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Enter your personal notes here

Cisco Webex App 

5BRKCCT-2687

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

Find this session in the Cisco Live Mobile App

Click “Join the Discussion”

Install the Webex App or go directly to the Webex space

Enter messages/questions in the Webex space

How

Webex spaces will be moderated 
by the speaker until December 22, 2023.
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https://ciscolive.ciscoevents.com/ciscolivebot/#BRKCCT-2687
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Why are we here today???
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COMMUNICATION
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Are you reaching out to customers on their desired channel?
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8%80%

of businesses believe they 
deliver a superior experience...

of their customers 
agreed

Source: Bain & Company
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Are your communications automated?
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How do you simplify the complexity in creating a delightful 
customer experience…

CRM & case management

Fraud management

Order management

Contact center

Commerce platform

Billing platform

Transaction processing

Complex 

communication 

integration

No single point 

of orchestration 

between 

channels

Poor CX

Fragmentation 

of channels 

& consumer 

journeys

Lack of 

inbound / 

outbound 

control

Lack of scale

Core 
business 
systems

Channels

We help simplify the complexity in creating a delightful customer experience…

BRKCCT-2687
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Webex Connect: A single, centralized cloud communications 
platform helps simplify the complexity

Core 
business 
systems

Channels

Cloud Communications 
Platform (CPaaS)

BRKCCT-2687
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Capabilities across the CX spectrum

Keep customers 
informed with 

alerts and notifications

Communications (one way)

Deliver connected experiences 
and extend support when

customers need help

Conversations (two way)

Create richer experiences
across interactions 

and channels

Journeys

V
a
lu

e

• Channel 

management

• Simple conditional 

logic

• Consent 

management

• Preference 

management

• Social hours

• Batch/real-time

• Channel fallback

• Flow builder

• Inbound integration

• Conversational automation

• Bot builder

• Agent handover

• NLP/NLU

• Prebuilt integrations

• Contextual channel 

switching

• Flow management

• Flow analytics 

• Custom nodes

• End-to end fulfillment

• Advanced conditional logic

• Data persistence

• Data transformation

• Customer profile 

management

Enterprise CPaaS

Developer-only CPaaS

BRKCCT-2687
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Gartner Magic Quadrant have recognized CISCO as a Visionary in 
CPaaS Industry

Strengths

•Webex Connect has a good visual builder, viewed favorably by its customer 

base, for defining business use cases like campaign marketing, customer 

conversations and e-commerce.

•The solution offers a rich set of APIs across a broad base of cloud applications, 

spanning contact centers, CRM and campaign marketing. 

•The offering supports a wide variety of channels, spanning voice, video, email 

and messaging apps (including Tier 1 messaging aggregation). In addition, it 

has experience enabling customers’ success across all these channels as well.

BRKCCT-2687



© 2023  Cisco and/or its affiliates. All rights reserved.   Cisco Public© 2023  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLiveAPJC 18

Automate customer journeys end-to-end

The flow of data

Integrations setup & 
management

Business logic & flow 
orchestration

The process

NLP, NLU & AI powered 
conversation automation

The conversation

Communication 
channel management

Across 16+ channels

BRKCCT-2687
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Management
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Integration Expectation

Reducing overall integration 

effort across different 

interactions.

Easy interoperability 

with existing systems 

and applications.

Trigger customer interactions 

based on data or actions in 

business systems.

Flexibility in creating 

bi-directional integrations 

across different technologies 

and formats.
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Let’s Experience Live Integration

BRKCCT-2687
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Seamlessly integrate with your existing systems and applications

22

Scheduling and automation

Trigger one-off or recurring communication flows 

based on data uploaded in a file without requiring 

any re-engineering. 

Flexible integration options

Integrate over multiple interfaces REST/SOAP APIs, 

Webhooks, secure FTP and message queues. 

Consume events via webhooks. Parse and transform 

data from JSON or XML.

Integrate once and reuse across interactions

Reduce coding effort by configuring and managing 

integrations centrally and using them across different 

flows with ease.

Leverage existing systems and data

Use information and actions/events in disparate 

business systems to trigger communication flows.

BRKCCT-2687
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Unlock powerful automation with inbound and outbound integrations

Use outbound webhooks, custom 

or HTTP nodes, message queues 

and inbuilt integrations to 

communicate with business 

systems.

Configure event scheduler 

to trigger Webex Connect flows by 

uploading files in 

various formats.

Use inbound webhooks

custom events and inbuilt 

integrations to stream business 

events.

Configure data feeds 

from Webex Connect flows 

to your downstream processing 

systems​.

Outbound

Inbound

Batch Real time
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Configure custom integrations and reuse across interactions

Outbound

• Integrate with proprietary or third-party systems 

and make them available as reusable integrations.

• Reduce redundant integration effort by setting up 

REST / SOAP API as a custom integration. 

• Field validations and response data processing 

are handled inline without additional code.

BRKCCT-2687
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Record custom data feeds during each flow run

Compliance: User consent acquired via channels is shipped 

periodically to audit system.

Downstream processing: Customer responses to 

communications is submitted periodically to billing system for 

further processing.

Analytics: Customer responses to surveys 

is recorded and analyzed in business intelligence tools.

BRKCCT-2687



Business Logic & Flow 
Orchestration
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Business logic and journey orchestration expectations

27

Understand and optimize 

customer journey 

performance 

at every step

Orchestration ability to quickly 

automate communication

processes and journeys

Prebuilt modules to easily 

configure custom logic and 

multiple system integrations

Agility to respond to changing 

business requirements by 

iterating and launching new 

journeys

BRKCCT-2687
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Webex Connect Flow Builder

28BRKCCT-2687
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Capabilities across the customer journey 

29

Parse Payload & Extract 
Key ParametersReceive Business System 

Event

Integration Business logic

Integration

Anatomy of a 

representative proactive 

customer journey

Lookup Consent, Channel 
Preference, Contact 

Frequency & Social Hours

Business logic

Select Template & 
Construct Message

Business logic

Send Message

Channel management

Receive Customer 
Response

Channel management

Validate Response & 
Identify Intent

Business logic

Fulfil Customer Request

Integration

Send confirmation

Channel management

BRKCCT-2687

Fetch Additional 
Information
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Rapidly build interactive journeys with a low-code flow builder

30

• Drag-and-drop pre-built nodes onto the canvas​

• Connect nodes to create a logical sequence​

• Create multi-level flows using conditional branching

• Add your own code to implement custom logic

• Reuse flows across different journeys

BRKCCT-2687
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Building blocks to quickly configure business logic

31

Custom business logic

Add custom code using the Evaluate 

node.

Social Hour node

Configure working hours for your 

business, holidays, special days, and set 

exceptions.

Variables

Store information and share 

between flow nodes using variables.

Database

Read or write contextual information in a 

database.

HTTP node

Make HTTP requests to external API 

services and process the response.

Multi-factor authentication

Generate and validate one-time 

passwords using OTP nodes.

BRKCCT-2687
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Launch and run in a serverless environment

32

• Configure flow outcomes and set up logging 

• Trigger flow execution using rules, event scheduler, or APIs

• Test and deploy flows with a single click​

• Deploy flows in a serverless environment

• Identify issues by querying transaction logs from the debug 

console

• Troubleshoot flows using detailed execution logs ​

BRKCCT-2687
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Collaborate and iterate easily

33

• Make changes to draft versions without 

impacting live flows

• Maintain history of every change made to a flow

• Rollback to any of the previous flow versions

• Annotate and share flows with other users​

BRKCCT-2687



NLP, NLU & AI 
Powered 
Conversational 
Automation
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Pre-defined message templates expectations

35

Cater to a wide spectrum of 

natural language interactions 

with varying conversation 

complexity.

Access to best-in-class 

NLP and NLU capabilities to 

power conversational 

customer interactions.

Self-service automation 

that also offers a seamless 

escalation path.

Accelerate the development, 

deployment, testing, and 

training of conversational bots.

BRKCCT-2687
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Let’s Experience a Bot Demo

36BRKCCT-2687
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Unlock the power of conversational automation with 
wide-ranging AI capabilities

37

Conversational 

AI Nodes

Atomic functions

available as drag & drop 

components

Bot Builder

Low-code tools to create 

bots of varying 

conversation complexity

BRKCCT-2687
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Unlock the power of conversational automation with a 
wide spectrum of capabilities

38

Pre-built functions for 
conversational automation

Enable seamless self-service by identifying customer intent and providing 

contextual response with inbuilt NLP and NLU functions.

Reduce coding effort with NLP pipeline

Build pipelines for different business needs with an ever-expanding library of 

state-of-the-art intelligence modules. 

Seamless agent handovers

Transition from bot-led interactions to live agents while retaining context and 

the conversation history. 

+ Spell Check​

+ Units Recognition​

+ Numbers Recognition​

+ Date & Time Recognition​

+ Word Tokenization​

+ Sentence Tokenization​

+ Lemmatization​

+ Parts-Of-Speech 

+ Tagging​

+ Sentiment Analysis​

+ Generic Entity Recognition​

+ Question Detection​

+ Language Translation​

+ Profanity Filter​

+ NLP Pipeline​

INBUILT NLP & NLU FUNCTIONS

BRKCCT-2687
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Automate routine, high-frequency interactions 

39

• Accelerate conversational automation with 

a no-code FAQ bot builder

• Progress from point-and-click interfaces 

to AI-powered chatbots. 

• Deliver exceptional customer self-service across multiple 

channels using conversational AI

BRKCCT-2687
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Rapidly create and manage intelligent chatbots

40

• Build even complex chatbots using a low-code toolset 

including template designer, one-click testing, and 

more.

• Using our curation console, analysts can help improve 

the bot’s performance over time.

• Easily integrate with other chatbot providers such as IBM 

Watson, Amazon Lex, and Google Contact Center AI.

BRKCCT-2687



Communication 
Channel 
Management
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Communication Channel Management Expectations

42

Evolve

Insulate business 

systems from underlying channel 

complexities

Insulate

Enable

Rapidly build and iterate customer 

interactions across any touchpoint 

or channel

Build

Flexibility to add new channels and 

keep pace with evolving interaction 

models.

Enable contextual customer experience in 

a channel agnostic, yet channel aware 

manner.

BRKCCT-2687
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One platform to interact with customers on any channel

43

• SMS, Voice, Email, Push and In-App 

Messaging, Apple Messages for 

Business, Messenger, RCS, Twitter 

DM, WhatsApp, and WeChat.

• Bi-directional communication across 

all channels.

Reach customers over any channel

• Intelligently route communications 

to optimal channels based on 

objectives like communication costs 

or customer engagement. 

• Automatically fallback to other 

channels when the intended channel 

is unavailable.

Choose the right channel mix

• Buy numbers – short codes, phone 

numbers, sender ID – to send and 

receive SMS and voice calls.

• Configure and manage all your mobile 

apps, email settings, and social 

messaging apps.

Centrally manage channel assets

BRKCCT-2687
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Let’s Experience A Live Multi Channel Demo
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Key Digital Channel Insight

45

Feature / Channel

Message Types
Text + Attachments + 
Pickers + Payment + 

Auth

Text + Attachments + 
Cards

Text + Attachments + 
Cards + Carousels + 

Suggestions

Text + Attachments + 
Cards + Carousels + 

Suggestions

Text + Attachments + 
Cards + Carousels + 

Suggestions

Initiation Customer Initiated
No restrictions for 

pre-approved 
templates

Customer Initiated No restrictions Customer Initiated

Adoption
>90% of iOS user 

base
100% smartphone 

users
~60% UK <15% UK

Incredible reach. 
Covers 75% of user 
base and entry point 

through search

Encryption E2E E2E Not E2E Not E2E E2E

Agent Support Mandatory Optional Optional Optional Mandatory

Opt-in
Mandatory in-channel 
opt-in for notifications

Mandatory for 
notifications

Mandatory in-channel 
opt-in for notifications

Mandatory Not Applicable

Payments Native Custom Custom Custom Custom

BRKCCT-2687
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Insulate your business systems and applications

46

Minimal IT burden

Easily integrate with a configuration-driven approach without 

having to deal with complex protocols, integrations, and 

channel-specific changes. 

Get the latest channel capabilities

Quick access to newly launched features across channels 

with APIs that are frequently updated with new channel 

capabilities.

BRKCCT-2687
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Leverage the unique capabilities of each channel

47

Deep configurations for every channel

Get full-featured capabilities for every channel including 

intelligent IVRs, chatbots, quick replies, buttons, wallets, 

and more. 

Message preview 

Ensure a pixel perfect messaging experience by trying 

different formatting and style options before sending.

Smart tools for better interactions

Use features like geofences and trackable short URLs to 

apply context and understand customer behavior.

BRKCCT-2687
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Improve experience with multichannel template management

48

• Create dynamic templates for different channels and use 

them within flows or messaging APIs.

• Add header, footer, media, and leverage channel-specific 

features.

• Non-technical users can update template without requiring 

code changes.

• Better API performance due to smaller payloads.

Dec 8, 2023, 6:00 PM

Dec 9, 2023, 6:00 PM

BRKCCT-2687
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Cater to customer preferences

49

Track and manage consent preferences 

Obtain and validate consent over any channel throughout the 

customers lifecycle. Use porting and deactivation data from 

carriers to update consent status.

Manage channel preferences

Apply customer channel preferences in your communication 

flows. Override preferences for critical communications.

Customer profile

Create and manage customer information with various attributes 

to personalize interactions.

BRKCCT-2687
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Cater to customer preferences

50

Social hours

Send messages only during pre-set, permissible time range. 

Configure working hours for your business, holidays, special 

days, and set exceptions.

Control communication frequency 

Configure policy limits for the number of communications sent by 

channel and purpose. Enforce limits for promotional messages while 

enabling key transactional outbound messages.

BRKCCT-2687
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Improve experience with multichannel template management

51

Multichannel communication API

Single, flexible REST interface to integrate any channel in any 

application or business process.

Cross platform SDKs for Push and In-App  

Open a secure two-way messaging channel for 

your existing mobile and web apps with SDKs for Android, iOS, 

Cordova and JavaScript.

Flexible architecture

Our technology architecture is designed 

to support new innovations at individual channel-level and 

channels of the future.

BRKCCT-2687
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Build a powerful voice experience

52

Flexible implementation

Build custom voice calling applications that can be scaled and 

modified using APIs or the flow builder.

Diverse feature portfolio

Leverage a wide array of capabilities to craft inbound and 

outbound voice interactions such as answering machine detection, 

voice alerts, IVR, call recording, call tracking, and more.

Call transfer

Integrate voice into Contact Center with our Call Transfer node to 

facilitate the seamless handover of calls to agents.

BRKCCT-2687
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Ensure compliance with regulatory requirements

53

ISO 270001, ISO 20000 certified 

environment with regular internal 

and external audits at regular 

intervals.

With GDPR, HIPAA and CCPA, and 

ISO 27001 controls built-in, your 

security and regulatory compliance 

needs are met out-of-the-box.

Encrypt customer data and apply 

cryptographic hash within flows to 

securely handle sensitive data 

such as personally identifiable 

information (PII).

BRKCCT-2687
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Orchestrate and automate all your customer interactions centrally

54

Core 
business 
systems

Channels

SERVICE ASSURANCE & INFRASTRUCTURE MANAGEMENT

NLP, NLU & AI 
powered 

conversation 
automation

Communication 
channel 

management

Business 
logic & flow 

orchestration

Integrations 
setup & 

management

INTELLIGENT ENTERPRISE CONTROL CENTER
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Logistics use cases over WhatsApp
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BFSI use cases over WhatsApp

57

Automated Insurance ClaimStandard WA Channel Showcase

BRKCCT-2687



Automating 
customer 
journeys on 
Webex Connect
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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

60BRKCCT-2687
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Continue 
your education

• 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

• Visit the On-Demand Library 
for more sessions at 
www.CiscoLive.com/on-demand

61BRKCCT-2687
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