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The ideal

Customer Experience
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Mary’s Journey — #1 Orders Cable Service

cablerock.com Sat, Jun 13

— -

Mary wants
Cable service

Orders Online Confirms date

Cisco {l’l/&/



Mary’s Journey — #2 Calls to Reschedule

Sat, Jun 13

 S— _—

Schedule 1-800- IVR detects Bob context
conflict cablerock appointment aware

Reschedules appit.

Cisco {l'l/f:/



Mary’s Journey — #2 Calls to Reschedule

S

s

Reschedules
appointment

Cisco {l'l/&/

Offers bundle
discount

Mary declines

Bob tags
account



Mary’s Journey — #3 Redials to get Bundle Offer

Calculates 1-800- IVR detects last Reconnects to
savings cablerock call Bob

Cisco Il'l/fp/



Mary’s Journey — #3 Redials to get Bundle Offer

#Mgr- -‘ ) 4
special ‘

Processes bundle offer

Suggests follow-
up

Cisco {l’l/&/



Mary’'s Journey — #4 Tech Visit

_Cablerock -

OO0

Offers 802.11n

0romo Gets the router

Technician visits

Cisco Il'l/fp/



Mary’s Journey — #5 Follow up

up

dAn

Bob places Confirms 802.11n Satisfied
outbound call promo customer

Cisco {l'l/&/
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Elements that build a Customer Journey

OO

@ Outcome J
Process J

People J

)

(ol o) o]

» 
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\_5 Medium }

Time

.’j)

Need
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Delivering seamless customer service
requires putting together events across time,
sources, people, processes and outcomes

Cisco Il'l/fp/



Mary's View

Bought service from Cablerock

Cisco {l’l/&/

Cablerock’s View

- Web portal integration
- IVR integration

- Agent screen pop

- Interaction history

- Frontline Tech visit

- Backend system integration

with contact center

- Outbound follow up

campaign



Contex t, Contextus in Latin, means
putting together
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Multichannel + Context = Omnichannel

Cisco {l’l/&/



Context Service

Connecting Customer Journeys

Cisco ((Vf/
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Context Service — a cloud-based omn
data store to map customer journey

live!
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Context Service

Unify customer journeys, across time, medium, people, process and outcome

@‘
Customer

sa Journey
Retail l||||||||

‘ cisco
Moblle

Cisco Customer

Cisco{l'l/t’,/ Collaboration Solutions Custom Applications
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POD — a Piece of Data that represents an
event in the journey

CiSCO (l’vell CCCCCC -1005



Reqguest — The customer’s perspective to
obtain their objective

Cisco Il'l/fp/



Customer — the person whose journey Is
stored in Context Service

Cisco Il'l/fp/



Organization — the business delivering
customer service

Cisco Il'l/fp/



Context Service — Repository for Customer Journey

(I

1

Cisco Customer Collaboration .
: Custom Applications
Solutions
4
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Feature of Contact Center Express & Enterprise
Integrated with CVP Call Studio, CCX Script Editor, Finesse, EIMWIM, SocialMiner

] Agent 1001004 AGENT (1001004) - Extension 1001004

' I CISCO = pe.
() Start Of Call Ready ¥ 1521
H

ekt \_. Ready for Incoming Calls

Customer_Lookup element to
fetch customer given ANI
} T All Customers Brian Cole % Q  Find Customer
done done
Search Q Customer
| Create a Piece of Data T G 5
. 15 1S 3@ audio element
| {J CreatePOD ¢ about enquiry [ Read OUT newStatus | 45 readt out the status agair v i Aceount No: 777-9909 Address: 34 Mass Ave
| First Name: Brian City: Boston
done 2 Current (03:00 pm, 03/10/2015)
Last Name: Cale State: MA
4 02:58 pm, 03/10/2015
s £ Phone: - - g
Thiicaaudio dement N SHES ks st one: 978-989-0090 Country: USA
to read out the status. in POD . . .
A 02:53 pm, 03/10/2015 Email: brian@org.com Zip Code: 02111
done
» Service Due Request
h Some Action Element to process 02:43 pm, 03/10/2015 ) o
er. all the PODs as JSON string. Title: Leaking Oil Description: Oil leaking under the
engine
4

Activity
Notes: Part replaced under warranty

I. / varany x| laking o Sample Screen

ciscollVE

Actual version may differ




Quiz: Is ‘Request’ mandatory?
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Context Service Data Hierarchy

|
1 1 1
1 2 n

=3
Sroo e
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Overview
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Looking inside the POD @ ctc Privecy

@ Deployment
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"refurl”:"/context/pod/v1/podld/fee9ad70-c820-11e4-2298-7b103d1bossa",
"id":"fee9at

1

1

st 4" : t |
M Service Data  |jiaiei

1
1
: Request Record |
- H "state":"act ,
POD - Piece of Data e
: "fieldsets":
1
1

"insurar

Unique ID

- POD contains the metadata about an event " tineor Date Time

. Service Metadata: Structured fields T Media Type

- Custom Metadata: Semi-Structured fields Cie _ dh
TR : < Contributors
- Supports 3 levels of data classification for | |

Custom data i (k; Customer ID edSCR":"cBMTFXiJi

b
// Blob of E

. May be associated with a customer omemenn Request 1D rdonginear

: pcANZA2geOoqsdke Kpg5GEE_oz2yvr2gl

: wSNca]Eb?kJCCvcv H MUFM?R?EJihO:Eﬁ
- May be associated with a request | rorcutenmams Fieldsets S

. - - ilEXxpuADabquBT( Work rou
- Tied to workgroup(s) within an org L s group

|
VMPABC7ZHW3MAAT 7!

! oBfhpgiLvzseqLvTt hHHahsplxrbuHBi:
| kSTicIIjuLi so3 Tags DrhhGyw7qTvuBIXE!
Pb79HHrBAGEb YUn)

1 " d hkj
- Allows tagging onadqrdicitn

et Custom Data o
- Up to 256KB i |

1

,
“contribut:
Data

Cisco {l'l/&/ ) "agent”:




Request

- Represents customer’s view
of the issue/resolution

- Links one or more PODs
logically related to a specific
ISsue or need

- Contains unique ID, Date time
and custom data

- Tied to workgroup(s) within
an org

- Up to 256KB

Cisco {l’l/&/

A ]
A |“ SySte.m
Z] | | Customer ggint%
System calls back pack 10
— sends text  © validate
%r:rdc;t message charges
Declined
(Fraud
Alert)
\ /

Customer’s Request: Approve My Transaction




Customer

- Contains Personally Identifiable Data to
identify the customer

« Customer ID used to link all PODs

- Ships with a default template of fields, can
be customized

- Tied to workgroup(s) within an org
- Up to 256KB

- Can map to an external customer record
source

- Supports look up by PlI

Cisco {l'l/&/



Unleashing the power of
Semi-structured Data

Cisco ((Vf/



Make your own Sundae — Business decides
what to store and how to store

Cisco Il'l/fp/



Custom Data: Fields and Fieldsets

Fields

- Business can define fields they
want to store in POD, Request or
Customer object

« No limit on number of fields
- Total space limited to 256KB per object

- Field can be of any type — string,
int, float, date, url, etc.

- Field names are localized

Cisco {l’l/&/

Fieldsets

- Group of logically related fields

- One or more Fieldsets are assigned

to PODs, Request or Customer

- Fieldsets identify valid fields for an

object, it is not a required set of fields

- Ships with Cisco provided default

templates

- Integration partners can define

template for their products



Data Modeling Mary’s Journey — ﬂ

Define Fields

First Name Title Notes
Last Name Description Link
Package
Phone Type
Technician
Emall Order ID
Account Number Appointment
Account Type Bundle

Cisco [l’l/&/



Data Modeling Mary’s Journey — ﬁ

Group related Fields to create Fieldsets

. . )
/~ First Name - % ~ Title 9 T Notes
O = N o
- n 2< - 3 € Link
[4h) Last Name O - Description O
E @) |q_) N— =
S ‘E< e Package
n —= Phone /~ Type S5 o
> T = .
O " = Technician
Email Q Order ID al
\_ ©
<
= Account Number = Appointment
S5 0 )
Q Z
§ = Account Type Bundle

Cisco [l’l/&/



Data Modeling Mary’s Journey — ﬁ

Associate Fieldsets to relevant Objects on create/update

Customer Request POD
/~ First Name Q  Title o % Notes
35 B S
— o L .
) Last Name 8 = ~ Description O % Link
E @) |q_) N— =
= ‘E< s Package
0n — Phone /~ Type S5 o
: ﬁ (¥
@) » <p= Technician
Email Q Order ID al
@
\ N < - : Agent
= Account Number Appointment L |
- o C% P 8. Media
@) = Z o ©
8= Account Type Bundle >0 Ta
= gs
< N

Cisco [l’l/&/



Case ldea

Route to the last handled agent on
channel shift or redial

Cisco ["/fr/



Quiz: What data do | publish in

Context Service?

Cisco ((Vf/



Context Service can either hold the business data or link to it

« Claim ID - Claim ID
- Adjuster Name . Link to claims backend system
- Date of accident . Notes

- Location of accident
- 2"d party insurance provider
. 2"d party policy number

- 2"d party policy holder

- Notes

Cisco {l’l/&/



Use Case ldea

Route based on previous call outcome
such as customer sentiment or self

service

Cisco Il'l/fp/



Tagging PODs

Cisco ((Vf/



Tagging

- Helps associate related activities
across customers to derive trends or
search related data

- Agents can look for ‘similar issues’

- Supervisors or Managers get
trending information in real time

- Provides ‘unlimited’ wrap-up codes

Cisco [l’l/&/

Mary’s use case m

Bob tags Mary’s 1st call with mgr-
special tag so she can get the
bundle later

Bob tags Mary’s 2" call with
follow-up tag so system can
remind him

System tags Router change with
802.11n-promo tag so agent
knows about Mary’s
complimentary router upgrade



Case ldea

Tag call for follow up and run outbound
campaign on all tagged calls

Cisco (ﬂ/&/



Quiz: Is Context Service the

“system of record” or
“system of engagement”?

Cisco ((Vf/



System of Engagement Fulfillment

Business
Process

- Context Service is the System of
Engagement

Marketing

- Business applications continue to

function as the System of Record

- A Request can map to one or more Omni-
business applications to represent channel Request CRM
customer’s view

- One business process may consider
issue as resolved but it may not be
customer’s view

. Systems of record may communicate ‘
with each other via an Enterprise “
Service Bus without Context Service

Cisco {l’l/&/



Mary’s View of Engagement Call Tech Visi

Center

Web order management
system push data

Web Outbound
Inbound Call Center
interaction history Request
Technician’s backend

system push data '
©2015 Cisco and/o

Outbound Campaign

management pull records ﬁ

CiSCO ("Vell BRKCCT-1005

Multiple Integrations

rits affiliates. All rights reserved. Cisco Public 49



Use Case ldea

Integrate multiple backend systems to
deliver a unified view to the customer

Cisco Il'l/fp/



Data Privacy is the

relationship between collection and
dissemination of data, technology,
the public expectation of privacy,
and the legal and political issues
surrounding them

- Wikipedia

CiSCO ("Vell CCCCCC -1005

@ Scenario
Overview
Concepts
Data Model
Data Privacy

@ Deployment

@ A vailability

@ Out-of-the-box

@ Vanagement

@Aris



Data Privacy Model

Service Data Custom Data

Non-Pll
Pl e ted Non-PlIl
ncr e
Unencrypted Encrypted yP Unencrypted
(Default)
_ : Not Visible to Not Visible to . :
V|S|b|§ to Cisco Cisco* Cisco* Visible to Cisco
Operational data Not Searchable Not Searchable SEalE R

*Requires KMS to be hosted by org or 3 party for complete isolation

Cisco {l'l/&/



Data Privacy Model

Business decides privacy
level of custom data

« PIl Encrypted
* Non-PII Encrypted
* Non-PIl Unencrypted

Selective access to
encrypted data by
workgroups

Pll data always stored as
encrypted

« Customer object Pl data
stored as encrypted as
well as anonymized to
protect identity yet support
look up

Cisco {l’l/&/

Custom Data

Non-PII
Pl e ted Non-PlI
ncrypte
Encrypted P Unencrypted
(Default)
Not Visible to Not Visible to § :
Cisco* Cisco* Visible to Cisco

Not Searchable

Not Searchable

Searchable

*Requires KMS to be hosted by org or 3 party for complete isolation




Quiz: Can org download the data?

Cisco ((Vf/



Use Case ldea

Org can provide an analytics apps
access to subset of data for anonymous

processing

Cisco ["/fr/



Access control, Data Encryption and
Key Management

Cisco ((Vf/



Securing POD, Request, or Customer - Custom Data

Service Data

Unencrypted Data

Created Date

29-Apr-2015

ID

fee9a070-c820-11e4-a298-7b103d1b0860

Title

Missing reward points

Description

Apply points for recent purchase

Cisco {l’l/&/

Encrypted Data

Rewards Level

Gold

Current Balance

25,756 points

Additional Points

2877 points

Pll Data

First Name

Fred

Last Name

Smith

Phone Number

555-867-5309

Email

fred.smith@gmail.com




Control access to the object via workgroup memberships

Service Data

Unencrypted Data

Created Date

29-Apr-2015

ID

fee9a070-c820-11e4-a298-7b103d1b0860

Title

Missing reward points

Description

Apply points for recent purchase

Workgroup 1

— Prod

Workgroup 2

— Lab

Encrypted Data

Rewards Level

Gold

Current Balance

25,756 points

Additional Points

2877 points

Pll Data

First Name

Fred

Last Name

Smith

Phone Number

555-867-5309

Email

fred.smith@gmail.com

Cisco {l'l/&/




Encrypt private data with 2 separate client generated keys

Service Data

Unencrypted Data

Created Date

29-Apr-2015

ID

fee9a070-c820-11e4-a298-7b103d1b0860

Title

Missing reward points

Description

Apply points for recent purchase

Workgroup 1

— Prod

Workgroup 2

— Lab

Cisco {l’l/&/

Encrypted Data @ Client Key 1

Pll Data

@ Client Key 2




Provide access to encrypted data per workgroup via client keys in SCRs

Service Data Unencrypted Data
Created Date 29-Apr-2015 Title Missing reward points

ID fee9a070-c820-11e4-a298-7b103d1b0860 Description App'y points for recent purchase

Encrypted Data @ Client Key 1
Workgroup 1 — Prod

Secure Content Reference

pod.encData | Client Key 1

pod.piiData | Client Key 2 PIl Data @ Client Key 2

Workgroup 2 — Lab
Secure Content Reference

pod.encData | Client Key 1

Cisco {l’l/&/



Encrypt SCRs with keys from Key Management Store per workgroup

Service Data

Unencrypted Data

Created Date

29-Apr-2015

ID

fee9a070-c820-11e4-a298-7b103d1b0860

Title

Missing reward points

Description

Apply points for recent purchase

Workgroup 1

— Prod

SCR

& KMS Key 1

Workgroup 2

— Lab

SCR

& KMS Key 2

Cisco {l’l/&/

Encrypted Data @ Client Key 1

Pll Data

@ Client Key 2




Key Management

Keys hosted on separate Cisco Future: Keys can be hosted on
Data Centers business premise or vendor neutral
3'd party

Context
Service

Context

Service Agent

Desktop

IVR
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Wh y CI O u d A @ Data Privacy
() Deployment
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@ Out-of-the-box

@ Vanagement

@Aris
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Facts

Finance

CSA's review of 102 financial institutions around the world
found that 7% had a strict no-cloud policy, 32% had a
cloud usage policy, and 61% were working on developing
a cloud policy

Government

NASCIO finds that 20 percent of states are now investing
heavily in cloud computing

Healthcare

HIMSS Analytics recent survey of cloud computing
adoption in healthcare provider organizations found that
83% of IT executives report they are using cloud services

Manufacturing

In the U.S. 41% of 593 manufacturing companies
surveyed by IDC said they are accessing IT resources via
the public cloud.

Cisco [l’l/&/

Benefits
Budget flexibility

Cost savings

Elasticity

. Agility

Opportunity to improve
No upgrade cost
Easy partner integration

Ironically more secure!



Where is the Cloud?

Cisco ((Vf/



Context Service hosted on Cisco Cloud Services

Cisco {l’l/&/



CCS is part of Cisco Intercloud

Connecting multiple cloud ecosystems with Cisco Intercloud Fabric

Enterprise
Private

Partner Intercloud alial

Clouds Cisco

I: ab I'I C Ioud$er\{ices

Cisco h'l/fp/



@ Scenario
Overview
Concepts

Coming Soon Data Model

Data Privacy

to a cloud near you @ Deployment
O Availability

@ Out-of-the-box

@ Vanagement

@Aris
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Avallability (Roadmap, Subject to Change)

- Service Limited Availability
- 2H CY 2015

- Entitled to customers with active SWSS subscription on:
- UCCE, PCCE, HCS
- UCCX
- CVP
- EIM WIM

- Note, eGain S+ doesn’t provide entitlement but can be used along with other Cisco entitled products

- Requires minimum release 11.0 components
- Built in cloud connectors and user interface in the following components:
- CVP Call Studio, Finesse, EIM WIM, CCX Script Editor, CCX SocialMiner

Cisco {l’l/&/



@ Scenario

Context Service is available with Overview
Cisco Contact Center Express and S
Contact Center Enterprise as an e

OUt‘Of-the-bOX feature @ A ailability

(O Out-of-the-box
@ Vanagement

@Aris
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Desktop integration

Cisco ((Vf/



Contact Center Express & Enterprise: Finesse

st]1a1]1s Agent 1001004 AGENT (1001004) - Extension 1001004
CISCO = Reagy ~ 1521

"Home ™

g Ready for Incoming Calls

New gadget
hosted from

ClO u d All Customers Brian Cole % Q Find Customer

S h OWS a.l | Search Q Customer

R eq u eStS an d Account No: 777-9909 Address: 34 Mass Ave

First Name: Brian City: Boston

b 2 Current (03:00 pm, 03/10/2015)
PO DS y Last Name: Cole State: MA

2 02:50 pm, 03/10/2015

C Phone: 978-989-0080 Country: USA
UStO m er 2 02:53 pm, 03/10/2015 Email: brian@org.com Zip Code: 02111
Org can
t m IZ fl Id » Service Due Request
02:43 pm, 03/10/2015
CUsto € 1elas J Title: Leaking Oil Description: Qil leaking under the

layout in CCM

Activity

Notes: Part replaced under warranty

. [’Ve/ Tags: warranty % | leaking-oil x Sample Screen
CiscollV(; Actual version may differ




IVR integration

Cisco ((Vf/



Contact Center Enterprise: CVP Call Studio
Contact Center Express: Script Editor

Four new nodes/steps introduced in CVP Call Studio and in CCX Script Editor

=

=) ’{j% Element Configuration 33\-\\85 Outline|

Action Element - POD_Add

" General ] Settings| Data 1 Events|
() Start Of Call
N Val
p = Call Control :] ame alue

Customer ID {Data.Element.Get Customer By .
4 (= Cisco J i Enguiry
next * Field Sets autoClaim
<> ReqlCMLabel l Bstatus 0

[ /7 Get Customer By ANI

Customer_Lookup element to
fetch customer given ANI 0 Hangdlg

= Context Service
[ Customer_Lookup

done done
/] POD_Add l
POD Read [ Create POD Oteste 8 Frece of afa This is a audio element
pOD_U ) | [F Create about enquiry { [[] Read OUT new Status to read out the status again
3 _Update

s T
l do}ne

This is a audio element
] Read QUT stats New Status message updated
g % | to read out the status. [T UpdatePOD | . S0 s

done done/v
/ N 2 Sample Screen
¢ h [ Fetch_AlILPODs |— done —» [ ProcessData Sﬁ;r;_le ?)gi[‘;n El?;?)e"r;ts:q process Actual ve rSlon may dlﬁer
. er. b all the PODs as ring.
Cisco [l 74 =

b 2 Cammerce




Multichannel integration

Cisco ((Vf/



Contact Center Enterprise: EIM / WIM or eGain S+
Contact Center Express: SocialMiner

Creates POD for all emails
& chats

A 4

Tries to identify customer
and links the POD to it

A 4

Links POD to Request for
email chain

A 4

Loads current POD & prior
history in agent desktop

Sample Screen

Actual version may differ

Cisco [l’l/&/



Enabling context Service

from Contact Center Enterprise

or Contact Center Express

Cisco (l Vf:/

CCCCCCCCCCC

@ Scenario
Overview
Concepts
Data Model
Data Privacy

@ Deployment

@ A vailability

@ Out-of-the-box

(O Management

@Aris



Partner creates an account for Organization in CCM

Add New Customer

Customer Information
Company Name Lorem Ipsum dolor

Email

Terms of License

Sample Screen
Actual version may differ




Admin Registers On-Premise Application to Cloud

vlraln Cisco Finesse Administration
CiSCco

PEEHIREEY cCall Variables Layout  Desktop Layout  Phone Books

Register with Context Service ‘

This Finesse deployment is not registered with Context Service. Click on the Register button to register. You will be prompted for Cisco
Cloud Collaboration Managerment admin credentials to successfully complete registeration

Register

« CVP OAMP
 Finesse Admin
e EIMWIM Admin

« CCXAdmin (for IVR, Desktop
and Multichannel)

Cisco {l'l/&/




Enabling Context Service Complete!

Cisco ((Vf/



Registration and Connectivity Status in CCM

Name

CVP_OAMP1

CVP_OAMPZ

CVP_OAMP3

EIMWIM

Finesse

Cisco [l'l/fpl

Cisco Collaboration Management

Connector Management 5

Status

@ Active

@ Active

@ Offline

@ Active

@ Active

Alerts

None

MNone

Taken Down for maintainance

MNone

MNone

Q

w Luke Skywalker
Admin

CVP OAMP1

Overview »Context Service Connector

@ Host 1
@ Host 2
@ Host 3
@ Host 4

@ Host 5

S N NS

v,

*,
&

Sample Screen

Actual version may differ



Under The Hood: Connectors Registered & Activated

Management Connector

« Installed on administration
components, such as CVP
OAMP or Finesse admin

- Responsible for obtaining
machine account and
password for the deployment

- Automatically renews
password before expiration

Cisco {l’l/&/

Context Connector

- Installed on data components like

CVP VXML server or Agent
Desktop

- Responsible for data exchange

- Reports periodic status update of

the connection



Tailoring Context Service

Cisco ((Vf/



Define Fields and their Data Privacy level

Field Name

Account No

Request Name

Request Description

Activity Notes

Fhone Mumber

Cisco Il'l/fp/

Field Type Field Sets

Single Line Text Box

Search and select

Multiline Text

Multiline Text’

Fhene Number

Privacy

Pl

Non-Pll

Non-PlI

Non-Pll

[l

Luke Skywalker
Q $ ’ Admin
Add Field >

Encryption Actions
Yes wue
ND LLL]
ND LLL]

Yes

Yes

Sample Screen

Actual version may differ




Group Fields in Fieldsets and Map to Objects

Mm “ . _—
clsco Cisco Collaboration Management

T
@
Q
w
®
—
w

Fieldset Name

Sales India

Analytics

Marketing

Billing

Sales USA

Cisco Il'l/fp/

Category

Activity

Activity

Customer

Request

Activity

Fieldset Description

Group of fields representing sales related information

Usage analytics related information

Sales and Marketing related set of fields

Billing and Account related fields

Regional Sales Fields - USA

Q

Luke Skywalker
‘:} * Admin
Add Fieldset G»

Actions

Sample Screen

Actual version may differ




Custom integrations

Cisco (l '/f:/

CCCCCCCCCCC

@ Scenario
Overview
Concepts
Data Model
Data Privacy

@ Deployment

@ Availability

@ Out-of-the-box

@ Vanagement

OAPIs



Simple Integration Interface

Java and JS SDK Gadget Control Interface
- Provides easy to use interface to - Control Context Service gadget via
read, write, update or look up data another gadget in the Finesse
encryptAndCreate (object) container
encryptAndUpdate (object) - showPodByld (ID)
getAndDecrypt (ID) - showPodBySearchQuery (searchQuery)

searchAndDecrypt (unencryptedFields)
lookupCustomer (hashedData)
Etc.

- More to come in future
Part of Gadget code
Delivered from the cloud

- Performs several tasks under the
hood
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Not So Secret Sauce behind the SDK

Create objects
Create client keys
Determine privacy
Encrypt Pll, Encrypted Data
Request keys from KMS
Create & Encrypt SCR with KMS
Bind keys to resources
Pll Hashes for Customer
Error management

Authentication & Authorization

Manage workgroup access
Client Registration
Status reporting
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Summary
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Context Service

Multichannel + Context = Omnichannel

© &
@
® Customer S

@ “ Journey
Gt sl
. CISco
Moblle

Cisco Customer

Collaboration Solutions Custom Applications

Deliver

Omnichannel
Seamlessly

Out-of-the-box Cisco
solution feature

Enables a complete
view of the customer
journey

Easy to use and adapt
to any business model

Open interfaces enable
custom applications

Better informed agents
provide superior
experience



Participate in the "My Favorite Speaker” Contest

Promote Your Favorite Speaker and You Could Be a Winner

- Promote your favorite speaker through Twitter and you could win $200 of Cisco
Press products (@CiscoPress)

- Send a tweet and include
- Your favorite speaker’s Twitter handle @vikramcl
- Two hashtags: #CLUS #MyFavoriteSpeaker

- You can submit an entry for more than one of your “favorite” speakers
- Don’t forget to follow @CiscoLive and @CiscoPress

« View the official rules at http://bit.ly/CLUSwin
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http://bit.ly/CLUSwin

Complete Your Online Session Evaluation

- Give us your feedback to be
entered into a Daily Survey
Drawing. A daily winner
will receive a $750 Amazon
gift card.

- Complete your session surveys
though the Cisco Live mobile
app or your computer on
Cisco Live Connect.

Don’t forget: Cisco Live sessions will be available
for viewing on-demand after the event at
CiscoLive.com/Online
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Continue Your Education

- Demos in the Cisco campus

- Walk-in Self-Paced Labs

- Table Topics

- Meet the Engineer 1:1 meetings

- Related sessions
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