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Modernized Customer Expectations & Demands Today




Modernized Customer Expectations & Demands
Today

Proactively Connect my way Don’t make me Empower the Fix my
reach out wait or repeat agent with problem first
myself context
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Struggle Between Providing Better CX vs
Reducing Cost to Serve

Cost to Serve
60%-70% is Agents Cost

Customer Experience

A
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Introducing Next-gen Al Digital Engagement
(Powered by Webex Contact Center & CPaaS)

- Call Detlection to Digital Engagement across all channels

- Automation — provide Al Digital Engagement via interactive two-
messaging self service

- Human - deliver Hyper-personalized engagement with live person
with customer journey history

Outcome

Reducing Cost to Hyper- Connected
Serve personalized CX [ Customer Journey
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Al Chatbot Assistl Sev_lf Service Escalation to Agent Assist
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Talk to an Expert
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Deflecting Bad Experience to
Effective Al Digital Self Service
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Wiocdbury Banking

Hey, Alax! You are due to make a
payment to us on 9/12/21 for your
crecdt card ending in 9313, The total
statement balance and amount due is
$1,346.80, Will you be able to pay this
bl on time?
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Engagement
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Escalation to Agent Assist

Signup here

Hey Nikiaus, thanks for signing up 1o
13cabs »
Wa can't wait for you to nde with us
again &
Take care

mate
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lechnology At a Glance - VWebex LU & CPaas
Platform

Intefligence Routing

Omni-channel Agent Assist : =
Al Chatbot / Voicebot Self Service '

Conversational IVR

Webex Contact
Center
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Omnichannel Agent %
Assist —
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O 3 Cloud Communications
Core ' _ N/ Platform (CPaaS)

business <-» !
systems } { webex Connect
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Activation Demo
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companies % manage this chat. Tap to
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