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The Cisco Connected Customer Journey

“Automate” “Connect” “Engage”
Digital First Services and Conversations Live Assistance with Context Full Value Cycle
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Digital Automation/Self-Service Contact Centre J CX and Marketing

Proactive, Self- Notifications Upsell & Orders & Contextual Omnichannel Contact Centre Measure Customers Proactive,
personalised service & Offers Payments Handover to Desktop with Management, Experience & Personalised
Engagement Choices Reschedules Agents Reporting and WFO Sentiment Offers

The Full Customer Journey
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Webex Connect
Communications Platform

as a Service (CPaaS)




Orchestrate and automate all your
customer interactions centrally

webeXx Connect
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Communication
channel management

expectations

Build

Rapidly

customer interactions
across any touchpoint
or channel.

Enable

in
a channel agnostic, yet
channel aware manner.

Insulate

from underlying
channel complexities.

Evolve

Flexibility to add new
channels and keep pace
with




One platform to interact with
customers on any channel
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Reach customers over
any channel

SMS, Voice, Email, Push and In-App
Messaging, Apple Messages for
Business, Messenger, RCS, Twitter
DM, and WhatsApp.

Bi-directional communication across
all channels.

n ®

Choose the right
channel mix

Intelligently route communications
to optimal channels based on
objectives like communication
costs or customer engagement.

Automatically fallback to other
channels when the intended
channel is unavailable.
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Centrally manage
channel assets

Buy numbers - short codes, phone
numbers, sender ID - to send and
receive SMS and voice calls.

Configure and manage all your
mobile apps, email settings, and
social messaging apps.







Rapidly build interactive
journeys with a low-
code flow builder

WORKING DRAFT v

» Drag-and-drop pre-built nodes onto the canvas
» Connect nodes to create a logical sequence

» Create multi-level flows using conditional
branching

» Add your own code to implement custom logic

* Reuse flows across different journeys




Building blocks to quickly
configure business logic

Custom business logic Evaluate Profile
Add custom code using the Generate and validate one-time
Evaluate node. Generate OTP passwords using OTP nodes.

HTTP request Validate OTP

Variables

Store information and share Socialtour Configure working hours for your
between flow nodes using business, holidays, special days,
variables. Data Parser Cr/poBrapnc et and set exceptions.

Data Transform Decryption

HTTP node

Make HTTP requests to Call workfiow Eneryption Read or write contextual
external API services and information in a database.
process the response. Bagmconneeior g
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Demo
WhatsApp flow &

chatbot




Insulate your
business systems S e
and applications

Minimal IT burden

Easily integrate with a configuration-driven
approach without having to deal with complex
protocols, integrations, and channel-specific
changes.

Get the latest channel capabilities

Quick access to newly launched features
across channels with APIs that are frequently
updated with new channel capabilities.




Demo

Webhook
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Leverage the
unique capabilities
of each channel

Deep configurations for
every channel

Get full-featured capabilities for every channel
including intelligent IVRs, chatbots, quick
replies, buttons, wallets, and more.

Message preview

Ensure a pixel perfect messaging experience
by trying different formatting and style options
before sending.

Smart tools for better interactions

Use features like geofences and trackable short
URLs to apply context and understand
wekdstomer behavior.

# Flow 2 Carousel
Configuration
Message Configuration

Card Width

¥ Carousel Card
lec
Height

Message Preview

PowerBeats Pro
£19 a month for 11
months. £10 upfront




Future-proof
architecture

CORE SDK

Multichannel communication API &

Single, flexible REST interface to integrate any e
channel in any application or business process. =

Cross platform SDKs for Push
and In-App

Open a secure two-way messaging channel for
your existing mobile and web apps with SDKs
for Android, iOS, Cordova and JavaScript.

DOWNLOAD UI SDK

Flexible architecture

QUICK START GUIDES

Our technology architecture is designed
to support new innovations at individual
channel-level and channels of the future.




Demo

SDK in mobile app
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Create and manage

mobile wallets
for Android and iOS

Frictionless experience

Create passes and vouchers for coupons, loyalty
cards, gift cards, tickets, boarding passes, and
more, that can easily be redeemed and managed
without installing an app.

: LT A
Personalize passes R

Use the wallet builder to easily define the field

and content that makes up passes that are .
supported by Apple Wallet and Google Pay.

Communicate updates to customer passes via

multiple channels.




Leverage pre-built integrations

CRM

2 O/ Uil talkdesk ORACLE ~ 3-omdocs

salesforce

ORACLE

commerce cloud

DATABASE & STORAGE

* amazon 01 2z @ freshworks

Microsoft Azure




NLP, NLU, and Al

powered conversational
automation




Webex Al

Self-service Agent Analytics & insights
effectiveness . Topic analysis

* Topic trends

» Agent quality monitoring

 Virtual agents

* Chat bots Call transcription

» Voice biometrics Summarization
Agent Answers
Supervisor monitoring

1Stpany 7 ACCOMPANY

3party  Google =

NUANCE

imimobile €] babblelabs

© voicea MindMeld "y A8 1BV Watson

Amazon Lex

Universal Harness

Webex Platform
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Unlock the power of conversational automation
with wide-ranging Al capabilities

Conversational Bot Builder
Al Nodes

Atomic functions Low-code tools to create
available as drag & drop bots of varying
components conversation complexity




Rich Al
capabilities available
out-of-the box

conversational automation

Enable seamless self-service by identifying Spell Check Tagging
customer intent and providing contextual

response with inbuilt NLP and NLU functions.

Units Recognition Sentiment Analysis
Numbers Recognition Generic Entity Recognition
Date & Time Recognition Question Detection
Reduce COding effort with NLP pipeline Word Tokenization Language Translation
Sentence Tokenization Profanity Filter
Lemmatization NLP Pipeline

Parts-Of-Speech

Build pipelines for different business needs with
an ever-expanding library of state-of-the-art
intelligence modules.

+ + + + + + + +

-

Seamless agent handovers

Transition from bot-led interactions to live
agents while retaining context and the
wagkversation history.




Enable conversational interactions
of varying complexity

Q & A corpora
Natural language search
Knowledge maps

Task driven bots

+ Data gathering, validation, and manipulation
+ Orchestration & fulfillment
+ Alerts, notifications, etc.

____________________________________________,______,______________________________________________,______,______,________________________________________>

Structured, Semi-structured, Unstructured,
interface-driven guided interactions natural language
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Authentication &
authorization

Co-working with human
agents

Channel aware responses

Human-in-the-loop learning




Service assurance

& infrastructure
management




Analyze and optimize
customer journeys

Interactive reports with node-level analytics,
goal tracking, and flow segment analysis
for varying time periods.

< Two Way Delivery Notifications
10- LIVE W version Live From 17-06-2021 To 11-03-2022.




Managing mission-critical
Interactions at speed and scale

YN AN . 7 N\Av /e Tal\V. IF QNO/

Customer healthcare Configured a solution for Messages sent for of the UK population

notifications on behalf of Suicide Prevention Canada  curbside pickup and home received “Stay at home”

a Fortune 50 US retailer in just 7 days delivery by the largest messages sent by the
retailer in the US government




Ensure compliance with
regulatory requirements

IS 736923

ISO 270001, ISO 20000 certified
environment with regular internal and
external audits at regular intervals.

IS 736923

With GDPR, HIPAA and CCPA, and
ISO 27001 controls built-in, your
security and regulatory compliance
needs are met out-of-the-box.
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IHIPAA

’W COMPLIANT

Encrypt customer data and apply
cryptographic hash within flows to
securely handle sensitive data such
as personally identifiable information
(PII).
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Cisco contact center portfolio

Cloud

Webex
Contact Center

On-Premises

Contact Center

webexone»

" webex

by CI1SCO

i
CIsCO

© 2022 Ci

Webex Contact Center & Webex
Essentials

(Multi-tenant Clouds)
Webex Contact Center Enterprise

(Dedicated Instance Cloud)

Express: SMB-midsize, up to 400 agents

Enterprise: Large enterprise, up to
36,000 agents

isco and/or its affiliates. All rights reserved.

Digital
interactions
and journey
orchestration

Artificial
Intelligence

Workforce
Optimization

Analytics and
Insights
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Desktop Layout

G Contact Center Desktop Xy O @ Available 2523~ SJ EXte n SI b | e

& Michael Littlefoot +1(412) 288-3782 h a r
® Accept (0 Hold 4> Consult £ Transfer () Pause Recording ) En
IVR_Queue_1 - 00:01 o001

=
S
=

Michaelft@gmail.c.. Phone Number +1-408-555-0001 DNIS +1-800-900-8989

IVR_Queue_1 - 00:01

K

Accept
Queue 12 IVR Path IVR_Path1

Queue Name IVR_Queue_1 RONA 32

] +1(412) 288-3782 ’
Xte N S | e pa g eS A RN 00:01 ‘Siidlrass 3772 AVE NE Sierra Road, Long Long Alternate Number 00083472385
_Queue_

County, San Francisco, CA 94001, Unit..

on left navigation
pane

VR Transcript )X Customer Experience Journey (O Contact History 3 call Guide (2 Screen-Pop EXte n SI b | e
IVR Transcript Fi ta bS O n th e

3PM Virtual Agent  1:15 PM
Flight Booking ~ Confidence: 1 113 PM o al Ag

right (auxiliary

Hello, how may | help you today?

Source Boston
e T pane)
Destination Seattle
e il o At & [;n'lsfor'\er 1.m'w ' '
Hi, I want help in booking a flight from Boston to Seattle on the 22nd of August.
Number 2
Sentiment: 1
al Ager 5 PN
Flight Booking ~ Confidence: 0.9 1iedEM g e TR
9 9 a5 Ok, | can definitely help with that. Do you have any special requests?
Q A~
all S { =3 = Source Seattle Flight Booking | Confidence: 1
, el Destination San Jose o Customer 1314PM
ason Vvelcl 2 =
] ®© 12:32 Date 26th of August | want to book another flight from Seattle to San Jose on the 29th of August.
IVR_Queue_1
Sentiment: 1
Flight Booking ~ Confidence: 0.9 1:24EM virtual Agent. 115 PM
+1(412) 288-3782 ... B <
==} R © 12:35 Source Seattle Yes, | can book that as well. Any special request for this one?
Destination San Jose Flight Booking | Confidence: 1
Date 29th of August
+ =
1(412) 288-3782 © 12:35

A
@ WR_Queve_1
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Demo

CC emergency status




What we have seen (Emergency status)

Preferred Announcement Preferred notification
language selected 9 defined in a text channel offered
automatically form (SMS)

Caller identified

by phone number

Transaction stored in
customer’s history

Notification sent




Low-code / No-code Approach
Customer notification example

Update Select
contact preferred
history channel

Customer
notification
request

o |
e WhatsApp

WhatsApp



Demo

Self-service
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What we have seen (Self-service)

SMS

authentication

Hello Jaroslav Martan. Your one time password is 7485.

Important information highlights in

voicebot conversation transcript

= IVR Transcript Customer Journey

IVR Transcript

customer_id = Confidence: 1

customer_id 123456

input_customer_pin Confidence: 1

pin 7485
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08:50 AM

08:50 AM

Jmartan_RBldemo  08:49 AM
Good day! What can | do for you today?

Default Welcome Int... Confidence: 1

Customer 08:50 AM

| need to block my credit card

Sentiment: -0.5

Jmartan_RBldemo  08:50 AM

What is your customer ID?

U
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