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Agenda Use Cases
Best Practices
Let’s use our voice!

Or Maybe Chat
| love Questions!!



Outbound campaigns

“Redefining proactive engagement”

Improving the Customer
Experience (CX) through
proactive omnichannel
engagement solutions that align
with business objectives and
value customer privacy

© 2025 Cisco and/or its affiliates. All rights reserved.

Employee engagement

Augmenting employee
satisfaction and productivity by
streamlining Communication
Enabled Business Process

(CEBP) adoption within
an enterprise

BRKCCT-2559

Machine engagement

Enabling autonomous business
processes for optimizing the
cost-of-service delivery and
improving CX through robotic
process automation and
proactive engagement with
minimal
human intervention
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Webex Customer Experience

DEVELOPER PLATFORM AND ECOSYSTEM INTEGRATIONS:
SOLUTIONSPLUS | OEM | DEVELOPER APPS

> Users

Customers
«—— Business Systems

Customer Experience Foundation

OO0 KOG &

( INTEGRATIONS | FLOWS | JOURNEY DATA | KNOWLEDGE | ACTIONS | CHANNELS )

Platform

ILLING | SECURITY | AI)
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Outbound customer engagement

Industry challenges

Lead prioritization in real time and business goal alignment

Nonintrusive customer proactive engagement

Cost of service delivery vs. user experience - need for robotic ‘

process automation and communication-enabled business proces:
Resource optimization and agent productivity improvements

Adherence to the growing federal and regional compliance regime

]
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Use Cases

CISCO Live !



Reasons for Outbound

® & =

Salefsofalls Proactive Debt Contract
Customer Collection renewals

customer Service

Acquisition

= R

Cross Sell & Sagsfactlon Alerts
Up Sell urvey

alfbal ]l
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Actionable

An actionable reminder is initiated . .
Send a confirmation on

U= Customer is convinced
|::' I to buy another product < \/’ customer action to
@@ provide 360-degree view

- e o o o,

E or service from the . :
' ===f)  Actionable reminder . Bank o agents
R > ¢ is initiated via two- S~ /\ : .
: m' way SMS/Digital . . !
: Channels < : i
" v 1
" c
' = ' Platform t ist Chains the interaction to
' Actionable reminder is &’ & a o;;r:t Iz;zg's er Y, a second fo_IIow up
. > @ initiated viaagent | -=----- > = H s campaign
: - assisted voice g
E campaign e ' A
; S : .
: (&) 1 1
1 v 1
: . . <
: s— _A(?tlf)rlable remmd_er L/ _ * B
' ’E is initiated as a voice . __@ Passes action to core Set appropriates out
ooo . . -~- . . .
[ > drop campaign with S Banking system AW come to the interaction
IVR throttling =
v A
! |
\ ___________________ -’
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Patient life cycle

)

p=!

Requirement
Confirmation

—OO—@@"

ER ~
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( 1\ (

>

=

( )

BN &

® —® —® o —®
Patient interacts Requirement is Patient receives Requirement Patient can alter Requirement is Confirmation is
with the agent known confirmation follow-up requirement updated sent
® New / Existing ® New Appointment  ® Confirmation sent ~ Static Reminder / Via actionable ® Requirement is ® Confirmation is sent
patient ® Re-schedule to patient actionable reminderis  reminder patient can; updated on Epic to patients based on
® Fetch patient Appointment ® Patient is linked sent via ¢ Reschedule CRM the new requirement
info ® Cancel to a follow-up * SMS Channel Appointment ® Patient chained change
® Create new Appointment campaign * Voice drop ¢ Cancel to appropriate
patient record ® Referral booking campaign Appointment follow-up
® Add patient ® Triage line * Email ® Make referral campaign
demographic ¢ Agent Assisted booking
information
® Cisco Journey ® Send SMS/ ® Update Campaign created in Trigger event in the ® Requirementis ® Confirmation is sent
c Data Services Email/ WhatsApp dispositions in CM backend system updated on Epic to patients on SMS,
o APIs to update based on Event Campaign * SMS Channel based on response CRM using APIs Email, WhatsApp or
E customer Trigger using ® Decide next * Voice drop using Webhooks ® Next campaign Voice
o information & Webhooks action in workflow Campaign triggered in CM
@ Preferences * Email
(&)
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¢ Agent Assisted

BRKCCT-2559
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Use Case - For Collections

f

-

Collection Manager
pulls Delinquent
Accounts and
bucket them (30,
60, 90 days)

> .-fl*-.
Feed data to the

collections
campaign

2

. f

Platform executes SMS/Email/ voice
drop reminder campaigns for non -
delinquent cases

And executes a 2-way SMS or
agent based campaigns for
delinquent cases.

(S

Platform chains the record to
a collection follow-up
campaign as per promise
time / agent creates a
personal call back request..

© 2025 Cisco and/or its affiliates. All rights reserved.

=

Platform captures
customer promises /
information in core
banking system

BRKCCT-2559

Leveraging Al /
Predictive models to
identify Best time and
right person contacts.

1

-

Platform executes
predictive voice drop
campaigns with self-pay
options

]
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Use cases across Customer Life Cycle

Employee

Customer Communications > Retention > Support Communications
Fraud Paperless Promise- Self-Serve HR Chatbot
. v - 00 Chatbot with -
@ Prevention Billing @ to-Pay l_J Live Agent 8’3 Inquiries
Statements Automation Escalation
Secure Secure, Personalized IVR Call
(%J | Inbox for (%J | Branded @ upsell a”ﬁ Deflection
. . Cross-se
compliance Messaging
Automated
= Account

Management

]
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Use Cases

« Meter Readings * Virtual Concierge « Conversational Marketing

Service Upsell

Travel Disruptions
Personalised Marketing
Conversational Sales
Luggage Alerts

Abandoned Baskets
Order Inquiries
Delivery Notifications
Personalised Marketing
Click and Collect Alerts

Engineer Visits

Virtual Appointments
Billing Statements
Connect Home Alerts

* Fraud Mitigation « Emergency alerts « Healthcare Comms

« Paperless Statements « Tour scheduling « Police: Non-emergency

« Payment Confirmation « Tuition alerts & payments « Tax Payments

* Balance Alerts « Student services engagement  + Housing - Rent collections
« Suspicious Transactions « Recruitment & alumni « Vaccinations

» Credit Card Increase campaigns

Virtual Healthcare Appointments

]
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Conversing!




Outbound Jargon

Campaign
Management

Auto-Dialer

Proactive
Engagement

Predictive Dialer

Proactive
Outreach

«‘
Outbound ﬁ
] Sales Engagement

afra]n
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Dialing modes

- Preview dialing Progressive dialing Predictive dialing

Dial by Agent Machine Machine
Overdial No Opt Yes
) (Calculated by Algorithm)
No
Preview Before dialing While dialing (Delivered along with customer

call transfer)

Preview
rate

. Preview Autodial > Overdial
Time - —
| Time
. . .

Productivity Good Better Best

Compliance n/r Required Required

© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2559

Machine

No

No

Autodial

IVR
Connect

.
Live agent
Better

Required

Acqueon Proprietary & Confidential
]
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Outbound Campaign Features

Outbound campaign starts with a Contact list, and Webex Contact Center Outbound
Campaign Management support the following:

» Preview/Progressive/
Predictive dialing ‘
* VR Campaigns™

Campaign runtime Compliance

* Multi-phone contact . ime- ifi
«  Contact List Management P State/time-zone specific
- CallP Analysis ~ ~ strategy , window )
Ca rqgress nalysis + Contact Dialing Rules « Statuary Compliance
ampaign Reporting + Campaign Chaining + Do-not-call list
]
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Best Practices

Dial smarter, not harder Pe rsona I ize
— preview for precision, MOd eS Of &

predictive for diallin g

Because you’re not
‘User123’ — you’re you,

performance. . and we get that.
contextualize
Because good timing R I t & R h We don’t shout in
isn’t luck, it’s elievan Ig t emails or whisper in
strategy with style. S Te] gl U] g[S Channel Flors — Just smart

No imposters allowed — HOW dO yOU Reports that know
we keep it real with SeCU re a nd want to their audience —
verified digits and legit Authentic becatlas:rzll:a;grll.ce IS

flows Report

alfbal ]l
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Optimize outbound campaigns

Implement statutory compliance, I

including do-not-call and
state/time zone-specific
calling window

© 2025 Cisco and/or its affiliates. All rights reserved.

BRKCCT-2559

Automate business
process enablement by
integrating with back-office
processes

Improve customer
communication
effectiveness with list
prioritization and segmentation
and business rules-driven
targeted campaigns

]
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C New add-on )

Webex Campaign
Management for
Webex Contact
Center

Administrations and supervisors
can now effortlessly configure,
manage, and optimize outbound
voice campaigns

© 2025 Cisco and/or its affiliates. All rights reserved.

< webex Campaign ‘Q

Collection_Campaign_Group >

on_campe P
Auto_Loans_collection_campaign  vev s ago

The nodes marked with ¥ are part of the 'Advanced Campalgn' feature-set
Until Oct 2025, contact attempts processed through 'Advanced campaigns’ will be charged at the lower rate for 'Basic campaigns'.

w ]
»%B.

.,‘m.,m.>“.»g‘)}.».»wg.

Contact selection
filters (fresh)

t selection Contact flow Additional
)

Conta Schedule Contact Suppression
filters (retry| rule sets

Daily
priarity contact list schedule exclusion dates attempts strategy
options

configuration

G O a Q we @4

]
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Rapidly build scalable, compliant outbound
voice campaigns

Build campaigns on a Save time with easy Define campaign rules Leverage multiple
single canvas configuration and attempt strategies dialling modes
Build Configure Strategize Deploy

alfbal ]l
© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2559 cisco



Step 1: Configure the Campaign

Conf
Agents &
Teams

© 2025 Cisco and/or its affiliates. All rights reserved.

Add
global
variables

Channe

BRKCCT-2559

Create

Configure
Native

Campaign
Manager

]
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Step 2.1: Configure Outbound Campaign Manager

Typical Steps

Dialler
‘

( Select \

campaign
dialling mode
*  Configure CPA
parameters
»  Configure
dialling-mode
specific

\ parameters j




v O Webex Control Hub X CG:) Webex Contact Center | My Da: X % Edit Contact Center Voice Cam; X O Edit Contact Center Voice Cam; X r — m] X
< c 25 https://tsartms.wxcc.webexcampaign.us/nextgen/campaign-management/campaign/visual/edit-voice-campaign/CCV_1759481057637 DA e ) °

Dialing mode dependent parameters: Predictive mode

Dial rate (1-10) *

Abandon

No answer ring limit (16-80) * Rate %

Max dialing rate (1-10) *

Abandon rate percentage (1.0-100) *

Predictive correction pace (10-5000) *

Predictive gain (0.1-3.0) *

% Agents
to be
reserved

Reservation percentage (0-100) *




Step 2.2: Configure Outbound Campaign Manager

Typical Steps

Contact
. List Source
Config

Dialler

Config

campaign file upload or
dialling mode automated
Configure CPA SFTP ]
parameters : iealectrfleld
Configure . Contact s
dialling-mode automated
specific expiry

\ parameters j \

( Select \ ( Select manuaI\

J

© 2025 Cisco and/or its affiliates. All rights reserved.

BRKCCT-2559

]
cisco



v O Webex Control Hub

X

@;) Webex Contact Center | My Da: X O Edit Contact Center Voice Cam

X % Edit Contact Center Voice Cam| X ar

< C 25 https://tsartms.wxcc.webexcampaign.us/nextgen/campaign-management/campaign/visual/edit-voice-campaign/CCV_1759481057637

< webex Ccampaign

CLMeL Training

CC_VOICE_1759481057637  voulast saved 0 Minutes ago

Contact

List Source

The nodes marked with ¥ are part of the 'Advanced Campaign' feature-set.

Manual upload or

pick from SFTP

Location

Until Feb 2026, contact attempts processed through 'Advanced campaigns' will be charged at the lower rate for '‘Basic campaigns'.

Config

O - B

Dialer
configuration

File

Contact flow Additional
priority contact list
options

I

schedule

)

Daily

100°/.

Se

lect the field

mapping configured
previously

D

Set expiry of
contacts

s

Contact list source

Select contact list source *

Manual file upload ~

Manual file upload

SFTP

the 3-dot action menu to create/manage contact

lists for this campaign.

Select field mapping *

TechSummit v

If you do not see any field-mapping in the drop-
down, please create at least one field mapping from

'Voice campaign administration' menu.

Automatically expire each contact list in 'x'
days after its activation (Min 1 - Max 31)

Value of 'x' * days

If X=1, it means that the contact list will expire at

23:59 on the day of activation. If X=2, it means that

tha rantact liet wiill avnira ot 2250 Aan tha navt Aav




Step 2.3: Configure Outbound Campaign Manager

Typical Steps

Dialler
Config

Select \

campaign
dialling mode
Configure CPA
parameters
Configure
dialling-mode
specific

parameters j

© 2025 Cisco and/or its affiliates. All rights reserved.

Contact
List
Source
Config

( Select manuaI\
file upload or
automated
SFTP

+ Select field
mapping

* Contact list
automated

expiry

Contact

Priority

( Optionally \

apply contact
selection filters

* Optionally
specify contact
selection
priority

\_ /

BRKCCT-2559

Campaign
Schedule

4 Specify
campaign
schedule

» Specify
campaign
holidays

\_

Contact

Strategy

( Specify phone\
number priority

* Specify max
call attempts
over different
periods

« Enable /
disable
sequential

\_ dialling Y,

]
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webex Campaign L

Campaign management / Campaign groups

Showing 1 of 1 Purpose : | Select purpose v Created by : | sacheetestrtmsus v | | Search by campaign group, reference ID % 1 Filters applied
Y gng
Campaign group name Campaigns 2 Reference ID Created by Created date
Collection_Campaign_Grou .
B EE g 4 - sacheetestrtmsus Jul 02, 2025 .
Voice

@© 2025 Cisco Systems and/or its affiliates. All rights reserved.

ol I 1l I h
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Step 2.4: Configure Outbound Campaign Manager

Typical Steps

Contact List Contact Campaian Contact
Source Filters & Schepdu?e Attempt
Config Priority Strategy

Dialler Suppression

Rules DNC Lists

Config

( Select \ [ Select manual\ (Optionally \ ( Specify ) (Specify phone\ (Associate \ (Associate \
campaign file upload or apply contact campaign number priority suppression DNC lists
dialling mode automated selection filters schedule * Specify max rule sets with with your

. Configure CPA SFTP . . Optlgnally . Specif call att_empts your campaign campaign
parameters * Select field specify contact pecity over different (For
. Configure mapping selection campaign periods compliance
. « Contact list priority holidays * Enable / with
d|a|||r.19—mode automated disable regulations
specific expiry sequential such as TCPA
\_ Pperameters )\ I\ I\ ) \_ dialling J\_&FDCPA) ) \ J

]
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< webex Ccampaign

Collection_Campaign_Group

Auto_Loans_collection_campaign

OO O OO =

File Contact flow

© 2025 Cisco and/or its affiliates. All rights reserved.

Contact selection
priority filters (fresh)

You last saved 0 Minutes ago

The nodes marked with ¥ are part of the 'Advanced Campaign' feature-set.
Until Oct 2025, contact attempts processed through ‘Advanced campaigns' will be charged at the lower rate for 'Basic campaigns'.

Contact selection Additional Daily
filters (retry) contact list schedule
options

g O a8 @ 100%

BRKCCT-2559

Schedule
exclusion dates

Contact
attempts strategy

Suppression
rule sets

1'»‘

Suppression rule sets

@ Suppression rules not required

Suppression rule sets *

| 2 Selected v

Note: Maximim of 10 suppression rule sets are
allowed per campaign.

Bank_XYZ_Corporate_Suppr
ession_Ruleset_2 & ﬁ

o Federal_FDCPA_Suppressio
(O
n_Ruleset_1 ﬁ

-

. Federal _FDCPA_RegulationF_Rule_1_ti
ming_window
2. Federal_FDCPA_RegulationF_Rule_2_C
ontact_attempt_frequency
3. Federal _FDCPA_RegulationF_Rule_3_te
lephone_conversation_frequency
4. Timing_bet_10_to_20_hrs

© 2025 Cisco Systems and/or its affiliates. All rights reserved.
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Step 2.5: Configure Outbound Campaign Manager

Typical Steps

Contact
Filters &
Priority

Contact List
Source
Config

Dialler

Config

Campaign
Schedule

Contact
Attempt
Strategy

Suppression
Rules

DNC Lists

Call Delivery
to Agent

( Associate \

+  Select YA Select manual \f+ Optionally Specify ) ( Specify phone\
campaign file upload or apply contact campaign numper priority
dialling mode automated selection filters schedule » Specify max

. i SFTP * Optionally ) call attempts
Configure CPA i ' Specif )
parameters + Select field specify contact pecity over different

. Confiaure mapping selection campaign periods

onid « Contact list priority holidays « Enable /
dialling-mode automated disable
specific expiry sequential
K parameters j K j \dialling j

© 2025 Cisco and/or its affiliates. All rights reserved.

BRKCCT-2559

(Associate \

suppression DNC lists Assignment
rule sets with with your « Wrap Codes
your campaign . .
(For campaign . Approprl_ate
compliance gadgets in
with Agent
regulations Desktop
such as TCPA

\_ &FDCPA)  J\ - J\U Y,

a8 Campaign )

]
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webex Campaign

Campaign management / Collection_Campaign_Group

Campaign group details

Campaign group Created on

Collection_Campaign_Group Jul 2, 2025

Business stakeholder Created by
sacheetestrtmsus

Voice campaigns

Manage voice campaigns and contact lists of the campaigns.

Showing 4 of 4

~

Campaign name Dialing mode

Mortgage_collection_campaign Progressive

Auto_Loans_collection_campai
gn

Standard preview

CC_VOICE_1752078476809 Standard preview

CC_VOICE_1755539737979 Predictive

© 2025 Cisco and/or its affiliates. All rights reserved.

Duration

Jul 02, 2025

No end date

Jul 09, 2025

No end date

Aug 19, 2025

No end date

Total campaigns
4

Drafts

~

Time range

00:10 - 23:59
08:00 - 19:00
09:00 - 20:00

Running

435'

Paused Notifications

1 sacheetestrtmsus@wbxlab.us

C Refresh Last refreshed: Sep 25, 2025 17:09

v | | Search 1% 5 Filters applied

Completed Pending

0 0 0

Stopped

0

Campaign status | 4 Selected v | Created by | All
P - e Sent to dialer - awaiting F .
rocessed O Valid outcome 2 resh

340 340 0 21
1,000 1,000 0 0

BRKCCT-2559

Open

Closed Blocked I Status
0 0 Paused
0 0 Draft :

Draft

Draft

© 2025 Cisco Systems and/or its affiliates. All rights reserved.
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Cisco Outbound Campaign Suite

» Call list segmentation
* Prioritization

« Data modeling

« Smart Contact Selectio

« Multi-phone
contact strategy

» Retry Strategy
« Campaign chaining

Campaign
runtime

* Preview :
- Progressive Telephony - Statutory compliance
. Predictive dialing Compliance - Do-not-call lists

modes « State/time zone-specific

« Multi-skilling of agents calling windows

at Team Level

( Contact lifecycle management )

alfbal ]l
© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2559 cisco



Proactive

outreach from
businesses is
something we
all experience

gy

©

Enjoy 20% off your
next purchase !

Alert: Suspicious activity on
$ your account!

TR




Managing customer interactions is increasingly complex
for enterprises

(@)

Core
business
systems

CRM & Case management

Transaction processing

Order management

Fraud management

Commerce platform

Billing platform

Appointment management

© 2025 Cisco and/or its affiliates. All rights reserved.

Poor
Complex Customer
communicati Experience

on
integration

No single point
of
orchestration
between
channels

Lack of
inbound /
outbound

control

Lack of scale

Fragmentation
Managing of channels
protocols, & consumer
hardware and journeys
carrier
connectivity

BRKCCT-2559

NOG A

CTOUNTPIPP

R ECHON

e

Channels

]
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We make it simplel

CRM & Case
management

Transaction processing

/
/

Fraud management

e

RO
CTOQTDGPIPd

Core
. Commerce platform \ Channels
business J
SyStemS Billing platform "
Appointment o
management

]
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Today, 8:53 AM

Bank Cardmember, Payment of
~.- .2354 was credited to your card

ending 4999 on 11/JAN/2023.

75% of consumers are frustrated =

Not Delivered

when they can’t respond directly P

to a brand’s message
T YT

afra]n
cisco
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& O (A O https//dev294932.service-now.com/r

SerVicenOW All  Favorites History Workspaces Admin User - User1 Test

= &::1 Test @ 3= | Update | SetPassword || Delete
EID [m ] Email | rohit@simcomm.com
User ID | Userl Language | -- None --
First name | Userl Calendar integration | Outlook
Last name | Test Time zone | System (America/Los_Angeles)
Title Date format | System (yyyy-MM-dd) Messages
Department Q Business phone

Password needs rese Mobile phone

Locked out Photo Click to add

Active

Web sevio acoess anly +19208062284

Internal Integration User

S — Hello Nicholsan we see
Susmast Sostimunict, Smne your account has got
locked. Please expect
a call from us from
+19208062284

]
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Digital Identity API’s

Network
Identity

Identifies if the
network of

the mobile
number

© 2025 Cisco and/or its affiliates. All rights reserved.

SIM Swap

Returns the date
and timestamp of
the last SIM Swap
for a mobile
number, to help
identify fraudulent
activity. A recent
SIM Change may
signal an

account takeover.

Call Divert

Verifies whether
an outbound
callto a
customer’s mobile
number has been
forwarded or

not. It may have
been diverted to a
fraudster’s mobile
number.

Account
Takeover

SIM Swap

Call Divert

Device Change

Also known as
Enhanced SIM
Swap.

Not only does ATP
return SIM Swap
and Call Divert
information, but it
also returns a date
and timestamp
when the device
last changed for a
mobile number.
Another fraud
indicator.

KYC match

Know Your
Customer: When
onboarding new
customers, check
if the data
submitted (mobile
number, name,
address, DOB)
matches the
verified data in
MNOQ’s database.

NOTE: Not all API's are cross network, the representative list above are all available on EE

BRKCCT-2559

Number
Verify

Confirms if the
customer’s known
mobile number
matches the one
seen in either the
mobile web or
App session. This
proves
‘possession’,
instead of an OTP
via SMS which is
susceptible to
social
engineering.

]
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Digital Identity API’s

Age Eligibility

+18

Age Eligibility

A check against
our

database that
provides a
true/false respon
se to confirm if

a customer is
over a
configurable age

E.g. 21 years’
old.

© 2025 Cisco and/or its affiliates. All rights reserved.

Number
Recycle

Number
Recycle

Determine if a
mobile number
has been
recycled, and if
so, the
timestamp that
the mobile
number was last
deactivated. A
deactivated
mobile number
will go through a
recycle process
to be cleansed
and will be re-
allocated to a
new End User.

IMEI Lookup

IMEI Lookup

Provides the
device ID

(IMEI) associate
d with the
mobile number.
Does that IMEI
belong to the
latest iPhone or
a burner phone?

Home
Network

Home Network

Provides a true
or false
response as to
whether the
specified mobile
number is on
their Homer
Network at the
time of the API
call, or if the
device is
roaming

BRKCCT-2559

Tenure
(testing)

Tenure

Submit a date
along with a
mobile number
and get a True/
False response
as to whether
the MNO has
known that
customer for
that amount of
time. E.g. 90
days

Scam Signals
(build)

Scam Signals

This could help
identify
customers who
are being
socially
engineered,
confirming IF a
customer is on
an active call,
the direction of
the call (inbound
or outbound)
and if the call
duration has
exceeded a
configurable
timespan.

]
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https://developer.bt.com/products/number-recycle
https://developer.bt.com/products/number-recycle
https://developer.bt.com/products/age-eligibility

‘dev294932.service-now.com

.
servicenow Al Favorites History = Workspaces  Admin User - User1 Test Q, Search
c
— User = e
Yes <= Usert Test ¢ = Update || Set Password
’ EID [m ] Email | rohit@simcomm.com ()
User ID | Userl Language | -- None -- v
]
First name | Userl Calendar integration | Outlook v
Last name | Test Time zone | System (America/Los_Angeles) v
Title Q Date format | System (yyyy-MM-dd) v
Department Q Business phone
Password needs reset Mobile phone
-~
-

@ Locked out E Photo Click to add...

Active

Web service access only

Internal Integration User

¥ Mute ) X End call

]
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& Configure Webhook

We b h 00 k tri g g e re d Configuration  Transition Actions (Optional)

Configure webhook settings to trigger this flow

WO rkfl OW Select existing webhook ® Create new event

< Webhook URL

(-}’?3 https://hooks.au.webexconnect.io/events/PBTJFAXFBD

We've generated a new endpoint for you to send requests. Learn more about using webhooks.

Provides ability to define API
e n d pOi nt BinDelivery Service key or JWT needs to be passed in request hi

this option is selected

Validate signature

-
O pe nS O ptl 0 nS fo r WO rkfl OW Connect can validate JSON signatures generated using SHA256 or SHA512 passed in the header. Invalid request will return a
- L] L error
definitions

Example Data

Also provides endpoint for 3" party o R et s

= PROVIDE SAMPLE INPUT SELECT OUTPUT VARIABLES
business SyStel ns i PARSED VARIABLES(S)
2 "name": "Shaun”,
3 "number": "61431155981", q
a "binDate": "Friday the 8th of July”, Ll sl
5 "address"”: "181 Collins Street, Melbourne™,
g ] "binType”: "3m cubic streetside” address:101 Collins Street, Melbourne

binType:3m cubic streetside
name:Shaun

binDate:Friday the 8th of July

]
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Event Scheduler

* Allows scheduled execution of a

flow.

* Flow data can be fed by CSV or

via S3 bucket.

© 2025 Cisco and/or its affiliates. All rights reserved.

Services - WebexCC Demo Service PRODUCTION

Used for production demo services not for experimental services

# Dashboard iia Flows >¢ Rules <> API

. . Q servicereminderlive | sort By | Newest
<& Flow Builder | y .

Flow builder is a visual designer with a Flow execution data shown below is for last 30 days
library of nodes that you can drag and .
! § Trigger Flow

drop to creat test interactive

customer journeys with little to no code. X B .
ServiceReminderLive

Flow Id:2357

&

Check out our guide to building flows
here.

If you've got more questions after
reading through it, just ask. We're
always here to help.

Create Flow

App Tray

Event Scheduler

BRKCCT-2559

Status

Live

State

Executions

0t Settings

Create Flow

Actions

]
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Flow of Events!

T J, ¥ Success - Webex Connect Event Scheduler - Trigger Execution Summary - Message (HTML)

File  Message Help Q Tell me what you want to do

) @ E (rj? «)W_] Iz)| ] Y] Laptop Config El;_?] &7 Mark Unread pe) A)) Da)]) 5§ Q ﬁn

%., Delete Archive Reply Reply Forward
Al

v v oa i v
=) All —> To Manager Assign 08 Categatize < &= Read Immersive | Translate | Zoom Reply with Report
v Apps [ Team Email 2 Policy v I Follow Up v N v Aloud  Reader v Scheduling Poll |  Email

Delete Respond Apps Quick Steps Tags Nl Editing Immersive Language Zoom Find Time Cisco

Success - Webex Connect Event Scheduler - Trigger Execution Summary

R
e Webex Connect Support <no-reply@webexconnect.io> © | © Reply ‘ 1 Eeph Al |5:24 Forwaic n

@ T ®PuviBs (pubsa) Wed 22-10-2025 14:29

If there are problems with how this message is displayed, click here to view it in a web browser.

Trigger Execution Summary

Hi,

A scheduled trigger has been successfully executed.

File Name : CS Live.xlsx

Trigger Name : CLMel WA SNOW

Trigger ID : WTSGK

Execution Time : 2025-10-22 04:58:34 AM UTC-04:00 America/New_York
Summary :

Total Records : 2

Duplicate Records : 0

Invalid Records : 0

Processed Records : 2

Failure Records : 0

Save NeENE]

]
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Proactive Journeys - Anticipatory
Experiences

(“J Channel preference SMS Message
Today, 10:30 AM (1) Social hour check

Customer profile I
SMS D Email D WhatsApp HI Johanna, yOUI’ order Of Only send rf‘lessages between:

‘Radiant Skincare Moisturizer’ is Monday - Frdey

ready for pick up in our Westside 500 A -

1 i r
branch! Simply reply ‘HERE Time-sone
followed with your parking bay esT -

&}, Personalize )
number and we'll be right out.
Integrate with your CRM system

to trigger and personalize
Today, 4:00 PM

interactions.
HERE 7 .
, at bay »/F Fulfillment
. . = Q
® Logic Great! Elizabeth is on her way Receive bay Initiate fulfiliment
- with your order. She will pumber reauest
& be with you in under 5 mins.
~ Send -
@ . (__.‘ promotion 8‘¢ (_:'
¥4 e L) . . Check staff Notif
Confirm o Analyze s Confirm e BTW: You will receive 15% off avalabiity ouetomer
ickup b e L your favorite ‘Radiant
s '~:‘-',t . Skincare’ products in store
promotion tOday. JUSt Scan yOUF |0ya|ty

card at the checkout to apply.

© 2025 Cisco and/or its affiliates. All rights reserved. Clsco






oadmap:

Add wrap-up codes from Primary_wrap_up_code_set
Select wrap-up codes to add them to ‘Debt_collection_wrap_up_code_set’.

Wrap-up codes in ‘Primary_wrap_up_code_set'. (Existing codes will be disabled)

Showing 193 of 193 @ 10 wrap-up codes selected Q search

Last updated on

B Wrap-up code names [

[[] ATM_not_working Jul 18, 2025

Campaign specific
wrap up codes
and telephony
outcomes

B Customer-Refusedtopay Customer refused to pay Jul 18, 2025

B Customer-Unabletopay Customer unable to pay Jul 18, 2025

B Customer bankrupt Customer bankrupt Jul 18, 2025

Contact attempts strategy
Customize seutings 1o define how, When, 3nd through which modes the system Should attempt 10 reach & Contact.

1. Gall outcome sets.

Telehony aulcame and wrapup code set

applied on the pting retries.

Wrap-up cade set

[ Debt_collection_wrap_up_code_set | 10 wrap-up codes ~

Telephony outcome set

| Debt_coliection_tetephony_outcome_set

2. Contact mode priority
Priority of the contact made can be changed by dragging the contact made row.

Configure different retry behavior for
different use cases for the same
wrap-up code and same telephony
outcome

Contact mode priority Contact mode name

Mobile

Office 1

Office 2

Add contact mode

]
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& webex campaign Management

|
CREDIT_CARD_UPSELL_CAMPAIGN GROUP I
! ' D % Contact list source
Untitled Campaign* You last saved 0 minutes ago

Select contact list source *

B Fie @ SFTP @ AP

# of contact lists: 0
Note: Please use 'Manage contact lists’ action within
the 3=dot action menu to create/manage contact lists

for this campaign

Select field mapping *

Credit_card_upsell_field_mapping
If you do not see any field-mappings in the drop:

down, plea te at least one field mapping from

"Voice campaign administration’ menu.
(L ) > . » | @5 | e » | RS | e SFTP *

You can fully automate contact list
. . configuration e schedule exclusion dates strategy rule sets e R L 2 o ERE) 6
creation, contact creation, and
Mark contacts 'invalid' if specified "Account-
C O n ta Ct Sta t u S u p d a teS . unique-identifier' and/or 'Customer-unique-
identifier is missing in the contact lists.

@) Enavies

Automatically expire each contact list in ‘x"
days after its activation (Min 1 - Max 31)

Value of ¥ * | 1 days

If X=1, it means that the contact list will expire at
9 on the day of activation. If X=2, it means that
the contact list will expire at 23:59 on the next day of

its activation.

Save changes

]
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Roadmap:

Advanced
scheduling options

« Configure different start/end times
and time windows per day.

* Allow multiple shifts within the
same day.

ly 3 slots can be added per
ime
ave schedule M

» Support unique weekly schedules
per campaign.

]
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Complete your session evaluations

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

2o
0®

Earn up to 800 points
by completing all
surveys and climb the
Cisco Live Challenge
leaderboard.

NG

Level up and earn
exclusive prizes!

© 2025 Cisco and/or its affiliates. All rights reserved.

&

Complete your surveys
in the Cisco Live
Events app.
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Continue your education

~ R
¢y S e 52
(] 0000 L6
—T— MMM
Visit the Cisco Stand for Book your one-on-one Attend the interactive Visit the On-Demand
related demos Meet the Expert education with Capture Library for more
meeting the Flag, and Walk-in sessions at
Labs www.CiscolLive.com/
on-demand
\ Y,

© 2025 Cisco and/or its affiliates. All rights reserved.
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http://www.ciscolive.com/on-demand
http://www.ciscolive.com/on-demand
http://www.ciscolive.com/on-demand
http://www.ciscolive.com/on-demand

Thank you C1SCO Live !
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