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Cisco Webex App 

Enter your personal notes here

Questions? 
Use Cisco Webex App to chat 
with the speaker after the session

Find this session in the Cisco Live Mobile App

Click “Join the Discussion”

Install the Webex App or go directly to the Webex space

Enter messages/questions in the Webex space

How

Webex spaces will be moderated 
by the speaker until June 17, 2022.
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https://ciscolive.ciscoevents.com/ciscolivebot/#PSOCX-1102
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• Accelerate technology 
adoption and utilization

• Improve IT service delivery 
with digital innovations

• Customer experiences in action
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Journey to accelerate success
Human + digital intelligence

PredictiveProactive
Lifecycle

Continually engage with 
always-on digital access to 

on-demand insights and 
expertise

Digitally collaborate with 
knowledge fueled by actionable 

telemetry supported by analytics-
driven expert guidance

Customers reach out when 
problems and issues arise

Reactive
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Get to outcomes faster
Tap into the Customer Success experience

Engage
with our business and 
technology experts at 

the right time

Elevate
your expertise with our 

trainings and certifications

Enable
yourself with our digitally 

guided journeys
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Tailored digital journey
Resources bring real-time value

Guided emails Success tips Communities Ask the experts
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Mitigate risk and increase productivity Deliver a better business ROI

PSOCX-1102 8



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

Simplifying your adoption experience
Throughout the digital lifecycle journey

50% 
Reduction

In days to resolve your 
adoption barriers

39% 
Faster

Progress when 
digitally engaged 

through the lifecycle

114% 
Higher

Usage of key 
product features
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Empower your IT 
team with digital 
intelligence
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Drive IT agility and efficiency
Proactive to predictive innovations from TAC

Early intervention
Enable self-service

Automations
Enhance workflows 

through events and APIs

Insights & analytics
Predict outcomes 
with AI/ML-driven 

intelligence 

Connected data
Store and thread 

customer interactions 
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Get answers 
without the 
hassle
Frictionless experience

TAC Connect Bot: Self-
service tool for common 
customer asks, provides AI 
driven recommendations

PSOCX-1102 12



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

Get answers 
without the 
hassle
Frictionless experience

TAC Connect Bot: Self-
service tool for common 
customer asks, provides AI 
driven recommendations

Virtual engineer: Fully 
automated case handling 
improves time to resolution

Virtual engineer will:

Notify you 
of the issue

Proactively 
open a case

Service the issue 
to resolution
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Virtual Engineer Case – Adaptive Security Appliance

12:08pm - Case 69432523 Opened

12:08pm - Cust Uploads CrashinfoFrom: virtualengineer@cisco.com
To: amcdowell@acmeco.com; attach@cisco.com
Subject: SR 69432523

Hello Alexander McDowell,
Thank you for providing the crash file crashinfo_20245543_4838595_UTC. After examining the crashinfo, your 
ASA5508-K9 running 9.8(3)4 crashed due to bug CSCvi16029L

CSCvi16029 – Cisco Adaptive Security Appliance WebVPN Denial of Service Vulnerability

This bug is fixed in the following software versions:
9.9(6)7 and later
9.9(7)23 and later
9.9(8)32 and later

Upgrading to a fixed version such as 9.9(6)7 (or later) would prevent this crash from happening in the future. Until then, 
the device may continue to crash and reload. The release note (on cisco.com) for this bug might provide some further 
visible workarounds until you are able to complete an upgrade. Downloads for the ASA platform are located here 
https://software.cisco.com/download/home/2844467614. Click on the firewall type, then the model, then the ”Software 
on Chassis” to find the ASA images. If you need assistance upgrading the device, look at the ASA Upgrade Guide for 
more information: https://www.cisco.com/c/en/us/td/docs/security/asa/roadmap/asa_new_features.html.

Please let me know if you have any other questions or concerns, otherwise please REPLY-ALL to this email simply 
indicating if you want to close this case.

Sincerely,
Virtual TAC Engineer
Technical Consulting Engineer, Customer Delivery
Cisco Customer Experience
Email: virtualengineer@cisco.com

12:17pm – Virtual Engineer identifies bug 
and links bug to case

12:17pm – Virtual Engineer notifies 
customer of bug and 
suggested upgrade to 
resolve issue.

9 min later

12:33pm – Cust requests closure

16 min later
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Intelligent RMA: Low-
to-no touch RMA driven 
by automation and AI/ML

Avoid issues 
and solve 
problems faster
Simplified workflows
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Intelligent RMA: Low-
to-no touch RMA driven 
by automation and AI/ML

Health Check: Generates 
accurate, complete and 
consistent diagnostics 
insights

Avoid issues 
and solve 
problems faster
Simplified workflows

Yes, I would like to LevelUp to 
prepare for my Firewall upgrade.
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Intelligent RMA: Low-
to-no touch RMA driven 
by automation and AI/ML

Health Check: Generates 
accurate, complete and 
consistent diagnostics 
insights

Avoid issues 
and solve 
problems faster
Simplified workflows

PSOCX-1102 17



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

Accelerate real-time value
Reimagine the TAC experience

8+ 
hours 

less time
for automated 
health checks

50% 
lower mean 

time to resolution
when leveraging 
TAC connect Bot

80
hours 
saved

from part failure to 
final RMA resolution

Reduce 
hours to 
minutes
with virtual 

engineer assistance
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TAC innovations 
power CX Cloud

Rapid problem resolution

Virtual Chat Assistant

Zero-touch RMA 
Fulfillment Automation

Advisories

PSOCX-1102 19



CX Cloud Video

https://app.frame.io/presentations/4d6dd6fa-5af8-4ab2-a670-f1aad826c28f
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Simplify 
workflows, 
optimize 
solutions
Product health checks
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J.D. Power
Recognized by J.D. Power 

for providing “An Outstanding 
Customer Service Experience” 

for Technical Support,
12 years in a row

Recognizing Cisco Services
Outstanding for services excellence, innovation, and best practices

TSIA awards
For excellence in customer 
portals, customer success, 

leveraging analytics and 
services automation

Stevie Award
For best use of technology 

in customer service

Cisco’s 2010-2021 Technical Support Services Certifications are comprised of J.D. Power Certified Technology Service and Support Program Certifications (2010-2017, 2021) and J.D. Power 
Certified Assisted Technical Support Program Certifications (2018-2020). J.D. Power 2021 Certified Technology Service and Support Program, developed in conjunction with TSIA, based on 
successful completion of an audit and exceeding a customer satisfaction benchmark for assisted support operations. For more information, visit www.jdpower.com or www.tsia.com.
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Continue the Conversation

Attend our other CX PSO Sessions

Visit the Cisco Customer Experience
booth in the WoS (Booth # 2274) for 

Lightning Talks and Demos

Visit CX at Cisco Live website
www.cisco.com/go/cxciscolive

http://www.cisco.com/go/cxciscolive


Engage with Customer 
Experience at Cisco 
Live
Each time you scan a CX QR code, you 
may enter the sweepstakes to win, and 
you’ll also be contributing to Cisco’s 
donations to two bicycle charities.

Pedal your way to insights, knowledge, 
and fun.

1. Join the Cisco Live wifi network

2. Scan this QR code to get started

3. Explore Cisco Live for more QR 
codes. Hint: check out the map in 
the game for locations.

4. Enter to win a Cannondale 
Moterra Neo Carbon 2 e-
mountain bike!

Deadline to enter is Wednesday, 
June 15 at 5:00pm PT

How to enter 
to win a bike
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Technical Session Surveys

• Attendees who fill out a minimum of four 
session surveys and the overall event 
survey will get Cisco Live branded socks! 

• Attendees will also earn 100 points 
in the Cisco Live Game for every 
survey completed. 

• These points help you get on the 
leaderboard and increase your chances 
of winning daily and grand prizes. 
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Get answers without the hassle
Frictionless experience

Option 2, for pdf version

TAC Connect Bot: 
Self-service tool for common customer 

asks, provides AI driven recommendations

Virtual engineer: 
Fully automated case handling 

improves time to resolution

Proactively 
opens a case

Notifies you 
of the issue

Services the issue 
to resolution
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Avoid issues and solve problems faster
Simplified workflows

Intelligent RMA: 
Low-to-no touch RMA driven 

by automation and AI/ML

Health check report: 
Generates accurate, complete and 

consistent diagnostics insights

Customer only 
confirms delivery!

Auto-creates 
a TAC case 

Auto-initiates an RMA 
to a customer 

Automatically detects 
hardware failures on 
connected devices 

Option 2, for pdf version
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