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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
. 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 until November 15, 2024.
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Imagine this..

Hi Mik
There are 16 people

been ¢ 139 -
ahead of you. Please

advers

+1 (415) 555-5555

continue to hold..
attemg .

next available flight
%% automatically. Please call our
customer care for further
———————————————————— assistance

What if this option doesn’t work for me?

cisco W- #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 7



Evolution of Contact Centers (CC)

Internet  Mobile phones ChatGPT and LLMs
| | |
Telephone Call ! : Cloud CC : CX centers
o---0-"@----'--0---@ S e ' o
| | |
IVR I CRMs I Social channels Omnichannel CC |

Source: primary research "it’s time to solve the
customer experience trilemma”
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Omnichannel experiences are

transformational!
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Channel comms across customer lifecycle..

Welcome emails

Text alerts

- ~
r'.\

/ First login
,¢‘.-“\\

. / N Push notifications ¢
Iieglst%r on / \_ Proactively ,
the website /

. R, e /
/ % Daily/weekly /
:'I \ activity ‘
. summaries
K Service/ Sale /
/ /
/ /
’ Scans QR \ £ A t
code on \ ; cgo;J n
/  brochure . / updates
! FAQs s /
VISIt a \\ ’ New
. brick-n-mortar NN _»*" member
s/ store Cross-sell/ s===T offers
Up-sell
cisco M/ HCiscoLiveAPJC  BRKCCT-2526

Right to be
forgotten

Contact
' Policies

Protect brand

“ repute
\ Engage
. proactively ’
II
1
\\ F;
1 1
\ ,'
\‘ /
,’ Churn
NPS surveys % J management
\ 4
Loyalty &
rewards
campaigns
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Channel comms across customer lifecycle..

oo °

4
4
/
ADOPTION RETENTION
I, / \\ 'll
\ \
¢ D<K ~ I o ®
/ ® / = e ®
K N "4 ’
Il \\\ ’ \\\ l,'
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Spirit of great CX
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The Swiss army knife!

Traditionally...

Dial 1 for your account balance

Wed 7 % 6 mph W

A Z P Dial 2 for the most recent activity
- [ ]

© Waxing Gibbous
Moonrise 6:22pM

Dial 3 for investments
(70) (32)

8HR 41MIN 67 75

Dial 4 to transfer funds

Dial 5 to pay your bills

Dial 6 for loans

Dial 7 for insurance services

Dial 8 for mortgage

Dial 9 to hear these options again

Dial 0 to speak with one of our agents

cisco W&-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 13



Ever evolving Consumer expectations

“Everything at 0 @

my fingertips” ‘

A<

Al

“Give me the tools
. to serve myself”
“Fast, real-time

communications

just for me” O y “Resolve my complaint!”

cisco W./ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 14




Increasing complexity..

CRM & Case management

i Transaction processing ‘
E Order management
Business i
<>
systems ' Fraud management
i Commerce platform l

Billing platform
cisco W./ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 15
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CX mandates many pressures!

Minimise cost

Maximise Gain

satisfaction control

Simplify Reduce

ecosystem time to market

Optimise outcomes

cisco M -/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 16




Cisco’s Contact
Center Offerings

cisco L{V&/



Prod uct po rtfo“o [ Subscription: Flex 3.0 J
Cloud On premise
Webex Contact Center Packaged Contact Center Enterprise
Webex Contact Center Enterprise Unified Contact Center Enterprise

Communications Platform as a Service

cisco M ./ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 18



Key capabilities

-4
O SO
No code / low code visual flow

orchestration

Unified agent desktop

cisco Lz{/&/

N E
Native Bot Cross-channel
Builder customer journey history

VTE &

Universal queuing for voice and

Unified reporting
digital channels

#CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Webex Contact Center - Voice Flow Builder

Voice Flow Builder:

Location:

Accessed via Control Hub

Utility:

Used to design IVR flows over voice

Cisco

&./

Cisco Webex CL2024Deflection ~ ® o
Activity Library “@MainFlow  #EventFlows  ®Help Q searchFlow  (x[x & CL2024Deflection 2
Giobal Fiow Properties
Call Handiing ~
General Settings ~
Play Message
&l P Flow Description
33 Queue Contact Enter a Flow Description.
IS Menu NewPhoneCo.
StortFiow
@ Collect Digits Event = NewPhoneContact (§) Sotings P
s Checkactive.
@ Feedback e j_) Exist
tomar ingBooking Curved Links
2 virtual el &, cacioon PR Sats the ks between activites and events to ba curved ines.
frtual Agent Check s a existing cu. B Cotec: Dions Forward facing Fow from lft owards ight s sugoeste for optiml
R InformFli Flow creation and viewing.
Q@ Caliback Lol Confim quary 1o curment P. ® Collect O
Nz bt Tiioesig Eror ancing A Busy voice quewe  Link Color @ Dark Gray v
Gl ScroenPop Unmatched Entry No-input Temeout s g
£ Play Music Undefined Error Unmatched Entry No-input Timeor,  EfTor Path Color @ Dark Gray v
Undefined Error Unmatched Entry
& Biind Transfer Selection Color © @ Dark Bive v
Undatined Error
% Disconnect Contact Thickness O 10 £
Q Get Queue Info
Variable Definition &
&) Feedback V2
Configuration Desktop Viewability & Order
& Queue To Agent s
Custom Variables

Q Advanced Queue Info

% Escalate Call Distribution
Group

Flow Variables are fully configurable local variables. They can never
be viewed in reports, but can optionally be agent viewable.

g0 aa Flow Variables o=
orraon it Debug @ Autosave | Revert Validation: Off
#CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 20




Webex Connect - Digital channels

Webex Connect Sordces s

Create workspaces for your

business cases or customer journeys. You can create unlimited number of services.

Location: et
Accessed via Control Hub > Contact Center > s —
Overview (Quick Links: Digital Channels) e

“o
Utility:

Gavin Demonstrations

Leewm

A CPaaS platform allowing you to orchestrate

customer journeys over messaging channels

Utility Sector

“o®m

cisco W-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 21



Webex Connect - Apps

Webex Connect - Apps / Channel Assets

Utility:
An entity for customers and businesses to reach

out to each other:

- SMS Longcode

- Facebook / Messenger account
- Livechat widget

- Email mailbox

- WhatsApp Business Longcode

- Apple Messages for Business Account

cisco Lz{@/

#CiscolLiveAPJC

BRKCCT-2526

Apps (5)

AcmeAirlinesNotifications (@)
App ID : a_638416931312460000
Service - Cisco Live 2024 EMEA , smstest1

Acme Airlines @
App ID : a_170504510709942270
Service - Cisco Live 2024 EMEA , WxCC WhatsApp Service]

WxCCAcmeCorpEmailDemo O]
App ID : a_637801367238680000
Service - WxCC Demo Service_DO_NOT_TOUCH

WxCC_Acme_Corp_LC_Demo (O3 @
App ID : WX10225444

Service - WxCC Bot Demo Service , WxCC Demo Service_]]

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

personalised customer journeys

* Connect communication flows across
digital and human interactions T
* Incorporate content & intelligence from

business systems of record Data Transtorm

Call workflow

Page Connec tor

* Low-code so you don’t need an army

of developers to build everything

cisco W-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 23



Webex Connect - Flow Builder

Utilities  Channels  Integrations O,

G

DigitalFM e
an incoming
channel.

me there is
age on the

Add participant

o

Re-open Conversation

Q)

Close Conversation
Make API call to close the
chat

0

Remove Participant
(] Remave participant from the
chat on imi: ge

Q)

Update Conversation
i update
tion

Q)

cor

< WxCC Acme Corp LC Inbound

WxCC / Engage

nodes

cisco Lz{/&/

v Build

= —— \\
\«
AP REH PQE i

#CiscolLiveAPJC

Sample Livechat

Flow

BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public




Key capabilities

;' ol
O->OK o o
No code / low code visual flow Native Bot Cross-channel
orchestration Builder customer journey history

VO ®

Universal queuing for voice and

Unified agent desktop digital channels Unified reporting

cisco W&-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 25



Webex Connect - BOT Builder

BOT Builder:
Q&A bots NLP pipelines

Location:

. Acme Airlines Telecom
Webex Connect > App Tray > BOT Builder ° Updated on 28 Jan, 24 e e Updated on 29 Jan, 24

" by Kartik S by Kartik S
[ 1=

Utility:

Build omnichannel BOTS that can be leveraged e LiveChatRIchResp

MyTaskBot
. . Updated on 10 Mar, 23 @ o Updated on 2 Jun, 22
within Connect Flows: by Kartk S by imi p
+ Q&ABOTS
+ Task BOTS

* Pipeline BOTS

cisco M./ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved.
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Key capabilities

_ ol
O—><><O ) X

No code / low code visual flow Native Bot

Cross-channel

orchestration Builder customer journey history

Q2O &

Universal queuing for voice and

Unified agent desktop digital channels Unified reporting

cisco W&-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 27



Cross channel customer journey history

Customer Journey

© Contact History

Customer Journey Data Service:

Location:
Control Hub / Agent desktop

Utility:

» Listen: Integrate with any data source or third-party applications to listen to
disparate data sources.

 Identify: Create a dynamic customer profile capturing propensity drivers,
such as a customer's preferred mode of communication

* Analyse: Apply different aggregation techniques to all customer data
collected.

* Act: Use the data and insights within CJDS to decision within flows

cisco Lt/&/ #CiscoliveAPJC  BRKCCT-2526
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Customer Journey Widget

27/01/2024
. mail.miketaylor1@gmail.com 27/01/2024
ended chat 19:51
Loyalty Reward - Miles & 27/01/2024
Loyalty Reward 19:49
origin Loyalty Reward - Miles &
description Mike was rewarded 2000 Miles for the inconvenience of
rescheduling a cancelled flight
channelType  Loyalty Reward
Acme Airlines - VB174 - Confirmed 27/01/2024
Flight Confirmation 19:49
arigin Acme Airlines - VB174 - Confirmed
description Mike has been rebooked onta Flight VBB28 and VBB29
departing from JFK to AMS via LHR
channelType  Flight Confirmation
® Deflection [ - % IVR to - WhatsApp 27/01/2024
IVR to WhatsApp 19:48
arigin Deflection @ - %, VR to - WhatsApp
description Mike waited on the IVR line for 10 minutes with a PIQ: 20.
Was offerad an option to deflect to WhatsApp
channelType  IVR to WhatsApp
mail.miketaylor 1 @gmail.com 27/01/2024

1047
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Key capabilities

A
O—><>\\O

No code / low code visual flow

orchestration

Unified agent desktop

cisco Lz{/&/

~—Q GT
® ° o T
Native Bot Cross-channel
Builder customer journey history

Q2O &

Universal queuing for voice and

Unified reporting
digital channels

#CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Webex Contact Genter

Connected digital

15102218182

4:44

"Carlos Guadami

B Transfer 4% Conference

cguadamu_Email_New

Customer 22, 10:07 PM | Received

engagement and Dx..

Good day! What can | do for you today?

022, 10:07 PM | Sent

o 15102218182 c 10/5/2022, 1008 PM | Received
cquadamy_SMS_IMI_Qu. Can | use loyalty points to upgrade my seat?

System  10/5/2022, 10:08 PM
That sounds like a good question for a live agent. I'l connect you to someone.

now. They will be with you momentarily.

agent context

Carlos Guadamuz  10/5/2022, 10:09 PM | Deivered
Hello Mia - | see that you had a question about loyalty points for seat upgrades,

I'd be happy to help you with that, and yes, you can.
Carlos Guadamuz  10/5/2022, 10:10 PM | Delivered

Would you like to do that for your upcoming flight to San Jose on October 277

Customer 22, 10:10 PM | Received

That would be great!

15102218182

Support | @ 00:07 10:06 PM

Mia Iris.

WA | @ axid 09:04 PM

cguadamu@cisco.com

Support | @ 00:03 09:03 PM

Mia Iris.

Specials | @ 01:52

0
08:59 PM

Mia Iris.

@ % @ 0o

Customer Feedback

Journey
Last 24
Hours

Livestream

Inbound SMS Self Service
sMs

Mia Iris has question about T.
Chat

Inbound Email Inquiry
Email

Inbound SMS Self Service

Inbound SMS Self Service

SMS

(© Contact History

Last 30
Days

10/5/2022
10:07 PM

Complete
interaction history

Cisco

#CiscoLiveAPJC ~ BRKCCT-2526

Customer
journey data

© 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 30



Architecture - Webex Contact Center (Cloud)

~
(Webex Connect PUBLIC CLOUD ( Webex Contact Center PUBLIC CLOUD

SMS

Digital assets management Control Hub

=

Messenger !
1

H
v
Channel GWs
Task APIs

Contact Center Admin Portal

‘- - Flow builder

Livechat

>

Supervisor Desktop*

Email

:
- :
|
|
|

S RSy |

Integrations

» Omnichannel Agent Desktop

\ 4
Conversation APIs

WhatsApp

/‘

=)

Apple
Business Chat : J

cisco W&-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Architecture - Contact Center Enterprise (On prem)

1 ~ Ve PUBLIC CLOUD
s I webex Connect uBLe Control Hub
" L
sms |
» .
! = Digital assets management e
1 &) .
‘ N .__L__ Webex Contact Center Enterprise
I = ' |
. C ! 1
Livechat 1 : g : AU‘) 0! 5 |
: Sk A - R . |
| O Flow builder R Admin Portal .
1 b 1
M !- Ir-P : -[ :
1 1 |
Email | : - o | . .
I @ P g 3 : = K Intelligent Center Reporting
i iel | 1 S 1
o 1 o 1
e . o ~p Lo B Ly
1 8 g : HYBRID
WhatsApp | S g | Omnichannel Agent Desktop
- (@)
I
. ) k
BOT builder
J = = Cloud connect
cisco W&-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 32



Activity time...
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Quick recap..

What can go wrong?

& Delays

A Cancellations

- ——> Knock-on effect potentially leading to

O IT-19

@ Amsterdam

& Missed connections

A Lost baggage

cisco W-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 34



Imagine this..

been canldelecacr 8 Ggpeople
adverse \aketoeof Waill Please
attempt todmbiokigda batd.the

next available flight

11:39 o T -

+1 (415) 555-5555

automatically. Please call our

% customer care for further

assistance

What if this option doesn’t work for me?

cisco W-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 35



From: notifications@acme-airlines.com

Or worse?

Subject: Acme Airlines - VB174 - Cancelled @

b4
) Acme Airlines
L a St th I n g yO U Wa nt tO C h e C k O n Message from Acme Airlines about your flight to London Heathrow

a h O | | d ay' Booking Reference: RJJRSD

Flight Status: Cancelled @

N h Dear John,

g Thank you for choosing to fly with Acme Airways. We regret to inform you that your flight has been
Cancelled today because of Air Traffic Control restrictions due to adverse weather at London Heathrow
and across Europe.

As part of the same ticket, we'll automatically rebook your onward journey on the flight mentioned below
along with connecting flights as well. Please check acme-airlines.com/managemybooking for further
details

Keep up to date with your flight by visting our website acme-airlines.com/travel/flightstatus
We look forward to welcoming you onboard soon.

#Acme Airlines

%

cisco W&-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Designing the notification

@ Proactive notification algo:

f( Type of travel,
SMS alert ( yp

Customer’s channel preference,

<l
_’@ What’s the desired action?,

Event: Cancelled flight! Email Alert Time left to action,

SITA

Contact

Algorithm

Self-service?

° ()
@ Fallback notifications )

WhatsApp Alert

cisco W&-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 37



Journey contd..

Contact Center

On handover

Customer ¢ = === = = = = = = = = = = = |_j> B > Resolve customer’s intent

0OF0
Virtual Assistant
4 )

* Reschedule?

e Refund?
- SITA
* Voucher to use later?

* My car rental?

\. / Business systems

cisco W&./ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 38




CX - Guard rails

13 Likes ;_? Dislikes
% Honour my contact Z Don’t make me wait
preferences
@ Let me action at my @ Don’t make me repeat
convenience my case
Qﬂj Let me choose my
channel

cisco W&-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 39



How can we
deliver?
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Solution 1

cisco Lz/&/



Solution 1 - IVR deflection to WhatsApp

11:39

Ad Hi Mike, deflect to..

RNVEENTRCI I | \We're experiencing unusual traffic R Ll Thanks. We've sent you a

through our support lines today. message on your WhatsApp

We encourage you to message us number. Click on it to get

instead - we promise our started - you can hang up

WhatsApp service is faster and NOW..

easy to use as well! Press 1 to

switch channels now..

add call e contacts

add call FaceTime

cisco W-/ #CiscoLiveAPJC ~ BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 42



IVR deflection
demo

cisco Lz{@/



Pre-requisites

« Channel assets provisioned:

« Voice number (DID)

« WhatsApp number w/ Registered templates
* Business APIs

» Customer ldentity

* Fetching upcoming trips

» Alternative flight options

« Booking API

cisco W&-/ #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 44



VR deflec

Cisco e
Flow Designer

CL2024Deflection ~

Activity Library &3 Main Flow 4 Event Flows

Call Handling %

% Disconnect Contact

(o]

Virtual Agent
FlightC...
Digits

tion — Voice call

@ Help

Blind Transfer
Play Message ~ — P

Collect Digits

TriggerConne
HTT

Trigger WxConnect flow

—
quest

s

(O]

(]

A Play Music x —

§J Feedback

Q_ Get Queue Info

@ Callback

[3 Screen Pop

>3 Queue Contact

= Menu
Feedback V2

Advanced Queue Info

(=)
& Queue To Agent
Q
=

Escalate Call Distribution

Grae 80 QQ

£ Debug

.&‘/

Cisco

WaitMusic
f

Play Music

Eor Handing

Undefined Error

5 ® Deflectioninvi...

Play Message
Deflection read out
Emor Handing ~

Undefined Error

Q searchFlow x|k

-—

=

>

=]

DisconnectCo.
w 0

@ Autod]

TriggerConnectFlow

HTTP Request Activity Set

&>

Request URL ©

https://hooks.us webexconnect.io/events/U7L2YZHF20

Method

Q PoOST

Query Parameters

Key Value

(" AddNew )
HTTP Request Headers
Key Value

Content-Type application/json

(_AddNew )

Content Type

Q_ Application/JSON

Request Body
{
“firstName™: "{{firstName}}",
“lastName": "{{lastName}}",
“channelPref™: "whatsapp®,
“arrCity": "AMS",
“depCity": "JFK",

Revert Validation: Off

#CiscolLiveAPJC

BRKCCT-2526

Today

14:43 Outgoing Call

14:43 Outgoing Call

Outgoing Call

14:19 Outgoing Call

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

45



IVR deflection - Task BOT

Outbound

, Acme Airlines
n

+ Build ?
20- Live v o
1 UNREAD MESSAGE
RJJR8D - Reschedule Flight?
Hello Mike §,
= I'm Wilbur - Acme Airlines's virtual
. G‘ . ‘ [ . e . G . . assistant! | understand you are
\ - - \ - currently looking for other options to
' \ modify your Booking Ref: RJJR8D?
&St \er=min2h 1 C = Cr—1— = If yes, please click on 'Reschedule

. e \ - \ Flight'

Acme Airlines

A @ ¥ ® o §

cisco W&- #CiscolLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 46



IVR deflection — Task BOT - explained

.
Acme Airlines
é & - Analytics Preview
Last Updated at 23 Jan, 24 by Kartik Subramanian Q i O

* Intents
Bot configuration
DASHBOARD Change the bot settings

# Settings —
- - Profile Management Handover Integrations
* Filling slots

& Responses Bot Name * URL for Bot Logo/ Brand image *
Acme Airlines | x|

[ https:jrus. Jilder. i im... % |
& Testing - -
e Responses T
@ Curation [
Acme_Airlines -aOjxywPL x| [ Left to right =
Q Sessions
Deseription Default Platform Error Message
° ReS po n SeS © History Description ) [ Default Piatform Error Message x|
Time zone
| Europe/London -
 Text
« Attachments
.
* Rich responses
« Code

cisco W&-/ #HCiscoLiveAPJC ~ BRKCCT-2526
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IVR Deflection — Agent desktop

Demo

cisco Lz{/&/




Customer Journey (O Contact History

Ca ptu re m I |eStOne eve ntS Customer Journey Widget L
27/01/2024
Customer Journey Data Service:
mail.miketaylor1@gmail.com 27,'01;2(?::
’B - - . . . Loyalty Reward - Miles & 27/01/2024
Y, Listen: Real-time journey tracking @ Lovumy v
origin Loyalty Reward - Miles &

rescheduling a cancelled flight
channelType Loyalty Reward

Identify: Dynamic profiling

Acme Airlines - VB174 - Confirmed 27/01/2024
Flight Confirmation 19:49
origin Acme Airlines - VB174 - Confirmed
description Mike has been rebooked onto Flight VB828 and VB829

departing from JFK to AMS via LHR

Analyse: Advanced Analytics

Deflection M - %< IVR to = WhatsApp 27/01/2024
IVR to WhatsApp 19:48

origin Deflection @ - %, IVR to .- WhatsApp

B Act:Powertul orchestration e

channelType IVR to WhatsApp

mail.miketaylor1 @gmail.com 27/01/2024

Do 10:47

cisco W&-/ #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 49



Context-aware
Livechat invites
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Context aware Livechat invites

Via email: ot

Subject: Acme Airlines - VB174 - Cancelled w

b4
Acme Airlines

Message from Acme Airlines about your flight to London Heathrow
Booking Reference: RJJRSD

Flight Status: Cancelled &

Pass contextual data via a JWT token | e+

Thank you for choosing to fly with Acme Ainways. We regret to inform you that your flight has been Cancelled today because of Air Traffic
Control restrictions due to adverse weather at London Heathrow and across Europe.

® Chat with us

As part of the same ticket, we'll automatically rebook your onward journey and reschedule connecting flights as well (if any)

Flight # From 9 To Departure Date Departure Time Arrival Date Arrival Time
VvB853 JFK 9= LHR 23rd Feb 2024 17:20 EST 24th Feb 2024 03:20 GMT
vB823 LHR 9~ AMS 24th Feb 2024 06:20 GMT 24th Feb 2024 13:20 CET

Note: Ali times indicated in iocal timezones

@ Chat on WhatsApp

Need more options? No worries!

Alternatively, if you'd like to explore other options that may suit your travel plans better, we encourage you to reach out to us via our
service by ing us on here. Click one of the buttons below to get started - we're here at your service!

Embed invites to messaging —
channels! ——

b

cisco M. #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 51



JWT Token:

"Mike",
"Taylor",
"Mike Taylor",
"mail.miketaylorl@gmail.com",
"RJJRED"

}
JavaSript SDK:

imichatwidget.init (token, func() {
console.log(‘Updated’) ;

1)

cisco Lz/&/

@ sparkly-excellent-care.giitch.me/?ioken=ey b JZNNIISINR5CCIBIKPX eyar

Acme Airlines
Connecting the world!

Hi there

Sent 25 Jan 04:53 AM

Hello Mike Taylor .,

I'm Wilbur - Acme Airlines's virtual
assistant! | understand you are currently
looking for other options to modify your
Booking Ref: RIJRBRD?

If yes, please click on 'Yes'

Received 25 Jan 04:53 AM

#HCiscoLiveAPJC ~ BRKCCT-2526

~ Airlineg

7/
Acme Alirlines

Connecting the world!

™

Hello Mike Taylor

I'm Wilbur - Acme Airlines's virtual assistant!
1 understand you are currently looking for
other options to modify your Booking Ref
RJBERRD?

If yes, please click on ‘Yes'

ployed on it. Click on the Livechat bubble at ti

© 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public
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Context aware Livechat invites

Value O
$(n2.inappmessaging.message)

$in2.inappmessaging.attachment)
$in2.inappmessaging.peilnfo.nonPCICompli
$(n2.inappmessaging.message)
$(n2.inappmessaging.appld)

$(n2.inappmessaging pailnfo.isPCIValidatio

$in2.inappmessaging.message.extras)

Value @
$lappid)

e e n

Cancel

Configure Mobile & Web App Event
C Transition Actions (Optional) Data Stream (Optional)
Configure node on-enter / on-leave operations
Action 1
Time © Action ©
On-leave hd Set variable
Variable O
message
inappPayloadObject
nonPCIComplianceReasonObject
questionForBot
appid
isPCIValidationDone
extras
T
Action 2
Time © Action ©
On-leave = [Debug] Log a value to transaction log
Loglp ©
1001
Start
Nade 1D: 2

.&/

Cisco

Configuration

Evaluate

Transition Actions (Optional)

Parse context token within Connect’s Evaluate node (JS)

Enter JavaScript to perform logic and return values as output. Configured script outputs will be available as node outcome

80
81
82
83
84
85
86
87~
88
89
90 ~
91
92
93
94

var emptyArray = [];
parseDataAttachment = JSON.stringify(emptyArray);

}

if (extras !== null && extras !== '' && extras !== 'NA') {

var extrasJson = JSON.parse(extras);

var attributes = JSON.parse(extrasJson.custom_chat_attr);

if (attributes !== null && attributes !== '' && attributes !== 'NA') {
var firstName = attributes.firstName;|

var emailld = attributes.emailld;

var bookingRef = attributes.bookingRef;

}

Configure Script Output

Script Output @&

1 success
+ Add New
#CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved.

Branch Name ©
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Context aware Livechat invites

Livechat BOT Flow
7- Live v

<

D) ., Task bot

cisco W-/ #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 54



Context aware Livechat invites

® Task bot Input Variables v

List of variables available as input for this node

Configuration Transition Actions (Optional) a
Method Name » Custom Variables [F35479]
Process Message - S G Node ID: 2
Send message to bots configured via Bot builder and use their responses to take actions
» WhatsApp Node ID: 4
BOT
i Node ID: 7
Acme Airlines A - BT oo
Only the bots accessible for you in the bot builder will appear here. Contact your tenant owner for access to other bots » Append Conversation Node ID: 8
MESSAGE » WhatsApp Node ID: 9
$(questionForBat) -] » Receive Node ID: 10
Customer Detaks » Append Conversation Node ID: 14
CHANNEL WA ID

» Append Conversation Node ID: 16
WhatsApp A $(n2.inboundWebhook.msisdn)

» Append Conversation Node ID: 18

Customer Parameters (Optional)
» Create Conversation Node ID: 19
Key Value
firstName $(n2.inboundWebhook.firstName) o » Search Conversation LE20lehz)

» Create Task Node ID: 22
lastName $(n2.inboundWebhook.lastName) )

» Evaluate Node ID: 23
emailld $(n2.inboundWebhook.emailld) o I a Sk bot
bookingRef $(n2.inboundWebhook.bookingRef) )

+ ADD New
Message Parameters (Optional)
+ ADD New
Output Variables »
Taskbot = 1.3 -
Node ID: § Test  Cancel - Node Outcomes »

cisco W. #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 55



Context aware Livechat invites

°
Acme Airlines
es - Analytics Preview
< Q Last Updated at 8 Jan, 24 by Kartik Subramanian @ % o

Responses Live
DASHBOARD

Configure the responses for the recognized intents and entities to complete user flow
@ Settings )
Templates Workflows
Lo G Update
& Training
R askFlightOptions > Default response Conditional response ~ ~

< Responses

Custom templates jons © (T marres |
B Testing Condiions: ) New & Default (web) ® WhatsApp 0 4+ T
Anything else _— -
@ Curation
Goodbye (1]
Carousel
Q Sess + Add variant
Greetings
-
® History Help message Quick Reply
Not helpful
Image
Thank you
c]
askBookingType Video
No conditions added
askDepartureCity d
Audio
askDepartureDate
askEmailConfirmation File
askFlightConfirmation ° s
Carousel Rich Card Code
askFlightOptions
i Carousel Card
askLoyaltyOptions
Media & Configure

bookingConfirmation
Default response

selectedMiles. Triggered when no condition
is added or fulfilled

c1sco '&‘/
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WhatsApp Outbound

Demo

Cl S co M./ #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 57



€ \What did we deliver today?

g Personalised Instant resolution
SETares Context-aware
()
Secure @ Notify proactively

The right balance between

&=
E‘f Self service == ~ 9, Human touch

Source: primary research "it’s time to solve the
customer experience trilemma”

cisco M&- #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 58



Key takeaways
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Wrap

* |t pays off great dividends to think of CX as a whole and not just siloed channel

experiences within a Contact Center
» Meet your business’s customers where they are - on a channel of their choice

+ Automate point use-cases one at a time using rich interactive messages to deliver great
CX

» Connect your business systems using Webex Contact Center solution’s orchestration

capabilities - Never leave them in a silo!

cisco W&- #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 60



Omnichannel experiences are

transformational!

#HCiscoLiveAPJC  BRKCCT-2526

© 2024 Cisco an

d/or its affiliates. All rights resei

rved. Cisco Public



Try out an omnichannel experience today..

To this add this

16:17 @

& WebexConnectd.. & Q

+1 (415) 555-5555

O

9

WebEx Connect by Cisco, the bridge to possible

mute keypad

+ @ 16:7

Hi, this is the Webex team,
we're reaching out to you

to talk about all the latest
messaging channels and what
they can do for you business.
Just click here to find out
more https://www.webex.com
/products/cpaas.html

add call FaceTime contacts

@ I?'@ Chat message

and this

®

U webex

o

Webex CPaaS Showcase - Whats
App for Business. Just send in this
message to try this channel.

Hello and welcome to Webex's
Whats App for Business Showcase.

Whats App enables businesses to
have rich conversations with more
than 2.5 billion customers on the
worlds most popular messaging
service.

We're going to show you some of
the great features of this superb
channel ready?

#HCiscoLiveAPJC ~ BRKCCT-2526

and this

U2 webex

Webex &

send in this message to try this

channel.

Hello and welcome to Webex's
Apple Messages for Business
Showcase.

Apple Messages for Business
enables businesses to create
richer customer experiences
with built-in features accross
any iDevice.

We're going to show you some
of the great features of this
superb channel ready?

and this

Webex Connect dCloud

Webex CPaaS GBM Showcase

Hello and welcome to Webex's GBM Showc
GBM allows business to build rich conversational

n launch directly from
Google Ma r brand websites. We're
going to show you some of the great features of this
superb channel ready?

Talk to an expert

@ ['ype message

© 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 62
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Keynote Deep Dives

Experiences
Amplified:

How Al Can Fuel
Better Employee
and Customer
Experiences

Level 1
Room 106

Smart, Secure,
Seamless:
Transforming
Experiences with

Next-Generation
Networking

Level 2
Room 204

Harness a Bold
New Era:
Transform Data
Centre and

Service Provider
Connectivity

Level 2
Room 203

Wednesday
10:30am -11:30am

A\
fl
©),

. ,——f‘j::/

Securing User to
Application and
Everything in
Between

Level 2
Melbourne Room 2

/

—
Unlocking
Digital Resilience
through Unified
Observability

The HUB
Centre Stage

#CiscoLiveAPJC



Complete Your Session Evaluations

Complete a minimum of 4 session surveys and the Overall Event Survey to
claim a Cisco Live T-Shirt.

:@,\73 Complete your surveys in the Cisco Live mobile app.

cisco W-/ #CiscoLiveAPJC BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 64



- Visit the Cisco Stand
for related demos

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

Continue

. \\ - Attend the interactive education
yOU I educat|0n with DevNet, Capture the Flag,
> and Walk-in Labs

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

BRKCCT-2526 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 65
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Thank you
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