents

@

cisco aM

Integrations &
workflows

N
7

Contact
center

| WEBEX CUSTOMER SXPERENGE )

¥
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[ Output Guarcrais J

Secure LLM
proxy




Preserving your Transparency

trust with Al Fairness

governance Accountability
Reliability Cisco
Security Responsible Al
Privacy ® Principles

Webex Al Codec

Example of 22 Webex Al
Transparency Technical
Notes available from Cisco
Trust Portal

cisco cM


https://trustportal.cisco.com/c/r/ctp/trust-portal.html?search_keyword=webex%20AI
https://trustportal.cisco.com/c/r/ctp/trust-portal.html?search_keyword=webex%20AI

Enhance the
experience wi
personalized ¢



Proactive Fast & Easy Empathetic
communications self-service human engagement
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Webex Connect

A central CPaaS platform for automating digital interactions at scale, across the customer journey.

Core
business
systems

’ Dialogflow

@freshworks
<>
(XD

mm
cisco

Epic

webeXx Connect

\*¢*) Intelligent Enterprise Control Center

D Y - %3 °
Seamless Workflow
Integrations Orchestration Al

Conversational Channel
Management

Service Assurance

Customers






SMS is the most ubiquitous messaging channel

AR
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Mobile Phones that can all receive
SMS

First SMS sent in 1992
“Merry Christmas”

A £ — rss+=ji®" [ | IAA‘I\ by BN | r{*ji-

A2P Messaging Market
continuing to grow

SMS still sent every day




But its open standard is being abused and
fraud is on the rise

PaVaVaVlal

Reported Financial Losses

Per Scam Text
Source - FTC 2021

f'\ﬂ £\ "1 'aVaVYa 'aVaVa

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://
bit.do/dg3W,J to secure
your account.

Final Notification

Your Apple ID is due to expire
today. Prevent this by
irmil le ID at

Apple Inc

< IEUPS-SMS

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

YN/

Have received a

suspicious message
Source - Ofcom 2021

1 YO/

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

There's a new global
messaging standard

Rich Communication Services (RCS) Business
Messaging is now available on iPhones and
iOS devices.

Now that Android and Apple devices can
both receive RCS, richer messaging is the
new standard.




Southwark (a burrough of London)
Engaging & helping people is difficult circumstances

12:25 @ N 12:25

& Info & options

Felt more reassured and better served

Increase in people choosing to engage

Increase in people choosing to pay







Smarty Mobile Phones

Interactive customer journeys driving results

1215 m A 14:45 m A

& SMARTY § & SMARTY

JUV /0

Upllft |n Campalgn engagement ! ! We're sorry to hear you're thinking of

leaving SMARTY

We don't want you to go, so let us know how we
can help based on the options below.

) ) ¢ Trustpilot ’

] SMARTY
® Piisirpornits

|ncrease In engagement OVer Get more data for no extra cost

Hi Wendy, have you seen our new plans? Although
. they don't offer money back for unused data, you
e m a | | will get more data for the same or even less than
you're paying now. Speak to someone Explore our

See how we can help Find help in of

I U Io . ® Startaweb chat © Go
Trustpilot reviews now 5-star rating

Tariff upsell campaign Reducing customer churn Trust Pilot review campaign

30



Introducing Branded Text gg

& 07860009710 @ o QA i « webexcomecff] @ <

Your first step towards richer
messaging

@

WebEx Connect by Cisco, the bridge to possible

Our Branded Text solution converts your
existing SMS messages into RCS
branded messages.

16:15 16:17
. . q Hi, this is the Webex team, Hi, this is the Webex team,
The I’eSU|t IS a r|Cher, new eXperIenCG we're reaching out to you we're reaching out to you
that is fully-branded, verified, and essaging channelsand what ossaging channels andwht
secure - all with zero technical change. e e

more https://www.webex.com more https://www.webex.com
/products/cpaas.html /products/cpaas.html

Now Now

@ F‘Q [Text message @ \?z @ F‘Q Chat message @ \?z

SMS Branded Text



Branded Text

Securing notifications with improvements across the spectrum

5 | I\

Secure Verified Branded

Each uplifted notification is Business is verified during setup. Delivered from your brand with
delivered via an Only your business can send named contact with your logo.
secure channel. messages as you.

Standing out from any other
Secure from platform to Verified tick for enhanced notification on the customers
handset customer trust device



Zero technical change

SMS
Stream — Webex

CPaaS Solutions




How does branded text measure up

Coverage

Delivery Receipts

Default inbox

Read Receipts

Alpha 2 way

End 2 End Encryption*

Verified

Branded

Interactive button replies

Rich media cards

Carousels

GIFs

Videos




llllllllo
Cisco

WebexWFO

Workforce Optimization

Julie Harrington- WxWFO Field Account Executive
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100% WFO We Love Agents! For Human and Al Workforce

When good enough is not good enough. Employee Experience matters. Maximize contact center performance.

Webex WFO Performance Suite

Workforce Conversational
Management Intelligence

Cloud Native | Unified WEM Suite | Cisco Platform Agnostic | Embedded Al-Powered Report

Trusted Ally to Customers



Webex WFO

IMPROVING PERFORMANCE FOR AGENTS AND
BOTS

Forecasting & Real-time Self Quality Interaction Bot
Scheduling Adherence Scheduling Management Analytics Analytics
Schedule Accurately Understand Performance
Improve your EX Improve your CX




Advanced Sentiment Analysis for Superior Insights

« Customer & Agent Sentiment

Separation: Clear visibility into
individual sentiment within the Media
Player.

* Track Sentiment Trends: Monitor
sentiment evolution throughout
conversations.

* Pinpoint Sentiment Changes:
Identify key moments of sentiment shifts
for deeper insights.

- Enhanced Searchability &

Filtering: Quickly find interactions by
sentiment with advanced filters.




Auto QM - Customization Capabilities

CALABRIO A Recordings Recording Contrls Contact Queus  Schedules and Planning WFM  Messaging  Anaytics Agent Explorer Reportng  Data Explorer Add-ons_ Applicaion Management A olo,pau v Help

Enable your businesses to revolutionize n- i« ) maen :

quality management, supercharge agent | —

Contact 34819 [ Paul Panjandrumms

10912023

3 ScreenCapture

performance, and deliver exceptional o e 77.7 =
customer outcomes with:

ranscription (2 Audio rimen : o
e B Transcript 2) Audo § @ Seniment (3 i BB Desktop
No

- B W mated your documents]

10 the email address that you provided on Tuesday this week
InProgress Senimet @ oros

- Expanded Certified Question Library e e e e e e i e e e i e S e
- Intelligent Phrase-match Based Scoring |[E— "

. 1 Polite Greeting Message
Greeting /' REETING (100%)

- Set Agent Performance Targets ' e

1.1 Answered the call with a proper warm greeting
provided name - used name - offer assistance

i i QST TS 1.2 Appropriately identiied calle and respected coff A" "%
y rin our Own Questons
exceeos 100%) [VEEYSCENIINS] 8 15 th ineracion ith apolte geeting,saying Thark you

- Additional Business Process Support :

PROFESSIONALISM

A ly identified caller and d confidential ECTION 2: Professionalism Section Score 100.00
ppropriately identified caller and respected confidentiality 2.3 Used effect »
requirements 2.3 Used effective questioning techniques to accur

paraphrased to ensure understanding b1 Did the agent use courteous anguage where approprite?

scription (opt X YES (10 NO (0 wa(oox) | i
Exceeds D the caler: Validated 1) Email Address, 2) first and last name of clien e gt vsed coueouslangutge
b 2.4 The cll was handled with tact and profsionaf 170 % ssomer i Thark you o cligovveslnswhee
O  Exceeds atstcto s ur gor and sdtessing e customer pltely i ana maam
ves(100%) | N0 (o) [SINUITEON b 2 oid the agent avod using unnecessary argon with a nor-technical
O Meets Expectations ustomer 2 0

2.5 Demonstrated ownership of the call - and de-es
appropriate

Needs Improvement

ves (100%)  No(o%)  [VZNQUIEAY

Fail 2.6 Readily demonstrated a willingness o listen to inquiries and concerns.

0 No (0%)  [EUZNQLIES
NA /A (100%)

COMMUNICATION



Interaction Summary

Leverage the power of Al to propel your contact center into the
future

CALABRIO A Recordings Recording Controls ContactQueue Schedules and Planning WFM Messaging Analytics ~Agent Expl

* Automate processes to save time
and get enhance agent overall
productivity.

* Generate uniform and unbiased
summaries, ensuring consistent
content.

* Holistic perspective of the entire
interaction along with a
comprehensive summary.

.....




Fast Track Bot Improvement with Bot Analytics

Improve Reduce Cost

Automate

Improve bot
performance to meet
business goals:

- | Seeresultsin as little
as 6 months:

* Identify and fix

Ensure your bot is
delivering automated
resolutions

* Insights and data you
need to automate
more

« Zero in on what is
causing downgrades
in performance

Explore conversations
from bot to live agent,
to identify what works
and what doesn't

See overall
performance or filter
for channel, platform,
or brand

frustrating bot issues
to ensure your
chatbot is saving you
money

Track savings with
clarity on cost per
automated
conversation




Automate

Ensure your bot is
delivering automated
resolutions

* Insights and data

you need to
automate more

e Zeroin on what is
causing downgrades
in performance

Improve bot
performance to meet
business goels:

« Explore conversations
from bot to live agent,
to identify what works
and what doesn't

« See overall
performance or filter
for channel, platform,
or brand

Fast Track Bot Improvement with Bot Analytics

Reduce Cost

See results in as little
as 6 months:

Identify and fix
frustrating bot
issues to ensure
your chatbot is
saving you money

Track savings with
clarity on cost per
automated
conversation



Webex WFO Al Waves

REAL-TIME

ENABLING THE CONTACT CENTER OF THE FUTURE OPTIMIZEATION

CONTINUOUS
MULTI-FACTOR
Real-Time Complete FORECASTING &
S Agmplete Auidomation
5 Automplation SCHEDULING
Real-Time
Adnerence Automation Complete EMPLOYEE
Automationation
Suggestions — iCompistion Forccast SELF-MANAGEMENT
Dynamic c icesti
: Al- d ompreicestion
Shrinkage Shﬁn:;gﬁg or Fooceasting Automated
Shehullle Ibeamlﬂg HUMAN
ourse
e sn;a::? AlLee Automated Delivery AGENT
Suggestions Extended ML Agent Ié?ur;::g COACHING
Forecasting Scheduling Delive Intraday
NEEaEr ry Shrinkage
Al-based Action Leading rorcastig
Dynamic Shrinkhage Aéutumla\tinn Suggestion Indicator VIRTUAL
SRnkane ompletion Monitoring CX Score
S Forecasting it Automation AGENT
: . Generative Next COACHING
Outlier Detection Extended Al Solution Automato- Best Action Ciustiumrgtian
Grant Self- tegation of Intrad'ay aram "icé aqila'l ;?ugn
Scheduling g, mmaries Interaction Scheciiing bl e

Learning

Vilicual Agent

VIRTUAL



Thank you

cisco cﬂv/twf



	AI Powered Customer Experiences 
	Slide Number 2
	Slide Number 3
	Experiences today continue to �fall short of expectations 
	Great CX is organizationally complex
	Great CX is increasingly technically complex 
	AI is the enabler to unlock�exceptional experiences
	AI is the enabler to unlock�exceptional experiences�BUT WHY NOW??
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Delivering cohesive customer experiences 
	Slide Number 19
	Preserving your trust with AI governance
	Enhance the customer experience with proactive, personalized communications. �
	We know what customers expect
	But every customer is different
	Slide Number 24
	RCS
	SMS is the most ubiquitous messaging channel
	But its open standard is being abused and fraud is on the rise�
	There's a new global messaging standard
	Southwark (a burrough of London)
	Slide Number 30
	Introducing Branded Text
	Branded Text 
	Slide Number 33
	Comparisons
	WebexWFO �	Workforce Optimization�        
	Slide Number 36
	Webex WFO
	Slide Number 38
	Auto QM - Customization Capabilities
	Interaction Summary
	Fast Track Bot Improvement with Bot Analytics
	Slide Number 42
	Slide Number 43
	Thank you

