
WebEx Confidential1

Rajiv Saxena
Sr. Product Manager
WebEx Support Center

Minimize Support Process inefficiencies with 
Remote Support Click-to-Connect

Greg Wright
Technical Product Specialist
WebEx Support Center



2 WebEx Confidential

What is Remote Support Click-to-Connect?

• Allows customer to contact 
Helpdesk (Service, Support, 
IT, etc) from a web-site, 
software product, desktop, or 
an email. 

• Customer Request is queued 
and routed to the appropriate 
agent.

• Once agent picks up the 
customer request, a Remote 
Support session can be 
automatically initiated
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Key Capabilities
� Customer requests help online by clicking on a � Click to Connect�

button on the website 

• Queue and route requests based on agent availability and skill set 

• Monitor and manage queues and agents via a dashboard 

• View and analyze detailed management reports
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Queue Management
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Benefits of Click-to-Connect

• In-Context Help

• Increase Agent Productivity

• Decrease Phone Bill

• Increase FCR and Decrease Resolution Time

• Drive Product/Web-Site Improvements
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Demo
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Thank You
Rajiv Saxena
Sr. Product Manager
rajiv.saxena@webex.com
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Benefits of Click-to-Connect

• But as our Strategy and Advisory Services practice continues to 
study the use of chat in multi-channel service environments, it’s 
becoming clear that with the right “enterprise strength” chat 
platform, agent training and user expectations, chat actually 
works. And in some cases works so well that there is almost 
immediate business ROI, and customer satisfaction is higher than 
with telephone support.

– Allen Bonde, Collaboration, CRM v.2 and the Truth ab out Chat, CIO

• More people feel highly satisfied after receiving customer service via Live 
Chat (46% rate it a 9–10 on a 10 point scale) than any other form of 
customer service, including toll free number (41%), e-mail support (31%), 
and online FAQs (24%)

Northstar Research Partners


