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Revolutionizing Experiences & Delivering Outcomes

Empowered customers

Digital era

Customers have more choices and can
Experience is as important as the easily share experiences, impacting
product itself brand reputation

94%

Cloud enablement is
vital to achieving CX Increased competition Time to value

and EX goals Focus on C:Stc?merr:ete”t'on and Quickly deliver value to
reaucing cnurn customers

Enhancing customer satisfaction and improved efficiency is the universal
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Webex Contact Center Routing and Flow Foundation

Customer and User Experience Contextual, Dynamic, Personalized

Admin experience Improved Efficiency and Serviceability

Conclusion
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Webex Contact Center

Routing and Flow Foundation

cisco L{V&/



Contact Flow Overview
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Contact Routing Types

Skill Based Routing

Agent Based Routing

precision Queue

Inbound
Queve -{-
Routing
Inbound -
Entry Point

(Voice/ Digital)
(Voice/ Digital)

- Agent
=g 2 Routing **

Flow i == (QueuetoAgent) \-

Outbound
[ Campaign
(Progressive) Outdial

N Voice e
Contact g

<
Entry
Point **

Qutbound

**Voice Only

= Time-Based (Business Hours)
= Percentage Based Routing**

cisco L{V&/

Session ID
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Demystify Contact Routing - A Clear Path Forward

The TEAM plays a central role in contact routing. Group Distribution enables
the use of multiple teams as a single group.

-{- Group Distribution
Agent Login ,,/'

[ Queue |
[ Voice, Chat,
Email, Social

N\,
Agent Login ‘\\

’
,
~ i
S e
S~ -
~ -
Se—a ——

\~\
~~
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Demystify Contact Routing - A Clear Path Forward

Review business CX requirements along with team performance management and reporting to devise the optimal routing design

Call distribution Group-1 Call distribution Group-2 -
’| Queue-English (LAA) Q
—> —

______________________________________

Team_Eng_Exp
» Agent-1 (SkillEnglish-10)

2 Queue-Spanish (LAA)
_ Team_Spanish 60 se Team_Eng_Mod ::::::::::::::::::::::::::::::::::::::

~—~
~~o
~,
~

|'I! Team_Eng_Mod
A st * Agent-2 (SkillEnglish-9)
3 Queue-ALL (SBR-LAA) - o o Gy A P Agent 3(Skl/lEngIlsh 7)
— eam_Eng_Mo L Agent- 2, 3 e i
SkillEnglish >= 7 % - ________ R i
----------------------- iz’
= i | Team_Spanish

eue-ALL (SBR-BAA -
4 Qe ( T -(_Agent-4,5 \-=__Agent-4 (SkillSpanish-8)
) . — =IVIUU \
— ¥ SkillSpanish >= 7 Team_Spanish @ /

Skill Type: Text, Proficiency, Boolean, Enum
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Skill Based Routing - Skill Types

Skill Type Description Examples Character Limits

Text A free-form text skill that must| Skill named 'Extension’ for routing to a specific Up to 40 characters, including

be matched exactly. agent’s extension number. spaces.
. Agent’s expertise level ona | Skill for each language with varying levels of | Value range from O to 10. With 10
Proficiency o .
scale of 0 to 10. proficiency. as most skilled
A True/False value indicating . Skill named _V|pSupport ) B
Boolean : Experienced agents = True and less Exp = True or False.
agent possesses a skill
False
. Skill named ‘LOB' with values such as Sales, Each value can include up to 20
Enum A set of predefined values. . o . .
Service, and Billing. characters, including spaces.

cisco M-/ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 10



Flow Designer - The power of Data Variables

N
| ®

Customer and Operational System

Interaction and @

Transcript Data Experience performance Perforn.]ance
® Data Data Metrics (T
020

-

L

Customer Data

Improve and Personalize

Customer Experience

Empower Agents with
Contextual Data

Actionable Insights

66 Data Is a precious thing and will last longer than the

systems themselves

Tim Berners-Lee
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Flow Designer - The power of Data Variables

°

Improve and Personalize
Customer Experience

4 : ieracton sni® ) Cusiomerand 1 Operational p, System :
{ Gl Nggee/ o~ /4 TE S\ Je- G
. . ! o Levef%gﬁ;i;;&rizra‘g[)ata
. easurement
/o '®.
=i
Variable Description Agent Agent Reportable Default Marked Data Type Channel
Type Viewable Editable Values Secure Applicable
Local (Flow) You Create in the Flow . String Integer Telephony
Variables Configurable variables of «  Date Time Boolean
different data types that YES YES NO YES YES . Decimal JSON
you can use throughout
the flow.
Global Custom variables that are . String Integer Telephony
Variables _defined in the . Date Time Boolean Digital
Provisioning module and . Decimal
accessible throughout a YES YES YES YES NO
flow.
Output Store the data captured . String JSON Telephony
Variables from activities. NO NO NO NO NO . Integer

/ p
cisco Lz !/
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JSON object as Variable Type ’7%%
% Allow to handle complex JSON data structures natively in the flows \
< Use dot(.) separated access in Pebble expression for JSON Object

% Index access in Pebble expression for JSON array

=
Add Flow Variable «» HTTPRequest > HTTPRequest * @ PlayMessage_xtb
HTTP Request Activity Settings HTTP Request Activity Settings Play Message Activity Settings
Name
myJSON KEY VALUE Prompt ~
Dascription Response Timeout @ 2000 milliseconds (} Enable Text-to-Speech
Add the ability to read dynamic messages. These messages can
d be used in a sequence with audio filos. If
& Number of retries 1 contain o
Add New @ typing v use this syntax: {{ variable J1. You can also use
Variable Type SSML to construct the message. If using SSML, insert it inside the

<speak></speak> tags.

JSON ~ HTTP Request Headers

Variabile Type cannat be edited ance the variable is created.

Parse Settings ~

Connector

KEY VALUE

Default Value Content Type Q, Google TTS ~

"firstName": "John",
“lastName": "doe”,
"age": 26,
“sireetAddress”: "naist street”,
“city": "Nara",
“postalCode”: "630-0192"

Q, JsoN ~

ult Langua

configu

Output Variable

bles are referanced to define the default

myJSON ~
Content Type

Output Voice ©

Path Expression @

¥,

EA—— Q_ Application/JSON
e

©Q, en-US-Standard-A ~

$.phoneNumbers

Add one or more audio files or text-to-speech messages to play in

“type™: “iPhane”, Request Body
a sequence. ©

“number”: "0123-4567-8B88"
b {myJSON}H

{

Add New

Text-to-Speech Message
“type”: "home",
“number”: "0123-4567-8910"
) 4
Enter a valid JSON Object, such as {"key™: "value"}

Welcome {{myJSON firstName}}
{myJSON.lastNamel}.
Your Phone type {{my.ISON.phaneNumbers[0].tvpeh

Response Timeout O 2000

HTTPS HTTPRe:

Number of retries @ HTTPRequest.NitpREsponseHeaders.

Cancel Save

@,

The maximum number of a JSON variables supported in the flow is 5.
The maximum size of a JSON document should be < 16 kb

The JSON flow variables are not allowed in flow chaining

The JSON flow variable cannot be marked as secured CAD

The JSON flow variable cannot be passed to agent desktop




Let's Dive Into a Quick Tour

€« c 23 admin.webex.comjoverview

webex Control Hub

tner Peer Insights and they’ll send you a

I () Overview
Overview -
2 &

o Here's how to get the most out of Webex!

Meetings experience

Provide a powerful meeting experience ©

You'll see all engagement data here when your users start using Webex. After 60 days of

engagement, you'll also see data trends

MANAGEMENT

Promote human connection through video collaboration Upgrade meeting experiences with Messaging

O P 2
Set-up guide Updates New offers
] 3 Wet Webex Webinar 5,000 )
L@ 2 Updste your services o the new Host webinars that scale with your

Webex experience. Learn more
organisation

View tria

Device carbon emissions
Devices Basic Meetings

g— Allow everyone in your organisation
to host a Webex Meeting with a Basic
Meetings licence.

0 Kwh I 0 metric tonnes COze

n further reduce the

consumption of your de

office hours. This will alsc

display’s lifespan
No devices added



Flow Designer - Main Flow

Cisco Webex

Flow Designer

Flow Version History F|40w Edit Toggle

A

CLEMEAKT # ocko @D Eaiton

Activity connector / Link

Call
Handling & ¢ - - Activity Library 2 Main Flow 4 Event Flows @ Help
Flow 1
Control Call Handling N v
elements Event Flow
%8 Disconnect Contact canvas
& virtual Agent
&, Blind Transfer
NewPhoneCo...
(® Play Message Start Flow
Eanf = NewPhoneContact 4} 1
©) Collect Digits . |
I
£ Play Music < * :
Start Event 1
4 Feedback v
Q. Get Queue Info View Global Flow
Properties
W Callback
|
7 Screen Po ! .
o P 1 Duplicate
\ L
>¢ Queue Contact | Activity
I
1= Menu 11
&0 aaq
Flow - - -
Designer Aut )
9 < - =2l o 0.4.410-0( ¥ Debug Jug
app !
1
v

version
cisco W‘/

Open the interaction log pane

1 SR

Main Flow Search Flow Global Flo

Canvas Properties pane

A
3 :

1
Q. SearchFlow % « {é} 1

w & Activity

>

Save and Exit
CLEMEA_KT X

Global Flow Properties

General Settings ~

Flow Description

Enter a Flow Description.

= QueueContac... — View Settings ~
Queue Contact

Error Handling ~

Failure -

Error Path Color @ Dark Gray Y

Curved Links

Sets the links between activities and events to be curved lines
Forward facing Flow from left towards right is suggested for
optimal Flow creation and viewing.

Link Color @ Dark Gray v

---9% Flow View

Settings
Selection Color © @ Dark Blue v
Thickness @ 10 px
Variable Definition ~

© Flow Errors: 0 () Autosave () Validation: On Publish Flow - —-» Publish Flow
|
1

v \
Autosave toggle Flow Validation

BRKCCT-2028
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Flow Designer -

Cisco Webex

CL_KT Draft (0
Flow Designer -
22 Main Flow 4 Event Flows @ Help
Global Error

OnGl Ert
Handler when q_ _ | © e
Error path is not

linked

Event = OnGlobalErrar

AgentAnswered
Event Handler

Screen-pops <--
within Desktop

Event = AgentAnswered

When a live call is
disconnecte and all < -

participants are

removed.

% PhoneContact.
Event Handler

Event = PhoneContactEnded

& AgentDisconn
Event Handler

Voice Post Call q- -
Surveys

Event = AgentDisconnected

{x Debug

ation Version: 0.4.410-0 (0

Event Flow

Edit: Off Read-Only

=), PreDial
Event Handler

Event = PreDial

) AgentOffered
Event Handler

Event = AgentOffered

Event Flow
Canvas @

A
1
1 Q. searchFlow | « =----p
: Global Flow
1 Properties
1
1
1

PreDial Event, used to
» set the caller ID using
SetCallerlD activity.

AgentOffered event is
triggered when an agent is
offered a call.

cisco L{{(o/‘/
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Customer and User Experience

Easy, Dynamic, Contextual

cisco Li/&/



Customer Experience and Business Outcomes

* 24x7 coverage
+ Self-service when possible
Quick Agent access and personalized Exp

o)
/1%
Customers expect businesses to
use their data to provide

personalized service.

Source: McKinsey

-~ ~

ACME CARS
* Improve Customer Experience
9 2 O/ «  Meet high demand with Limited agents
0] *  Control Cost of serving 24x7

CEOs agree that CX
improvements directly impact
net profit.

Source: NTT Data

-
______________________________________________________________________________________________________________________
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A Glimpse of Future CX

.

s
C -

Self-Service

____________________________________________________________________________
- ~

Actual Actual Desired
(next 12 months)

W Fully automated
channels (website,
IVR, robotics, Al
virtual assistant, etc)

B Human-supported
(email, web chat,
social media, etc)

B Human-led
(live agent support)

2021 2023
Source: NTT Data 2023 Global Customer Experience Report -

uscoL;V&

5

Data Insights

- Ss

¢ HTTPRequest... ®
HTTP Request
CRM Connector

— VirtualAgent...
=" Virtual Agent V2
Dialogflow CX

®

BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Virtual Agent with Dialogflow CX - Voice

» Handle more Complex and customizable conversations

Outcome = More Natural and Interactive experience

< State Event : Better End user experience ,
custom payload feature help to send payload
information from CX to client side

» Event Name
» Event Data
Support Custom Exit using Custom Payload

0‘0

% Output Variable
= StateEventName
= Metadata
= TranscriptUrl
< Support Partial Response up to 30 seconds
GIT Sample: Link

cisco L{{@/

Google Contact Centre Al ©
Active Connectors Inactive Connectors : Dmlﬂgﬂow Cx
= [ ccal | = [ ccal |
NewPhoneCo... .
Start Flow

VirtualAgentVai...

i
1
1 1
1 1
1 1
1 1
1 1
1 1
! | Event = NewPnonecantsct @ 1
1 Virtual Agent Voice 1
1 1
1 R
H Show baoking bot ]
1 1
1 Cutcomes. ~ 1
1 1
1
H Handled :
1 1
: Escalated P 1
arse_eaa 1
: Error Handling A = Parse 1
1
1
H Errored Input Variable = Virualdge. . :
1 1
___________ . 1
1 1
State Event ~ 1 1
i 1
1 1
An event is a configurable event that can be optionally sent to a {— :
third-party Al platform to build the conversational logic. This event | 1
can be invoked to initiate a specific flow or to handle certain flow Ilessage‘.. :
behaviours or error scenarios in the flow. lessage 1
[ 1
1 PlayMessage... 1
i D B e i
Event Name O H Play Message ]
I Mok ]
custom_welcome : 1
1
Enter a static value or expression. If typing an expression, use this syntax: {{ : PlayMessage... 1
variable }} 1 > @ - 1
| Play Message 1
Event Data @ i parsed metadats ]
" - 1 1
{ I ! T"Welcome to custom event 1 % QueueContac... 1
. u 1 sL8 Contac 1
di At Queue Gantact 1
E ex ! $ !
1 1
] 1

s to JSOM data or payload. If

BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 20


https://github.com/WebexSamples/webex-contact-center-api-samples/tree/main/dialogflow-sample/dialogflow-cx-sample

Virtual Agents Wi

24/7 Customer Support Handle Simple Inquiries Collect Customer Data
Virtual agents are available anytime, Virtual agents address basic Virtual agents gather valuable
anywhere to answer customer customer requests, freeing up customer information to personalize
questions and resolve issues. human agents for more complex the experience.

issues.

Agent Type
Conversation Design
Agent Management

Integration

User Interface

Scalability

Webex CC Supportability

Digital Channels support

cisco L{Ko//

Dialogflow ES (Essential) Dialogflow CX (Customer Experience)

Standard, suitable for small to medium complexity

Advanced, suitable for large or very complex agents

Flat structure of intents and contexts for conversation paths State machine approach with flows, pages, and state handlers

Supports one agent per project Supports up to 100 agents per project

Suitable for simpler integrations Designed for complex integrations with external systems

Standard Dialogflow console Advanced Dialogflow CX console with visual flow builder
Does not scale well for complex conversation flows Better scalability for complex and broad agents
Supported Supported
Yes Yes

BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 21



Drive experiences with Data (HTTP)

Qutcome s Personalize customer interactions in real-time
s Boost agent productivity with faster data retrieval and presentation

Data Processing - Data Utilization - Storing Data

< The HTTP Request activity can fetch and send e B ey sesinge -
information from/to an external data source / Endpoint| <> SFDCL... Connector
p HTTP Request Q_ SFDCDBK V
" Salesforce Native Connector No descripfion defined RequesfpamQ 2q=SELECT+Id.CaseNumber.C@D
=  Custom Customer Database .
= Business Rule Engine (BRE) 0 BRERe... vy Parametecs
ERE Request KEY VALUE
. - . No description defined —
< Type of authentication: Basic Auth and OAuth 2.0 HITP Racuast Hasdara
+Support Methods (GET, POST, PUT, DELETE etc..)
:
< Content Type: JSON, XML, File etc.
Q. Application/JSON ~
Git Samples: CRM HTTP Connector Samples

c 1 S CO M-/ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 22


https://github.com/CiscoDevNet/webex-contact-center-crm-integrations/tree/main

Data Parsing

Parsing Results from Response

~
<> HTTP
Request
J
™
= Parse
ooo
Y,

Content Type

. JSON ~

JSOM
TOML

XML

| Qutput Variable

Path Expression @

| Output Variable

Path Expression @

caseType N

S.records[0].Type

customerName A

S.records[0].Account.Name

N o . o
/

Create json expression to extract postal code: {
"firstName": "John",
"lastName": "doe",
"age": 28,
"address"™: {
"city": "Mara”,
"postalCode": "630-0192"
L
"phoneNumbers": [
{
"number": "0123-4567-8888"
L
{
"type": "home",
"number": "0123-4567-8910"
}
1
T

To extract the postal code from the given JSON expression, you can use the following
JSONPath expression:

javascript

$.address.postalCode

This expression targets the "postalCode" field within the "address" object. Applying this
expression to the provided JSON, you will obtain the postal code "630-0192".

D.EID « Jayway Path expression guide - https://github.com/json-path/JsonPath/blob/master/README.md

) + Validate online using https://jsonpath.com/
cisco Lz//p//

BRKCCT-2028
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A Day in the Life of Rob...

Al Ay
-\‘l '\9 A ﬁ
P A mer SITS

-

c 1 SCO M-/ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 24

"Allow me to verify the
pending payment amount.”

“Service Request Status?”

o O




Let's build that experience for Rob!

o =D
=

Webhook Service

® Dialogflow CX

Balance Check
and capture

1800-xxx @
HSR
NewPhoneCo...
a Start Flow m

Event = NewPhoneContact {9

Parse the

HTTP_SFDC
P & HTTP Request

= DFCX
S5 Virtual Agent V2

No input variable defined

No description defined

Entry Point
Qutcomes BFCX MetaData o Salesforce CRM
The JSON data received from third-parn s
Handled 3 megmirr oo for additional
additional business logic in flow contral. C ustomer Data

Escalated Variable Type JSON

c 1 SCO M- BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Self-Service Experience

Something wrong
here?

c 1 sco M-/ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 26



Text-To-Speech and SSML

=  Dynamic and Natural experience
= Allow Pauses, and audio formatting for acronyms, dates, times, abbreviations
= Faster onboarding and Change

SSML allows for tweaking the emphasis,

VR, customization settings of how the

Text-to-Speech capability powered by text 1 sooken
Google's Text-to-Speech service P S -

ll Text-to-Speech Message \
1
________________________________ I i
i ( ™ 11 <speak> i
1 : : Welcome Rob, <break time="500ms"/> your :
| Play ' i ) '
i ] ! current balance is <say-as interpret- !
1
! 9 Message i e ey ! as="currency">EUR263.56</say-as>. i
1
i ] : ! </speak> K
S mmmmssssssssssss s i Prompt A e U
________________________________ 1
:' A ) : : (Add Audio File) (Add Audio Prompt Variable)
i H ] . o Enable Text-to-Speech
1
: : 1 Co"eCt : : Add the ability to read dynamic messages. These messages can
i | . . 1 ! 5 % : R 4 (Add Text-to-Speech Message)
I 1 | Dlglts : : contain variables and be used in a sequence with audio files. If
: L: ! _J ] | typing variables, use this syntax: {{ variable }}. You can also use
L ———— =l : SSML to construct the message. If using SSML, insert it inside the
i <speak></speak> tags. Text-to-Speech Settings ~

D e 1 1
e N S
: 71— M ] These settings apply to all Text-to-Speech messages configured
| €1= enu | :
: i for this prompt.

1
! 1
i \_ !

Speaking Rate © 1

Volume Gain @ 1 decibels

m https://cloud.google.com/text-to-speech/docs/ssml

cisco L{V&/



https://cloud.google.com/text-to-speech/docs/ssml

Personalization of IVR using SSML =
Description \{\d’i\]]

Expression

<speak><say-as interpret-as="ordinal">1</say-as>call</speak>

ordinal "First call”

<speak><say-as interpret-as="characters">cisco</say-as></speak>

characters “CI1S C O”

<speak><say-as interpret-as="fraction">9+1/2</say-as></speak>

fraction “nine and a half”

<speak><say-as interpret-as="expletive">censor this</say-as></speak>

expletive or bleep

<speak><say-as interpret-as="date" format="yyyymmdd"
detail="1">2022-06- 12</say-as></speak>

date format “The twelfth of June twenty twenty two”

<speak><prosody rate="slow" pitch="-2st">Can you hear me
now?</prosody></speak>

uses the <prosody> element to speak slowly at
2 semitones lower than normal

m https://cloud.google.com/text-to-speech/docs/ssml

cisco Li%o/‘/

BRKCCT-2028
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https://cloud.google.com/text-to-speech/docs/ssml

Customer’s Choice and Compliance

“Your call may be recorded for quality assurance and training purposes”

“No, thank you!”

4
c 1 sco W&- BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 29



Content based call recording

= Respect customers preference and privacy concerns
= Regulatory Compliance requirements
< Call Recording Options:

« Tenant Level ’ x
« Queue Level 70! Recordi...
Recording Control

P

% The customer should be able to choose if the call can be
recorded or not during the IVR options
Error Handling -

« (Contact Level

Failure !]D

1 1
1 1
1 1
1 1
1 1
1 1
1 1
I 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
I i 1
i No description defined !
1 1
[ 1
1 1
1 1
1 1
1 1
I 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1

< Reporting data insights available on customers selection
< Use Boolean Global variable and set to enable or disable

< Consent must be captured before Queueing

c 1 S co M- BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 30



The Waiting (Game - Customers and Queue Expectations

"How much longer
should | expect to wait
here before speaking
to an agent?"

c 1 SCO M-/ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Queue Wait Information

R/

Oute: » Manage Customer Expectation and Enhance experience
utcome g Trigger Actions: Queueing or Alternative Routing (Different Queue, Callback etc.), Notify supervisors

/
*

GetQueuelnfo AdvancedQueuelnfo
« Provides Expected Wait Time and Position in + Account for contact skill requirements (support both
Queue LAA and Skill Based Queue)
«+ Recommended only for LAA Routing « Support Position in Queue
+«Should be used after Queue activity « Can be Used before or after Queue activity**

+ Escalate Call Distribution offers the ability to move to
subsequent call distribution group(s) after the
contact is queued.

|
b Q AdvancedQu... | & EscalateCallD...
GetQueuelnfol Advanced Queue Escalate Call
= Q Info Distribution Group

Get Queue Info

. . i S, No description defined No description defined
Ne description defined o) SetEWTinMin des: define e U

_ QueuelnfoPlay
Set Variable = ® Play Message - Error Handling Error Handling A

Error Handling Ea

EWTinMin = f{GetQueuelnf... No description defined Failure ? Error

Insufficient Information

Failure
' FI ** Resulting varying output variable data

c 1 S co M. BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 32



Espresso Yourself - waiting in the Queue with Coffee

Enough time for my
Coffee break!

Lae! o
c 1 SCO &. BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 33



Tick-Tock - Tracking the Sneaky Climb of Wait Times

It appears the wait time has
sneakily climbed higher -
let's ring an alarm

CISCO M_/ CCCCCC -2028



How do we do that? “Power of APIs and Webex together” @

w Webex Contact Center

Webex Contact Center Flow

#‘ @

Get Queue Info s
[ % Queue ]ﬂ[}q_] W & condion | mhy (NEEL mmp “
GetQueuelnfo_rxj.EWT ‘
€« > C 2% desktop.wxce-usl.cisco.com s % In] [0}
HTTP
< Request G° Webex Contact Center w % @I @ Break 10:58 / 14:17 ~
|
ml
a Webex —_
e. “ur Q search @ Connect to a de

Alert

Al Direct Spaces = . X
[ ] CC Hig...

! | \
. w - n ° CC High Queue (Agent+Supervisor)
Q'—] https://developer.webex.com/docs/api/v1/messages
L{j Webex Space

Ld/ / Supervisor and Agents
c 1 S co &. BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 35




Empowering Rob with Choices: Wait or....”?




/7
°

/7
°

/7
0.0

Courtesy Callback

= Enhances Customer Satisfaction . Callback1
= Reduce Abandonment Rate Q Callback Activity Settings __________
Callback Settings ~

Define the callback number and queue in which the contact
should be placed for the callback request. The caller's place in
queue is reserved. Note: You must use a Disconnect contact
activity to terminate a flow branch that uses a Callback activity.

Maintain call Skills, Priority, position and contextual Data for the callback
Callback Dial Number &

Callback can be to the Original Queue or a dedicated callback Queue NewPhoneContact.ani v

Callback Queue @

Support Variable Queue

o Variable Queue

QueueContact1.Queueld LV

Choose a variable that yields a valid Queue |D. Default is set to the
queue in which the caller is placed.

Static Queue

______________________________________________________________
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Oops! Did | Miss That Call?

"Oh, | missed the
callback?"
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Callback Retry Attempts to Customer
o , = Ensure a more reliable customer experience
Qutcome : :
» |mproved Issue Resolution, reducing abandoned calls.
< Designed in the Event Flow on triggering the Event “CallbackFailed”
< Allow you to retry to the customer as specific interval (Max 10 retries across 14 days using Wait)
< Callback Retry attempt Data, failure reason insight available

< Minimum delay interval between retry is 10 seconds, and Max is 72 hours.

< Possible to customize the experience depending upon the callback failure reasons (output variable)

Disconnect
Contact

1
1 ]
I 1
1 o
I - 5 Wait_cfb ~ Callbac... EndFlo... 1
! = Conditi... {0 R 4 Callback | @ Enariow | i
i Condition 1
1 No description defined Mo description defined ¢ :
: i retry_count <=2 J} :
: 3 . Callbac X Errar Handling = Erar Handling ~ ]
: % Event Ha-n-;ﬂer |_> (3 i‘t:r::t‘:‘le True * Undefined Errors. Failure
: _ a | » . Callbac...
: Event = CallbackFailed retry_count = {{ retry._cou... alse
i —_— Ervar Handring = Event Handler Wai )
rrar Handling ~
i Undefined £ Undefined Errors -— . m alt_VjS
i neennac Brars Event = CallbackFailed Wait
1
1
[}
i No description defined
! Discon...
1
1
1
1
1
1
1




When Callbacks Go Unanswered: The Spam Risk Dilemma

+1 (469) 255-0400
Spam Risk

+1 (469) 464-7329

S Risk .
pemE One of the primary reasons

for the failure of callback
attempts is customers

+1 (469) 492-0033 .o

Spam Risk perceiving them as spam due

TGS B TEE to their unfalmlllarlty with the

LAWRENCE KAMETR caller's number.

+1 (469) 636-0530
Spam Risk

+1 (806) 391-7043
Spam Risk \

+1 (469) 647-4573

Telemarketer

+1 (469) 626-3536
Spam Risk

+1 (469) 500-5398
Spam Risk
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Configurable ANI for Callback
- = Ensure Brand Consistency
= Reduce the possibility of Call rejection with recognizable Caller ID

o Callback_jzt x

Callback Activity Settings

Callback Dial Number @

< Allow you to customise the ANI during a Courtesy call-back (CCB)

NewPhoneContact.ani s

Callback Queue @

< Choosing a Callback ANI in the activity is OPTIONAL

Variable Queue
o Static Queue

Q, KT_SBR_BA v

< DN mapped with an Entry point in the Org are only supported to
be used as ANI

© static ANI
Q. +1-2064240000 v

Choose a Dial Number(DN) mapped to an Entry Point. If no selection is

< If using Variable ANI, it must be string data type and a valid DN
with an EP-DN mapping for that org

made, it uses the DN mapped to the Entry Point where the call is
received.

Variable ANI

Activity Output Variables ~

]
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

Callback ANI © :
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

Callback_jzt.FailureCode Gallback_jzt.FailureDescription :

1
1
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The Personal Touch: Where is my Account Rep?

r
fﬂ)
v

W

Amanda !ﬁﬁ

“The Problem Solver”

Would be great if | can
talk to Amanda instead
of dealing with
someone New!
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Preferred Agent Routing

— = Enables Personalized and Improved Customer experience
Outcome = Faster Issue Resolution
=  Agent Empowerment

Activity Label

QueueToAgent1

1 Activity Deseription
* ! Enter a Dascription
1
5| & QueueToAge... !
Queue To Agent :

Contact Handling ~
Ne description defined ‘#

Allow you to route to Preferred agent dynamically by

Agentld or Agent’s Email

Agent Variable @

Error Handling ~ Global_VoiceName ~

Allow you to set the contact Priority

Error

Agent Lookup Type @

Supports Reporting and Recovery Queue L (o e >

H Select a type of Agent Identificrs that the flow variable vields

Reporting Queue ©

Recovery Queue Support Longest Available agent

‘ Q. QueueToAgent ~ |

The Reporting Queue is used to report this contact against (including service
level). In addition configuration for recording, default music in queue, etc will

Routing . S
Park in Queue_tO‘ i @K Park Contact if Agent Unavailable

agent Optlon Enable this feature to queue the contact to this particular Agent until

the Agent becomes available.

Recovery Queue @

| Q. RrecoveryQueue ~
IF RONA ha enS This Queue will utilized if the contact can’t be delivered to the Agent.
pp The Recovery Qi e always honors Longest Available Agent routing. If the

W / i selected qu s Skills Based Routing, skills cannot be configured

N 1
_______________________________________________ 1
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Preferred agent callback

= |Improved customer experience and Personalization
= Providing flexibility and customization in managing the callback requests

______________________________________________________________________________

Callback Dial Number &

NewPhoneContact.ani N

s Allow to request a callback from with the
preferred Agent or alternatively any other agent
in Queue

L)

Register callback to different destination?

Enable this option if the flow designer needs to select a different
callback destination. If yvou disable this option, the callback will be
registered on a queued destination - gqueue or agent. If you
enable this option, the flow designer can select a new callback

% “Register Callback to different destination”

destination.
s Callback Retry applicable and can be used
Callback ANI @
© Static ANI
Q. +1-2064240000 AV

e e e e o o o o o o T T T T T T T T T T T o o o o 1
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Customer Delight - A Successful Call with Amanda

| know | am in
good hands!

Hey Rob, How are you
doing. | have all the
detalls here for your

recent service order, let
me check...

c 1 SCO M-/ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Data Display on the Agent Desktop

= Agents presented with valuable & call-relevant data in the popover and interaction details
utcome ) .
» Improved Customer experience and Agent productivity.

1 Call Ringing

, ------------------------- ‘ S5 Exec_Demo_KT
1 . o I oo o propumien
i Desktop Viewability & Order & —wwy. o == ;  Webex Contact Center
l\ ———————————————————————— /—_-.,,- - - ——
< Customized Pop-Over pane and [nteraction pane oo > =

IVR_Queue_1
e: Some value here

% Pop-over upto 6 and Interaction Pane up to 30 variables

e: Some value here

e: Some value here which is long

< Allow ability to re-order the Variables for Agent view
< Set Data Agent Editable

9 Call Answered

C- Contact Center Desktop ) ® Available 02:03 ~ ™
| ) +3227045654 )
) onisa 10 Hold €3 Consult £, Transfer @ Pause Recording ® End
el
Phone Number  +3227045654 DNIS +14B06754094
1 o o
Queue dbokatov_Q_Ciscolive fl\mary Number | +3227045600] J i
l — - ¥
—— e ————— - __d_. 1
-—
b P e e e e e o o o o o o o e e

W / | S ———— -
cisco &- BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 46



Following Up with Rob - A Customer Care Chronicle

After a Week Outdial Call to Rob...

Let me check back with Rob to see
if he is all good with the the
service!

It would have been great
to have all account
details on the screen...

/
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Workflows in Outdial Entry Point

= Allow customise Agent experience for Outbound calls
Simplify administrator configuration

Outcome .

% Offer Agents Contextual customer information ',"
during Outbound calls. ;

< The AgentOffered event is triggered when an |
agent is offered a call.

« Customized Outbound experience. Customising
ANI, Screen Pop-up, Global CAD support for i
outbound workflow etc.

- HTTP Request - Set Variable

- Condition - Parse

- Business Hours - Screen Popup |

« Configure Outbound flow, queue and Music On
Hold(MoH) at Out dial Entry Point \

cisco W‘/

- ~o

Outdial Entry Point

LN AgentOffered

Event Settings

General Settings

Name

Description

Type

Channel Type

Qutdial Entry Point

Telephony

Event Details

Event @

AgeniOffered

Event Description

The AgentOffered event is tri

Recommended Event Flow

Event Output Variables

AgentOffered.AgentiD

Advanced Settings

Service Level Threshold

Time Zone (Routing Strategies Only)

Flow

Music on Hold

Outdial Queve

\\\\\\

BRKCCT-2028

AgentOffered.AgentSessioniD

] AgentOffered.Queueiame

AgentOffered TeamName

Default (Tenant Time Zone)

AgentOffered.GAD

Use the Screen-pop activity 1o send custom

zgered when an agent is offered a call.

content to the Agent Desktop.

AgentOffered. AgentName

AgentOffered.QueuelD

AgentOffered TeamID

AgentOfered TenantD

Select

Select

Select

© 2024 Cisco and/or its affiliates. All rights reserved.
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Ability to customize ANI for Different Call Scenarios

= Ensure Brand Consistency and Reduce the possibility of Call rejection
» |Improve Agent Productivity
% Enable ANI customization for Outdial, Callback, Transfer, Consult scenarios

%+ Customize uniquely for Caller and Agent Leg
% PreDial Event, used to set the caller ID using SetCallerlD activity.

Outcome

*

aaaa

~
7 N,

I" n N e T T T T T T T T T T T T T T T T T e e T, .
/ Agent Desktop, -
[ | ‘ Event Output Variables ~ \
! l 4 PreDial ‘
! i ! o revia N
i 3
! ] [ Event Handler PreDial.direction PreDial.otherPartyDn 1
I 14695629999 o ] I ]
1 1 1 - N 1
1 . PreDial.dialNumber PreDial.participantType PreDial.epDn
i 1 2 3 i i Event = PreDijal Lt ]
1 1 1
i i i PreDial.agentSelectedAni PreDial.operationType ]
1 4 5 6 1 ! 1
[ 1 [ 1
i 1 ! i
1 1 1
I 7 a8 9 ] ] 22 Main Flow 4 EventFlows @ Help ]
1 1 1 — 1
[ 1 [ 1
: » © @€ : : :
: : : . p D | t T — (@ Set_Ag.. :
i Select Outdial ANI o~ ; i re! !a .operal onlype s O g S SetCallerid |
i i .+ PreDial.direction Case escroon detne ]
I Select Outdial ANI 1 q A 1
|‘ ,| : . PreD ia | ) par’[l ci pa ntType {{PreDial participantType}} {f PreDial agentSelectodA :
\ SalesIDs ] I Cuse . Troe 1
AY / 1 1
" ServicelDs 0l ! Eon faent % Fatse !
I EASSE— ’ : P QL e :
: Event = PreDial NP RCHLONS: © Add New Undefined Errors . :
: Case ~ Default [ :
: { X = ol Error Handling :
! Undefined Errors ) (€ ?f\‘: \?‘fu > (R ﬁc‘?ﬁm i
' SetCall 3 T 5 o .
. e I 0y ]
Default Outdial ANI  +1-3013051234 @ 0 Q © i |
\ Set Caller ID botaut . ]
\ ]
1 rror Hi iy
\ o SetCallerid ’

. @ Setbe. | /

W /
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Ability to customize ANI for Different Call Scenarios @?jﬁ\»

Event Handler

OutputVariable Description

Event = Prelial

PreDial.direction Specifies whether the contact direction is inbound or
outbound.
PreDial.participantType Indicates whether the call is being sent to a caller, an lC’)\ISSDLfEE

agent, or a DN.
COURTESY_CALLBACK

SCHEDULED_CALLBACK
PREVIEW_CAMPAIGN
WEB_CALLBACK
EXECUTE_FLOW
TRANSFER_TO_DN

PreDial.dialNumber Represents the DN associated with the participant for
whom this PreDial is triggered.

PreDial.otherPartyDn Represents the DN associated with the other party - caller TRANSFER_TO_AGENT
or agent. CONSULT_TO_DN
CONSULT_TO_AGENT
; . . . CONSULT_TO_QUEUE
PreDial.epDn Represents the DN associated with the Entry Point. CONSULT_TO_EP_DN
PreDial.agentSelectedAni Denotes the ANI selected by the agent, if any.
{ X
Q SetCall...
PreDial.operationType Specifies the type of operation, such as: Set Caller ID

cisco M-/ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 50



A Happy Customer - Feedback After a Positive Experience

| am all Set, Thank you for
the Great Experience!

Happy to help and please as always! /

Please take few seconds to
provide_your feedbac
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Voice of Customer Post-Call surveys

New and integrated Experience Management for
post-call surveys

Easy to configure and manage surveys in multiple languages
using the Survey Builder in Control Hub

IVR surveys collect feedback with audio-based questions,
supporting metrics like NPS, CSAT, and CES

Downloaded survey from the Control Hub for analysis

The Feedback V2 activity in the Flow Designer triggers the
IVR post-call survey

Flow control includes opt-in/opt-out functionality for voice
surveys using Global FeedbackSurveyOptin variable

o AgentDisconn...
Event Handler

FeedbackV2_...
Feedback V2

J

Event = AgentDisconnected No description defined

Error Handling ~

webeX Control Hub

< Main Menu

Contact Center

Overview

Customer Experience
Business Hours

Surveys

Summary

Survey type

Please select one survey option:

(N

Digital surveys

A visual based survey
th

Survey name *

| TEST_SURVEY

Languages to support *

1item selected

BRKCCT-2028

Surveys

Responses Status

Test PCS 4 (DND) 7 Incomplete
Test PCS 5 (DND) 5 Incomplete
PCS_CH_2 VR 1 Complete
TEST_PCS VR Complete
Test_PCS_Demo IVR Complete
ez "
General Settngs
Activity Label
2
(]

IVR surveys

Survey

Salect a quastionnaire for survey from the ones configured in
Webex Experience Management. @

Survey Method
© voice Based

Q PCS_CH_2 ~

Language Settings

o
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Innovation at Velocity

e Driving Customer Delight

« Business Excellence Al is voted as the #1

enabler of future CX
and EX strategies

Source: NTT Data 2023 Global Customer Experience Report
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Engagement Gap - Low CSAT Survey Response Rates

Response rates for traditional
CSAT surveys are low

cisco L{{@/

Immediate
Customer Follow-up

Enables swift action and follow-up
with unsatisfied customers,
preventing potential customer churn

Enhanced Decision
Making

Enhanced Decision Making and
assists in evaluating agent
performance more accurately and
Training needs

BRKCCT-2028
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Auto CSAT

Maximize Customer satisfaction & Agent performance.

Predictive CSAT Scoring Audit and Training

Indicator

Immediate Customer Enhanced Decision
Follow-up Making

«» CSAT score will be assigned automatically using sample Survey
data and operational metrics

« Training Dataset CSAT scores from Experience Management IVR
Survey will be used as training datasets

% CSAT data assigned to Contact session (CSR) and available in

Analyzer and via GraphQL SEARCH API

cisco Li%o/‘/

Trials Completed, soon available for Beta
https://gobeta.webex.com/ ask-ccai@cisco.com

G +  Webex Contact Center

@ Recordings

Displaying 56 recordings

Agent

0ol
O
e
cs
Kw

BRKCCT-2028

Queve
Joanna Wang Queue M
Austen Jones Queue #3
Clarissa Smith Queue #2
Kevin Woo Queue #5

© 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public

Site

Site Name #1

Site Name HS

Site Name #2

Site Name #3

Team

Team Name #1

Team Name #2

Team Name #3

Team Name #4

AutoCSAT

48

32

2.0

4.7

55


https://gobeta.webex.com/
mailto:ask-ccai@cisco.com

Continuous improvement of Automation

How to identify suitable opportunities for
implementing automation and self-service
solution?

Desired

Actual Actual
(next 12 months)

B Fully automated

channels (website, o >
IVR, robotics, Al 29% 31%

virtual assistant, etc)

2021 2023

Source: NTT Data 2023 Global Customer Experience Report

c 1 s CO L‘V&~ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Automation analytics using Topic Analysis 3@

e = Enhancing customer service efficiency and satisfaction
Outcome : .
» |ncreased Self-service and IVR containment

Customer inquiries Trend Automation/ Self-Service

0'0

Al-driven analytics with actionable insights
Identification of Self-Service and Automation opportunities
Flexible User interface to run the automation based on:

% Date Range

% Specific Queue, Site, Team and Agents
Monthly limit: Upto 50K transcription & 5 Analytics modelling
Topic and Top Call Drivers
Language Support: English

Available for Beta https://gobeta.webex.com/ ask-ccai@cisco.com

CISCO M‘/ BRKCCT-2028
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Noise vs. Clarity - Bridging the Communication Gap

Before After
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Background Noise Removal |||fi+-

= Remove frustration and misunderstanding in conversation due to excessive
background noise, eventually leading to improved customer experiences

Outcome

*» Eliminating Customer Background Noise in Webex Contact Center

s Breakthrough Al noise removal technology

[ 01171» : u’m

.. e WTT“HA
s+ Enhanced agent productivity W [ﬂ N\

s Improved customer satisfaction

c 1 s co M. BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Business Problem and Outcomes

| can not wait anymore,
canileave a short message?

Voice Verifications..

Audio Feedback...

How would i upload the prompt
by calling from the Phone?

. Record Prompt...

N Leave a Message...

BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public



Record Utterance (IVR)

@ Help Q. Search Flow % Kk O Record_CLEMEA e

Record Activity Settings

% Allows for recording caller audio and using these
recordings within the same call.

Record settings ~
» Audio can be played back using "Play Message", O feers G Pame.. 8 starttone
- e ey . Play Message Play a short beep sound to indicate that recording has begun
"Menu", and "Collect Digits" activities ™ e e
* Audio can be sent to an external server using the e =~ [ second

HTTP Request activity (POST). ettt ot et - mmerc vlue between 1 nc 120, 1

typing variables in an expression, use this syntax: {{ variable }}. If the
Silence timeout exceeds the Maximum recording time, silence detection
will be turned off. Recording will persist until reaching the Maximum

recording time.

>

Maximum recording time @

% The recording will be deleted once the call ends and 60
min expiry time

D %

Ensure that the input resolves to a numeric value between 1 and 120. If
typing varlables in an expression, use this syntax: {{ variable }}

Termination symbol ®

s Configurable Max Recording Time up to 120 Sec a v
Activity Output Variables ~
.:. OUtDUt VarlableS: Record_CLEMEA .audioFileData R rd_CLEMEA. rCods

= | audioFileData (JSON Variable type: Filename, codec ,
bitrate etc.)

Record _CLEMEA .errorDescription

]
1
I
1
1
1
I
1
[
i
[
i
|
[
|
|
[
|
i
[
i
L
1
1
1
I
1
1
]
1
1
: 120 second:
1
1
I
1
I
1
1
I
1
[
1
I
1
1
I
1
I
1
1
I
1
[
1
1
1
1
|
1
J
1
1

= errorCode and errorDescripton e ———
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Record Utterance (IVR)

Enhanced HTTP Request

s Enhanced HTTP Node support Content Type “File”

s Allow you to POST the recorded file to external service

2 MB Max file size

< CONTENT - Output Variable (audioFileData) out of list

all JSON Variables
s+ File Name : Support variable

Ex: {{NewPhoneContact.interactionld}}

cisco W‘/

AgentDisconn... q FeedbackV2_...

HTTPRequest...
) Record_feed...
Qﬁ) ecord_fee [

Event Handler Feedback V2 Record TP Reauest
Event = AgentDisconnected No description defined e
Error Handing A Error Handiing A
Undefined Error No Input Timeout
IIndefined Freare
o HTTPRequest_RecordingPOST X
HTTP Request Activity Settings
Content Type
Q. File v

Request Body

CONTENT

Q. Record_feedback.

Response Timeout ©

Number of retries @

FILE NAME

v {{NewPhoneComacUnte@
2000 milliseconds

1
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Record Utterance (IVR)

Output Variables : errorCode and errorCode

errorCode Error Description
1001 INVALID_SILENCE_TIMEOUT Configured Silence timeout is out of the valid range 1 and 120secs
1002 INVALID_MAXIMUM_RECORDING_DURATION Configured Maximum record time is out of the \/5|id range 1
and 120secs
1003 INVALID_TERMINATION_SYMBOL Configured Termination symbol is not one of the allowed ones *, #
1004 RECORD_API_FAILURE Error occurred in the API to start the recording
1005 FEATURE_DISABLED_FOR_ORG Feature is not enabled for the Tenant/Org
1006 No input audio detected to record. The recorded audio file may
contain only the silence.
1007 Error occurred in the media services while recording
1008 JSON_PARSING_ERROR Failed to parse the input event from the Record activity
1009 DECODING_ERROR Failed to decode the input event from the Record activity
1010 START_NEW_IVR_SESSION_FAILED Failed to start a new IVR Session for the Recording
1011 INVALID_SELFSERVICE_URL Invalid Self-Service URL is received for the IVR Session

cisco L{Vp/_/

BRKCCT-2028
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Proactive Customer Engagement [5;@
Event === Qutreach
r'v ) _ _
{ LQJ Outreach for service and Urgent issues
9%

Customer Acquisition & Expansion
O

Customer’s value enhancement score Customer Engagement
o

who receiving proactive service leads.
Eric Keller Gartner
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= Improved Customer Engagement with proactive engagement
= Leverage for Competitive Advantage and sales growth

Y Y Y

Preview Mode Progressive Mode Progressive Mode
1:1 1:N & CPA

Campaign - . G

Manager ________________ AMD (Answer
Machine detection)

CPA
> Analysis

_________________________________________________________________________

< Dialing Rate (Max 10 calls per Agent) 0 iy 1 Dl r : ’
< Flow Manages : Custom ANI, Agent Desktop Data Display, M ﬁ :—’f’, P
Experience (AMD , Abandoned) .:wm K [
< Support blended Inbound and Outbound calls (Inbound take e
preference over Outbound)
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Admin Experience

Improved Efficiency and Serviceability

cisco L{V&/



60%

Contact centre administrators reported that their top challenge
was managing and optimizing contact centre technology. cm

Onboarding and customer Lifecycle

/

/4
I ;:o :
I
i
. Onboarding Excellence
i
' K
1
1
i
: Simplified Administration
\

\

N S N S NN NS N NN S SN NS S N NS NS S S S

\\

S ‘

1

I

Easy Technology :
Adoption i
I

(X 1
&3 :

I

Serviceability :
/ll
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Webex Contact Center Administration
O

/> webex Control Hub

Administrator

Provisioning

ailoan]n,
Cisco

Webex CC Admin Portal
& Dashboard

Provisioning

Team Performance Team Performance

Recording Recording
Monitoring Monitoring
Provisioning G Webex Contact Center
. > Supervisor Desktop
Supervisors A
Team Performance Details
\ c“\—_l _)'l /'
. Webex CC Agent Desktop
c ! sco M-/ BRKCCT-2028 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Webex Contact Center Administration

/> — webex Control Hub

Administrator

Supervisor Access
(Provisioning Tasks)

G Webex Contact Center
> Supervisor Desktop

@

-~
-
-
-
-

Supervisors

Team Performance Details
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Webex Contact Center Administration

O

<[>

Today!!
=

Customer

Journey Data
Customer
-+ Troubleshooting Experience

Monitoring

Administrator

-
-

> s Contact User
__________ > ElEED Center B Management

~ Management
4 I'-. Account
Supervisor Access NS Users
(No Tenant Settings) H
,,:'
V4 @Jpemsor Desktop Agent Name \

Supervisors

cisco L{{@/

Change agent state

Team Performance C

chac7848-1
jm /
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The Evolution of CC Administration Simplification [ilZy\

/ Trials

Administrator

Customer Customer

Journey Data

Troubleshooting

Monitoring

Contact
Center

Services

Management

Org Settings
Account

Users

oo e
S

.-

==
N

Webex Engage
\\\
Desktop
Analyzer

Current cycle

agent licence
What's new
Helpful
resources
Quick Links

Channels (Ex -
Entry Point
Customer B::iness )
Experlence site Hours
Skill Audio Prompt
Definitions
Skill Flows
Profiles
Call Recording
User Teams Schedules
Management User Sumveys
Profiles
Contact
Contor Multimedia
Desktop s Profile
Experience Outdial
Entrypoint
Desktop
Layouts
Tenant Dial Plans

General

Settings
Security Address Books
Voice Desktop Profile
Idle Wrap-uo
Digital Codes
Desktop
Integrations
Addons S
4
Bulk ,/,

Operations

L S

Dashbeard

Signout Agent

Provisioning Global Variable

Idle Code
WorkType

Routing Strategy

Campaings
Routing
Strategies

Continuous / Next
Call Monitoring

Supervisor Desktop

Reporting Dashboards
Agent Performance Statistics
Team Performance

# Mid Call Monitoring

# Agent State Change

# Barge-in
Recordings
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Flow Aesthetic Improvements

Enhanced Design: Introducing curved connector lines for

improved flowchart visualization and aesthetics.

Customizable Clarity: Toggle between curved and straight

lines to enhance visual clarity.

Complex Flow Simplified: Use curved lines to prevent

overlap and simplify path tracing in complex diagrams.

Color Customization: Set specific colors for successful

activities, errors, and highlights

Personalized Thickness: Adjust line thickness for clear

distinction of activity states and highlights.

cisco Li%o/‘/

- ~

HTTPR...

HTTP Request
VirtualA. ..

= Virtual Agent No description defined
No description defined
>3 Queue...
Outcomes ~ Queue Contact
Handled No description defined
Error Handling —~
Escalated
Failure

Error Handling ~

Errored
.\ ® PlayMe...
No de

Play Message
scription defined
Error Handling -~

Undefined Error

D Curved Links

Sets the links between activities and events to be curved lines.
Forward facing flow from left towards right is suggested for
optimal Flow creation and viewing.

Link Color @ Blue ~
Error Path Color @ Orange ~
Selection Color & @ violet ~
Thickness @ 2.0 px

~~~~~~~~
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Enhanced Flow Versioning

=  Streamlined Maintenance & improved change Management
» Enhanced Risk Management and Auditing Capabilities

=  Optimized UAT, System Testing, and DR Protocols

Environment Tagging (Live, Dev, Test, Latest) and
“Publishing Note” for organized version management

Flow can be tagged to a or multiple tags. “Latest” tag is
the default tag

Edit ON/OFF option to prevent unintentional edits
Tagging support for “GoTo” Flow node, Debugging
Reported as “IVR Script Tag Name” in CSR/CAR

Locking Mechanism for Flow Editing to prevent
simultaneous editing

cisco L{{/&/

EntryPoint_Sales_Live 1
EntryPoint_Sales_Test W
EntryPoint_Sales_Dev }
___\._!;l_—;i_cn wersenianer
Draft
14 => <D

search: version number, version labels, published

Wersion VWersion Label
13 Liwe
(N
S\

12 Dew |k

1

1
a1 Te 1

1

_______________________________________________________
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(206) 424-1670

= - -

@

¢« C cisco236-dev-ed.lightning.force.com
3 =

i Webex Contact Ce... App Launcher

v All Apps

Service
Manage customer service with accounts,
contacts, cases, and more

Community
Salesforce CRM Communities

Content
Salesforce CRM Content

Service Console
(Lightning Experience) Lets support
agents work with multiple... @

Lightning Usage App
View Adoption and Usage Metrics for
Lightning Experience

Salesforce Scheduler Setup
Set up personalized appointment
scheduling

Webex Contact Center
This app provide seamiess integration
with Cisco Webex Contact Center.

® [ | smandapdt x ® Applaunchc x (& WebexConts x | & FlowControl x | G Flows W,ﬁ?’;\l ?‘W?ﬂ@ﬁ)
pp#eyJib2wb25IbnREZW s G e R ¢ '

- . — = - -~ - - -

0

‘@e20a @ @
o
oY

Marketing
Best-in-class on-demand marketing
automation

Salesforce Chatter
The Salesforce Chatter social network,
including profiles and feeds

Sales Console
(Lightning Experience) Lets sales reps
work with multiple rec... @

Sales
Manage your sales process with
accounts, leads, opportunities, and more

Digital Experiences
Manage content and media for all of your
sites.

Bolt Solutions
Discover and manage business solutions
designed for your industry.




Conclusion
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Webex Contact Center - velocity and Innovation

gl
9]
o
O
2
o
a

Webex Contact Center What's New

Digital or Voice

Customer or User Experience

Proactive or Reactive

Self-Service Al

BRKCCT-2028
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https://help.webex.com/en-us/article/a1gx3h/What's-New-in-Webex-Contact-Center#topic_D8159C942D4EE10D3C86F7C043C86722
https://help.webex.com/en-us/article/a1gx3h/What's-New-in-Webex-Contact-Center#topic_D8159C942D4EE10D3C86F7C043C86722

Webex Contact Center

Delivering Experiences at every customer

~

I

1!
|

-

X

Solve real business problems Building for Future Keep it simple

Innovation and velocity Remove complexity for our Admin and
touchpoint and Business outcomes Partners

With a focus on simplicity, solving real business problems, and rapid delivery of
value, we can transform customer experiences and outcomes.
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Webex Contact Center

Breakout Lab

BRKCCT-2723
Understanding Voice Media and
Real-Time Media handling for
Webex Contact Center

Continue

W e
" i LTRCCT-3001
yo u r e u C a I O n 4 ) Webex Contact Center New
BRKCCT-2017 Digital Channels Bot Capabilities
The Cisco Omnichannel Contact \ Lab )
Center
\ J 7 \
r N BRKCCT-2011
g e n a < BRKCCT-1008 Webex Contact Center - Data
Empowering Agents and and Analytics Lab
Supervisors for Customer Service N J/
\ Excellence y
4 )
BRKCCT-1656
Enable your Contact Center with
Intelligent Data
. J
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Appendix

Customer and User Experience

Easy, Dynamic, Contextual
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Webex Contact Center Delivering Real-World Experience

Seamless Health Service Experience: Instant Access & Personalized Care

< ES > Vertical: Healthcare

Goal: Automate the appointment scheduling to Improved patient
Experience, agent productivity and lesser wait times for the patients
Agent Count: 50-100

@Webex Contact Center Solution:

Webex Contact Center Virtual Voice Agent
G-CCAI -Dialog Flow fulfill intent using node.js scripting
EPIC lookup integration

/@ Outcomes Delivered \
N

o Call Waiting: Enhanced satisfaction with immediate
service.
v" EPIC Integration: Streamlined access to patient
records for up-to-date health data and efficient
service.

v" Real-time Scheduling: Simplified voice navigation for

health appointments with flexible modifications,
\ elevating patient experience. /

Inbound Call to Contact Center > Information Capture & Verified >> >

Patient calls into the contact center and is greeted by a  Virtual agent captures necessary information like name, Virtual agent accesses real-time calendar to schedule

virtual agent. contact number, DOB, SSN by integrating with Epic EHR  health check appointment, allows patient to modify

N system.
cisco M‘/

appointment details.
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JSONPath Expressions @\

\\\
Filtering List of objects returned from HTTP call (JSON parsing) \@5{'&;7

X

Requirement Expression Requirement Expression
All Records S All the pins S..pin
All the names $..name
First Records $.[0]
Pin value more 5 .
Last Records S[-11] than 70000 $..[?(@.pin > 70000)]
First two Records S.[0:2]

Account equal

S..[?(@.account == "87305901”)].*
to 87305901

Last two Records S.[-2:]

Second from last $.[-2:-1] Name of account 70579265: S.[?(@.account ==
70579265 "70579265")].name
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Last Agent Routing

Outcome

Improved Customer experience with continuity of service

[ E Reporting Webex CC
. C Data
- ® 54 Main Flow # Event Flows @ Help t l
L HTTP Reguest Activity Setiings
Agent Email | GEIEmailByID %
HTTF 3rquest Aoty Seminge.
API Search URL @ e
el BlD
Artiviy Deserptian
. - mﬂt 0 et Agent's email by 1L
NewPhoneCo... i
Start Flow GetLastAgent!D GetEmailBylD
(At new ) HTTP Request t——— HTTP Reguest i
Event = MewPhoneContact HITTP Requasst Setings "
TP Becest Headers
WEY VALUE : et LA AGEE B Lyl AN Get Agent’s email by ID L Awtiantizaned Enclpoilt Config API UR
P f— - — Ranuast URL &
wel Wit
Accept Appication] JSON
p— Mesnod
{"ouery™:"\n MLAST AGENT INTERACTIONS: Usage of . s < B
fiters, ngoregates. paginaton and costom kelds b tnd sy Pariasivalies
‘whan the customer callnd bt ia 2 7 div window and QueUeToAge
Raspora Tneout 0 000 JE—— BB (eve To Agent (xy Setintegervalue K= s
Set Varlable = GoTo Main F...
Nurnber of ratries O 1 9 No description defined 4 JE— & GoTo e
£ Settings -
- . Emor Handling ~ Ermor 5z Destination = CL_Main_Fl...
Cantent Type
Gonert Typs Undefined Errors O JsaH v
Q sson v
Json Go To Culpun variatle
Output Vaviskln Path Main Menu agetrémal s
AgertiD Query Queue to Agent by Main Menu Control - Case ®
Path Expression © email Value=2 o mfwma I Extract Email I
§data tank taska[0].owner.id Semall -

cisco L{V&/

Token Generation https://developer.webex-cx.com/documentation/authentication
GitHub Token Auth Sample: https://github.com/CiscoDevNet/webex-contact-center-api-samples/tree/main/token-management-samples
Vidcast: https://app.vidcast.io/share/embed/9cb70fed-e006-4f7a-bcb2-6d02a94013a3
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https://github.com/CiscoDevNet/webex-contact-center-api-samples/tree/main/token-management-samples
https://app.vidcast.io/share/embed/9cb70fed-e006-4f7a-bcb2-6d02a94013a3

o
2

Percent Call Distribution

Percentage based flow path forking allows for the distribution of call
traffic across different paths. Percent Allocation Node

The percent value can be configured from 1-100 with a maximum
allowed breakup of 10 parts

The system uses a Weighted Round Robin (WRR) algorithm to distribute
traffic

The algorithm resets every time you publish the flow.

CISCO M‘/ BRKCCT-2028

Distribution of calls Yo different queves, sites, or locations.
Sending % of customer Feedback suYVeys via Email or Voice..

_____________________________________________________________

NewPho.
Start Flow

Event = NewPhoneContact

PlayMe...
(0] Play Message

Erro Handing

Undefined Error

gl

— Percent..

= Percent Alocation

Alocations

%

0%

%

© Add New

Error Handing

Undefined Errors.

T

if

s (@ Pare..

Play Messago

Error Handiing

Undefined Error

@ Pae.

Play Message

Error Honding

Undefined Error

-

@ PlayMe...

Play Message

Eror Handing

Undefined Error

yyyyyyyy
Contact
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Flows Error Handling

= Proactive Issue Prevention CallBackFailure.Value

= |Improved Customer Experience and Serviceability val INVALID_REQUEST
W val CALLBACK_NOT_SUPPORTED_ON_CHILD_INTERACTION: N

/ val INVALID_QUEUE: CallBackFailure.Value

/ val INVALID_DESTINATION

val FEATURE_NOT_ENABLED

val SYSTEM_ERROR

¢ Critical to ensure minimal impact of customer Experience when
error OCcurs.

¢ Type of Error handling:

= Activity error : Activity error handling is optional

Activity Output Variables
Callback1.FailureCode

This variable stores the failure code, itw
ill be set only when the activity fails.

= Global error

Callback1.FailureCode Callback]1.FailureDescription

Varlable Type Integer

— @
o) Callbac...

% Error Types:

Callback

= Defined Errors: These are the errors which are already known to

1
[}
]
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
[}
1

\

flow designers or the activity owner while creating a flow. oy~
= Undefined Error: Undefined errors are a way to handle
unexpected system conditions. ® S"Gt'f.baf"or
ven an er
% Allow Error Logging and Reporting that help identify corrective . Event = OnGlobalError
actions.

-
_______
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QueueToAgent - New Output variables

= Offering Agent state awareness and choices to the customer
SECOIIE Trigger Actions: Alternative routing, Callback etc.

z QueueToAgent 2pd X
Queue To Agent Activity Settings

Park Contact if Agent Unavailable
Enable this feature to queue the contact to this particular Agent until

the Agent becomes available.

Recovery Queue @

< The following output variables are added to the QueueToAgent
activity:
- AgentState: Idle and Available
- AgentldleCode: Meeting, Lunch, Coffee, Break and so on.

Q. KT_SBR.Q v
This Queue will be utilized if the contact can’t be delivered to the Agent. The

Recovery Queue always honors Longest Available Agent routing. If the
selected queue uses Skills Based Routing, skills cannot be configured.

Activity Output Variables ~

QueueToAgent_2pd.Agentid

< This allow to customer call routing based on the Agent State and
|dle code to another queue, agent or callback.

QueueToAgent_2pd.RecoveryQueueld
QueueToAgent_2pd.ReportingQueueld
QueusToAgent_2pd.AgentState

QueueToAgent 2pd.AgentidieCode

QueueToAgent_2pd.FailureCode

QueueToAgent_2pd.AgentState

QueueToAgent_2pd.FailureDescripti

QueueToAgent_2pd.AgentldleCode
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Appendix

Admin Experience

Improved Efficiency and Serviceability
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Administrator and Supervisor Enablement

Oliileelniss - Simplify and improve administration efficiency

l/ i Overrides i
| i !
i i *indicates a required field i
| i !
i . . . i Number  Name* Duration * Status  Action |
i Allowed Overlapping Override for Business Hours § . s |
i P testl U 011912024 11:55PM > 01/19/2024 | 1159 PM v
| | | | .
i 2 test23 | 0119/2024| 11:58PM > 0119/2024 | 1159PM @ 70 |
\ H ’ i

Current cycle agent licence usage — Agent licence ==
Billing cycle: January 16 — February 15

Standard licence under usage

Agent & IVR license Usage on Control Hub

3 6 2 " Standard licence usage: 88 (D | E—
under

Standard licence purchased: 450 (D

Premium licence under usage

5 = Premium licence usage: 45 (D [ ]
Current cycle IVR port licence usage = IVR port licence ~
Webex Contact Center License Consumption and Reporting Document Billing cycle: January 16 — February 15

Licence under usage

“* This feature is currently only in the US and UK regions

o —

9 9 ® IVR port licence peak usage: 52D [
under 4 W IVR port licences entitled: 1,001 ® I
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https://help.webex.com/en-us/article/n9vhuwe/Webex-Contact-Center-license-consumption-and-reporting

Elevating Flow Management and Error Handling

Export Import Flow

+ Onboarding efficiency and
excellence

+ Export a current flow to a .csv
as a template to develop
similar flows.

Manage flows ~

Import flows

Ty

O

Flow Search

« Search across the entirety of

flow

+ Replace strings (Except

variable name or activity label)

Enhanced Flow Error Handling

+ Critical to ensure minimal
impact of customer Experience
when error occurs.

+ Error Handling Options:

Activity Error: Optional handling
at the activity level.

Global Error: Overarching error
management.

« Error Logging and Reporting

for corrective actions.
Activity Output Variables

Callback1.FailureCode Callback1.FailureDescription

cisco L{{{o//
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Flow Tracing

%+ Onboarding and Administration efficiency

Outcome

¢ Faster troubleshooting and lowers potential business impact duration

2 Main Flow 4 Event Flows ® Help =
NewPho... J L ® PlayMe...
Start Flow Play Message
: R The nodes can not be edited
Event = NewPhoneContact No description defined N N )
s = when the interaction log panel is
Undefined Error opened
L +— Menul
=" Menu
Queve...
No de ned x Queue Contact
{‘} Q Q Custom Links ~ No description defined
nteractions 8892d108-3717-4035... X voat X
Search by interaction ID or filter by date *The list below only displays the latest 100 interactions. e
range to narrow down the interactions.
Time Stamp Interaction ID Entry Point Last Executed Activity
Q_ Search Interaction ID
01/28/2023 18:43:52 8892d108-3717-4035-b32b-27bf... SA_Voice_EP EndFlow2
or .
Date Range 01/28/2023 18:43:33 732bcced-0f24-4¢c87-ab80-2322b... SA_Voice_EP EndFlow2 The detalls Ofthe
selected activity.
YEDRY XY = MMBDONGYY 01/27/2023 12:42:59 €6d39550-7603-485c-8fdb-4920...  SA_Voice_EP EndFlow2
Search by
Interaction ID or
Interactions 0922f094-d553-4deb-a8d9-e39ccab96273 x
the Date Range
Expand the Debug panel Sequence Activity Name Outcome Volume Gain : "0"

promptsTts : "[{\"type\":\"tts\",\"value\":\"Press O or 1 to talk to an agent\"}]"
Make Prompt Interruptible : “true”

Connector : "806eadc7-3ae5-478a-9924-cb9739f6fdde"

Speaking Rate : "1"

3 Menul Success Override Default Language & Voice Settings : "true”

Output Voice : "en-GB-Standard-C"

1 NewPhoneContact Success

2 PlayMessage 1 Success

4 EndFlow1 Success

cisco L{V&/
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