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Key customer Make hybrid work, work
challenges

Make the office a
magnet, not a mandate

Show customers you care

webexone»




Our strategy
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REIMAGINE WORK REIMAGINE WORKSPACES REIMAGINE CUSTOMER EXPERIENCE
WITH WEBEX SUITE WITH DEVICES WITH CONTACT CENTER AND CPAAS

& Webex Platform
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Innovation across the portfolio

' Al Assistant
Personalized message summaries

Room Kit EQX

| @ CsAT Highiights

Highights for the tast 4 hours
56%

: Il )
LU I

Coaching Highlights

webexone»

' Al Assistant ' Al Assistant
Translate messages & adjust tone Meeting summaries

e

s

Cinematic Meetings

Generated Wrap Up Agent Burnout Detection

© 2023 Cisco and/or its affiliates. All rights reserved.

Get the most out of Webex with Al
Assistant for Control Hub

Campfire

Now You're

=5

Thrive Global Partnership

"1 CSAT Highlights

Highiights for the last 4 hours. Contact highiights

56% 32
e . el il
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Chapters

Network Insights with
Meraki Integration

Bang & Olufsen 950

Customer Sentiment Over Time (

Sentiment
P

Automatic Customer Satisfaction Scores




REIMAGINE WORK REIMAGINE WORKSPACES REIMAGINE CUSTOMER EXPERIENCE
WITH WEBEX SUITE WITH DEVICES WITH CONTACT CENTER AND CPAAS

Al-powered Webex Platform
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REIMAGINE WORK
WITH WEBEX SUITE

Al-powered Webex Platform

WebeXOﬁe z © 2023 Cisco and/or its affiliates. All rights reserved.




Commitment to
Responsible Al

webexone»

Transparency
Fairness
Accountability
Privacy
Security
Reliability




Delivering immersive )
experiences with

Al

ille

webexone»

Language Intelligence

Translation

Transcription

Audio Intelligence

Background noise removal

Speaker focus

Video Intelligence

Cinematic meetings

People focus




Key announcements

Industry-first Introducing Crystal clear audio Revolutionizing

Real-time Media the all new quality with video with
Models (RMM) Webex Al Assistant Webex Al Codec Super Resolution

webexone»




Webex: Decades of Purpose-Built Media and Al
Innovation

® Echo cancellation ® Spatial audio ® Noise Removal ® Optimize for my voice ® Noise removal 2.0

©® Media resilience ® Mic beamforming ® Face recognition ® Optimize for all voices o People Focus

® \/ideo motion detection ® Speaker triangulation ® Proximity ® Noise Removal for PSTN

o Proximity detection

Vellg.ze) ® Virtual

backgrounds ® Gesture recognition

2020 2022

@ Personal Insights ® Recommendation
engines

Meeting action
items and highlights ® People Profiles

. Multi-lingual Webex Webex Assistant
: MindMeld Voice Assistant Local commands

Transcriptions

® Audio ® Video ® NLU ® Analytics Translations

Webexoﬂe & © 2022 Cisco and/or its affiliates. All rights reserved.




Great communication involves more than words

Email

Messages

Transcripts

Documents




Great communication involves more than words

Email

Messages
L |- Transcripts

Documents




Great communication involves more than words

Email

Messages
L |- Transcripts

Documents

webexone»

Audio
Video
Reactions
Gestures
Voice tones

Inflections




Introducing Real-time Media Models (RMM)

Email

Messages
L |- Transcripts

Documents

webexone»

Audio

Video

Reactions

Gestures R I\
Voice tones

Inflections




Be right back

Blur your camera and
mute microphone

automatically when you
step away

webexone»




Revolutionizing video with Super Resolution

Generative Al video will rebuild packets in poor bandwidth conditions

'9'5

|

:}\.

Low resolution video captured at 270p

webexone»




Launching the all new
Webex Al C

webexone»

© 2023 Cisco and/or its affiliates. All rights reserved.

Up to 16X less bandwidth

Than the industry standard codec, Opus

Crystal clear audio

Generative Al audio will rebuild packets
in poor bandwidth conditions

Reduced storage costs

Massive reduction in bandwidth resulting
in compressed audio




INTRODUCING

Al Audio Code

Optimal quality audio at a fraction of the bandwidth

INDUSTRY STANDARD

EXCELLENT

>
=
©
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o
e
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o
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6
kbps

Encoded bitrate (in kilobits per second)
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)" Al Assistant

Webex Suite Cisco Devices Webex Contact Center Webex Connect Webex Control Hub
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atCh Up CIU|C|(|y W|th * Al Assistant

©

Al note

1l

Suggested notes (= (§]

Your personal Al suggested note

3

The Summer 2023 product launch is on
track. Product marketing is taking point for
product payload.
- PMMs are working on product
messaging and positioning.
The design team has the script for
the marquee video.
Waiting on CMO approval for the
new look and feel
The events team needs more budget
for the experiential activation.
Social is working on a new
influencer campaign.

® O

Loretta Martin

Follow-up task = @
Your personal Al suggested task

[] Check with Christina on new product
data sheets.

< XO))

Raj will follow up with the CMO team

00

00:00/00:00 ¢ (® 11X <» Show and Share >

Smart chapter on approvals.

- - $
L PR ARENY & )
k. PN vy “ "” Feedback I ] Ming is drafting up the additional

a8 o S Show and Share
budget proposal request.

WebeXOﬁe z © 2023 Cisco and/or its affiliates. All rights reserved.




X

Catch up on what you've missed while you were

away from the meeting.




webexone»

Transcript

Jane: Alright, let's get started. Today, we're going to
be discussing our marketing campaign for the new
product launch.

Clarissa: Stepped away from the meeting

Austin: Great. I'll start by talking about our social
media strategy. We're planning to launch a dedicated
campaign next week, with a focus on generating
excitement and buzz for the product.

Sarah: ﬁ

[

Jerry: We'll be using a variety of content formats,
including videos, images, and infographics. We'll also
be running paid ads on social media platforms like
Twitter and Instagram.



Recap meeting while you were away
Today, 10:52 AM

D Here is the summary

The team plans to leverage Instagram for visual
content and direct engagement, and LinkedIn for
B2B connections and thought leadership.

Is this helpful? & &P

Was my name mentioned? | View full transcript




) X,\. Q I Q u § 5 O  Q Search ® Connect
20
S S I S t a l l t 4 Messaging = +  Spring campaign * Meet Wi A

&
a Al Direct Spaces Public Renergize

§1 T, Messages People (30) Content Meet 2 Q &

[e]
Renergize Thanks for your work, everyone. Will send on the

. . .
| E e I I I l a g I n I n g h OW yo u WO rk 8 All-Hands updated report for Q2. Ask me anything about work, and I'll do my
& Renergize - B1)(2)(¢éé7)(®6) @ best to provide you with helpful information
and assistant.

™ Favorites % (,ﬁ\ Kristin Stone 12:02PM &
o

i 2]

Clarissa Smith ‘ Spring. Campaign.fig Catch me up

Active 1GB - @ safe 9 e

S & Top action items for the week

John Smith Z Here you go. X N
[Z Project Twist

Spring campaign Sofia Gomez 12:37 PM
Renergize Wonderful, thank you Sonali. ® Pipeline updates from GTM X-team

Emily Nakagawa

Austen Jones 12:38 PM
In a meeting « Working from home

Wait, | think there’s something missing. Isn't a

Matthew Baker diagram supposed to be on page 4?

q
&S Do Not Disturb until 16:00 « Catching
@) You 12:38PM

Oh no, which one was that supposed to be?

> Renergize °

» Other spaces
@) Austen Jones 12:40 PM
A

(&\ Kristin Stone -
de icive

Umar Patel : OO ETOEEe@ Shift + Enter for a new line

Gl h -
Presenting + At the office & Write a message to Spring campaign Ask me anything...

Deninct Enavmiza

WebeXOﬁe 2 © 2023 Cisco and/or its affiliates. All rights reserved.




Send the perfect message with

U Webex

Public %Rewrite message%

Soon will update document

| for every

Friendly

Thanks for the feedback, I'll check the document shortly!

WebeXOﬁe z © 2023 Cisco and/or its affiliates. All rights reserved.
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REIMAGINE WORK REIMAGINE WORKSPACES REIMAGINE CUSTOMER EXPERIENCE
WITH WEBEX SUITE WITH DEVICES WITH CONTACT CENTER AND CPAAS

Al-powered Webex Platform
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Al-powered Webex Platform

webexone»




INTRODUCING THE ALL-NEW

Webex Al Assistant

for Control Hub




Most extensive Al-powered
management and troubleshooting tool

Get the most out of Webex with Network Insights with
Al Assistant for Control Hub Meraki Integration

webexone»




' Al Assistant

Get the most
out of Webex
with Al Assistant
for Control Hub

Find answers faster

Increase IT productivity

webexone»

© 2023 Cisco and/or its affil

Available H1 24




' Al Assistant

for Control Hub

Today, 01:42 PM

Show me any meeting issues for Donna Miller

During their last meeting, Donna may have
experienced choppy audio.

Is this helpful? &

%1 Show me their mgeting details

Show me their total issues for the last 7 days

Ask me anything

© 2023 Cisco and/or its affiliates. All rights reserved.
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) Al Assistant

Network path
Today, 01:45 PM « From Meeting diagnostics

fO r CO ntro I H U b O Here's the network path from ThousandEyes:

On 10/23/23 from 03:05 PM to 03:35 PM, the audio packet loss of 31% exceeded the 8% threshold for 3 consecutive minutes.

Name IP address Private IPv4 Loss Latency Jitter Network Location

Local ISP network  192.168.31.115  192.168.31.115 31% 41ms 43ms Private us

Is this helpful? 4> GP

Set up a live meeting alert for Donna

Ask me anything

WebeXOﬁe 2 © 2023 Cisco and/or its affiliates. All rights reserved.




Available Q4 23

Network insights
with Meraki 5
Integration

Quality by time ©

Comprehensive network analysis.

Signal quality ¢

SNR RSSI

WebeXOﬁe 2 © 2023 Cisco and/or its affiliates. All rights reserved.




(®) alfo e
Language Audio Video
Intelligence Intelligence Intelligence

WebeXOﬁe 2 © 2023 Cisco and/or its affiliates. All rights reserved.




Yy Al Assistant

v v v

(®) alfo e
Language Audio Video
Intelligence Intelligence Intelligence

j )

Pr—

RMM \}
Commercial K . l

Select customer ‘

Gestures

WebeXOﬁe 2 © 2023 Cisco and/or its affiliates. All rights reserved.




Webex Platfom

Security, Compliance

webexone»




Real-time data
loss prevention

with Cisco
Cloudlock

Cisco Cloudlock

Dashboard
Incidents
Policies
Activities
Operations
Support
Settings
Audit Log

Retro Scans

© 2023 Cisco and/or its affiliates. All rights reserved.

000 .

Filter by policy name ~

Credit Card Number

Credit
Card
Number

Showing 1-1 of 1

© 2023 Cisco and/or its affiliates. All rights reserved.

Policies

Payment cards
information

Credit
Card
Number

@ Critical

« Credit
Card
Number

« Threshol
d

Oct 6, 2023
2:34:44 PM




Real-time File DLP - how it works

Cisco Webex
approved file can be downloaded

by other Space members

file posted by user
O file temporarily stored

m real-time »® m

quarantine

“Inspection progress”

indicator file (or its placeholder) posted

in Space with indication that
it has been scanned and approved/rejected

notification POST
to DLP application PUT to file URL with

webhook URL “approve/reject” parameter

GET/HEAD to file URL
DLP application with “dlpUnCheCked"

B parameter

© 2023 Cisco and/or its affiliates. All rights reserved.




REIMAGINE WORK REIMAGINE WORKSPACES REIMAGINE CUSTOMER EXPERIENCE
WITH WEBEX SUITE WITH DEVICES WITH CONTACT CENTER AND CPAAS

Al-powered Webex Platform
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REIMAGINE WORKSPACES
WITH DEVICES

Al-powered Webex Platform

WebeXOﬁe = © 2023 Cisco and/or its affil




The broadest data set for collaboration Al

Quad Camera

h 4 Pan Tilt Zoom Camera

Estimates

'. Table Microphone Pro ,@a
“"‘\-lb\\\-m

<
© =

webexone»




Building blocks for Al innovation

0s Webex smart audio “—'- a) g
i Noise removal ﬂ

I Optimize for my voice H

4 Music mode "[‘L\ ‘1

Head Detection Speaker & Noise Removal Frames & Meeting Cinematic
Presenter Track People Focus Zones Meetings

Webexoﬂe d © 2023 Cisco and/or its affiliates. All rights reserved.




Best in-meeting
context, in-room
or at home

Steven Créin

WebeXOﬁe = © 2023 Cisco and/or its affil




Al-powered & interoperable collaboration devices

Design meets performance Reimagine the most critical All-day audio companion with
with Room Kit EQX meetings with Campfire Bang & Olufsen 950

webexone»




Available Now

Cisco Room Kit EQX

Design meets performance

- All-in-one conference room setup
- Flagship meeting room experience

- Super simple to deploy at scale

WebeXOﬁe 2 © 2023 Cisco and/or its affiliates. All rights reserved.




Choose the mounting that best suits your workspace

Floor stand Wall mount Wall stand

& ¢




Elegant design encompassing all-in-
one frame

6x speakers for directional audio

Cisco Quadcam

Cisco audio amplifier for premium sound

Cisco Codec EQ

Highly adjustable VESA mount to fit most
65” to 75” screens

Separate bass speaker for improved
sound clarity and richness

webexone»




Levelling up any medium and large workspace

NEW
Cisco Room Kit EQ Cisco Room Kit EQX

Modular, flexible room kit solution with Integrated super-bundle providing the ultimate

advanced meeting room intelligence, multi- video conferencing experience for flagship

camera cinematic meetings, rich connectivity spaces featuring advanced meeting room Al,

for medium and large workspaces flexible mounting, iconic frame design and
spatial sound

UX & Interop via Cisco RoomQOS Intelligence engine powered by NVIDIA Scalable management in Control Hub

© 2022 Cisco and/or its affiliates. All rights reserved.
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with next-generation devices

Integrated video bar Simple deployment, Al- Advanced meeting room Hybrid, all-in-one room Integrated super-bundle of

appliance designed to powered meetings, Al, multi-camera cinematic ~ device for Al video Room Kit EQ for

simply and flexibly video- advanced interop and meetings, and rich conferencing and visual

enable unified management scaled connectivity for collaboration in with mounting options,
to the frame design and spatial audio

UX & Interop powered by RoomOS Intelligence engine powered by NVIDIA Scalable management in Control Hub

Webexoﬂe & © 2022 Cisco and/or its affiliates. All rights reserved.




Cisco Room Bar Pro
Immersive collaboration for hybrid workspaces

Full HD meetings

Provides up to 1080p60
resolution for live video on
Webex, Microsoft Teams,
Zoom and Google Meet.

4K content sharing

Can be paired with dual
screens to display video
and content separately.
Displays remote content
with 15 fps.

Camera intelligence

Automatically frames and
provides optimized view of
in-room participants and
keeps the active speaker
in focus.

webexone»

Spatial audio

Uses 3-channel loud-
speakers for spatial audio
and intelligent mic array for
enhanced noise cancellation
and voice capture.

Device management

Unified management,
provisioning, analytics and
troubleshooting in Control
Hub.

Room intelligence

Conference controls, room
scheduling and room
controls with Cisco Room
Navigator.




Triple-
screen
support

Augmented
experience with the
option to display live
video or video and
content divided on
three screens.

Triple-screen support
requires Room OS.

webexone»




Dual camera
system

Dual camera system
featuring a wide-
angle lens and a tele-
lens, both with 48 MP
Image sensors.

Motorized tilt of
camera body for
flexible installation
and optimum view of
the workspace.

webexone»
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Cisco Room Bar Pro

Inputs and outputs

Bottom

1 - Power switch 6 - USB-A 11 - Analog line in for mic input

2 - Power 7 - Network 12 - Maintenance (micro USB)

3 - HDMI out: Screen 1, 2, and 3 (No audio) 8 - Network PoE - Touch controller 13 - Factory reset pinhole

4 - HDMI in (Audio in) 9 - Network PoE - Local peripherals 14 - Kensington lock

5 - USB-C: USB-passthrough and content sharing 10 - Analog line output

webexone»




Elevate every workspace

Cc

A
& 4
o

u z

webexone»

~

Room Bar

Room Bar Pro

/=

Room Kit EQ

Y
|

Board Pro 55/75

Room Kit EQX

Single, 12MP
wide-lens camera

Dual-lens, 96MP system
Multi-camera ready

Quad-lens, 80MP system,
Multi-camera ready

Dual-lens, 48MP system,
Multi-camera ready

Quad-lens, 80MP system,
Multi-camera-ready

Spatial sound; mic array
& mic extension

Spatial sound & mic array;
audio over IP, USB & analog

Speakers & mic array;
audio over IP, USB &
analog; Audio APIs

Spatial sound & mic array;
audio over analog, USB & IP

Immersive audio system;
audio over IP, USB & analog;
Audio APIs

Dual, with touch-
screen support

Triple, with touch-
screen support

Triple, with touch-
screen support

Integrated touch screen.
Screen extension via HDMI

Dual 65-75” and 1x
additional screen

Touch controls with
Room Navigator

Touch controls with
Room Navigator

Touch controls with
Room Navigator

Touch controls with
Room Navigator

Touch controls with
Room Navigator

USB-A/C, HDMI, PoE
and analog

Extended USB-A/C,
HDMI, PoE, and analog

Advanced USB-A/C,
HDMI, PoE and analog

Extended with analog, USB-
A, USB-C, HDMI, PoE

Advanced with PoE, USB-
A/C, HDMI, analog

Huddle, small
meeting room

Medium

Medium-to-Large

Small-to-Medium

Medium-to-Large,
Flagship workspaces

Native Cisco RoomOS
and Microsoft Teams

Native Cisco RoomOS
and Microsoft Teams

Native Cisco RoomOS
and Microsoft Teams

Native Cisco RoomOS
and Microsoft Teams

Native Cisco RoomOS
and Microsoft Teams

Integrated video
bar appliance

Integrated video
bar appliance

Modular room kit
appliance

© 2022 Cisco and/or its affiliates. All rights reserved.

Integrated, all-in-one
room device with
mounting options

Integrated room kit

appliance with mounting
Koptions & frame designj




Benefits

boost engagement and

voice in the meeting productivity

Cisco Table Microphone Pro High-quality, natural
sound helps reduce

meeting fatigue

Give ever’yone a i Inclusive video meetings

Seamless device
deployment and scalability
reduces IT headache

Fully manageable and secure
deployment reduces IT
headache and prevents risk

WebeXOﬁe = © 2022 Cisco and for its affiliates . All rights reserved .




Cisco Table Microphone Pro

Adaptive, multi-
directional voice
pickup

Four directional microphones deliver optimal
pickup from every part of the table. Through
setup it can deliver a directional audio output
from your meeting room, enhancing the
experience for remote participants.

Supports cardioid pickup pattern and provides
4 independent microphone channels.

webexone»

360-degree, cardioid voice capture




Cisco Table Microphone Pro

Third-party digital
conferencing
microphones

The mOSt Ci Cisco Tabl
capable, flexible, Vicrophone  Micraphons Pro

Audio over IP

=1ale Plug & Pey wit

Cisco Video Endpoint

Intelllgent dlgltal Directional Pickup

Encryption

CO nfe renCI ng Adaptable Pickup

Readiness for future Cisco

m IC rophone SW enhancements

Unified management of
video endpoint and
microphone

Scalability via PoE

webexone»




Bang & Olufsen
Cisco 950

Perfect pairing. Optimized for Webex

Customized for IT and business users
Legendary sound

Tailored fit for hybrid work

webexone»




Distance
Zero in any
meeting,

In any room.




Extended
Speaker Track

High-quality close-ups
and people framing in
large rooms

webexone»




Meeting
Zones

Eliminate distractions in
open spaces and glass-
walled rooms

webexone»




Campfire
meeting spaces

Reimagine the most
critical meetings




Campfire
meeting spaces

Reimagine the most
critical meetings

webexone»




3 - &

| £ - ’
Campfire A = ﬁ i v
meeting spaces T — e == N

Reimagine the most
critical meetings

webexone»




Presenter and
audience

Cinematic experiences in
auditorium-style rooms




Cross-view

Multiple cameras,
directed by RoomOS

Follow the discussion
from the best angle

webexone»
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Distance
Zero in any
meeting,

In any room.




REIMAGINE CUSTOMER EXPERIENCE
WITH CONTACT CENTER AND CPAAS

Al-powered Webex Platform

webexone» © 2023 Cisco and/or its affi




Never wait Never repeat Personal concierge

WebeXOﬁe z © 2023 Cisco and/or its affiliates. All rights reserved.
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The Webex advantage

Customer Experience
D

Digital interactions Human interactions

Webex Connect (CPaaS) Webex Contact Center (CCaaS)
\ J

\Aeheavy Platfarm

Al, Security, Manageability, Sustainability

Webexoﬂe d © 2023 Cisco and/or its affiliates. All rights reserved.




End-to-end customer journey

0 Digital automation and self-service

Webex Connect

OOe®O -«

Proactive Self-service
Notification options

Seamlessly
Reschedule

@ Human engagement

Cisco Contact Center & Experience Manager

OO®O -+ -

Handover to
human advisor
with full context

Upsell & Enable
offers Payment(s)

Omnichannel Agent desktop
with full customer context

B Digital automation follow-up

Webex Connect

Experience Proactive,
Survey Personalised
Offer

webexone»

Customer Journey

© 2023 Cisco and/or its affiliates. All rights reserved.




A single, centralized architectural control point for
your cloud communications

Marketing & Sales OrACLE

Product exploration &
purchase

Logistics & Operations Cloud Communications
i Platform (CPaaS)

Notifications & service <---> Customers

delivery
webex Connect
6
-

Customer
Experience §

. zendesk

follow up 3

Support, feedback &

webexone»




Webex Connect is a fully programmable
enterprise CPaaS offering

Delivering six key capability areas for richer, smarter experiences

Intelligent enterprise control center

I M
NLP, NLU & Al

Integrations Business logic Communication
powered

setup & & flow : channel
conversation

Co re bUSineSS management orchestration automation management Channels
systems

Service assurance & infrastructure management

Webexoﬂe & © 2023 Cisco and/or its affiliates. All rights reserved.
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Webex Contact Center

20 2 a

Proactive communications Self-service Human engagement
® O 0 m = aNaNERQOOE

(J
Al Assistant

& Webex Platform

webexone»




Digital channels powered by Cisco contact center

.
~ ©
Web chat Facebook WhatsApp
Messenger Business

Cumulus Motorcycle &

Available today in Webex CCE, UCCE, PCCE Available in Jan ‘24 for CCE, UCCE, PCCE

WebeXOﬁe z © 2023 Cisco and/or its affiliates. All rights reserved.




Al-powered cloud contact center delivering
delightful customer experiences

|m CSAT Highlights ©

Highlights for the last 4 hours Contact highli

56%
Response F .|l||...‘..|M...nn
5/5 n » <
\;) Austen Jonss
@) corsss s
: @ ovenomes

Agent well-being with

Intelligent session summary Every agent is your best agent
Agent Burnout Detection

with Generated Wrap Up with Coaching Highlights

webexone»




' Al Assistant

Beta H1 24

Generated —

+1(412) 288 3782

o \ 00:01

~
W' a p — u p About this contact (@© Customer Journey (TBD) &} Agent Answers IVR Transcript

Contact summary and wrap-up

Wrap up reasons 0:31

+ The agent and the customer discussed the insurance claim issue in detail, ing the g | and clarifying any confusion.

" - + The agent provided a clear explanation of the resolution process, assuring the customer that their claim would be handled promptly.
I ntel I Ige nt Sess I O n S u I I l I I la ry + The customer expressed their appreciation for the agent's i and felt i I

d by the agent's p and empathy

throughout the conversation.
« The agent confirmed the next steps for the customer, including the submission of any necessary documents and the expected timeline for the
resolution, leaving the customer with a sense of confidence and understanding.

Extracted from transcripts

ACTIONS WRAP UP REASONS

® Request medical records from the providers. Claim donial  Policy update  Adld
@® Email required documents to customer

Task Priority Task Completion omer sentiment

High ® In progress

Accept and submit

+ Last time he contacted was 7 days ago, and the issue was  claim denial. More Details
+ Proposed resolution: Contact primary care provider and ask for the most recent medical records.
¥ Follow up action: Email the list of required documents and medical record request form to Mr. Littlefoot.

Task Priority mpletion omer sentiment

High Not start yet

webexone»

© 2023 Cisco and/or its affiliates. All rights reserved.




' Al Assistant CY 2024

"+ Webex Contact Center e N O ewe a

| |
’
O a C I l l | & .
CSAT Highlights O
[¥)
n u - Highlights for the last 4 hours Contact highlights @ Negative
I g I g tS Tue, Oct 10, 9:32 AM - 9:50 AM Contact session ID: 8gdf6963-2574-996f-0337-4eb5c523rv3t
O,
56% 32

T T O 0

Make every agent your best agent o/ oM e

Chapters

j) Austen Jones Inbound Service

Analyzes highest and lowest -
rated customer interactions @ overomes O

N . = g - Sofia spoke with Ms. Kristin Stone who did not understand two line items in her recent billing statement
S ummarizes | nte ra Ct' on | earnin g S - Sofia began to authenticate the customer, but Ms. Stone couldn't hear Sofia clearly
1 / 5 + Sofia repeated herself several times and eventually mentioned that there could be some networking issue on her end. She put the
customer on hold to look into that issue.

and suggests coaching QI

+ After completing the authentication, Sofia looked into the billing line items Ms. Stone mentioned and put the customer on hold

Agent greeting Customer issue Agent resolves issue Wrap up

again to look up some information.
Mathew Baker 4 Inbound Service - Sofia consulted with Umar Patel before returning to Ms. Stone with answers. Ms. Stone understood the line items and expressed
frustration about changes in service prices.

Suggested coaching

- Sofia could offer to call Ms. Stone back when there were audio issues and avoid putting the customer on hold.
« Sofia didn’t know the details of new service charges and her search in the knowledge articles wasn't helpful. The knowledge

WebeXOﬁe 2 © 2023 Cisco and/or its affiliates. All rights reserved.




-y Al Assistant Beta Q4 23

Agent burnout
detection

Focus on agent well-being
and deliver the best

customer experiences

Detects early indicators of agent stress

Automatically trigger corrective action

webexone»




Background noise removal

Without
background
noise
removal

WITH
background
noise
removal

,|||||||||||||||||||.|||||||||

Crystal clear audio

| Stress
| Anxiety

" Frustration
- Low CSAT

. Burnout

Accuracy
Effectiveness
FCR

Higher CSAT
Confidence

Sales Enablement and Acceleration




WebRTC - Agent experience

Station Credentials

Select your telephony option ()
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REIMAGINE WORK REIMAGINE WORKSPACES REIMAGINE CUSTOMER EXPERIENCE
WITH WEBEX SUITE WITH DEVICES WITH CONTACT CENTER AND CPAAS

Al-powered Webex Platform
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What’s next?

webex.ai



https://www.webex.ai/

