2020GlobalCX . i
- Foum

77 Nl

il Mejorando la Experiencia del Cliente
CISCO )
Contact Center Colaborativo




2020Global C.
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Now 2020

Baby Boomers
(born 1946-1963)

Generation X
(born 1964-1979)

Millennials
(born 1980-1995)

L J‘ - .
Generation Z I‘ I .t

(born 1995 to 2009)



¢Queé hace diferente a mi organizacion?
e

1




E'é’%m /1 Tres formas de diferenciar realmente u e

orgamzamon

» #1: Puedes hacer el mejor
producto

DISCIPLINE
OF

= #2: Pued I d
MARKET mas gﬁ cieesnig ryedg rr?lveeneo rOr
"LEAD ERS costo

mpw m
—The Was

NARROW YOUR FOCuUs,
DOMINATE YOUR MARKET

Experiencia al Cliente

CHOOSE YOUR CUSTOMERS, [ » #3: Puedes ofrecer la mejor
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8%

entregado una
experiencia superior
segun los clientes
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Malas Experiencias Alejan a los Clientes -

32% 46% 59% 71%
GEEEEEES GO D G

.. de las personas ... de las personas abandonan ... de las personas ... de las personas estan de

abandonan una marca que una marca si los empleados abandonaran la marca o el acuerdo en que los

aman después de una mala carecen del conocimiento producto que aman después empleados tienen un gran

experiencia esperado de varias malas experiencias impacto en la experiencia del
cliente

“Es mas facil que te guste una marca cuando te devuelve la misma sensacion "

SETH GODIN

Cisco Contact Center
Author and Entrepreneur

Survey 2019



Aumento en NPS Aumento en Reduccidn de la Aumento en las
Ingresos por Perdida de Ventas
Cliente Clientes



Enfoque de '.\:is' Contact Center
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e 7 Enfoque en el poder de la plataforma

Experience

Transformation

Data powered omni-channel
Customer Experience
Management

Full Collaboration suite for
efficient communication

&&o
-—0

Agents

Al capabilities that augment
agents, supervisors and
admins
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Contact Center Colaborativo

32 customer service reps

1resource manager

4 coaches
1team leader ....
1customer— @) @) @

et (@@
8 tech ..
specialists ..

48% | 31% | 71%

disminucion reduccidn
en el en

desgaste del escalacion
agente de llamadas

disminucion
de llamadas
transferidas

25%

caida en el
churn

w1 % Agentes Empoderados, Clientes Satisfechos;"

56%
aumento
en NPS




@ Proporciona una
experiencia intuitiva,

mejorando la productividad
del agente

@ Homologando la
experiencia de Cisco Webex
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Encuentre, chatee y hable
facilmente con expertos en la
materia dentro y fuera del
Contact Center
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Construya relaciones mas
profundas con colegas, :
aumentando la desssm.
productividad



Conexion perfecta de clientes, agentes y

empleados

Built on Webex Teams

Chat with subject matter experts on
Webex Teams

Powered by Webex Calling

Talk directly to subject matter
experts on Webex Calling
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Schedule a face-to-face meeting on
Webex Meetings

Supports 0365 and Gmail

Business Messaging *

WhatsApp, FB Messenger, Apple
Business Chat, SMS

Permitir al cliente conectarse a Empoderar a los agentes con ° t
|

herramientas de colaboracién I‘ N

través de cualquier canal
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Agentes con Al Ass

Chat bots e IVR conversacional
para reducir el volumen de
Ilamadas

Identificar problemas cl
: proporcionar asesoria

Asegure consistencia y

*
cumplimiento e intercepte
llamadas negativas

Respuestas sugeridas durante la

llamada basadas en conversaciones
con clientes



Un Negocio en Crecimiento

El mercado de Contact Center y el impulso Cisco
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Impulso del Contact Center Cisco

22% 1500

YoY Growth Collab
Globally Partners

#1 3M+ 30K+

Agent Count

. Installed Agents Customers
North America &
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e - Por qué Cisco?

Intelligent Emerging

Customer Journeys Technologies

e Delivers seamless omnichannel ¢ Incorporates artificial intelligence to enhance
customer experiences customer and agent experiences

e Creates personalized, intelligent, and secure e Utilizes data both inside and outside the contact
customer journeys center to improve

business outcomes

Integrated Flexible

Portfolio Migration

e Enhances business processes and workflow ¢ Cloud first, not cloud only makes first steps to
efficiencies cloud easy

e Contact center, collaboration, calling, meetings, ¢ Flex Plan consumption model; move to cloud at
devices, security, and networking your own pace

Aragon Research labeled Cisco as a leader
in the contact center industry (2019) t
&—=—=n

Industtry leading .networlfmg, Global Cloud Leader
security and loT integrations




Cisco Contact Center portafolio

Cognitive and Collaborative
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Customer Experience Employee Experience

Webex® Contact Center

Unified Contact Center
Express

ﬁ Unified Contact Center
Enterprise

Business Operations

Hosted Collaboration
Suite (HCS)

Cloud \ y On Premise

Imt
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3 ~ Calling Meetings Team Collaboration Customer Care "\‘
( Award-winning Enterprise grade Open and Cloud and hybrid F
devices security intelligent platform architecture /
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Cisco Headsets Cisco Phones Cisco Collaboration Devices Mobile Desktop
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Products ~ Webex Devices Plans & Pricing Help Center

Cisco Webex Meetings

Simply the Best
Video Conferencing
& Online Meetings.

Cisco products.

| 2Creens
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