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Waves of Customer Collaboration Innovation

Wave 3.
Experience

Wave 2:
Relationship

Wave 1:
Cost

" Drive, run, or walk to your customers with
technology, information, and personalized service.”

— s
Tom Kelley IDEO
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Anytime, Anywhere Collaboration

73 percent say their 55% Use Multiple
use of mobile devices Devices at Work
for collaboration will 3 ™

Increase during the

next two years

55% Work Outside 2 Over 50% of mobile
the Office Regularly traffic is video
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BMO "Virtually" Shortens the Distance Between Financial
Experts and Customers in Remote Regions of Canada

http://www.cisco.com/web/strategy/financial/remote expert.html

Video Teller Mobile Immersive &
Machines Devices Interactive

g twllb with you hotly |



http://www.cisco.com/web/strategy/financial/remote_expert.html
http://www.cisco.com/web/strategy/financial/remote_expert.html
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Video Prompt & Queuing
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« Customer Voice Portal (IVR)

IVR, Q Point
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CVP Video In Queue

- Video-in-queue 7|52 £ video &4 X}= high-definition video
prompt & 211 video menu 0| O|& 7t&

- Menu0Oj| A O|& dual-tone multifrequency (DTMF) key £ AtE
L Hs ER 7] gy Ho
- H264 &2 7| G4t streaming

- 4 AMH|AL2F 5LSHA Cisco Unified Call Studio & 0|38 A{ script

XA
1 O-

- Cisco Unified CVP video in queue O| &5 7|1t =& 2 7|0zt
"high-touch” MH|AZ $1X| 28 X|H T A0fED 2 LAX|of

A= 240A M-S “ts.

- =229 H|C|L, Kiosk 2= Mobile/Remote Expert 0f & 7t



EUUIHN - YideolVR - Gisco Unified Call Studio

Fle Edt Calflow Navigte Sewch Propct Run Window Hep

mim
J.-'W "Qv{-"’l_'vl - -l.:,’_' » ) S L]!L.Jm
~ P =) O [ it 0
| S Navigator 25 13, WdeclR N4, TeecOnDemand
| 2% 7
| 8 'ékmm
® 2 colfiow
&
I, p.colfiow
= 5 Vsl
& & calfiow
3 apaalion
| 3 OV Subdo et 01
dore
|
3
Qures oo ——] Do T —s Qo | R =o— 1
N ~ | QW Subdiaiog Retum
N . v:&’m_hr-;_,p | Settegs
. | Name: OV Subdaiog Retum (]
caler_rput |
e -
end_of_mada \ 4 L] IR L .DJ ‘
\ ‘s O ‘
N Externad VL |
New VideoConnect S T e
element T2 9 ptenivmr )
B O Subdakog Retun_01
i It
4 [+ I
9 page | |
DM Ty : of/)
(3 v et Prompt Mansge | £ Cal Sudo Problems £ '\ a]
LA Hotevet ] Demors, O wamings, O os ,




Video in Queue A
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Remote Expert
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Remote Expert Solution
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Experience Continuum

HAIZT Al E INEEGH LR HEIZ HICIL HE
&E2II9 bICIL2 FHE HAEIIL HICIL HE g3z

! Bank Branch

You Can Afford that RV!
Let us show you how

Mobile/€Consumer Immersive

(1.9) (1.9) (1.8)
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Solid Foundation + New Services

Kiosk INEENE Mobile

You Can Afford that RV!
Let us show you how

UC Infrastructure
Services

Medianet Services




RE Immersive Architecture

Release 1.9

— %@-1A
— JTAPI

—— H.264 Video

Touch Screen

—— Graphics Content Display

Control Traffic

C & SX Series

Store/Branch

®

Doc Cam

EX Series

v

— SIP
— VHMLHTTP

Cisco IEC 46xx

Br 4
MediaSense

Y

RE Core Components

Product Expert
C & SX Series

2.9

Expert PC w/ RE
Agent Desktop
(Sharing & Contro

Experts
= |
=== §



Remote Expert Kiosk - Architecture

Media Files &
Web Content

Interactive
Experience
Manager (IEM)

Enterprise
Network
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%

— Qﬁpﬂﬂ
— JTAPI

— SIP
— VAMUHTTP

XML- GW

|

MediaSense /

S

N
\< Experts S

C & SX Series

2%

Expert PC w/ RE
Agent Desktop
(Sharing & Control)

EX Series
-

RE Core Components

""'-...-""'"-"

Interactive
Services
Kiosk

Interactive
Experience
Client 4632(IEC)

Optional components:

« Touch screens (3™ party)

« Enclosures (3" party)

« Speakers (3 party)

« Peripherals (3" party)

* Precision HD Camera

» Customer Web Applications



Application Sharing :
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haring A| Expert Desktop

Direct Connect

Client Status

© Doz ) e
»

Sharing:

O None [Cul+F1) _

© untitled - Paint ®'Bank Shell

O DirectConnect File Queue Customer Help

| O DirectConnect exe.config [C:ACS...tConned|  SideBar a fistomer 1D
O lifanView current user .
First Name:
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Remote View Miror.
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Case Study

Bank of America Corporation
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Remote Expert for Virtual Teller

This Virtual ‘Tell

"I would

Those operations can be casily handled by this Virtual Teller

https://www.youtube.com/watch?v=XK3R_s68rKs
I 4 [ | g i . i



Mobile Advisor
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Mobile Advisor Overview
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Mobile Advisor Overview

Open Ecosystem O|H Zt= application 5! 3 party partner X| &1}

As 7ts
Productivity Social Media Corp portals Enterprise Apps
Suites ﬂb’- : Apps ¢ Mobile Apps
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Application Integration Mobile Advisor SDK
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Mobile Advisor

Click-to Video with Rich Visual IVR Solution
Context Relay to CC
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Customer Experience 2| Hg}

NATIONAL BANK

Mobile Advisor
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Mobile Advisor : AFZ X}

S

IVR bypass: mobile call 2
contextual user data (AN],
key/value pair data, &) =
J|E2 B AEAA HE

70| interaction, data
mining, predictive analytics,
design & training purposes,

S0l &
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Mobile Advisor ;: Push CC Content to Users

N

Mobile app LHOjjA| ELC} S5 o Feedback

. N ER Current Average Wait Time
Mobile app 2 0|25}0 _
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‘ 7| El- _g_:'_ ER wait times are approximate
174 2+ content £ e St of gy 8 54
Push (e.g. digital
concierge, special offer, =5 ER Wait Time
advertising, etc.) f= Phone App

COMING SOON




Mobile Advisor : Smartphone & Visual IVR

ST ALR F90I VXML 2 &

Open An Account

How would you like to be
connected to a Wells Fargo
representative?

Find A Branch or ATM

Verify An Account Call +1 (800) 869-3557

Wells Fargo Video Chat
Address Change

Mobile intercept: IVR X2 D ZHO| | MEHE ==
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mobile data channel Of| A X & « mobile adoption &7}
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Ul & device 2 FARO| XA =8 « S| VXML infrastructure &
Visual self-service for complex task « EAlHE ™7

custom Ul component F7}

Dynamic rendering
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22 (F}E MH|A)- Contact Center

Video call 2 117H9]
Z2OiU/MEf HE

HS FIEQ| 7IX| M1

« Upsell 7|2 =tH . .

- Conversion rate S7} L EEEE—

« ME} Travel Counselor 29|
B =4

« Paper off conversion rate

2l m|o|X] & 7|E}

M EHE]L Video call

Technology ol Screae“,g?ze 9 &
« Mobile Advisor SEAHA =2

 UCCE Contact Center
(CVPICM, EX60, Finesse)




Banking with Visual IVR il

Contact Center 0 Visual

(silent) IVR A X] Web portal 0| A
video call &l

BH{ 7IEQ| 71X X
Upsell 7|2l 2tH

A8 8H, # HOo|Xx|] 2
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 Paper off conversion ’ ] “screen pop” © 2 video
rate | call o eH HE
A _4
Video call 2 Visual IVR &
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212l
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Source» Constantine Barzacanos
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Video In Contact Centers (CC)

#1 Enterprise Customers EX/SX/C Series/DX650 in Finance / Retail etc.
Voice & Video Voice, Video, ViQ, VoH
Collaboration

#2 Mobile Customers iIPad Anywhere - Public Internet (Wi-Fi /
Voice & Video Cellular)
Collaboration Voice, Video, ViQ, VoH

#3 Enterprise Customers EX/SX/C Series/DX650 in Finance / Retall etc.
INES = (e AYeIl¢=l \Voice, Video, VIQ, VoH

& Video Collaboration

Remote Printing, Co-Browsing, Card-Reader,
Scanner, Video Streaming




Remote Expert vs Mobile Advisor
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Omni Channel Vision

Video £ 1S [HSI= 2= XY Gl application © 2 ZH|

Digital Media

Web & Mobile
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