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Cisco Webex App

ng F ly =

, and features in the Catalyst

Questions?
Use Cisco Webex App to chat e o, | T .. >
with the speaker after the session

Intermediate (596)

Tracks

H OW Networking (220)

Session Type
Breakout (453)

. Find this session in the Cisco Live Mobile App oW 2 oRE

' Click “Join the Discussion” ,

. 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 Untll December 22, 2023 https://ciscolive.ciscoevents.com/ciscolivebot/#BRKCCT-2686
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About me...

And why you care.
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About me...

And why you care.

O.C.D.mmmm) Customer Obsessed
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About me...

And why you care.

Pragmatic mssssss) R.O.I.

%

| | !
')
—
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About me...

And why you care.

- Efficiency driven

- Customer Obsessed

- R.O.L

Cisco L‘V& ./ #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 9



 Introduction
- Next Gen voice architecture

« Voice treatment toolset
- Delivering Outcomes
- Administration Updates

- Conclusion

cisco L{V&/
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Cisco contact center portfolio

Cloud

Webex
Contact Center

" webex

by €1S€O

On-Premises

Contact Center

PR B

cisco é{{/&_/

Digital
interactions
Webex Contact Center (Multi-tenant Cloud) and jou mey
orchestration
Webex Contact Center Enterprise
(Dedicated Instance Cloud)
Artificial
Intelligence
. Workforce
Express: SMB-midsize, up to 400 agents Optimization
Enterprise: Large enterprise, up to 36,000
agents
Analytics and
Insights
#CiscoLiveAPJC BRKCCT-2686 © 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public




Next Gen Voice
Architecture

cisco Li%o/‘/



Why Next Generation?

Faster deployment & expansion / time to market

webex
Contact Center

APPLICATION LAYER

Auto scaling (up & down) / cost effective

\VOICE MEDIA LAYER

3 Additional media services and features

Increased global footprint with Regional Media

cisco M B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 13



Cisco Webex - Legacy POSRTN Architecture
VPOP N

Customer provided
telephony

Webex Calling
Cisco cloud telephony

BYO PSTN

M Endpoints
ANZ Customer I
Site I

cisco L‘V& B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 14



Next Generation - Voice Media Layer

i s~ R ~ Cisco Calling Plans
|m webeX contact Centerl : not in APAC (yet).
Peering SBC |

O RO

webex Calling | 1

APPLICATION LAYER

Service Provider

(o)
VOICE MEDIA LAYER

-|||||-|-
J

Cloud
Connect Partner

Access SBC

Access Network Access Network

On-premise PSTN b

UCM Endpoints

B0

Webex Calling Endpoints

Customer premise

On-premise PST

Customer premise

#CiscoLiveAPJC BRKCCT-2686

cisco L{V&/
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- Also known as Remote Region
or Remote PSTN Region

- Archors media in-region during
IVR and agent call legs

- Records calls in-region

- Forks media to ancillary services

\/OICE MEDIA LAYER
-|||||-|-

- Communicates with Home
region for call routing decisions

\/OICE ACCESS LAYER

RO

- Only has Voice Media Layer and
Voice Access Layer

- Does NOT contain application
layer components

CIsco

BRKCCT-2686 © 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 16



Multiple Voice Media Layers per tenant

webex
Contact Center

[ APPLICATION LAYER ]

VOICE MEDIA LAYER

-_— e s e .

- o - e o o =

|
v N ] ‘I I OICE ACCESS LAYER | | (T - - - =="=

OICE MEDIA LAYER | : @ I 1 | VOICE MEDIA LAYER

I \o——=—=-=-= ! I

I Home Region (AUS) |

OICE ACCESS LAYER I
| OICE ACCESS LAYER

SR Y |+ , e emoem oo o= - |

RGN . 1@
) VOICE MEDIA LAYER N

PSTN Region (EU
gion (EU) PSTN Region (Japan)

<— App Signalling

Q
(@]
m
>
(@]
(@]
m
[9)]
w
5
<
m
Py

RO

Ld/ / PSTN Region (US)
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Worldwide WxCC points of presence

= » s "_ . 5:\‘

@ WxCC App Centre
@ Media (Next Generation)

® wxc
VPOP :
@® WebRTC * Regional media allows the creation of global contact centre
. managed from a single centralised tenant in the home region
C'SCOM / HCiscOLiVeAPJC  BRKCCT-2686 © 2023 Cisco and/or is affiates. All rights reserved. Cisco Public 18



Feature Dependencies on Next Generation Media

- Regional Media for voice access layer

- Virtual Agent capabilities with Google Dialogflow CX:

- Background Noise Removal for Premium agents

- WebRTC (Web Real-Time Communication) support for Agent Desktop

- Experience Manager: Contact centers can understand the voice of
customers with digital surveys and Interactive Voice Response Post Call
surveys (IVR PCS).

Reference link:
https://help.webex.com/en-us/article/560kt8/Next-Generation-media-

platform

cisco M B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 19



https://help.webex.com/en-us/article/560kt8/Next-Generation-media-platform
https://help.webex.com/en-us/article/560kt8/Next-Generation-media-platform

Next Generation Media Roadmap

- Transition to Next Gen for existing customers
- SIP header extraction

- AI/ML/NLP enhancements with new Al Universal Harness
- Multiple NLP engine support

- Agent Assist

- Regional Media for NLP
- Live transcription

- Voice Biometrics

cisco M -/ #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 20



Next Generation Media enables global

deployments, even more flexibility and new

feature velocity

Traffic between points of presence is

carried on the Webex backbone

This is a differentiator, no other CCaaS

provider has this reach or reliability

Position WxCalling as a starting point

CIsco

BRKCCT-2686 © 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 21



Voice toolset
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< c

webex Control Hub

Integrations e ———

I Overview Current cycle agent licence usage Helpful resources

- Integration connectors e |
- Goggle CCAl e |
. Text to Speech (TTS) i R
- Google Dialogflow (GDF)
. Salesforce (SFDC)

Coming soon to APAC: R
. Webex Experience Management |
(WxM) |
WxM Next or Post Interaction Surveys =1

cisco M B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 23



Connectors

Integrations

Connectors | Feature:

Sal

- Configured connectors are available as drop down menus in the flow
editor

- Multiple datasources are supported for different use cases or
artments

No cost from Cisco!
Included in standard agent license

Reference: https://help.webex.com/en-us/article/n2re5jy/Webex-Contact-Center-Documentation
cisco L{{{o//
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Connectors

Integrations

Connectors Features

Salesforc © Custom

- Configured connectors are available as drop down menus in the flow editor
- Multiple datasources are supported for different use cases or departments
- Google services relate to TTS connector (not GDF).

“ Native Cisco TTS is coming!
Watch the What's New/Coming Soon page...

https://help.webex.com/en-us/article/algx3h/What's-New-in-Webex-Contact-Center

Partners the Contact Center Progress Report is now included in the quarterly Cisco Collaboration Roadmap for

Partners...
https://salesconnect.cisco.com/sc/s/learning-activity-detail-standard?ltui _urlRecordld=a0On8c00000Mf2uEAAR

cisco M B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 25


https://help.webex.com/en-us/article/a1gx3h/What's-New-in-Webex-Contact-Center
https://salesconnect.cisco.com/sc/s/learning-activity-detail-standard?ltui__urlRecordId=a0n8c00000Mf2uEAAR

Features

Integrations

consborn_sbot x p——— x J—— x
=D [ rius o D

o e —
== [ rustaoc-: I ==

T O —
== [ s - N D

o .

S— x AMZ TS it S x Mot 12
[ o [ T

- Access to GDF Virtual Agents (BOTs)

GDF services are provisioned and charged via Cisco

cisco L‘V& B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 26



Why?
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The customer experience imperative

Minimize cost

O

Maximize satisfaction

Cisco M./ #CiscoLiveAPJC BRKCCT-2686 © 2023 Cisco and/or its affiliates. All rights reserve isco Public 28



Customer Expectations

Proactive Fast and easy Empathetic
communications self-service human engagement

cisco M . #CiscoLiveAPJC BRKCCT-2686 © 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 29



1 . 3
customers will abandon a brand
after a single negative experience

Source: PWC Study, “Experience is Everything. Here’s how to get it right”

cisco M . #CiscoLiveAPJC BRKCCT-2686 © 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 30


https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf

Scenario 1
Personalisation
and Self-Service

cisco Li%o/‘/



- The all-new Webex
Contact Center

D E M O %Eﬁ Known Customer — Voice
Based Customer Experience

* A known customer or repeat caller
receives a personalised experience




Cisco Cars Ingredients

Personalisation Context Automation

Integrations Integrations

Google

Connectors Features Connectors Features

Active Connectors
e anztsa-WxCC_tts

‘ Q. Search by name

Salesforce
t il scosborn_ebot
* anz-tsa-counci Active Connectors —_—
¢ SalesforceConnector4488 Qh
e ANZ-TSA-AUSE1-suburbs e s
0 Google-TTS « ASEAN_IVR_HTTP_Connector

cisco L{V&/

#CiscoLiveAPJC BRKCCT-2686
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Cisco Cars - Voice Flow Designer

Cis ‘Wabax [ Ean: On oo
Pow B Cort_Bpont L &) )

JrS—— GMEnRow  fRwmFlows  mHep
It
- —
& -
*

8 oo vbion |

] Aot e - — S
& scaen -

Ageni vz

@ seconting cenl — S— =
-
® Liw
- O
s0aa
# Deoug @D sutcsae Vaiaation: o
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Flow Designer - Data

Cisco Webex

Fiow Designer
B screen Pop =2 Main Flow
@ camack

3 queve contact

Q) Get Queve Info

9 Feedback v2

B Queve To Agent

| Escalate Call
Distribution Group

Q| Advanced Queve Info
T setcaller ID

& virtust Agent v2

@ Recording Control
FLOW CONTRGL

it

B sre Request

& condition

=

B HTTP Request

=
= Pame

X End Flow

= percent Allocation

(X} Setvariable

O pusiness Hours

B Debug

Cisco

.&~/

Cisco_Cars_SFDC ~

Draft (T

4 Event Flows © Help

NewPho.
St Flow

Eveat = NewPraneContact (§

Welca,
Play Mezsage

Wekcome message
e sarting
Undsined Ertar

wieico..
®

Py Message
Welcame message
e Hanang

Undefned Eror

Setvari

= Sel Varistle

EncodedNI = f NewShon...

Evur i v

C....
& HTTP Request

- 8 3 APIDL...
o) B Condiion
& mosn
Comition imoskiDt= "} Founaani
[NewPhaneContact AN L . Play Message
. Pisy persanafsed message
e - Faise — =
Falss - e anting B Undefed Exrar
[e— - Unsefned Erors
Undefined Erces
— (O] o oo
Check for CLI has fiaied x) NoANL...
St Variatio |
Error Handing - @
CustomerNianme = N o
Uredetned frror
P a
Undetred Ervars

#CiscoLiveAPJC

BRKCCT-2686

Get_m.
HTTP Aequest

@

Getinfo from mockAR for

© 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public

MainMe. .
Men

Custom s

2 Saes
3 Other
& Bl Transter

[Rsn—

No-Ingut Timeout
Unmatched Entry

Undefined Errar

—

Sat varianie

NewCustamer = True
s Moo ~

Undlefined Emors

Autosave | Save

1 - Book for service 2 - 5.

1 senicsbookng  e—|

L—— e

@ 9

Q) SearchFlow o & =

Custom Lk ~
1 Mawconfrmed  #—
[Epm— ~
Me-input Timeous -
Unmatched Entry —

Undafined Errar

3]

Set variabie

make = Ao on fie

f— ~
Undetied Enors
ol
Sercall.
: () et varable
Gty Saies
F—— ~
Undeined Erors
.
o AN..
Piay Mossage
PP ——
[R— S
Undstioed Eer
Validation: Off
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Flow Designer - Data Connectors

.» SFDC_Dip
HTTP Request Activity Settings

General Settings

Activity Label

SFDC_Dip

Activity Description

Enter a Descri

Cisco Webex
Fiow Designer

) screen pop
@ camack

3 queve contact
Q) Get Queve Info
9 Feedback v2
& Queve To Agent

B escalate Call
Distribution Group

Q| Advanced Queve Info
@ setCaller Ip

D virtwal Agent v2
@ Recording Control
FLOW CONTRGL
it

B oRe Roquest

& condition

&8 GoTo

B HTTP Request
& Case

= Pame

X End Flow

= percent Allocation
(X} Setvariable

@ usiness Hours

Cisco_Cars_SFDC # o (D

@) ecicon

£ Main Flow 4 Event Flows @ Help

NewPho.
St Flow

Eveat = NewPraneContact (§

@ Ve

Ea—
Waicome message

e g ~
Undemned Enar

wieico..
®

Py Message
Welcame message
e Hanang 2

Undefned Eror

EncodedAN = {f NewPbar,

Er i v

Setvarl

) Set Varisble

SFDC_...

B LTe fequest

L g noam
& Coraon

{iNewPhaneContact AN |
Trae

False

Emr Hanaing A

Undefined Errors

— o

Get_m.
HTTP fiequest

Getinfo from mockAR for

Undiefined Errars

> ©

Pty Messags

s Farsing “

CustomerNiame = New or

Unedenes Error
o Hanang

Undefred Erors

#CiscoLiveAPJC

Mot B
P —— —L y Noa

Sot Variabla

Founaam
] Play Message

Play persanaisedt message
[e— &
Undafined Error

'—|—> () Sotva

ror i

Undefined Enors

BRKCCT-2686

SetVariatie

NewCustamar = True

MainMe...
Menu

T - Bok for service 2 - 5.

Q1 Search Flc

@ | HTTP Request Settings

c Use Authenticated Endpoint

w || Connector ©
w § Connector ©

<] ASEAN_IVR_HTTP_Connector
maks

L IMI OAuth Client Credential
U

SalesforceConnector4488

[e—— A
1 semkebooing e—| 1
- SalesforceFetch
a - -
) Snow_Shaurobi_dev77799_v2
: Custl e -
et
[p— =
uns
Hilnpu Timeous -
Unmatohed Entry j
Undefned Errar  AddNew )
. /
—
— @ "f.:jﬁ:_‘;w HTTP Request Headers
- AN s o avalti o m
L 2 KEY VALUE
Undefeed Erroe
(
L‘ i S
C B
Autosave | Save Validation: Of Add New A
L

Content Type

Q. Application/JSON

© 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Flow Designer - Data Connectors

- Request Syntax will vary depending on the datasource

- Trim or encode the calling number variable
e.g. {{NewPhoneContact.ANl|slice(1)}}

- Salesforce e.q.
/services/data/v51.0/query/?q=SELECT+Id,LastName,FirstName,LeadSource,Maili
ngCity,MailingPostalCode+from+Contact+WHERE+Phone="{{ EncodedANI
B +LIMIT+1

Reference:
https://developer.salesforce.com/docs/atlas.en-us.sogl sosl.meta/soqgl sosl/sforce api calls soql select.htm

cisco M B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 38
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Flow Designer - Data Variables

Local (Flow) Variables Global Variables Output Variables
Configurable variables of Custom variables that are defined Store the data captured from
different data types that you can in the Provisioning module and activities.
use throughout the flow. accessible throughout a flow. B e e :
Types: Types: Types:

+  String +  String +  String o

* Integer « Integer « Integer

+  Date Time + Date Time S

+ Boolean + Boolean

*  Decimal «  Decimal Vet e

+ JSON s s
Default Value = YES e
Agent Viewable = YES S SR——

Default Value = YES Agent Editable = YES i

Agent Viewable = YES | Reportable = YES |

Agent Editable = YES Default Value = NO

Reportable = NO max 30 variables per flow Agent Viewable = NO

[ Secure = YES | max 100 variables for reporting Agent Editable = NO

Reportable = NO

cisco M B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 39



.» SFDC_Dip
HTTP Request Activity Settings

Parse Settings

Flow Designer - Data Variables

Content Type

Q. JsoON v
Cisco iebex ratt (3 gt -
Frow Designer Cisco_Cars_SFDC # oun(@ (@) EditOn Output Variable &
B scresnrop DManFow 4 EventFlows  ©Help QL Search Fk Q. CustomerName v
@) camack o
Path Expression @
3] Queue contact NewPho
Stan Fow
@ Gt Quece info Eveat = NewphaneContact () ° $.[0].name
-
& Feedback v2 o #
Setvart
oo S
&) Queve To Agent Setvaritie -
EncodedAN = f NewPhon, un
B escalate Cal ® e -
o e e = Output Variable v}
Distioution Group Waicoma message
@) Advanced Queue info ety - = Q. mockiD v
Unchned Emor gy GELM
> & -
T set caller ID SFDC_.. HTTP Request mak
B 1T Request et nfo from mackAP or i~ = Path Expression @
& vitual agent v2 B 1iriorte-- ]
waico. $.[0].id
@ Recording Control @ Plary Message 1 - Boak for service 2 - 5.
Welcame massage. > 4 :ji?m-' Custom ks - y
FLOW CoNTROL — « L g o 1 secaboon o—|
o Coniion P — .
Undotivd e ® 3 sues —
0 i o ——r . Fiay Mieszage
Piayparsonaised message 3 oer — _
B cac nequest T [ . N ) 2 Output Variable (v]
Fioe S Qe
& condition Erar Handing Undsfined Error
erarvavaing ~ Undetned Erors . o Q. make v
& GoTo Undefined Ervors. He-Input Timeous . oy
B WTTP Request e Unmstohed Eniry = Path Expression @
> [© = Ui rar
® o o $.[0].make
Check for CUI has taied o NeANL
= Emer Hansing A o '—\—> (g Setvan —
i P CustamerNiame = New or 4t Variatia L g teau z
Unditned Eme ewrmar = e Pl Mossage
. — &
X' e Flow PP p———
Undehned Erars feror Hending. - 1
S percent Allocation Undatined Enors ey -
Vet B QOutput Variable G
63 setvarisble
. Q. rego v
[ pusiness Hours #0 ae
P & Debug Autosave | Save Validation: O' Path Expression @
$.[0].rego
%

#CiscoLiveAPJC

BRKCCT-2686
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Flow Designer - Data

Manipulate Data

Through JSONPath syntax the
returned data can be filtered or
manipulated to the customer’s
scenario.

. Get_GDF_Entities x
HTTP Reent Aty Satings

Using Data

The data stored in variables can
be used in the script to make
conditional personalised
interactions.

Common Nodes:

e Set Variable
Play Message
e Case

e Condition
Screen Pop

#CiscoLiveAPJC BRKCCT-2686

Advanced Manipulation

Variable Expression Parser uses
Pebble Templating Engine to
allow you to manipulate data.

* All Pebble expressions
(e.g., split(), join(),
min(),max(), filter, | and
more)

e Variables can be chained
and appended or updated

tx UpdateLocation
St e ey St

Ganaral Sattings

Asvity Labol

© 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 41




Flow Designer - Testing Syntax

o SliceBookTime X
Set Variable Activity Settings
General Settings ~
Activity Label
SliceBookTime Test Expression ): Test Expression
Activity Description Expression Expression
Trim booking time .
{{DropOfi|slice(11,16)}} {{DropOff|slice(11,16)}}
#
4 4
Variable Settings I DropOff DropOff
Variable Enter sample value _ 2023-07-20708:30:00+10:00
Q. propon Result

Result

Variable Value ) .
ek o Tt 0 e the e ) o830 mmm———) -
© setvalue

{{DropOftisiice(11,16)}} ‘
o,
If typing variables in an expression, use this syntax: {{variable]} Close Close Apply Changes

Set To Variable

Activity Output Variables ~

No Activity Output Variables available in this activity.

Reference: https://pebbletemplates.io/

Cisco (A4 . #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 42




Flow Designer - Variable configuration
Global Variables Flow Variables Agent Desktop Display

Through Admin Portal > Created within the Flow Editor > Desktop presentation
Provisioning and are available Global Flow Properties configured in Flow Editor
system wide. _ _

These will soon become persistent Configuration can vary per Flow
Values can be defaulted, across scripts. & Con o eoc

changed via portal or updated via
APl to change call flow
behaviour.

These will soon be migrated to
Control Hub for configuration.

10 is the magic
number

soooo
pgopopooeE®m

cisco M B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 43



Flow Designer - Virtual Agent

Google Dialogflow

Virtual Agent (GDF)

Configured through Control Hub
> Integration > Features and
available as drop list in the Virtual
Agent node.

Try to keep “agents” defined for
their specific task or purpose.

Return a Handled or Escalated
outcome.

Can also be used for Knowledge
or FAQ scenarios and supports
different languages.

GDF ES and CX are supported, but
align the version to your needs.

[ _Jomcin order
o

Eveils @

Training pheases @

PR ———

4 4 4 4 3 % 3 % @ @

#CiscoLiveAPJC BRKCCT-2686

SSML tagging

Use the SSML tagging to
present data in an easy to
understand format.

Order numbers, dates, speed of
information can be managed to
make it user friendly.

Text-to-Speech Message

<speak>The system is showing your order number
<say-as interpret-as="verbatim">{{Order}}</say-
as> has a status of {{OrderStatus}}. The order date
was <say-as interpret-as="date"
format="yyyymmdd" detail="1">{{OrderDate}}</say-
as>. The expected shipping date is <say-as
interpret-as="date" format="yyyymmdd" detail="1">

{{ShipDate}}</say-as>.

</speak> Ql

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

© 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 44



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

Flow Designer - Google Dialogflow

@ 2o o - BOOKING

scoshom-WxCC-EBOT -

_ e N
Intents +

Entities
Q

Contexts @ v

Training phrases @ ~
Knowledge
A Templae phrazes are ill e i in training time. More details here.
Fulfilment
Wihen a user says something similar to a training phease, Dislogfiow matches it ta the intent. You don't have to create an exhaustive list. Dialogfiow wil fill out the list with simillr expressions. To extract parameter values, use annotations with avallable system of custom entity types.
Integrations.
"
Training
Validation P Can | boak my vehicle n for servicing at Clavel n Thursdy
History P9 Can you make a service booking for next Menday at Kensington
Analytics. P 1 want 1o book my car n for
9 Can | get my car booked in for  service 2t BafG8Sa on Friday 7
Prebuilt Agents.
Small Talk
Action and parameters ~
> Docst
Trial P
Free
P . Py 2 °
Dialogfiow CX 1 °
Lacation (@Location SLecation Define prompt:
@ supponz
date (@sys.date Sdate Define prompt:
Account
time time e
Logout

Reference: https://dialogflow.cloud.google.com/

Cisco (A4 . #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 45




Flow Designer - Agent Experience

Event Flows

Screenpop

Second tab in Flow Designer has
event nodes to trigger workflows
on call events.

TechSummit

“mainFiow [ 4 Event Flows ‘ © Hetp

When a live call is
disconnected, all <

participants are

removed.

e —l

Voice Post call o_____
Survey ——

Screen-pops within
Desktop

Callback Retry

Customise
Outdlial ANl #-=--=

Eret < ol

Global Error Handler
when Error path is not
linked

Screenpop from the Agent
Answered event to present the
customer record CRM to the
agent.

Make conditional based on
attached variable data to present
different or multiple platforms.

Can be embedded or external.

(o St ni1

#CiscoLiveAPJC BRKCCT-2686

Data Management

Variables that are updated can
be written to source system.

*  PhoneContactEnded or
AgentDisconnected events

*  Use conditions to manage
updates

Generai Settings

Document link
to WxConnect

© 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 46




Use data to contextualise the interaction,

multiple connectors are available

Be proactive and automate where possible

Use digital to continue a journey
Don’t forget the agent experience

Start small, but start

Cisco BRKCCT-2686 © 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 47



Scenario 2
Automation and
Digital Adoption
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Danny O'COnner d Male é 41 years 9 Sunshine Coast
EXPANDING BUSINESS OWNER

SCENARIO

Danny’s got COVID and is working while in isolation. He can see in the portal that the new 428 Loader he bought is due for delivery
this week. He might still be in iso, and the mobile phone reception here is terrible, he wants to make sure the delivery and handover
goes smoothly.

JOURNEY - Part 1: DANNY CALLS TO CHECK ON THE DELIVERY

Danny uses the landline to call in to check on the delivery time, he’ll need to make sure someone else is there to cover him. As he is calling from an
unrecognised number the system, doesn’t know who he is. He uses the open speech menu to ask about his order, and the system authenticates him, before
informing him the unit is in transit and due for delivery on Wednesday. He will need to speak to his “legend” Ron in the Sunshine Coast Branch to sort out the
handover. The system offers him the option to patch him straight through to Ron’s mobile.

JOURNEY - Part 2: OH NO!!! THIS NEVER HAPPENS

Danny’s in the office, when one of his site managers calls to report the 428 Loader has shut down with a CID 110-03 warning code. He calls Ron’s mobile, but it is
out of range. This is terrible, he needs that machine running to finish the job this week or things go very bad. He calls the service line. The system recognises
him and already knows that the loader has an alarm. He is offered the option to connect directly to an Earthmoving specialist.

The expert sends Danny the Error Code manual for his loader and advises that his coolant temperature is above normal. He sets up a Webex meeting to show
Danny the video of what causes this alarm, how to safely clear it to keep operating until the mechanic can attend.

I buy Cisco because it’s the right equipment to
represent my business.
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Machinery Ingredients

Personalisation

X
IS} Collect...
Collect Digits
Collect 8 digit order number
§ & Opens.. ling A
5 virtual Agent .
t Timeout <
GDF BOT for open speech...
1ed Entry <
Qutcomes ~
Handled »
Escalated 5

cisco L{V&/

Adoption

o SendShippingSMS X

HTTP Request Activity Seltings

General Settings

Activity Label

SendShippingSMS

Activity Description
Send shipping detalls via SMS

Use Services - Webex CC Development service >
WebexText (Flow Id:1935)

#CiscoLiveAPJC BRKCCT-2686

© 2023

Context

ovoar022

R
s

=
i
orgn
name

crore
‘Stipement Detais [

channsType
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Flow Designer - Google Dialogflow

Essentials

‘ Dialogflow . % Fulfillment

anz-tsa-localcouncil + 3%

e} Webhook DISABLED »

Your web service will receive a POST request from Dialogflow in the form of the response to a user query matched by intents with webhook enabled. Be sure that your web service meets all the webhook requirements specific to the AP| version enabled in this agent
=1 intents £

Inline Editor (Powered by Google Cloud Functions) ENABLED @)

Build and manage fulfillment directly in Dialogflow via Cloud Functions. Doc
&  Fulfillment
@ Newly created cloud functions now use Node.js 10 as runtime engine. Check migration guide for more detalls.

Vandation

© Hisory zie N ok x

hm

L] Analytics 1 // See https://github.com/dialogflow/dialogflow-fulfillment-nodejs -
// for Dialogflow fulfillment library docs, samples, and to report issues

‘use strict'; ‘

> DocsZ 8
5 const functions = require('firebase-functions');
Trial & const {WebhookClient} = require('dialogflow-fulfillment');
Froe 7 const {Card, Suggestion} = require(’dialogflow-fulfillment');
. 9 // Define Global Context Constants.
Dialogflow CX "¢ 1@ const SESSION_PROPS = 'sessionprops’;

@ Ssupport
[Z] Account

(") Logout

11 const DEF_CTX_LIFESPAN = 99;

// Remove extraneous session path components to work with WxCC and Dialogflow Console.

// sessionPath - The session path.
15 const sessionPathRegex = /\/locations\/[*/1+/;

execution logs in the Google C

Last deployed on 03/07/2023 00:53

DEPLOY

Reference: https://github.com/dialogflow/dialogflow-fulfillment-nodejs
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Flow Designer - Virtual Agent
Collect Digits Webhook to SMS Write JDS event

Configured through Flow editor. Send information to WxConnect Default events do not include
webhook to send SMS. outcomes. Write key events.

Collect identifiers to source info

from business systems. Payload can include all necessary Get token early in script and use a
info or identifiers for WxConnect variable to simplify use. J¢¥

Numeric (DTMF) is still king. to source info in its flow execution. s[t] @ a

Duplicate is your friend.

4 SendastippegsNS

& CollectOndrbium
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Collect info to understand context if data

isn’t available
Use multiple data sources

Use AI/BOTS when appropriate

Provide visibility of key events by writing

automated or outcome events to CJDS

Cisco
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Scenario 3
Proactive
Engagement
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o\%\j Digital-first

Delightful customer experiences

U Webex Contact Centre |
Intelligent
ServiceNow Integration Super Agents

%{D Contextual
Customer experience management

Flexible

Customizable platform

Collaborative

Contact Centre
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SNOW Ingredients

Personalisation

|||||||

Context

#CiscoLiveAPJC

BRKCCT-2686

Adoption
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Flow Designer - SNOW Connector

FIOW nOdeS Q search Flow cw [« CheckP1 b%4

<<
HTTP Request Activity Settings

General Settings ~

Activity Label

The HTTP Request node is used Checke1
to source data from ServiceNow. _—_—.

Check SNOW for open P1 incidents

® Welco... -—
Play Message Yz
NewPho...
it o Welcome message
Event = NewPhoneContact (48 Error Handing v
HTTP Request Settings ~
= () Use Authenticated Endpoint
| CheckP1 ]
| (20 HrTe Request m Connector @
‘ Check SNOW for open P1 ... ‘ Q. snow_Shaurobi_dev77799_v2 v

Request Path ©

|: Current... api/now/table/incident
& Condition

—
{{SNOW_PI_INC != "} Method
Q GET =
True
False — Query Parameters
- - Key VALUE
Undefined Errors .
priority 3 8
state 1 O
( AddNew )
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Flow Designer - SNOW Connector

Flow nodes e

o CheckP1 X
HTTP Request Activity Settings
General Settings ~

Activity Label

The HTTP Request node is used creckpt
to source data from ServiceNow. _—_—.

Check SNOW for open P1 incidents

o
A connector is selected for the vowero. | Vi i

service query. Even = NownoneGontct B

HTTP Request Settings N

() Use Authenticated Endpoint

CheckP1
| 21 e Request Connector @
| Check SNOW for open P1 ... ‘ Q. Snow_shaurobi_dev77799_v2 v

Request Path ©

|: Current... api/now/table/incident
& Condition

—
{{SNOW_PI_INC != "} Method
Q GET =
True
False — Query Parameters
e . KEY; VALUE
Undefined Errors .
priority 3 8
state 1 O
( AddNew )
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Flow Designer - SNOW Connector

Flow nodes

The HTTP Request node is used
to source data from ServiceNow.

A connector is selected for the
service query.

The Request Path and Query

Parameters are defined to select
the required data from the API.

cisco L{V&/

Q Search Flow ‘cw x

@ Welco...
Play Message
NewPho...
iy Welcome message

Event = NewPhoneContact (4§

CheckP1

| B>
| HTTP Request

Check SNOW for open P1 ...

; "‘ Current...
Condition ?

{{SNOW_PI_INC != ")

True

1

False

1

Error Handiing A

Undefined Errors

Reference:

https://developer.servicenow.com/dev.do#!/reference/api/sandiego/rest/c_TableAPl#table-GET

CheckP1

HTTP Request Activity Settings

<<

General Settings

Activity Label

CheckP1

Activity Description
Check SNOW for open P1 incidents

HTTP Request Settings
() Use Authenticated Endpoint

Connector @

Q_ Snow_Shaurobi_dev77799_v2

Request Path ©

api/now/table/incident

Nremoa
Q GET

Query Parameters

KEY VALUE
priority 1
state 1

( AddNew )

#CiscoLiveAPJC BRKCCT-2686
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Flow Designer - SNOW Connector

FIOW nOd eS &) Bl -] - - B X

Content Type

Q. Application/JSON v

Request Body

The HTTP Request node is used
to source data from ServiceNow.

MewPho... ) ::‘ﬁ‘o".”“ﬂ‘ Response Timeout @ 2000 milliseconds
H éml:’::v:::ns(.‘ﬂmacl ¢ mw:aww Number of retries © 1
A connector is selected for the
service query. ?r P— .
| e st e :

The Request Path and Query — I o
Parameters are defined to select > @ o ] e soweine . b
the required data from the API. et e
Returned data is Parsed and . o e
mapped to Flow Variables. R
$.result|0).short_description
Output Varisble [v]
Path Expression O
$.result0].parent_incident.ink
& —
iEmergencyi} ' '
e . Activity Output Veriables ~

CheckP1 hitpResponseHeaders
. / Ungennea Encrs
cisco M B #CiscoLiveAPJC BRKCCT-2686 ©® 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public 61



Flow Designer - Decisioning

Flow nodes

The HTTP Request node is used

to source data from ServiceNow.

A connector is selected for the
service query.

The Request Path and Query
Parameters are defined to select
the required data from the API.

Returned data is Parsed and
mapped to Flow Variables.

Condition and Case nodes are

used to conditionally route the
contact based on the data.

cisco L{{/&/

Start Flow

Event = NewPhoneContact (4

| NewPho...

#CiscoLiveAPJC

? Play Message

Q) Search Flow lem &

® Welco...

Weicome message
Error Handling ~

Undefined Error

CheckP1
HTTP Request

<

Check SNOW for open PT ...

— 4
L Current...

Pl
& Condition

{{SNOW_PI_INC != "}

Error Handling ~

Undefined Errors

True -

s, CurrentP1 X

Condition Activity Settings
General Settings ~

Activity Label

CurrentP1

Activity Description
Check SNOW_P1_INC variable

Expression ~

Write an expression for the activity to evaluate as True or False.
The syntax supports a variety of functions and math. Learn More

{{SNOW_P1_INC = ™"}

False =

@,
The following are supported symbols: ==, =, <, >, <=, >=, +, -, %, [ If typing
variables in an expression, use this syntax: {{ variable }}
Activity Qutput Variables ~

No Activity Output Variables available in this activity.
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Flow Designer - Digital Engagement

Flow nodes

The HTTP Request node is used
to source data from ServiceNow.

A connector is selected for the
service query.

The Request Path and Query
Parameters are defined to select
the required data from the API.

Returned data is Parsed and
mapped to Flow Variables.

Condition and Case nodes are

used to conditionally route the
contact based on the data.

The HTTP Request node is used
to send link via SMS

cisco Ld{a/./

#CiscoLiveAPJC

BRKCCT-2686

Q) Search Flow cn

o SMS_PiLink_1nl x

HTTP Request Activily Sellings

General Settings

&
i

Detvers fink.

SMS_P...

P Raquest

o P incident T

Activity Label

SMS_P1Link_1n!

Aetivity Deseription
Delivers link to P1 incicent via SMS

P
HTTP Request Settings. ~
Use Authenticated Endpoint
Request URL O
https://hooks.au webexconnect.io/events/Y3W4BYYN3T
Method
HTT]
() Sevar. o w1 o posT v
Set Variabia
SNOW. AN = f{NewPnans... Query Parameters
o bt
KEY VALUE
Undefined Errors.
| Add New ‘.‘
HTTP Request Headers
KEY VALUE
( Add New )
NoCLL... s News /
Play Message
Content T)
for CLI has faked It onent tee
wog - - Q. Application/JSON v
inest Erar
ndl  Request Body
s {
"number": *[{NewPhoneContact ANIlslice(T)}1",
"text”: "The link to Incident {(SNOW_P1_INCI},
description ({SNOW_P1_Desc)} is {SNOW_P1_Link]}*
1
@,
Response Timeout © 2000 milliseconds

© 2023 Cisco and/or its affiliates. All rights reserved. Cisco Public

Number of retries © 1

63




Cisco

Multiple connectors can be used depending

on the type of query

Use data to provide context and automate

proactively informing callers

Encourage self-service on digital channels

by making it easy for the user to adopt

Start small, but start
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Administration
Updates
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Flow Designer - New Stuff

Edit Mode

Can be used to safely review
script without the risk of
changes.

The configuration pane will be
“greyed out” with Edit: Off

Only one administrator can be in
edit mode on a flow.

Edit mode will time out and
revert on inactivity.

Cisco Webax & Do ) Edgiton
mer emern
.

T GMainFow 4 EwentFlows S Hep

Search

Find references to specific
keywords anywhere in the flow.

Encompasses node names,
descriptions and configuration
info.

Results hyperlink to node.

#CiscoLiveAPJC BRKCCT-2686

Debug

Trace call flows and node
outcomes.

Reference:
https://app.vidcast.io/share/4a9d3514-28e4-4dc4-b044-
93acbbdd63d3
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Flow Designer - New Stuff
versioning

< Channels
[13 »
The “Revert” button no longer EP-Cars-IVA
0 Contact Centre
eXIStS ID: B6cB74ae-de5c-4255-853e-531b7e7ac5c8 - Last Modified: November 03, 2023 15:35 pm
Replaced by versioning which Entry point E—
. Channels
has Dev, Test, Live and Latest o _
Quews Description Voice EP for GDF Cars IVA
tags. R
Audio nromets Channel type *
Entry Points now have a Version , You can access fallwing ink o sea which athe anifs a refaranced.
Label associated with the flow. —
Entry point settings Service level treshold @ * 60 Seconds
Businass hours oni) Australia/Sydney V
Routing flow Cars_Export v
Version label L e V]
Music on Hold Q search
Outdial AN Dev
Latest
Support number Live
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Flow Designer - New Stuff

Versioning

The “Revert” button no longer

eXl StS o Version History
Active Versions: ~
Replaced by versioning which pums v vson s ustone ronusnor
Draft scosborn@apjctsad...  M/A

has Dev, Test, Live and Latest
ta g S ) 11/08/2023 09:55:55 AM 150 “ @ scosborn@apjetsad...  Publishing DEV version for C

11/02/2023 07:28:56 AM 148 i@api Removed

Entry Points now have a Version
Label associated with the flow.

Other Versions ~

), Enter keyword to search: version number, tags, published by, publish note, date.

. . . PUBLISH TIME VERSION TAGS LAST EDIT BY PUBLISH NOTE
A by clicking
CceSS Ve rSl o n S C IC I n O n 11/03/2023 1216:30 PM. 149 shaurobi@apjctsad...  Testing collect digits functions.
he Draft button.

t e ra u on 11/01/2023 13:47:32 PM 147 i i Added a new
10/31/2023 14:24:34 PM 146 scosborn@apjctsad...  Changad screen-pop to exte..
10/31/2023 132430 PM 145 scosborn@apjctsad...  Reverting to version with M...
10/26/2023 13:01:01 PM 144 anztsawxce@gmail....  Reverted demo changes
10/26/2023 12:52:20 PM 143 anztsswnce@gmail....  demo

Cancel
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Flow Designer - New Stuff

Versioning

The “Revert” button no longer

eXl StS Version History
’ Active Versions A~

Replaced by Ve rsioning WhiCh PUBLISH TIME VERSION TAGS LAST EDIT BY PUBLISH NOTE
has Dev, Test, Live and Latest ot Gt W
ta g S ) 11/08/2023 09:55:55 AM 150 “ @ scosborn@apjetsad...  Publishing DEV version for C

1111212023 07:28:56 AM 148 shaurobi@apictsad...  Removed previous dermo note
Entry Points now have a Version —— -
Label associated with the flow.

() Enter keyword to search: version number, tags, published by, publish note, date_

Access versions by clicking on ST N R
the Draft button.

11/01/2023 13:47:32 PM 147 i i Added a new voic
M a i nta i nS th e m ost rece nt 1 0 0 10/31/2023 14:24:34 PM. 146 scosborn@apjctsad...  Changed screen-pop to exte...
Ve rs io ns of th e SC ri pt . 10/31/2023 13:24:30 PM. 145 scosborn@apjctsad...  Reverting to version with M...

10/26/2023 13:01:01 PM. 144 anztsawncc@gmail....  Reverted demo changes

10/26/2023 1252:20 PM. 143 anztsawncc@gmail....  demo

Cancel
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Flow Designer - New Stuff

Versioning

The “Revert” button no longer

eXl StS . Version History

Active Versions ~
Replaced by Ve rsioning WhiCh PUBLISH TIME VERSION TAGS LAST EDIT BY PUBLISH NOTE
has Dev, Test, Live and Latest s A
ta g S. 11/08/2023 0955.55 AM 150 [ Latest ] scosborm@spictsad...  Publishing DEV version for C...

11/02/2023 07:28:56 AM 148 shaurobi@apjctsad...  Removed previous demo note
Entry Points now have a Version S .
Label associated with the flow. =

mockapi -]

Access versions by clicking on “ ""“ M"ﬂ_
the Draft button. ‘ -
Maintains the most recent 1 00 07/03/2023 12:47:28 PM 104 scosborn@apjetsad...  Change mockapi to 61ad71

versions of the script.

Cancel

Search function can be used to
refine results based on the notes

Reference: https://app.vidcast.io/share/ddc78795-5f95-445b-a1f4-51673959113
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Flow Designer - New Stuff
New Call Handling Nodes

& Feedback v2 |:> Use with new surveys feature
‘%B Queue To Agent

‘%B Escalate Call

Distribution Group

Q Advanced Queue Info Use with skills based routing

@ Set Caller ID
Use with Dialogflow CX

& Virtual Agent V2

© Recording Control Opt in or out of recording

44
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Flow Designer - New Stuff
New Call Handling Nodes

Q. search Flow (o ) CallbackFailed *
FLOW CONTROL ~ Event Settings
Q AgentO... Event Details a
B wait | Event Handler
Event = AgentOffered Event ©

CallbackFailed

Q BRE Request

Event Description

) » Callbac... 1
Event Handler T The CallbackFailed event is triggered when a courtesy callback fails. This event is

628 Condition available if Callback activity s used in the Main Flow
Event = CallbackFalled

Recommended Event Flow

od GoTo

of the queucing

</> HTTP Request

= Event Handler Event Output Variables ~

oo, PreDial
Event = PreDial

°‘g Case

CallbackFailed.agentid CallbackFailed.queueld

u=3n Parse CallbackFalled.reason CallbackFalled.reasonCode
X End Flow

Distribute calls across targets

Percent Allocation

(X) Set Variable

Conditional control of the call treatment

Business Hours n

CISCOL{{/&/ Reference: https://app.vidcast.io/playlists/f1c3647a-9196-400f-a337-3a3db4d7a053
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Flow Designer - Import/Export
Design once and reuse it

alialn Routing ~  Flows  Resources ~
cisco
Flows C » v A > Scott- Cisco > Documents » 2 Junk > Import Test v O Search import Test »
m Organise = New folder = a @
> Documents Name Status Date modified Type Size
I > 1 Documents - £ NewQueueTemplate{target) json e} 6/11/2023 1158 AM  JSON File 7248
> IR Pictures VoiceDema,Basic (Exportljson e} 6/11/2023 1153 A JSON File 35KB

Name

VoiceDemo_Basic

Import validates format and datal!
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Flow Designer - Import steps
Source the data

Access the source system and
identify the connectors in use.
Export the script.

Access the target system and
create/copy a basic script with
the same type of connectors

Export the script. |:> = py e
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Flow Designer - Import steps
Make it readable

Open both files in text editor
(Notepad++)

Use https://jsonformatter.org/ to
beautify them

Before (redacted)
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Flow Designer - Import steps
Replace the ordld

Open both files in text editor

(Notepad++)
Use https://jsonformatter.org/ to {
beautify them "orgld": "b604d617-b274-4755- |G
“version": o,

. . "id": "64759a381b5526288e4b34f2",
_Update t_he orgld" with "FlowType": "FLOW", ‘
|nformat|on from the target "name": "VoiceDemo_Import" ,
system

1 occurrence at the start of file
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Flow Designer - Import steps

Source the connector

Open both files in text editor
(Notepad++)

[ D = e e ——

Lt

Use https://jsonformatter.org/ to

beautify them ]
Update the "orgld" with : i wage”

information from the target = o
system - e -

In the source file, find the TTS |:> o

connector id. Hint: search a node AR i an etcone to Ciseo b concace carce.

name !
(e.g.PlayWelcomeMessage) '
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Flow Designer - Import steps

Replace the connector

Open both files in text editor

(Notepad++)
w3 Wlnow2 o3 Blnows () = voiosOamo_Basic tiest) san £3 BB NowGusus Tompisss(tergen) json L3
}
Use https://jsonformatter.org/ to 952-03a0-1945-90T-d9369460578b, .
bea utlfy th em lee-72eb-4a0c-bdc Firc et

ctor; "776aae05-eef1-4414-beh

-AU-Wavenet-C",

Update the "orgld" with
information from the target

SyStem 3c7£79e48057e3cdTebd", -
lee-T2eb-4a0c-b9dd-4£f71e05¢c%ade™, 4
": "WelcomeMessage",
null,
In the source file, find the TTS

"voiéaLanguaqé:typa" : null,
uestTimestamp":

“connector” id, search a node

name o
type": "tts",
(e_g_PlayWelcomeMessage) op;i;r:snelv.unf- to the Webex Contact Centre demo. Please choose from one of the following
}
]

In the target file, find/replace the
TTS “connector” id.

Multiple occurrences for each node that
uses the connector (Find/Replace)
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Flow Designer - Import steps

Import the configuration

Open both files in text editor
(Notepad++)

Use https://jsonformatter.org/ to
beautify them

Update the "orgld" with
information from the target
system

In the source file, find the TTS
“connector” id, search a node
name
(e.g.PlayWelcomeMessage)

In the target file, find/replace the
TTS “connector” id. I:>| :

Save and import your file
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Flow Designer - Import steps

Validate configuration

Open both files in text editor g =
(Notepad++) o

Use https://jsonformatter.org/ to
beautify them

Update the "orgld" with
information from the target
system

In the source file, find the TTS
“connector” id, search a node
name
(e.g.PlayWelcomeMessage)

In the target file, find/replace the

TTS “connector” id. Merged Validate to isolate and fix other
Save and import your file |:> configuration identifier configuration
Validate
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The customer experience imperative

Minimize cost

O

Maximize satisfaction
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Customer Experience Basic and Essentials

Webex Customer Experience

— Basic — — Essentials — — Standard & Premium —~

%Webex Suite/Webex Calling %Webex Suite/Webex Calling Q Webex Contact Center
Voice queues Webex Customer Experience Basic + Omnichannel
Skills-based routing Supervisor experience Agent & Supervisor desktop app
Multi-line Agent Screen pops \ A'_ Ca??"'t'els |
t t rt t
Multi Call window Operational reports wtomation , virlial agents
o . Customer journey data
Audio intelligence Voice at launch, Robust reporting & analytics
Call queue analytics Omnichannel (H2 CY24)
Webex Calling Professional License
\_ J /L J
Included in Webex Suite via A-FLEX-3 Coming soon! Available now via A-FLEX-3-CC
Webex Platform

Security, Al, Manageability, Sustainability
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Customer Experience Essentials and Agents
Better together

Cloud Contact Centre Remote Site
Q
0 webex
WS Routing
C\Q Automated Intelligence
O 75@3?0 ANESN
Digital LeZd &b mlh b
Channels — |
)
Agents

_______________________________

Head Office
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Benefits

& Customer Experience

<

Extended Reach

<

Reporting Visibility

<

Reduced Licensing SSS

cisco L{{@/

A\V4

A\V4

#CiscoLiveAPJC

Employee Experience

Work From Anywhere

Administration Simplicity

Increased Revenue SSSS
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CIsco

Tools are being simplified and consolidated
into Control Hub as a central location for all

configuration.

Lots of features and functions are being
released. Watch the partner spaces for

updates.

Configuration is reusable, build a library of

assets and reuse them.

We have the tools to change the business

Start small, but start
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Customer Engagement sessions at Cisco Live

Webex CE Architecture Overview Shaun Robinson
BRKCCT-1685 Tuesday 2pm
Next-gen Voice Automation Scott Osborne
BRKCCT-2686 Wednesday 8:30am
Digital Interaction Automation Avinab Nanda
BRKCCT-2687 Wednesday 1pm
Agent Desktop Best Practices Prasanna Arjunan
BRKCCT-2690 Wednesday 2:40pm
Journey Data Services Rue Green
BRKCCT-2029 Wednesday 4pm
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cisco Lz/&/

Did you know?

You can have a
one-on-one session with
a technical expert!

Visit Meet the Expert in The HUB

to meet, greet, whiteboard & gain
insights about your unigue questions
with the best of the best.

Meet the Expert Opening Hours:

Tuesday 3:00pm - 7:00pm
Wednesday 11:15am - 7:00pm
Thursday 9:30am - 4:00pm
Friday 10:30am - 1:30pm



Session Surveys

We would love to know your feedback on this session!

- Complete a minimum of four session surveys and the overall event surveys to claim
a Cisco Live T-Shirt
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- Visit the Cisco Showcase for
related demos

- Book your one-on-one
Meet the Expert meeting

- Attend the interactive education
with DevNet, Capture the Flag,
and Walk-in Labs

Continue
your education . Visit the On-Demand Library

for more sessions at
www.Ciscolive.com/on-demand
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http://www.ciscolive.com/on-demand

afran]e _ _
CcISCO The bridge to possible

Thank you
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