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Webex Contact Center Expert

Module Objectives

 Understanding the WXCC Multimedia Features and their Configuration for the following
channels:

 Chat
 Email

 Being able to execute standard configuration
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Portal Architecture with Roles
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Multimedia
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Contextual Treatment and Distribution
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Concepts and Terminology
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Multimedia Capabilities

Feature Functionality

Interaction Keyword Analysis (Chat Reason and Email Subject)
Classification
Agent Tools  Rich Text Editor and Attachments
Predefined Responses
Agent Cherry Picking
Collaboration Tools
Unified History
Routing Common queuing and routing for Voice, Chat, Email
and Social Channels
Bot Integration (Customer Virtual Assistant)
Reporting Analyzer
Media Email, Chat
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Definitions

Generdl

Entry Point Initial landing place for customer multimediainteractions.

Queue It is where multimedia interactions are kept while they await handling by an Agent

Keywords Words that may be present in an email subject line or in the chat reason. These keywords
can then be analyzed by WXCC Routing and the email or chat can be routed to a specific
queue.

RONA Timer for Return On No Answer. Interactionis sent back to the queue. It is a Tenant
parameter.
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Multimedia
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Email Channel creation order

Create Email Create Email Check Email Create

EP Queue configuration Email EP RS
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Email Multimedia Channel

 The feature enable to route emails to agents, and answer them through Webex Contact
Center Desktop Agent

« The emails can be routed to agents based on Keywords

« Emails can be routed to a Teams and Queues

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex



Webex Contact Center Expert

Email Treatment Order
 EP Routing Strategy
« Email Account
« Email SubjectLine Routing (with wildcards)
« Email Queues
* Queue
* Routing Type
« Teams mappedto Queue

 Agent mapped to Teams
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Definitions

Email

Predefined Emails

Canned response templates (available in Resources) that can be used to append signatures
without having to repetitively type the same content.

Email Accounts

Gmail or O365 email accounts used for inbound and outbound communications.
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Configuration for Email Channel
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Email Entry Point Configuration

General Settings

Advanced Settings
« Service Threshold
 Time Zone
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Entry Point

General Settings

Name Email_EP
Description
Type Entry Point
Channel Type Email
Advanced Settings
Service Level Threshold 24

Time Zone (routing Strategies Only)

Default (Tenant Time Zone)
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Email Queue Configuration

Queue Configuration
* Routing Type

 Distribution

« Service Threshold
 Max Time in Queue
 Time Zone
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General Settings

Name

Description

Type

Channel Type

Email

Contact Routing Settings

Queue Routing Type

Email Distribution

Advanced Settings

Longest Available Agent

Note: Email only s!

Add a Email Distribution Group to associate one or more teams with this queue. Add multiple groups to distribute emails to
more teams as time in queue progresses.

Service Level Threshold 0 hours

Maximum Time in Queue 0 hours

Time Zone (Routing Strategies Only) Default (Tenant Time Zone) v
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Email EP Routing Strategy
onfiguration

Email Account

Routing Rules
« Keyword Analysis driven

« Email Subject Line Routing (with
wildcards)

e Selection of Email Queues

Default Queue
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Email Account

Create an email account that your customers can contact when reaching-out to your organization.
Have your email server information available when completing this configuration. There is
currently a limit of one Email Account per Email Entry Point.

Email Account contactcenterstudent@gmail.com \//\\
S
Email Routing Rules
Order Rule Name IF Email Subject Contains THEN Queue To Action
o Support or Assistance support OR assistance Email_Queue -

Default Routing Rule

A Default Routing Rule is required to handle email's that don't satisfy any Rule

Default Routing Rule will Queue To Email_Queue
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Predefined Email Response

« Default email, that will be the default
response when the agent reply to a
customer.

« Can use a Macro to grab the name of
the agent and the customer
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Name StandardEmailResponse

Use the text editor 10 enter the content that appears in Predefined Emai

- - B I S|FL| = = 1| = FR | Styles

Thanks for your email, ${CustomerName)

Bast Regards from the Webex Contact Center Coursel

$[AgentName)

Add macros rial i
Insert Macro ™ : :
on the customer and agent involved in the interaction

Variable Type Q Customer Name
Agent Name

Default Value

See the default text for sample

macros to use variable content in the Predefined Email. The value of the variable changes based
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Lab 13

Configuring Email EP and Queue Routing

Strategies n
+ Fotimated fime: 20 mindtes T T N
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LAB 13 Expected Outcomes

Email

><]
- Entry .
Customer Point
sends an
email

Routing based on Subject Line: Support OR Assistance
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Multimedia Chat Channel
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Chat Treatment Order

 EP Routing Strategy
« Chat Support Template
« Chat Support Template with Customer Virtual Assistant

 Queue Routing Strategy

Routing Type
Schedule

Teams mapped to Queue

Agent mapped to Teams
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Definitions
Chat

Chat Templates They define customer support chat experience

Virtual Assistants They can provide automated Chat support to customers

Chat Transcripts Copy of the chat between the customer and the agent

Chat Reasons Chat reasons are customer-facing options fora Website visitor to select before initiating a
chat

Predefined Chat Canned responses (availablein Resources) that can be used in specific Chat Entry Points

Responses (up to 50 per EP).
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Definitions
Chat

Chat Status Waiting

Messages Customers see these messages while waiting for an agent to respond to their message. In
case of a Customer Virtual Assistant, this message indicates transition from automated
support to human interaction.

Chatting

Customers see this if they minimize the chat window during an ongoing interaction.

Left the Chat

Customers see this when an agent exits the chat and ends the interaction.

Proactive Prompts | Promptsused to operatively offer web chat with live agents to visitors to your web site.
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Webex Contact Center Expert

Multimedia Chat Channel creation order
Chat
‘
Create

MMChat EP Dialogflow Virtual Setup CVA in Create
Agent CH MM EP RS

Create

MMChat Queue

Put the Template on

the Web Page
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Chat Entry Point

Configuration

General Settings

Advanced Settings
e Service Level Threshold
e Time Zone
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Entry Point

General Settings

Mame Chat_EP
Description
Type y Poin
Channel Type Chat
Advanced Settings
Semvice Level Threshold 600

Time Zone (routing Strategies Only)

Default (Tenant Time Zone)
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Chat Queue

Configuration

Queue Configuration
« Routing Type

 Distribution

« Service Level Threshold
 Max Time in Queue
 Time Zone
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General Settings

Name
Description
Type Jue
Channel Type Chat v
Contact Routing Settings
Queue Routing Type Longest Available Agent -

Chat Distribution

Advanced Settings

Chat only supports Longest Available Agent Routing

Add a Chat Distribution Group to associate one or more teams with this queue. Add multiple groups to distribute chats to more
teams as time in queue progresses.

Service Level Threshold 0 seconds

Maximum Time in Queue 0 seconds

Time Zone (Routing Strategies Only) Default (Tenant Time Zone) v
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Chat Configuration
Control Hub

« The configuration of the Chat
Templates is performed in Customer
CH Portal

 ChatTemplate

e Customer Virtual Assistant
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9

Chat Template

Create a chat template that defines
your customer support chat

experience.

—)

;,T

Virtual Agent

Create a virtual agent that can
provide automated chat and voice

support to customers.
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Chat Support Template

EP Assignment

« Templates should be assigned to EPs
(already created)

« Association between EPs and Chat
Templates is 1:1

« Cards can be toggled to customize
what screens customer will see when

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Chat Support Template

Proactive Prompt

« |t defines how long to wait until the
promptis shown to the customer

« |t also defines what customer will see
on the prompt when prompt is shown.

- The proactive prompt will not pop up
during off hours or when no agents are
available to assist

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Proactive Prompt

Show Prompt After

30 seconds w

Title

Message

webex




Webex Contact Center Expert

Chat Support Template

Off-Hours Screen

« Screen shown to a customer during
business off-hours

« Off-Hours Scheduled is defined in this
screen

« Message is customizable

« Scroll down screen to view

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Customer Informatics

Wirtual Agent

Message

United States: America/New_Y...

s D
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Chat Support Template

Customer Info

« |t customize the screen a customer fills
in to start a Chat with an Agent

« Email and Reason fields are mandatory

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Preview

Hint Text

Add at least one category option.

Previous

webex
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Chat Support Template

Virtual Agent

- |If a Virtual Agent was selected, you can

configure the Welcome message.

- Doesn’t show if not requested. o
.; Select An Option
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Chat Support Template

Branding and Identity

- Defines how company or agent is
visually represented

- Message is customizable
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Attributes
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Chat Support Template
Status Messages

 Defines the status message to display
In the customer chat window

« Waiting
» Chatting
» Left the Chat

« Scroll down to view

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Chat in progress...
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Chat Support Template

Feedback

- Used to collect feedback from a

customer after the chat ends

- Message is customizable

co and/or its affiiates. All rights reserved. Gisco Confidential. webex
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Chat Virtual Assistant

Escalation and Handled Intents

 Escalation Intents trigger WXCC Agents
in order to support Customers

« Handled Intents terminate the chat with

a CVA
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9 Nicola Fidanzia —
I need help with booking

Help with topic

Sorry, | don't have that information. Let
me find you someone to help answer
your guestion.

Hi do you need help with topic?

of course

X

-

9 Agent - X

E ey e EE AR 1 e e ey o

Here are the flights that match your
search criteria:

| don't need any more help

Thank You. Feel free to come back and
ask me another question. Have a great
day!

Chat has ended

webex



Webex Contact Center Expert

Chat EP Routing Strategy

Configuration

General Settings

Chat Routing Experience

« Customer Support Template (chosen
in CH)

Chat Reason Queues
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General Settings

Name

Chat_EP_RS Enterprise Name Webex CC Training Org

Entry Point Chat_EP

Chat Routing Experience

Chat Template

Chat Reason Mapping Details

Baggage

Flight Status

Flight Issue Chat

Schedule:

America/New_York
Sunday,Monday, Tuesday Wednesday, Thursday,Friday Saturday
Open 24 Hours

Below are the preconfigured Chat Reasons in the entry point’s Chat template.
Indicate which queue customers route to for each reason. Only queues with a

Channel Type of ‘Chat’ are shown

Chat_Queue ¥ (vteam, A valid VTeam.)

Chat_Queue o (vteam, A valid VTeam.)

«&ID €&
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Chat Predefined Responses

Configuration

- Configurable via Routing Strategy Portal

« Assigned to Queues

« A Queue can have up 50 predefined
Chat Responses per language
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Routing ~ Flows  Resources -

Routing Strategy

Select Entry Point/Queue

defined Emails

» Pred
s Dradafined Chat
¥ Predefine

T ———
Responses

== Chat_Queue

+ New Strategy
Name D Status Default Repd
Current-Chat_Queue_RS  AXYdYLLmpxttOIE) Current
Response Name Welcome
s (L
ge English
quququ [« |
T g Out 10 us!
@ 1]
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Lab 14

Configuring Chat Routing

o Estimated Time: 20 minutes
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LAB 14 Expected Outcomes

Chat
><
P Entry .
Customer Point Queue \
initiated a
chat (web

page) Call Distribution

Q8

Customer Virtual Assistant

and Call Handling
Customer Support Template Resources

Agent Profile B
Routing based on Chat Reason: Baggage OR Flight Status Skill Profile B

Multimedia Profile B
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Review Questions

True/False. An agent must be provisioned
with the corresponding multimedia profile to
receive the corresponding multimedia
interaction.

True

True/False. Email interactions can be routed
to Agents based on keywords.

True
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Module Objectives

 Understanding the WXCC Multimedia Features and their Configuration for the following
channels:

 Chat
 Email

 Being able to execute standard configuration
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