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Cisco Webex App 

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 November 15, 2024.

1

2

3

4

https://ciscolive.ciscoevents.com/
ciscolivebot/#BRKCCT-2532
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Customer Journeys

11BRKCCT-2532

• Who are you?

• Why are you here?



Agenda
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• Introduction

• What’s the problem?

• Where’s the data?

• Who’s the resource?

• What’s the solution?

• What’s next?

12BRKCCT-2532
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Cisco contact center portfolio

BRKCCT-2532

Cloud

Webex 
Contact Center

Webex Contact Center (Multi-tenant Cloud, 
up to 4,000 agents)

Webex Contact Center Enterprise 
(Dedicated Instance Cloud, up to 36,000 
agents)

On-Premises

Contact Center 

Express: SMB-midsize, up to 400 
agents

Enterprise: Large enterprise, up to 
36,000 agents

Digital 
interactions 
and journey 
orchestration

Artificial 
Intelligence

Workforce 
Optimization

Analytics and 
Insights

15
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One Cisco

Cloud delivered

Single Stack

Partner 
delivered

` Integrated AI

Observability

Reliability

Unparalleled reach

Security built in

BRKCCT-2532 16
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Cisco Cars Customer Journey

17BRKCCT-2532
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Webex Customer Experience Architecture Overview

 BRKCCT-2535 Amy Ryan

Architecting AI-delivered Customer Experiences

 BRKCCT-1685 Shaun Robinson 

Overview of the Digital Customer Experience 

 BRKCCT-2526 Prasanna Arjunan

Customer Engagement sessions at Cisco Live

https://www.ciscolive.com/apjc.html 

Monday 3:15pm
Full 

Conference

Orchestrating Customer Journeys

 BRKCCT-2532 Scott Osborne

Tuesday 8:30am
Full 

Conference

Collaboration AI: From Supervised to Generative

BRKCOL-1661 Keith Griffin

Tuesday 1pm 
Full 

Conference

Walk-in Labs

• Webex Contact Center with Google CCAI [LABCOL-2007]

• Webex Contact Center Digital Channels powered by Webex Connect [LABCCT-1045]

• Webex Contact Center APIs - Understand the different APIs hands-on [LABCCT-2007 ]

Tuesday 4:15pm 
Full 

Conference

Explorer Pass

Wednesday 13 November – 9:30am – 
5:00pm
Thursday 14 November – 10:00am – 
1:00pm

Melbourne | November 11-14, 2024

Tuesday 1pm 
Full 

Conference

18BRKCCT-2532
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Cisco Cars Demo series
Transforming the customer experience

19BRKCCT-2532

1. New Caller

• Capture and centralise 
data

• Omnichannel desktop
• Consolidate agent 

toolset and information 

https://vimeo.com/showcase/10477588 

https://vimeo.com/showcase/10477588
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Cisco Cars Demo series
Transforming the customer experience

20BRKCCT-2532

2. Known Caller

• Personalised experience
• Proactive offer
• Automated booking
• Seamless escalation 

https://vimeo.com/showcase/10477588 

https://vimeo.com/showcase/10477588
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Cisco Cars Demo series
Transforming the customer experience

21BRKCCT-2532

3. Proactive Digital Engagement

• Proactive SMS offer
• Consistent automated 

booking experience
• Seamless escalation 

https://vimeo.com/showcase/10477588 

https://vimeo.com/showcase/10477588
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Cisco Cars Demo series
Transforming the customer experience

22BRKCCT-2532

4. WOW! Experiences

• Proactive digital 
reminders

• Contextual guidance
• Orchestrated journeys

https://vimeo.com/showcase/10477588 

https://vimeo.com/showcase/10477588
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Cisco Cars Demo series
Transforming the customer experience

23BRKCCT-2532

5. Ease of use

• QR code to initiate 
interaction

• Personalised 
• Rich media experience 

https://vimeo.com/showcase/10477588 

https://vimeo.com/showcase/10477588
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Cisco Cars Demo series
Transforming the customer experience

24BRKCCT-2532

Continued….
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Cisco Cars Demo series
Transforming the customer experience

25BRKCCT-2532

https://vimeo.com/showcase/10477588 

Continued….

https://vimeo.com/showcase/10477588
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Cisco Cars Research
Things can appear challenging

26BRKCCT-2532
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Cisco Cars Research
Once a goal is achieved, increment on it

27BRKCCT-2532
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Cisco Cars Research
Engage with your stakeholders, 
understanding things won’t always go 
to plan.

28BRKCCT-2532
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Cisco Cars Research
But you learn and retry

29BRKCCT-2532
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Cisco Cars Research
You will find the balance

30BRKCCT-2532
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Cisco Cars Demo series
Transforming the customer experience

31BRKCCT-2532

Sometimes you might need a little help
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Cisco Cars Demo series
Transforming the customer experience

32BRKCCT-2532

Or a lot…

• Setup Assist
• Cisco CX (Advanced Services)
• Success Team
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Cisco Cars Demo series
Transforming the customer experience

33BRKCCT-2532

Work as a team
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Cisco Cars Demo series
Transforming the customer experience

34BRKCCT-2532

Get to your goals



Start!!!
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But wait…!

• If you can’t measure it, 
it doesn’t exist

37BRKCCT-2532
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Provide visibility… 

• Integrate 
with BI and 
Analytics 
tools

38BRKCCT-2532
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Download sample project from Github

39BRKCCT-2532

https://github.com/WebexSamples/webex-contact-center-api-samples/tree/main/reporting-samples 

https://github.com/WebexSamples/webex-contact-center-api-samples/tree/main/reporting-samples


What’s the 
problem?
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Consider the End to End Customer Journey

41BRKCCT-2532

Car needs 
repair

Research Booking Reminder

Drop off
Consultation 

or 
Confirmation

Notification Billing 

Collection Survey Loyalty Offer Reminder
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Consider the End to End Journey

• Use Case(s) – What we are solving for; 

• Data Access – Where is the data; 

• Data Schema – What data is required;

• Call Flow – What do you want to do with the data;  

• Agent Desktop – How is data presented to the agent; 

• Event Flows – What tools are used by the agent?

• Reporting and Dashboard requirements;  

• Documentation and training materials;

• Go-Live support.

42BRKCCT-2532
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Use Case(s); 
What are we solving for?

43BRKCCT-2532

Identify the scenario

Start with 80/20 (or less)

Are there existing services

Partial automation is a win

Can we change direction

Success measures
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Data Access – Where is the data; 

• One or more data sources can be used

• Flow templates have baseline query information

44BRKCCT-2532
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Flow Templates

45BRKCCT-2532
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Flow Templates

46BRKCCT-2532



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

Flow Templates

47BRKCCT-2532
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Custom Connectors

48BRKCCT-2532

• Set up a custom connector • Authentication in the HTTP node
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Map the data

49BRKCCT-2532

Local (Flow) VariablesGlobal Variables

Custom variables that are defined 
in the Provisioning module and 
accessible throughout a flow.

Types:
• String
• Integer
• Date Time
• Boolean
• Decimal

Default Value = YES
Agent Viewable = YES
Agent Editable = YES
Reportable = YES

max 30 variables per flow
max 100 variables for reporting

Configurable variables of 
different data types that you can 
use throughout the flow.

Types:
• String
• Integer
• Date Time
• Boolean
• Decimal
• JSON

Default Value = YES
Agent Viewable = YES
Agent Editable = YES
Reportable = NO
Secure = YES

Output Variables

Store the data captured from 
activities.

Types:
• String
• Integer

Default Value = NO
Agent Viewable = NO
Agent Editable = NO
Reportable = NO
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Map the data

50BRKCCT-2532



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

Route the call

51BRKCCT-2532
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Who is the best “agent”

52BRKCCT-2532

Self-service IVR

• Proactively supply information from CRM​

• Send information on SMS for reference

• Suited to simple, uni-directional use cases

• Opens access to information to a 24 x 7 service

• No agent licensing cost​

• Automation and AI costs can be minimised​
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Who is the best “agent”

53BRKCCT-2532

Virtual Assistant

• Can fulfil complex workflows or queries 

• Slot filling for bookings

• Opens access to information to a 24 x 7 service

• No agent licensing cost​

• Automation and AI costs on a per transaction basis

• Build business case based agent AHT and containment rates
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Who is the best “agent”

54BRKCCT-2532

Agent

• Ideal for complex workflows and “moments that matter”  

• Arm with context and information

• Respect their time

• Use case may justify “escalating by design”

• Partial automation is a viable option

• Provide tools to drive efficiency
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Who is the best “agent”

55BRKCCT-2532

Knowledge Worker

• May have specialist information or knowledge 

• Not always available

• Reduces AHT and call transfers

• No agent licensing cost​



Better together



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

Different personas have different needs

Front line staff Office workers Agent

Empower me to assist, easily.

Salespeople, retail assistants, or mobile 
operators are focused on their KPI’s 
and may not be at a desk.  Reach me 
when relevant and I can assist. 

Agents typically operate in a contact 
centre, taking calls and interactions full-
time.  Arm me with a dedicated 
workspace to make me effective and 
efficient.

Knowledge or back-office workers have 
daily tasks too. They aren’t always 
available and typically take calls in 
addition to their normal workloads. 

Not always availableReach me when needed

BRKCCT-2532 57
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Webex Customer Experience

Webex Customer 
Experience Basic

Voice queues

Agent experience

Skills-based routing

Mobile workers

Audio Intelligence

Call queue analytics

Lightweight call center

Webex Customer Experience 
Standard & Premium

Omnichannel 

Deep agent & supervisor functionality 

AI capabilities 

Automation & virtual agents

Customer journey data

Robust reporting & analytics

Feature-rich contact centre

Webex Customer Experience 
Essentials

Webex Customer Experience Basic plus:

Supervisor experience

Agent screen pops

Operational reports

Webex Calling Professional License

For customer-facing teams 

58BRKCCT-2532
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Frontline workers

BRKCCT-2532 59
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Front Line Worker Experience - Webex App

• Complete enterprise feature set​

• Group Call Management (Hunt 

groups, queues etc)

• VPN-Less connectivity

• Automated Updates

• Geo-redundant data centres around the 

globe ensure excellent media quality​

• Built-in media optimization reducing 

bandwidth usage and latency​

• End-to-end Cisco security​

60BRKCCT-2532
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Office workers

BRKCCT-2532 61
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Office Worker Experience - Mobile App, PC, 
Handsets

• Mobile • PC /Softphone

Answer calls across multiple device options

• Physical Handset

62BRKCCT-2532
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CX Essentials experience

• Manage agents from within 
the Webex App

• Access to real time and 
historical data on agents and 
queues

• Manage availability of agents 
and join/unjoin status

• Silent monitor agent(s)

63BRKCCT-2532
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Power User Experience

• Users are empowered with 
real-time visibility into queues

• Number of calls in queue

• Users available for answering 
calls in queue

• Make join/unjoin decisions in 
real time to improve the 
customer experience

64BRKCCT-2532
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Queue control

• Join/Unjoin from call queue(s) 

• React based on the real time 
analytics

• Available on both desktop and 
mobile

65BRKCCT-2532
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View call queue analytics 

• Volume reporting by queue

• Answered vs abandoned

• Average wait time

66BRKCCT-2532
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View call queue agent analytics 

• Answered vs bounced

• Calls handled by agent

• AHT

67BRKCCT-2532
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Agents

68BRKCCT-2532
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Webex Contact Center Agent Desktop

69BRKCCT-2532

• Highly configurable browser based 
interface

• Single consistent omni-channel desktop  
servicing voice and digital channels

• Customer journeys captured across 
resolver groups and channels

• Collect and present contextual data 
with the interaction
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Customer Experience Essentials and Agents

70

Better together

Voice

Automated Intelligence

Sales Handset

Cloud Contact Centre

Agents

Routing

Regional Site

Digital 
Channels

Agents

Centralised Services

BRKCCT-2532



Journey Data 
Services
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Awareness Consideration Purchase Service Expansion

PR

Radio / print
tv / outdoor

Word-of-mouth

Online display

Search

Paid content

Email

3rd party sites

Social media

Websites / 
Landing pages

Direct mail

Call center

Sales rep

Mobile app

Website

Web self-service

Social

Chat

Community

Survey

Loyalty program

Email

Offers

Call center / IVR

Offers in invoice

Mailings

Opportunity OpportunityContact Center

Events and interactions happen inside and 
outside the contact centre…

72BRKCCT-2532
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Identifiers change depending on the channel 
or business system… 

Core business 
systems

Loyalty & 
Rewards

Service Outages

Payment 
Reminders

Offers

Appointment 
reminders 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

Channels

Sales 

Marketing

Operations

Customer 
care

Store

73BRKCCT-2532
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The problem…

• How do we bring all our customer interactions together?
• Where should the customer decisions be made?
• What are the pros/cons of each system?

CRM?Data Lake?

Business Intelligence?

Customer Interactions?

Case management?

Marketing Engine?

74BRKCCT-2532
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Webex is designed to connect people across 
channels and business systems… 

Service Management

Fraud management

Identity & Security tooling

CRM & Case management

Commerce platform

Cloud Monitoring

Ordering and Fulfilment

Core 
business 
systems

Channels

75BRKCCT-2532
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Webex Journey Data Service

Listen

1

Identify/Analyze

2

Act

3

Events 
Tracking

Dynamic Profiling Orchestration

• Automated and Manual events

• Channel agnostic

• Multiple business systems and 

touchpoints

• Identify and match identifiers

• Apply customer profile and 

preferences

• Next best action

• Proactive communications

• Update business systems

• Provide full context to 

agents

76BRKCCT-2532
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Agent desktop…

BRKCCT-2532 77
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Agent desktop…

BRKCCT-2532 78



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

Agent desktop…

BRKCCT-2532 79
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Standard vs Custom Events

BRKCCT-2532 80

• Automatically creates events for all 

channels

• Not editable

• Includes direction and Ongoing indicator
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Event structure
Webex Contact Centre  - Automatic Events

81BRKCCT-2532
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Event structure
Custom Events

82BRKCCT-2532

https://developer.webex-cx.com/documentation/guides/journey---getting-started/ 

• Trigger from external systems

• Write additional detail

• Create events for routing decisions

• Custom icons

https://developer.webex-cx.com/documentation/guides/journey---getting-started/
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Adding events to scripts

BRKCCT-2532 83
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Adding events to scripts

BRKCCT-2532 84

13

6
"type": "task:new"

• Increment the summary counters 

with "type": "task:new"
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Using JDS data for routing

BRKCCT-2532 85

• Use HTTP Request >  GET

• Filter and map data
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Using JDS data for routing

BRKCCT-2532 86

• Use HTTP Request >  GET

• Filter and map data

• Use Conditions to route



Bringing it 
together



Get Proactive
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Topic Analytics – Identify the problem 

BRKCCT-2532 90

https://help.webex.com/en-us/article/v72wjab/Get-started-with-Topic-Analytics 

https://help.webex.com/en-us/article/v72wjab/Get-started-with-Topic-Analytics
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Overview of the Digital Customer Experience 

 BRKCCT-2526 Prasanna Arjunan

Customer Engagement sessions at Cisco Live

https://www.ciscolive.com/apjc.html 

Monday 3:15pm
Full 

Conference

Orchestrating Customer Journeys

 BRKCCT-2532 Scott Osborne
Tuesday 8:30am

Full 
Conference

Collaboration AI: From Supervised to Generative

BRKCOL-1661 Keith Griffin

Tuesday 1pm 
Full 

Conference

Walk-in Labs

• Webex Contact Center with Google CCAI [LABCOL-2007]

• Webex Contact Center Digital Channels powered by Webex Connect [LABCCT-1045]

• Webex Contact Center APIs - Understand the different APIs hands-on [LABCCT-2007 ]

Tuesday 4:15pm 
Full 

Conference

Explorer Pass Wednesday 13 November – 9:30am – 
5:00pm
Thursday 14 November – 10:00am – 
1:00pm

Architecting AI-delivered Customer Experiences

 BRKCCT-1685 Shaun Robinson 

Melbourne | November 11-14, 2024

Webex Customer Experience Architecture Overview

 BRKCCT-2535 Amy Ryan

Tuesday 1pm 
Full 

Conference

BRKCCT-2532 92
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Change the direction – Proactive Outbound 

93BRKCCT-2532

Event Scheduler

• Trigger events on a scheduled basis
• Upload of flat file (.CSV)
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Change the direction – Proactive Outbound 

94BRKCCT-2532

Digital Deflection

• Trigger webhook events on 
Webex Connect
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Change the direction – Proactive Outbound 

95BRKCCT-2532

Desktop Workflows

• Trigger webhook events on 
Webex Connect
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Overview of the Digital Customer Experience 

 BRKCCT-2526 Prasanna Arjunan

Customer Engagement sessions at Cisco Live

https://www.ciscolive.com/apjc.html 

Monday 3:15pm
Full 

Conference

Orchestrating Customer Journeys

 BRKCCT-2532 Scott Osborne
Tuesday 8:30am

Full 
Conference

Collaboration AI: From Supervised to Generative

BRKCOL-1661 Keith Griffin

Tuesday 1pm 
Full 

Conference

Walk-in Labs

• Webex Contact Center with Google CCAI [LABCOL-2007]

• Webex Contact Center Digital Channels powered by Webex Connect [LABCCT-1045]

• Webex Contact Center APIs - Understand the different APIs hands-on [LABCCT-2007 ]

Tuesday 4:15pm 
Full 

Conference

Explorer Pass
Wednesday 13 November – 9:30am – 5:00pm
Thursday 14 November – 10:00am – 1:00pm

Architecting AI-delivered Customer Experiences

 BRKCCT-1685 Shaun Robinson 

Melbourne | November 11-14, 2024

Webex Customer Experience Architecture Overview

 BRKCCT-2535 Amy Ryan

Tuesday 1pm 
Full 

Conference

Recording

96BRKCCT-2532
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Auto CSAT – Measuring Success

BRKCCT-2532 97
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Surveys capture your customer’s feedback

Uses your business measurements and 
customers feedback to form a baseline.

Continually learns and adjusts scoring as 
more data is added or feedback changes. 

BRKCCT-2532

https://help.webex.com/en-us/article/nlu4x20/Experience-Management---Interactive-Voice-Response-Surveys-for-Webex-
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Auto Customer Satisfaction (CSAT) Score

• Leverage 100% of interactions for insights 
and decision making for maximizing member 
satisfaction and advocate performance.

• AI Tone/voice detection reduces the need for 
follow-up surveys, creating a better customer 
experience 

• Access data via Analyzer report

• Data available via API and can be leveraged 
to facilitate real-time actions such as call 
routing
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Overview of the Digital Customer Experience 

 BRKCCT-2526 Prasanna Arjunan

Customer Engagement sessions at Cisco Live

https://www.ciscolive.com/apjc.html 

Monday 3:15pm
Full 

Conference

Orchestrating Customer Journeys

 BRKCCT-2532 Scott Osborne
Tuesday 8:30am

Full 
Conference

Collaboration AI: From Supervised to Generative

BRKCOL-1661 Keith Griffin

Tuesday 1pm 
Full 

Conference

Walk-in Labs

• Webex Contact Center with Google CCAI [LABCOL-2007]

• Webex Contact Center Digital Channels powered by Webex Connect [LABCCT-1045]

• Webex Contact Center APIs - Understand the different APIs hands-on [LABCCT-2007 ]

Tuesday 4:15pm 
Full 

Conference

Explorer Pass
Wednesday 13 November – 9:30am – 5:00pm
Thursday 14 November – 10:00am – 1:00pm

Architecting AI-delivered Customer Experiences

 BRKCCT-1685 Shaun Robinson 

Melbourne | November 11-14, 2024

Webex Customer Experience Architecture Overview

 BRKCCT-2535 Amy Ryan

Tuesday 1pm 
Full 

Conference
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Closing
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Complete Your Session Evaluations

104

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

Complete your surveys in the Cisco Live mobile app. 

BRKCCT-2532



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

Continue 
your education

• Visit the Cisco Stand 
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

Contact me at: scosborn@cisco.com 
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Thank you
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