afran]e _ _
Cc1ScoO The bridge to possible
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Amplify Business Outcomes while Transforming Experien

Arunabh Bhattacharjee, Product Management

Padmini Krishnan, Product Management
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Cisco Webex App

Questions?

Use Cisco Webex App to chat

with the speaker after the session

How

. Find this session in the Cisco Live Mobile App

‘CI ick 0Join the Discussiono
. Install the Webex App or go directly to the Webex space
. Enter messages/questions in the Webex space

Webex spaces will be moderated
by the speaker until June 7, 2024.

cisco L{V&/

https://ciscolive.ciscoevents.com/
ciscolivebot /

8199

< Catalyst 9000 Series Switching Family =...

technelogies, and features in the Catalyst
9000 Switches.

Kenny Lei
Cisco Systems, Inc. | Technical Market

Categories

Technical Level
Intermediate (596)
Tracks

Networking (220)

Session Type
Breakout (453)
SHOW 2 MOR

Webex

w Join the Discussion

Notes
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How many Al Experts
here?
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How many plan to us
Al In Contact Centers”
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Any Contact Center
Enterprise Audience”

cisco L{V&/



Leverage the Cisco contact center portfolio

Innovation in the Cloud >> Available Everywhere

A
Digital
CI Ol Wepex Contact Center interactions
Multi- tenant Cloud and journey
> orchestration
Webex . Webgﬁ Webex Contact Center Enterprise
Contact Center Dedicated Instance Cloud
Artificial
Intelligence
Contact Center Express \C/)Vr?t?r(nf?zrgt?on
—_ SMB- midsize
On-Prer rr
Contact Center CISCO Contact Center Enterprise )
Large enterprise Analytics and
Insights

cisco M» #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public



Al Landscape
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Al: Journey Towards Modern Al

Al is Born Deep Learning Generative Al GPT- 3 Launch
Official Field of Study Learning from deep neural Advancements in Model LLMs Go Mainstream
networks Types including GANs &

Hidden Layers Diffusion Models

Tons of Data & Associations

( 1956 1997 2006 2012 2014 PAONRS 2020 )
IBM Deep Blue AlexNet - ImageNet GPT Launch (OpenAl)
Al as a Chess Champion Comp'etition Won by Deep Transformer Model
LeSiny OAttention is all you needo

Demonstration of

Capabilities (2017)

c ! s co W» #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 8



Modern Al: Great at..

Language Translation
Generation (Text, Audio, Images)
Classification & Moderation
Predictive Auto - complete

Novel Combinations

cisco Lz%o//

Text Summarization

Language Understanding

Text-to- Speech (Human Like)

Speech & Pattern Recognition

#CiscoLive BRKCCT- 2030

Recommendations

© 2024 Cisco and/or its

affiliates. All rights reserved. Cisco Public
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Modern Al: Great at..

Language Translation Text Summarization
Generation (Text, Audio, Images) Language Understanding
Classification & Moderation Text- to- Speech (Human Like)
Predictive Auto - complete Speech & Pattern Recognition
Novel Combinations Recommendations
And more!

cisco M- #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 10



. Potential of Al- powered CX & EX

/Al for IVR & Self- Service

~ Al for Agents & Supervisors

/Al for Quality Management & Coaching
/Al for Analytics

/Al Integrations & Ecosystem

/' Best Practices

/. Next Steps

cisco L{V@/



Journey to an
Al- powered
Contact Center

cisco L{V&/



Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social

cisco W./ #CiscoLive BRKCCT- 2030



Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco W‘/

#CiscoLive BRKCCT- 2030

isco and/or its

affiliates. All rights reserved. Cisco Pu
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco W‘/

1800 - HELPLINE

- ) .
: Self- Service

oo IVR

#CiscoLive BRKCCT- 2030

© 2024 Cisco and/or its

affiliates. All rights reserved. Cisco Public
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{@/

1800 - HELPLINE

[@} Virtual Agents]

#CiscoLive BRKCCT- 2030

© 2024 Cisco and/or its

affiliates. All rights rese

rved. Cisco Public
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Journey to Al Powered Contact Centers

N Voice 1800 - HELPLINE

= Webchat _
Increase Containment

L SMS @:—* Virtual Agents Increase Scale
2 Email High Value for Humans
B Social Improve Efficiencies
Modes
il Audio

-] Text

cisco M- #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 17



Journey to Al Powered Contact Centers

N Visies 1800 - HELPLINE
- | Webchat

L SMS [@} Virtual Agents]

Email
@ Social
£} Agent Selection
il Audio

-] Text

cisco L‘V& ./ #CiscoLive BRKCCT- 2030 ©2024 Cisco and/or its

affiliates. All rights rese

rved. Cisco Public
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{@/

1800 - HELPLINE

[@}» Virtual Agents]

[@

Al Powered
Agent Selection

|

#CiscoLive BRKCCT- 2030

© 2024 Cisco and/or its

affiliates. All rights rese

rved. Cisco Public
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{@/

1800 - HELPLINE

Agent

@

Engagement Sl

[@} Virtual Agents]

Al Powered
Agent Selection

#CiscoLive BRKCCT- 2030

© 2024 Cisco and/or its affiliates. All rights rese
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20



Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{/&/

1800 - HELPLINE [

[@}» Virtual Agents ]

(&

[J

Al Powered
Agent Selection

]

Al Augmented

Agents

#CiscoLive BRKCCT- 2030

© 2024 Cisco and/or its

2

affiliates. All rights rese
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{/&/

1800 - HELPLINE Al Augmented @}
Agents

[@}» Virtual Agents] .ﬂ Knowledge

& Context

[@ Al Powered]

Agent Selection

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights resel

rved. Cisco Public

22



Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{@‘/

1800 - HELPLINE Al Augmented @}
Agents

[@}» Virtual Agents] .ﬂ Suggested

=&  Knowledge

[@ Al Powered]

Agent Selection

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights resel

rved. Cisco Public
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{@‘/

1800 - HELPLINE Al Augmented @}
Agents

[@}» Virtual Agents] .ﬂ Suggested

&  Knowledge

@ Al Powered 2aa Collaboration
Agent Selection

e :
s6a Escalations

)

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights resel

rved. Cisco Public
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{@‘/

1800 - HELPLINE Al Augmented @}
Agents

[@} Virtual Agents] .ﬂ Suggested

&  Knowledge

@ Al Powered 2aa Collaboration
Agent Selection

e :
s6s  Coaching

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights resel

rved. Cisco Public
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco L{{@‘/

1800 - HELPLINE Al Augmented @} vz
Agents

Wrap up

Notes

[@} Virtual Agents] .ﬂ Suggested

&  Knowledge

@ Al Powered 2aa Collaboration
Agent Selection

e :
s6s  Coaching

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights resel

rved. Cisco Public
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Journey to Al Powered Contact Centers

@ Voice
- | Webchat
iy SMS
Email
@ Social
Modes
il Audio

-] Text

cisco Ld{a/./

1800 - HELPLINE [

[@} Virtual Agents]

[@

Al Powered
Agent Selection

|

#CiscoLive

Agents

Al Augmented

5) E

Automate

Wrap Up

|

B suggested
Knowledge

2as Collaboration

(2)
——
6066

BRKCCT- 2030

Coaching

RECORDINGS & TRANSCRIPTS

REPORTING & DATA INSIGHTS

© 2024 Cisco and/or its affiliates. All rights rese

rved. Cisco Public
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Journey to Al Powered Contact Centers

@ Voice

- | Webchat

r- SMS
Email
@ Social
Modes
i Audio

-] Text

cisco L{{/&/

1800 - HELPLINE Al Augmented & vZ|Automate
Agents v=1 Wrap Up

[@} Virtual Agents] .ﬂ Suggested

&  Knowledge

@ Al Powered Zas Collaboration
Agent Selection

e :
s6s  Coaching

Al POWERED
TOPIC ANALYSIS
AUTOMATION INSIGHTS

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 28



Transform All Aspects of the Contact Center

SELF SERVICE ANALYTICS INTEGRATIONS
Enabling Deriving Leveraging the
conesto | acevtsa | mswston | oua [ Puee
Problems S EIClS nteéics:?lnoensssfor COACHING within Existing
Assisting Outcomes Assessing & Business Apps

Agents & Improving the
Supervisor Quality of
operations Service

e

¥¢)

Al for Business Outcomes at Every Stage of the Contact Center journey

cisco W» #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public



Al In Self- Service

cisco L{V&/



Al In Self- Service & IVR

SELF SERVICE

Enabling
Customers to
Solve
Problems

#CiscolLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 31



Al In Self- Service & IVR

SELF SERVICE

Enabling
Customers to
Solve
Problems

How would we
add intelligence
to Self- Service
today?



Transform Traditional IVR & Self- Service with Al

A Long painful Menus & High IVR Times
Problem A High Abandons within IVR
A Customers Performing Excessive Data Entry

— A Use Personalized & Predictive Self - Service

A Secure Caller Detection & Caller Authentication

Experience Containment Transfers

c ! s co W- #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 33



Level 1: Personalization using TTS

Cisco Text - to- Speech with Speech Synthesis Markup support

ilk) Enable Text-to-Speech

Add the ability to read dynamic messages. These messages can

Play Message

contain varia nd be used in a sequence with audio files. If

typing var

Connector

Collect Digits

Q_ Cisco Cloud Text-to-Speech

Cisco Cloud Text-to-Speech

Cisco Cloud Text-to-Spee
Google Text To Speech

Iext-to-Speecn wviessage
1

Welcome {{ customerName }} to Webex Contact

Center! Looks like you have an open case {{caseld}}

with us. Do you need an update on the case? @

o L,
( Add Audio F
>,

Embed Custom Data in
Responses

c ! S ¢ o M- #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 34
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Level 1: Personalization using TTS

Cisco Text - to- Speech with Speech Synthesis Markup support

SSML for Intonation & Personalization

Prompt <speak><emphasis level="strong">Your card

() Enable Text-to-Speech

Play Message Add the ability to read dynamic messages. These messages can

contain variables and be used in a sequence with audio files. If

Blocked successfully.</emphasis></speak>

CitiWelcome.wav
typing variables, use this syntax: {{ variable }}. You can also use

SSML to construct the m e. If using SSML, insert it inside the
<speak></speak> tags.

Connector

Collect Digits

Text-to-Speech Settings

Q_ Cisco Cloud Text-to-Speech

These settings apply to all Text-to-Speech messages configured

Cisco Cloud Text-to-Speech for this prompt.

Cisco Cloud Text-to-Spee
Google Text To Speech

Iext-to-s>peecn viessage Speaking Rate ©

1

Welcome {{ customerName }} to Webex Contact Volume Gain © decibels

Center! Looks like you have an open case {{caseld}}

with us. Do you need an update on the case? @

/

(' Add Audio File } (\Add Audio Variable/:) N atu rallze VOICeS

cisco M- #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 35



Level 2: Self - Service with Cisco Virtual Agents

From This..

Complex Hardcoded Flows

c ! S ¢ o M- #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 36



Level 2: Self - Service with Cisco Virtual Agents

From This.. To This..

Complex Hardcoded Flows Simple Flows with Virtual Agents

c ! S ¢ o M- #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 37



Level 2: Self -

AlPoweredSelfService #  Draft L ) Edit: On

Drag & Drop
Virtual Agents

ervice with Cisco Virtual Agents

&2 Main Flow 4 Event Flows @ Help

NewPhoneCo...
Start

Error Handling

IntelligentVA

[}
5 virtual Agent V2

Self-Service Automation u...
Outcomes ~
Handled
Escalated

Error Handling

Q, Search Flow

EndFlow_0g6
End Flow

HTTPRequest..
HTTP Request

<>

= QueueContac...
Queue Contact
PlayMusic
A |

Play Music
Error Handling

Eror Handling

IntelligentVA

Virtual Agent V2 Activity Settings

Activity Label

IntelligentVA

Activity Description

Self-Service Automation using virtual Agents

Conversational Experience

Choose a Contact Center Al Config from those configured in
Control Hub for the conversational experience. Use Global
Variables such as Global_Language and Global_VoiceName to
override the default language and voice name.

o Static Contact Center Al Config

Variable Contact Center Al Config
Contact Center Al Config

Q. Webex CCAI Config

Virtual Agent
Q. VirtualBooking(VirtualBooking-ulosVb1A)

[% Configure selected Virtual Agent

State Event

Validation: Off

@) Autosave

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public




Design in Bot Builder - Use in Flows

Webex Connec Virtual Agent

i e e s
BOt BUlIder Q_ VirtualBooking(VirtualBooking-ulosVb1A)

ctivity Label

IntelligentVA

2 Confi | d Vi I A tivity Description
Full fledged VA 3 Configure seected Virual Agen
Designer

& HTTPRequest.. ,/ Conversational Experience
Error Handling p HTTP Request

) |"|E|”99"_IVA” Choose a Contact Center Al Config from those configured in
Virtual Agent V2 Control Hub for the conversational experience. Use Global
Self-Senice Automation u. Variables such as Global_Language and Glob2i_VoiceName to
override the default language and voice name.
Outcomes ~

Handled © static Contact Center Al Config

QueueContac...
Escalated ><; Queue Contact Variable Contact Center Al Config

Error Handling A PlayMusic

Contact Center Al Config
Play Music

Error Handli
rror Handling Q. Webex CCAI Config

Error Handling
Virtual Agent

Q. VirtualBooking(VirtualBooking-ulosVb1A)

[7 Configure selected Virtual Agent

State Event

L) Autosave Validation: Off

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public



Design in Bot Builder - Use in Flows

Virtual Agent IDE with Intent detection & fulfillments

L]
\‘\ VirtualBooking
Last Updated at 23 Apr, 24 by arubhatt_si

Training data

Intents Entities
85 Training
Intent name a Template key
Talk to an agent 6 Agent hand
Thank you Thank you
Not helpful Not helpful
Greetings 2 Greetings
ult fallback intent Fallback mess:
Goodbye 1 Goodbye
Help ; Help mi
a

Launched from

~ Analytics (O Preview

NLU Engine: # Swiftmatch

+ Create intent

Last update
23 Apr 24, 9:48PM

23 Apr 24
, 9:48PM

24, 9:48PM

9:48PM

Control Hub

y

cisco 'p//

#CiscoLive BRKCCT- 2030
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Level 3: Use Generative Al during Design

*
g Appointment Booking
: Last Updated at 27 May, 24 by arubhatt_si

< Book appointment
DASHBOARD
& Settings
85 Training Intent name* Book appointment

Responses

Testing English (en) Defaut

Curation All utterances

. Add utterance
Sessions

History Book appointment

book an appointment

make a new appointment
¢ How can | schedule a medical appointment?
% | need to arrange a time to see the doctor, can you assist?
4 Can you help me book an appointment with a doctor?
4 I would like to make a booking for a medical appointment.
¢ Is it possible to schedule a medical appointment?

book appointment

Book a new appointment

4 Generate

#CiscoLive

mm - Analytics (D Preview

Add new utterances which determine the intent, link entities which can be recognized in the intent and configure template keys which will be triggered for required entities and when the intent is completed

Context

Entity name Required Retries Template key

preferred

) x askPreferredD...
appointment date oA

preferred

) X askPreferredTi...
appointment time \

doctor name X askDoctorName

Generate Training
Phrases to fast -
track build out

Response

askConfirmation

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



Use Cases: Virtual Agents (Bots)

’% Requirements >—'

( Recognize Customer chkly)

<2 Securely Authenticate )

(3 Assess Problem & Context )

<4 Formulate Resolution & Retro)

c ! s co W» #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 42



Use Cases: Virtual Agents (Bots)

—< Solution e'
B ‘ Design Cisco Virtual Agents )

‘ Generative Al Designed)

‘ Conversational Speech )
‘ Outcomes - Transcript- Metrics)

cisco L‘V& N #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 43



Virtual Agents for IVR & Self - Service

" Soluton e OO D v

‘ Design Cisco Virtual Agents

‘ Generative Al Designed)

Eliminate Complexity)

Save Time & Cover Scenarios)

Conversational Speech)

‘ Outcomes - Transcript- Metrics)

Maximize CX & EX)

Improve Containment)

cisco L‘V& . #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 44



Use Case: Exchange Custom Data with Bots
Perform_a 3 i Flow | Customer Name:
Data Dip | Arunabh

Event = News

Case ID: 1001

L B% CRMDataDip...

CRMDataDip

< HTTPRequest.. e I .
o hkiing ssue: Replacement
& .
IntelligentVA
Virtual Agent V2 Control Hub for the conversational experience. Use Global
Variables such as Global_Language and Global_VoiceName to
override the default language and voice name.

[

Self-Service Automation u..
Outcomes ~
Handled o Static Contact Center Al Config
._/-*b >4 QueueContac... Variable Contact Center Al Config

Escalated Queue Contact
PlayMusic

Contact Center Al Config
Play Music

Error Handling A

Error Handlis
rror Handling Q_ Webex CCAI Config

Error Handling
Virtual Agent

Q, VirtualBooking(VirtualBooking-u1osVb1A)

[ Configure selected Virtual Agent

State Event

| Autosave Validation: Off

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public




Use Case: Exchange Custom Data with Bots

AlPoweredSelfService ~#  Draft L ) Edit: On

Perform a = Main Flow
Data Dip

4 Event Flows ® Help

Welcome back!

NewPhoneCo...
Start Flow

Event = NewPhoneContact 4}

Your case 1001 is
@ o AOOECI AAze

¢ HTTPRequest. J ‘Conversational Experience
HTTP Request
IntelligentVA Choose a Contact Center Al Config from those configured in
Virtual Agent V2 Control Hub for the conversational experience. Use Global
Variables such as Global_Language and Global_VoiceName to

override the default language and voice name.

[

Self-Service Automation u..
Outcomes ~

Handled o Static Contact Center Al Config

QueueContac... .
Escalated ,_/" > Queue Contact Variable Contact Center Al Config

PlayMusic
Play Music

Error Handlis
rror Handling Q_ Webex CCAI Config

Contact Center Al Config

Error Handling A

Error Handling
Virtual Agent

Q, VirtualBooking(VirtualBooking-u1osVb1A)

[ Configure selected Virtual Agent

State Event

L) Autosave Validation: Off

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public




Use Case: Exchange Custom Data with Bots

AlPoweredSelfService ~  Draft

Perform a
Data Dip

&2 Main Flow 4 Event Flows @ Help

NewPhoneCo...
Start Flow

Event = NewPhoneContact 4}

B% CRMDataDip...
CRMDataDip

Error Handling

Perform
Fulfillment
In Bot

L ) Edit: On

HTTPRequest..
HTTP Request

<>

[

IntelligentVA

Virtual Agent V2
Self-Service Automation u..
Outcomes ~

Handled

Escalated .—/—*

Error Handling

:X: QueueContac...
Queue Contact

Error Handling

#CiscoLive BRKCCT- 2030

2 4EAT EOt
notified the case

owner about the
AEAT CAe

PlayMusic
A Play Music

Error Handling

L ) Autosave

Choose a Contact Center Al Config from those configured in
Control Hub for the conversational experience. Use Global
Variables such as Global_Language and Global_VoiceName to

override the default language and voice name.

o Static Contact Center Al Config

Variable Contact Center Al Config
Contact Center Al Config
Q_ Webex CCAI Config
Virtual Agent
Q, VirtualBooking(VirtualBooking-u1osVb1A)

[ Configure selected Virtual Agent

State Event

Validation: Off

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




Use Case: Exchange Custom Data with Bots

AlPoweredSelfService ~#  Draft L ) Edit: On

Ve

Perform a 2. AO I A £FET ARUI
Data Dip

AAOO DAOOI gt e

Start Flow

Event = NewPhoneContact 4}

Last Inten
B Cuomoe- Address Change

> HTTPRequest.. _/ ‘Conversational Experience
Error Handling P HTTP Request
IntelligentVA Choose a Contact Center Al Config from those configured in
Virtual Agent V2 Control Hub for the conversational experience. Use Global

I e rfo I I l Self-Service Automation u... Variables such as Global_Language and Global_VoiceName to

override the default language and voice name.

[

Outcomes ~

F u Ifl I | l I l nt Handled o Static Contact Center Al Config

eueContac...
:><i Queu Variable Contact Center Al Config

i n B Ot Escalated Queue Contact
A PlayMusic Contact Center Al Config

Error Handling.
Bkl Play Music

Error Handlis
rror Handling Q_ Webex CCAI Config

Error Handling
Virtual Agent

EX aCt EXIt Q. VirtualBooking(VirtualBooking-ulosVb1A)
[% Configure selected Virtual Agent
Intent

State Event

L) Autosave Validation: Off

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public




Custom Routing using Exit Intents (Agent Handoff)

AlPoweredSelfService ~#  Draft L ) Edit: On

£a) Main Flow 4 Event Flows @ Help Q Search Flow IntelligentVA
=

Virtual Agent V2 Activity Settings

NewPhoneCo... Activity Label

Start Flow

IntelligentVA
Event = NewPhoneContact |4

EndFlow_0g6 Activity Description
£nd Flow Self-Service Automation using virtual Agents

B% CRMDataDip...
CRMDataDip

Custom Routes and

5 !”‘9‘|iQEV1IVA" R I onfig from those configured in
Virtual Agent V2 u eS bnal experience. Use Global
Juage and Global_VoiceName to
override the default language and voice name.

Error Handling

Self-Service Automation u..
Outcomes ~
Handled o Static Contact Center Al Config
._/—*b >4 QueueContac... Variable Contact Center Al Config

Escalated Queue Contact

PlayMusic
A Play Music

Error Handling Contact Center Al Config

Error Handlis
rror Handling Q_ Webex CCAI Config

Error Handling
Virtual Agent

Q, VirtualBooking(VirtualBooking-u1osVb1A)

[ Configure selected Virtual Agent

State Event

L) Autosave Validation: Off

#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public




Access to Full Transcript with Bot

AlPoweredSelfService ~  Draft

22 Main Flow 4 Event Flows ® Help

Volume Gain ©
0.0 decibels

s

Enter a static value or expression that resolves to a number between
-96.0 and 16.0. If typing an expression, use this syntax: {{ variable }}

Pitch @
0.0

A

Enter a static value or expression that resolves to a number between
-20.0 and 20.0. If typing an expression, use this syntax: {{ variable }}

Enable Conversation Transcript

Allow Desktop to display the transcript of the conversation between
the VAV and the customer. The raw transcript is also available via a
dynamic URL which can be used to extract specific sections from the
transcript with a HTTP request.

@ c&diton

Q. Search Flow

EndFlow_0g6
End Flow

HTTPRequest...
HTTP Request

= IntelligentVa

Virtual Agent V2
Self-Service Automation u..
Outcomes ~
Handled
' QueueContac...
,—> Queue Contact

Error Handling A

Escalated

PlayMusic
Play Music

Error Handling

Get Access to Bot
Transcript within Flow

c- Autosave

#CiscoLive BRKCCT-

—  IntelligentVA
(&= )

Virtual Agent V2 Activity Settings
Activity Label

IntelligentVA

Activity Description

Self-Service Automation using virtual Agents

Conversational Experience

Choose a Contact Center Al Config from those configured in
Control Hub for the conversational experience. Use Global
Variables such as Global_Language and Global_VoiceName to
override the default language and voice name.

° Static Contact Center Al Config

Variable Contact Center Al Config
Contact Center Al Config

Q_ Webex CCAI Config

Virtual Agent

Q, VirtualBooking(VirtualBooking-u1osVb1A)

[ Configure selected Virtual Agent

State Event

Validation: Off

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




Handoff to Agents with Virtual Agent Transcripts

\:)

Transcripts from the
Virtual Agent Handoff

g E)
I3
=3

{

A Sentiment Analysis
AOverall Sentiment
ANamed Entity Recognition

CIsco

.&‘/

Webex Contact Center

Michael Littlefoot

Ticketing_Queue

Michael Littlefoot
00:08

. 00:26

Last Call Summary

Phone Number

o Available

S &

00 Hold 4} Consult Q@ Transfer @ Pause

Call Drop. Booking issues. Customer booked a flight from LAX te PDX and has not received confirt
Call dropped before resolution found.

+1-408-555-0011 Queue Name Ticketing_Queue

Live Transcript

Flight Booking | (5

Source

) Agent Answers =) Booking

Salt Lake City

Chat Summary

Customer Sentiment

AM

Bot

Destination Oakland Flight 123 to San Jose now departs at 5:05 pm and arrives at 6:00pm.
Date 30th of September Flight Booking
Flight Number 123 A & Chal 14 AM
Reply STAY to stay on the flight
11:16 AM Reply CHANGE to see alternative flights
SR Dokt 0 Reply CALL to receive a call from a customer support agent
Source Salt Lake City
AM
Destination Oakland &
Date 30th of September
Sandra Jefferson joined this conversation. 29/9/2021, 11:15 AM
gy SandraJeflerson 11:16PM
Hi Carlos, This is Sandra with Airline. | apologize that your flight to San Jose was
delayed. | will be helping to find other alternatives.
Flight Booking
#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 51



Al for Agents &
Supervisors
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Al for Agents and Supervisors

SELF SERVICE

Enabling
Customers to
Solve AGENTS &
SUPERVISORS
Problems
Assisting
Agents &
Supervisor

operations
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(VAN Al Assistant that works for
agents and supervisors
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An Al assistant that summarizes interactions
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Al ASSISTANT FOR CONTACT CENTER

Improve customer satisfaction and Increase
Agent Efficiency o with Summaries

A Customers repeating themselves on calls
Problem A Long hold times leading to lower CSAT

A Reduced efficiency with longer handle times and after
call work.
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Al ASSISTANT FOR CONTACT CENTER

Improve customer satisfaction and Increase
Agent Efficiency o with Summaries

A Customers repeating themselves on calls
Problem A Long hold times leading to lower CSAT

A Reduced efficiency with longer handle times and after
call work.

— A Use Al generated summaries before, during and

after the customer interaction.
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Al ASSISTANT FOR CONTACT CENTER

Improve customer satisfaction and Increase
Agent Efficiency o with Summaries

A Customers repeating themselves on calls
Problem A Long hold times leading to lower CSAT

A Reduced efficiency with longer handle times and after
call work.

— A Use Al generated summaries before, during and

after the customer interaction.

G (o e
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Introducing Al Assistant for Agents

Webex Contact Center

2 ()

O Full Time Agent

=

Cisco Al Assistant -

Time to start my day

No tasks k
Hi Nat. Heres how | can help you
When you accept a call, | will show you these
summaries, if available.

* Call drop summaries

See summaries of recent calls so
customers don't have to repeat
information and you can resalve issues
faster.

Signs into Contact Center I o =

¢ Virtual agent transfers

See why the customer has made contact,
why they have been handed off to you,
New Al Assistant modal appears

and details of their call so far.

| can make mistakes, so check my responses

No history

@w&/ .

e w Y A & Idle v .
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An Al assistant
that summarizes
virtual agent
Interactions

( BETA Q2 CY24 )

cisco L{V&/

/Cisco Al Assistant @
(¥ Here's the virtual agent transfer summary

Contact Reason: Michael needs to
rebook his flight from Boston to Seattle

Handoff Reason: Requesting specific
seat and specialized meal service

Details:
« Virtual Agent offered standard meal
service for T2 flight type
« Michael is a gold star loyalty member
View more details in the IVR Transcript

11:36 AM « & @

B

\

BRKCCT- 2030
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An Al assistant
that summarizes
dropped calls

( BETA Q2 CY24 )

cisco L{V&/

Cisco Al Assistant ©

(¥ Take a look at this dropped call summary

Call Drop. Booking Issues

Customer booked a flight from Seattle
to SJC but has not received
confirmation or receipt.

The call was dropped before the
resolution was remedied.

1130AM « & @

BRKCCT- 2030
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“ » »  Contact Center Desktop e LN © Available 01:33:18 v @
G’ Incoming Call
W +35391384744
M PM Demo_Que... 00:05 Decline
Phone Number +35391384744
DNIS +15164126042
Queue Name PM Demo_Queue
[ S ®) &
N +35391384744 V
TEST | © 06:21 10:53 AM
N +35391384744 Y 62
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An Al assistant
that summarizes
consults and
transfers

C BETA Q2 CY24 )

cisco Li/&/

Cisco Al Assistant ==

(¥ Last call was ended abruptly 20 minutes ago

« Customer booked a flight from
Boston to Seattle but needs to
change to a multi-stop trip from
Boston to Seattle and San Jose.

« Call dropped when agent confirmed
they could make the change on
behalf of the customer

1130AM « & @

(¥ Sending this summary to Eli

« Points for recently booked flights
have not been allocated to the
customers account

« Confirmed that points have not been
allocated and that confirmed flights
meet the criteria for points allocation

9 Copy |
11:36 AM = & @

View detailed consult summary

View detailed dropped call summary

BRKCCT- 2030
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Asktheexpert -Nat N experi ence

| need help with thi
ités a little compli

O Full Time Agent . Expert Agentt
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O Full Time Agent

Nat sees the

summary the expert will receive

Eli can see what the issue is and
what | have already tried, so she
can focus on helping me solve
the problem faster.

Ask for a consult

The consult summary saves
them time telling the expert
the background to the
problem.

{s* Webex Contact Center @ W \ /A @ Engaged @ © .
) ) 1 (412) 288-3782
Jessica Marie *
Accept Il Hold Consult Transfer Pause Recording End
ol IVR_Queue_1 - 00:01 N, 00:05 | I On Hold - 00:01 g 2 ® ®
Walll
Cisco Al Assistant - 0O X
Michael Littlefoot Phone Number +1-408-555-0001 DNIS
g IVR_Q 1-00:01 (RS -
ueue_1 -
Queue 12 IVR Path IVR
Queue Name IVR_Queue_1 Alternate Number 00(
+1(412) 288-3782 00:08
IVR_Queve_1 . Address 3772 AVE NE Sierra Road, Long Long
- - County, San Francisco, CA 94001, Unit...
(@ Last call was ended abruptly 20 minutes ago
= IVRTranscript (D) Contact History (5 Call Guide o A e e A e
Boston to Seattle but needs to
IVR Transcript change to a multi-stop trip from
Baston to Seattle and San Jose.
: ST g Vit Agent 113PM « Call dropped when agent confirmed
Flight Booking | Confidence: 0.6 they could make the change on
Hello, how may | help you today?
Seis Boston behalf of the customer
Destination  Seattle ) CEmE R 1130AM « & @
= Date 22nd of August Hi, I want help in booking a flight fror
A % 0 @ = Number 2 Sentiment: 1 (® Sending this summary to Eli
—— [ el Agent N2 ER - Points for recently booked flights
= Ok, I can definitely help with that. Do,
+1 (500) 432-3498 7 Fright | @ aae 1:24 PM ly help have not been allocated to the
Service group... | @ 00:10 12:32PM Flight Booking | Confidence: 1 customers account
Source Seattle « Confirmed that points have not been
Destination San Jose ¢ Customer 1:17 PM allocated and that confirmed flights
+1 (500) 432-3498 Va | want to book another flight from Sel meet the criteria for points allocation
Date 29th of August
Senvice group... | ® 00:10 12:32 PM e — —
1:24 PM Virtual Agent  1:24 PM
Flight Booking | Confidence: 0.9 Gt .
9 +1(500) 432-3498 Yes, | can book that as well. Any spe¢ THEBAY = & &
Servi | ® o010 12:32 PM Source Seattle
DI | @ Flight Booking | Confidence: 1 View detailed consult summary
[j Destination San Jose
Jason Walsch Date 20th of August View detailed dropped call summary
@ o Service group... | ® 00:10 12:32 PM "
#CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 65




Asktheexpert9 f AQ&8 SELISNASYOS

O Full Time Agentt

#CiscolLive

S Expert Agent

BRKCCT- 2030
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Eli uses the consult summary to

understand the situation

O Expert Agent

Looks like Nat needs help...
thereds a probl em w
customer not getting their

Accept a consult from Nat

The consult summary gets Eli up
to speed quickly on how they
can support Nat and the
customer

®

2 ()

=

®

t

Webex Contact Center

All

Nat

Agent_Consult_Queue

O w

+1(412) 288-3782
00:08
%, 00:05 | ) Consulting - 00:01

Agent DN +188894477554

Phone Number +919123555200

Queue

Auto Response Call Drop Summary

Auto Response

[ Vo A

@ Engaged @

0 Mute

Cisco Al Assistant
Agent Name Nat

DNIS +18

Agent_Consult_Queue

Customer Experience Journey (© Contact History

[3 Exit Consult

No Auto Response from the current conversation

customers account

1136 AM = & &

View detailed consult summary

¥ Nat needs same help with allocating points

« Points for recently booked flights
have not been allocated to the

+ Confirmed that points have not been
allocated and that confirmed flights
meet the criteria for points allocation

<

cisco L{V&/

#CiscolLive BRKCCT- 2030
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An Al assistant
that wraps-up
calls

C BETA Q2 CY24 )

cisco Li/&/

Cisco Al Assistant d B X
* LUSLUINET WalItD W 11y 11U DUSIUI W
Seattle and a week later to San Jose.
« Customer requests early morning
flights.

1136 AM =« & @

(¥ call Summary - Flight Change & Points
|

Allocation Issue
Reason for call: Customer experienced
difficulty in changing flight times and
was concerned about the non-
appearance of points from a recent
1 transaction.

Actions Taken:

« Confirmed flight change availability
and facilitated changes to meet
customer's preferred departure

.\ times.

Checked customer's account;
verified that recent flights qualify for
points.

Informed customer of the standard
24-hour timeframe for points to
reflect in the account. Advised
customer to monitor their account
and report if points are not credited
after 24 hours.

Changes accrued an additional cost
which the customer agreed to.

Follow-up Actions:
« None

E | @ copy |

11:36 AM + & &

BRKCCT- 2030
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O Full Time Agent

Auto wrap up and summarize

Ok we are all done, and no
need for taking notes, Al
Assistant has my back

Ends call

A wrap up summary is
generated for Nat to copy to
his CRM

C::' Webex Contact Center

0

Jessica Marie
IVR_Queue_1 - 00:01

=

Py Michael Littlefoot
IVR_Queue_1 - 00:01

° +1(412) 288-3782
IVR_Queue_1

Al % O 3

+1 (500) 432-3498

Service group... | ® 00:10

° +1(500) 432-3498

Service group... | ® 00:10
9 +1(500) 432-3498
Service group... | ® 00:10

o
o Jason Welsch
@ Service group... | (® 00:10

00:08

+1(412) 288-3782

\, 00:05 | © Wrapup - 00:01

Phone Number +1-408-555-0001

@ W Y\ O @Engaged ©

Wrap Up Reasons - 00:01

Queve 12
Queue Name IVR_Queue_1
Address 3772 AVE NE Sierra Road, Long Long

County, San Francisco, CA 94001, Unit...

= IVR Transcript (© Contact History

IVR Transcript

Flight Booking | Confidence: 0.6

Source Boston

Destination Seattle

[ Call Guide

113 PM

Flight Booking | Confidence: 0.9

Source Seattle
Destination San Jose
Date 29th of August

Hi, | want help in booking a flight from Boston to Seattle on the 22nd of August.

Ok, | can definitely help with that. Do you have any special requests?

I want to book another flight from Seattle to San Jose on the 29th of August.

Cisco Al Assistant
 LUSWUINET WAl W Iy Ul BUSWIL W
Seattle and a week later to San Jose.
« Customer requests early morning
flights.

11:36 AM = & GF

g 0B X

~

 Call Summary - Flight Change & Points
Allocation Issue

Reason for call: Customer experienced
difficulty in changing flight times and
was concerned about the non-
appearance of points from a recent
transaction

Actions Taken:

« Confirmed flight change availability
and facilitated changes to meet
customer’s preferred departure
times.

Checked customer's account;
verified that recent flights qualify for
points.

Informed customer of the standard
24-hour timeframe for points to
reflect in the account. Advised
customer to monitor their account
and report if points are not credited
after 24 hours.

Changes accrued an additional cost
which the customer agreed to.

Follow-up Actions:
+ None

Copy |
1136 AM + & &P

| can make mistakes, sa check my responses

‘v

Date 22nd of August
= Number 2
z g Virtuel Agent  1:13PM
12:32 PM Hello, how may | help you today?
Customer  1:14 PM
Va ®
12:32 PM
Sentiment: 1
@ ViualAgent 1:24PM
12:32 PM
Flight Booking | Confidence: 1
o Customer 1:7PM
12:32 PM
#CiscoLive  BRKCCT-2030

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

69




"2 1| Connections secured by HTTPS

H OW d O S u m m arl eS Work’? =] Automated content moderation

[ Cisco controlied ]
---------------------------- cloud environment Azure controlled
multi-tenant cloud
: RSt e e [ configured by Cisco ]

________________ S I
.' @ ' ' e i

| — |
: A e Azure % A
, Contact Center Al Language Al || (A} =, OpenAl ¢
[ ; Service T b i : B X
Service L SEE b [E5] Services -
I ) 1 \ | I
| | | | !
[ | | I I
| | \-____-_-____-_--_!__l

| / |

--------------------- O S e e e T S g (9 I |

- Stateless operations. No customer data is I* ------- '

persisted or logged in these systems.

1. User initiates an Al powered feature from the application.
2. Contact Center Al Service decrypts content, collects information relevant to the request and forwards it for processing by the Al.

3. Language Al Service manages the secure connection to Al models to perform the Al function.
4. The generated response is sent back to the Agent Desktop to fulfill the user’'s request.
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How to enable Summaries?
== ) o P

webex Control Hub

1 menu ciSCO AI ASSiStant

DESK EXPERIE!

: N
Call drop summaries (:) Call drop sum

Cisco Al As nt
on TBD

>dia Profiles

Virtual agent transfer ( Virtual agent transfer summaries

summaries

ription TBD Agents
the virtual agent tr T summaries v

© Al agents

c

© 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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An Al assistant that suggests responses
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Al ASSISTANT FOR CONTACT CENTER

Improve customer satisfaction and increase agent efficiency
with Al generated responses

A Delayed response times as Agents spend excessive time searching
for the correct information to address customer inquiries.

Problem

A Inconsistent responses, reduced productivity and reduced customer
satisfaction.

cisco W» #CiscoLive BRKCCT- 2030 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public

73



Al ASSISTANT FOR CONTACT CENTER

Improve customer satisfaction and increase agent efficiency
with Al generated responses

A Delayed response times as Agents spend excessive time searching
for the correct information to address customer inquiries.

Problem

A Inconsistent responses, reduced productivity and reduced customer
satisfaction.

— Use Al generated responses that can be used by agents,
ensuring consistency and accuracy.
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Al ASSISTANT FOR CONTACT CENTER

Improve customer satisfaction and increase agent efficiency
with Al generated responses

A Delayed response times as Agents spend excessive time searching
for the correct information to address customer inquiries.

Problem

A Inconsistent responses, reduced productivity and reduced customer
satisfaction.

— Use Al generated responses that can be used by agents,
ensuring consistency and accuracy.

GG o
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Nat Owens

Full-time Agent

Joe Torres

Customer

Demonstrating suggested responses
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An Al assistant that cares about agent well-being
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Al ASSISTANT FOR CONTACT CENTER

Promote agent well being with Al -driven stress detection and
intervention to build a tenured, high  performing contact center

AAgents frequent | face significant
g q y
Problem A Stress impacts agent performance and Customer satisfaction.

A Persistent stress contributes to C
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Al ASSISTANT FOR CONTACT CENTER

Promote agent well being with Al -driven stress detection and
intervention to build a tenured, high  performing contact center

AAgents frequently face significant
Problem A Stress impacts agent performance and Customer satisfaction.

A Persistent stress contributes to C

A Al powered agent burnout detection to identify moments of

A Pro- active actions to manage stress and avoid impact on
customer satisfaction.

cisco W,/ #CiscoLive
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Al ASSISTANT FOR CONTACT CENTER

Promote agent well being with Al -driven stress detection and
intervention to build a tenured, high  performing contact center

AAgents frequently face significant
Problem A Stress impacts agent performance and Customer satisfaction.

A Persistent stress contributes to C

A Al powered agent burnout detection to identify moments of

A Pro- active actions to manage stress and avoid impact on
customer satisfaction.

G . e o

cisco W,/ #CiscoLive
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Schedule a wellbeing break when needed

o

Lo, Webex Contact Center e o Y A ¥ Available 2523 v .
@ = Ci: Al Assistant 4 C %
e +1(412) 288-3782 P isco Al Assistan
. i |] IVR_Queue_1
O Full Time Agent -
Jessica Marie AT
IVR_Queue_1 - 00:01
| 6ve been blwsngerhowt ay Michael Littiefoot
i T 1 . IVR_Qu 1-00:01 (2D
am doing? | could do with a wellbeing R =CR
break! Oh, better answer this new call! \Q
Michael Littlefoot
. IVR_Queue_1 - 00:01 (EED
Looks like it's a busy day. Here's how | can help
you stay focussed and on top of your game
Take a wellbeing break
Hey Rockstar, you are ona roll!
Would you like a wellbeing
breal to recharge?
See performance stats
_ Review your customer B
b satisfaction scores so far today
. q All % O = =
MldWay thrOUgh hlS day I can make mistakes, so check my responses.
e +1 (500) 432-3498 a
Service group... | ® 00:10 12:32 PM

The Al Assistant offers Nat suggestions of
what to do next. o +1 (500) 432-3498 7

Service group... | @ 0010 12:32 PM
e +1 (500) 432-3498
Service group... | @ 00:10 12:32 PM

o Jason Welsch
@ @ Service group... | @ 00:10 12:32PM

cisco W,/ #CiscoLive
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O Full Time Agent

Looks like a customer from IVR_

Queue_1 needs help... uh oh, their flight

was cancelled at the last minute and

they

havenodt

been

relassi

Stress levels are rising

Nat is offered a wellbeing break after

several difficult calls
Thrive Reset or BYO.

- can be native,

Assistant offers a wellbeing break when needed

{s- Wwebex Contact Center @ W \ /A @ Engaged @ @ .
@ . +1 (412) 288-3782 @ Cisco Al Assistant: Wellbeing break X
= Jessica Marie AT 1 Hold ) Consult C
IVR_Queue_1 - 00:01 W 0001 Hey Rockstar, you are on a rolll Would you
0oll like a wellbeing break to recharge?
Accept | | Decli
@) Michel Litefoot Phone Nurmber +1-408-555-0001 DNIS == ecine
Accept
VR, 1 - 00:01
Quaue, Queue 12 IVR Path IVR_Path1
Queue Name IVR_Queue_1 Alternate Number 00083472385
+1(412) 288-3782 00.08
R : Address 3772 AVE NE Sierra Road, Long Long
- - County, San Francisco, CA 94001, Unit...
gned
= IVR Transcript (9 Contact History  [5) Call Guide
IVR Transcript Lt
Virtual A BELY]
Flight Booking | Confidence: 0.6 HEAD Iz R
Hello, haw may | help you today?
Source Boston
Destination  Seattle Customer 1:14 PM
Hi, | want help in booking a flight from Boston to Seattle on the 22nd of A st.
- Date 22nd of August Ll P ing a flig ugu
Sentiment: 1
Al % 0 @ = Number 2
E— Virtual Agent  1:24 PM
. . ; o
+1 (500) 432-3498 Vi Pighe T —— 1:24 PM Ok, | can definitely help with that. Do you have any special requests?
Service group... | @ 00:10 12:32PM Flight Baoking | Confidence: 1
Source Seattle
Customer  1:17 PM
Destination San Jose
+1 (500) 432-3498 Vi I want to book another flight from Seattle to San Jose on the 29th of August.
Date 29th of August
Service group... | @ 00:10 12:32PM e —
Virtual Agent  1:24 PM
Flight Booking | Confidence: 0.9 23D resaaen
9 +1 (500) 432-3498 Yes, | can book that as well. Any special request for this one?
Service group... | ® 00:10 12:32 PM Source Seattle Flight Booking | Confidence: 1
m Destination San Jose
(oAl Date 29th of August
@ o Service group... | ® 00:10 12:32 PM
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