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Customer
expectations are
changing

The customer service industry is at a pivotal point
In its history. In the same way hybrid work was
accelerated by the pandemic, the way customers
engage with businesses has also been forever
changed. The new reality is that customers
expect to interact with businesses via any digital
channel, not just over the phone. And if they do
pick up the phone to talk to your customer service
team, they also expect you to know who they

are and what they need from your company.

© 2023 Cisco and/or its affiliates. All rights reserved.

Customer service is the new storefront

Another consequence of the world seemingly going virtual
overnight, is customer service centers becoming the main
touch point. But in order for the customer service teams
to be able to fulfill their roles successfully, they must
immediately recognize what a customer needs before it

becomes a significant issue later in the customer’s journey.

Now more than ever before, businesses must tailor every
touch point along the way with personalized experiences
that consistently exceed customer expectations.

Without this level of excellence, even well-established
brands risk losing customer loyalty overnight—loyalty

that has been earned through years of hard work.

Failing to deliver at this crucial point gives competitors a
critical advantage.

The most memorable customer experiences are created
when agents have historical context about the customer,
are armed with the right resources to serve them, and
are given intuitive collaboration tools to get help from
other teams to quickly solve for their customer’s needs.

What all of this means is that customer service is no
longer a department in the back corner of a store.
Customer service is the front door, and customer service
agents are now the directors of first impressions.

But not all organizations are set up for success in this key

area, and often it is because they lack the technology
that empowers them to better serve customers.

webex by CISCO
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Few second chances:
why customer
experiences need

to be reimagined

The stakes have never been higher.

© 2023 Cisco and/or its affiliates. All rights reserved.
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Studies have shown that people spend
an average of 43 days on hold in their
lifetime. That equals to more than 1000
hours of listening to hold music.

customers say that their customer
service experiences are fragmented.

of customers say that they’d be willing
to abandon a company they love
after 2 to 3 negative experiences.

say they’d abandon a company after
Just one single negative interaction.
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So how can you solve
this challenge?

The success of your organization depends on
customer loyalty. And customer loyalty is earned by
solving customer problems quickly and efficiently
with the least amount of effort on their part.

Companies that get it right do all of these things:
Listen, Engage, Augment, Learn, and Adapt.

© 2023 Cisco and/or its affiliates. All rights reserved.
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Listen

Gather and create rich
customer profiles.

Listening means understanding

your customers interactions and
activities, so you can proactively
identify issues before they become
problems, which decreases customer
calls. And if the customer calls

in, your agents know exactly what
they need and how to solve it.

© 2023 Cisco and/or its affiliates. All rights reserved.

Engage

Connect with customers
how, when, and
where they want.

Interacting with your business should
be based on how customers like

to engage, regardless of whether
they prefer texting or a messaging
app. For customers who prefer

self service, they should have

24/7 access to virtual agents.

?9

Augment

Leverage Al and
collaboration to create
super agents.

The agent should never feel like
they are stranded on an island.
They should have tools and
organizational support to quickly
solve customer problems.

With these resources, you create
super agents that provide better and
more efficient customer service.

Learn

Use insights to optimize
customer experiences.

To deliver great customer
experiences, you need to

learn from engagements and
continually pinpoint and prioritize
the improvements that will

have the biggest impact on

both satisfaction and costs.

Adapt

Automate customer journeys
with no or low code.

You need to put into action what
you learned from customer
insights. Regardless of whether
you have developers or not, you
should be able to quickly tailor the
customer journey accordingly.
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When these five competencies come
together, you get a virtuous cycle.
You're listening to your customer,
engaging with them the way that they
want, augmenting agents to provide
the best experiences, learning what to
Improve, and adapting by quickly rolling
out enhancements without coding.
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How Webex solves for
the 5 competencies of
exceptional customer
experience

© 2023 Cisco and/or its affiliates. All rights reserved.




Listen

Bring the customer journey into focus. The
Webex journey data service can give you the
ability to capture all your customer interactions,
across all channels and all applications, even
non-Cisco applications. It turns fragmented
data into a unified view, so you can be more
proactive in serving your customers.

Imagine if a customer starts a purchase or an
application but for some reason, they can’t
complete it. Before they get frustrated and
leave, a chat bot recognizes it and asks if the
customer needs help, then directs them to a
live agent right away—an agent who knows
exactly what their issue is and how to solve it.

Instead of having a bad experience (and
potentially losing that customer) several
“magical” moments were created, and your
customer is happy. It all starts with listening.

© 2023 Cisco and/or its affiliates. All rights reserved.




Engage

Customers should interact with you like

they interact with their friends. It needs

to be easy and natural. This means your
customers should be able to choose how
they connect. They might need to engage on
a messaging app like Facebook Messenger
or WhatsApp, or use text messaging to
avoid making a call. This has to be easy.

And just like interacting with friends, customer
conversations should be picked up right
where they left off. But to do this your agents
need a seamless system that ties these
interactions together. That’s exactly what
they get with Webex Contact Center.

Unified Agent Experience

ChatBot 11:13 AM

Flight 123 to San Jose now departs at 5:05 pm and arrives at 6:00pm.

Flight Booking

ChatBot 11:14 AM

Reply 1 to stay on the flight.

Reply 2 to see other flights.

Reply 3 to receive a call from a customer support agent.

Omnichannel Customer Experience

9:41 llll ? l:]'

i @

AnyAirline @&

Flight 123 to San Jose now departs at
5:05 pm and arrives at 6:00pm.

Reply 1 to stay on the flight.
Reply 2 to see alternative flights.
Reply 3 to receive a call from a
customer support agent.

Hello Carlos. Your AnyAirline flight is
now confirmed. Please follow this link
to check your booking details: htto://

anyairline.com/
YQU1C123QISQUMDYMos1Y8

Carlos Smith  11:15 AM

We put all of this information in one inbox, ey " Repy3
right at the agent’s fingertips. They can

see transcripts in the Webex Contact O
Center agent desktop of all the interactions

regardless of what channel was used. N o

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO
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Augment

You can leverage the same artificial intelligence
technology powering the \Webex Suite to
help your agents to work more productively.

First, we remove background noise, so the
customer and agent voices are crystal clear.
Next, we take that audio and generate real-
time text transcripts. This helps ensure that
what was said has been captured. And
finally, using intent detection technology, the
system interprets the underlying meaning
and customer’s intent, enabling the system to
coordinate the right action. This ability creates
opportunities for automation so a customer
doesn’t have to wait on hold in the first place.

But not every customer issue can be resolved

so easily. When the agent needs help to solve a
problem, they can leverage the \Webex App

© 2023 Cisco and/or its affiliates. All rights reserved.

to tap into deep domain expertise within

the organization in real time. They can use
messaging, meetings, or calling to collaborate
with those domain experts. This collective
wisdom helps agents solve problems faster, and
improves their knowledge and effectiveness.

When agents no longer feel isolated and
ill-equipped to help customers, their job
satisfaction levels go up, retention goes up,
and their ability to solve problems on their
own improves. And if they are happy, they
are more likely to delight your customers.

o~
8> Webex Contact Center

lisa.smith@gmail...

IVR_Queue_1 - 00:01

Darshana Menon
IVR_Queue_1 - 00:01

Michael Littlefoot
IVR_Queue_1

S O

+1 (500) 432-3498
IVR_Queue_1

+1 (500) 432-3498
IVR_Queue_1

+1 (412) 288-3782
IVR_Queue_1

Serena Gadot
IVR_Queue_1

3

=

12:32 PM
® 00:10

12:32 PM
® 00:10

12:32 PM
® 00:10

12:32 PM
® 00:10

Michael Littlefoot

Q Transfer &R Conference ® End
® 00:01

You picked this conversation 11:26 AM

ML Michael Littlefoot 11:27 AM

| have an issue with my payment

@ You 11:27 AM

Sure, | will help with that. Can you explain the details?

ML Michael Littlefoot 11:28 AM
| kept seeing “Your payment was declined due to an issue with your account”

while | was trying to pay a bill

@ You 11:28 AM

| see, let me ~
L~ Webex

ML Michael Little

Yeah, Sure! @

Messaging

@ T @ Brandon Burke
eams
% Calls

e Q. Search

Meetings

& Brenda Song

MD) Typing... Printed Materials
Graphic Design & Marketing

@ ©

Write a message |

5. Invite people to Webex

R A Available

= IVR Transcript ™ Customer Experience Ji More \/
Webex Experience Management
Q_ Search

@® NPS:9/10 @ CSAT:3/5
S, Collected 25 Apr '19, 04:52 pm
<% 4 pinned questions Show

[E The guy on the phone was very helpful and understanding. Was
testing some

/® NPS:4/10 @ CSAT:3/5
S, Collected 25 Apr '18, 03:21 pm

— 0 X

5] Conect to a Device

Al Direct  Spaces Filter by = @ T ‘

@ You 11:49

Hi, Josh can you help me with the New
Billing issues thats been raised today?

° Josh Peterson  11:48

Ya Sure, | can take a look at that and
share the details with you. Hang on a
second.

< : ) You 11:49
Sure, Thank you.

e 00 @

Write a message to Josh Peterson

webex by CISCO
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Learn

- " - "
{ ’ Webex Contact Center 00 v Auvailable

Insights at all levels.

(0 Hi Rick, Welcome !

@ Queue Name Channel Type Managed Teams
Customers Operational management ol v) (&
: Contacts in Progress : Contacts in Queue : Longest Contact Currently : Total Contacts Handled
. ) . . . . ] g inQUeue
When it comes to your customer’s Enjoy simple management and real-time visibility
. . . : L : 35 25 00:15:20 412
experience, good isn’t good enough. Use with your collaboration applications using Webex
. . _— . . . ; Y O = S ®) = %G Y S O
customer feedback to gain insights, optimize Control Hub. Diagnose technical issues like 5 5 s 5 10 s Grecit Card Sales 2 s
results, and boost customer satisfaction. poor call quality, network connections, or even Average Service Level - Voice I [ — B I
iIssues with an agent’s headset while managing
Agents your cloud contact center all from one place. 95% 00:13:07

Y ®) & o Y O & Qg

95% 74% 48% 10% 00:13:07 00:20:00 10:20:00 00:30:00

We also make it easy to integrate key
CRM applications like Microsoft Dynamics,
Salesforce, Zendesk, and more.

Give supervisors the visibility and insights
they need to empower agents and help meet

Contact Details in Queue H Agent State Report

300
Channel Type Queue Contacts in Queue Longest Contact Currently in Queue

business goals. The supervisor desktop Cht Credit Gard 05 00:00:10 =
provides important highlights, performance o Emil Merketing 02 00:02:12 .
Your organization can benefit from seamless S TS s R 150

100

details, and key insights so supervisors ) _
can stay in the know, engage with agents workflows and a fully integrated experience. Voice Sales Outbound 0001:34
Voice Service Inbound 00:03:54

in meaningful ways, and build a team that Somios Outbound 000632 0
. . . . e Available Idle Sign Out
provides incredible customer experiences. Voice Sy 0003:32 S

Number of Agents

50

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO
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Adapt

You should be able to quickly put into action the platform provides a rich set of programmable automated processes that connect your customer Go try if for yourself and see how easy it is to
what you have learned from listening to your communications that include SMS and voice, Interactions to your operational systems, like get your Enterprise CPaaS up and running!
customer’s interactions, and activities to as well as newer channels such as WhatsApp, your CRM, financial, and billing systems. This
improve their journey and experiences. Apple Business Chat, in-app video, and means you can build an orchestrated process
more. But that is where the similarities end. quickly, without having it turn into a long and
Just like other CPaaS platforms, \Webex costly IT project. The platform also has built in
Connect allows your developers to embed Webex Connect also provides visual low/no code metering and billing modules that enable both
communications into your applications and capabilities that democratize workflow creation consumption-based and commit-based pricing
systems using APIs and SDKs. For developers, and changes. It allows business analysts to create that is independent of Webex Suite licensing.

Responss

r. : - o N
— | ®— OnSuccess & &S > onSuUCCEsSS vhatsapp.mo i~ @ onAgentHando. e P @
PEGA | AR .
| l : Fand | onSue
|
| L] L] : & L ]
eligit F Yes [ No Trxn Details +CR Wait for 2|f-zervice bot 0 snErT
Increase Qption Customer

g TS = - T [y LT | g= T moyom |- -
rigger-Credit Fetch Total Fetch Available Is avallabile

| 1 i
}\B DNBEgn r— |’=|E @—OnSuccess = (= | S @ OnSuccess—+ r—sy
! @& l! ]

e L I : A
Card Transaction Credit Limit Credit credit be

—1 (L
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Why the world’s best-
known brands rely on
Webex for customer
experience

Many of the world’s largest and best-known
brands rely on Webex to help them deliver
exceptional and magical customer experiences.
We provide the industry’s most complete, unified
platform for customer experience across the entire
journey. It’s a set of integrated applications, all built
on a common foundation and journey data service.

And it’s all driven by the power of Webex—
which means it directly leverages all the rich
capabilities for collaboration, calling, messaging,
artificial intelligence, and so much more.

© 2023 Cisco and/or its affiliates. All rights reserved.




Webex for
Customer
Experience by
the numbers

Webex by Cisco is leading the way in
customer experience. It’s been a focus
of ours for years. And it shows.

© 2023 Cisco and/or its affiliates. All rights reserved.

3.0 million
agents

50,000
organizations

2027 RO
over 3 years with

14

Webex Contact Center

O pblllion Interactions
delivered per year
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The Aragon Research Globe™ for the Intelligent Contact Center, 2022
(As of 11/3/2022)

Th e Ara g O n Performance
Research Globe™

N

] Cisco
Alvarla Genesys

Q.Avava )
Mitel . NICE . ‘ OLL:
Uni
v @ Vonage

8x8
Intermedia Talkdesk
LiveVox Dialpad

Cisco named a leader for Webex Contact
Center in The Aragon Globe for the
Intelligent Contact Center, 2022*

*The Aragon Research Globe™ for Intelligent Contact Centers, 2022.
Copyright © 2022 Aragon Research Inc. And/or its affiliates. All rights reserved.
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Aragon Research and the Aragon Research Globe are trademarks of Aragon
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Research Inc.
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Testimonials

- [-Mobile elevates customer
support with Webex Contact Center

- VVodafone sees campaign
response rates soar 25%

Cambridge University
Hospitals decreases missed
appointments by 27%

webex by CISCO
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See it In action!

Webex powers great
customer experiences.

Learn more

© 2023 Cisco and/or its affiliates. All rights reserved.
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