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Cisco’s Global Contact Center Opportunity

HT X=factor

Market Share Competitive
North America Advantage




Significant Momentum from Last Year
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Major
Acquisitions

675 3,300+

APJ Partners APJ Customers
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Magical employee and customer experiences

Expert Teams “Super Agents” Z{PITENEE Global Reach
Management
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Connected. Cognitive. Cognitive. Cloud.

Global Platform Leading the Way Leading the Way Webex Contact Center
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Connected: Expert Teams
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Webex Calling Webex Contact Center Webex Teams
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Collaboration:

A Team of experts:
Cross functional Collaboration

48%
decrease
in agent

attrition
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31%

reduction
in calls
escalated

71%

decrease
in transfer
red calls

25%

drop in

post paid
churn

56%
increase
in NPS



VWebex

QC OC

Meetings Calling Teams Contact Center
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Al Augmented Agents

RELATED

Contacts (1)

Chief Marketing Officer

randt @unicrara ai

Highlights

I like this user experience because
it focuses on simplifying our
current flow.

Let's have Mo take care of the
mocks before Friday so that we
can begin implementing

. i Upload Files
moments. Hi Sam, thanks for joining us.

Jrdrop files




Volcea Demo
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Problem: no awareness outside contact center

EMAIL

PAID CONTENT

SEARCH

/
/

ONLINE DISPLAY

AWARENESS

/

WORD-OF-MOUTH

RADIO / PRINT
/ TV /OUTDOOR

-

PR

\

DIRECT MAIL

WEB SELF-SERVICE

\

WEBSITES / LANDING PAGES COMMUNITY
WEBSITE
SOCIAL MEDIA CHAT
\ MOBILE APP \
3RD PARTY SITES SOCIAL
CONSIDERATION SERVICE

SALES REP CALL CENTER/ IVR

CALL CENTER
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OFFERS

EMAIL

LOYALTY PROGRAM

SURVEY

MAILINGS

OFFERS IN INVOICE



Problem: no awareness outside contact center

Not Awarée

WEB SELF-SERVICE

\

5ES COMMUNITY

WEBSITE
CHAT
MOBILE APP \
SOCIAL
' Not
SERVICE

\ Aware

CALL CENTER/ IVR
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Opportunity: see the entire customer journey

WEB SELF-SERVICE

\

ES COMMUNITY

WEBSITE
CHAT
MOBILE APP \
SOCIAL
\
SERVICE

Opportunity

\

CALL CENTER/ IVR

NS

NTER OFFERS |

SALES REP

Opportunity



CloudCherry Demo



Cloud Webex Contact Center

0 Cisco Webex

Contact Center




Introducing

© 2019

Webex Contact
Center Enterprise

B

Py

Scale, quality, and security
for the large enterprise

Common components
enabling low risk migrations
for existing customers

Extensive set of API’s for
customization



N Webex Single Global Platform
® -
Contact Center

Cognitive Collaboration

Webex Contact Center Webex Contact Center

Webex single platform for contact center

All Business Sizes

Call | Meet | Message | Devices | APIs/SDKs
CISCO Webex

Voicea | CloudCherry | Analyzer | Other .5 Single Subscription

-----------------------------------------------------------------------------------------------------------
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Cisco Contact Center Portfolio

On-Premises

Contact Center

Available on-premises or Partner Hosted
All business sizes

Express: SMB-Midsize up to 400 agents
Enterprise: Large Enterprise up to 24,000
HCS: Partner Hosted up to 24,000
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Cisco Cloud

Webex Contact Center

Cisco hosted

All business sizes

Express: SMB-Midsize up to 500 agents
Enterprise: Large Enterprise up to 24,000

Single Webex Platform for Contact Center



Magical employee and customer experiences

Expert Teams “Super Agents” Z{PITENEE Global Reach
Management
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Connected. Cognitive. Cognitive. Cloud.

Global Platform Leading the Way Leading the Way Webex Contact Center
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