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Provisioning process

Place the order Submit CCAI
on CCW provision form
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Get started with Dialogflow CX

Create a bot in as little as one click

Auto-generate
Provide a URL and we'll create a bot that answers
questions based on their content.

Build your own
Take total control over the experience and leverage
powerful Al tecls through a simple UI.

S IFERAUTHERNBHFRENEZRE : {Your Name)_Virtual_Agent . BENEL R (BRI
, EEHEER).

Create agent

name *
CiscoTAC_Virtual_Agent

@  vou cannot change the location after creating the agent.

Location *

[glubnl (Global serving, data-at-rest in US)
Timse zone *
(GMT-8:00) America/Los_Angeles
Date and time requasts are reschved using this time zona
Defaudtanguage *

en — English
The langusge the agent uses

EH2. 0 HRERBRREERELNER,
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Project

= @ Dialogflow CX CL2024AMS -

New Gener: | features are now available.

Try it out and

Agents
Location settings

Location

Q Search Search agents by ID or display name

Display Name Default language
CiscoTAC_Virtual_Agent en
CL2024Ag en
CL2024Agent en

Quick access to useful resources

SR 2 BREZEES | #iEAgent Assist,

& I 08 d.goaghecom ecis/d2024ams locat
Proj

CL2024AMS -

Google Dialogflow CX

Platform ilable.
pricing details for FREE trial and monthly minimum charges.

P_f

Insights - Location settings

(L]

Dialegflow CX

Agent Assist

—
)|

Dlalogflow ES B

agents by 1D or display name
Contact Center Al

Default language
ent en
en

en

the documentation, pricing details for FREE trial and monthly minimum charges.

@ 2

Documentation

Pricing details X

Use pre-built agents

Region +

global (Global serving, data-at-rest in US)

global (Global serving, data-at-rest in US)

us-centrall (lowa, USA)

@

Documentation

.

]
2 i

Pricing detalls

Use pre-buiit agents Create agent

Region

global (Global serving, data-at-rest in US)

global (Global serving, data-at-rest in US)

us-centrall (lowa, USA)
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= (68 Agent Assist

(2} Overview

FEATURLS

B  summarization
@ Article suggestion
CA  Smart reply

TOOLS

A% Simulator

DATA

2, Conversation profiles
[ Models

£ Knowledge bases

E Datasets

C 8 nu tassist.coud google.comp

Project Lecation
CL2024AMS = global (Global servin... ~

Conversation profiles  + Create ———' o

Conversation profiles surface real-time, refevant information to agents while they talk to customers. Learn mose

Q. Search profiles
Name Integration 1D

ClL2024ConvProl

\

JIWjuWDSSCHXYqTgJeHVg

]

Created on

Dec 3, 2023

Updated on 4

Dec 5, 2023

e pii

Language

enls

page: | 10 - 1-1081

TRACAUTEABIBFEERERRNAR | {Your Name}_Conversational_Profile,

€ &

= |63 Agent Assist

@ Overview

FEATURES

B summarization

B Article suggestion
A Smart reply

TooLs

A% Simulator

DATA

'E. Conversation profiles
Models

Knowledge bases

m o 8

Datasets

SERE M T RBIBMAMNSFREERNERRE, B TEERVILRFEE L

Lo I qent +.daud googhe.comt

Project Location

CL2024AMS - global (Global servin.. =

4 Mew conversation profile

Display name
This will ip you find this profile in the conversation profiles list

( CiscoTAC_Conversation_Profile

Language
Specify B IBnguBQE for your CONVEISEten profik

@n - English -

Suggestion types

Swlect all of e kinds of assistance you would like this profile bo surface bo agents
[ Conversation summarization
Generate 3 summary of & conversation

| Conwersation summarization (volce)
Generale a summary of a volos conversation

D Generative knowledge assisi
Query your knowledge base and receive LLM-generated snswees

MEERE  RRE—TEUL,

EHPEY




= (63 Agent Assist CLO024AMS - global (Global servin... = g @ B [ 1 o

£ New conversation profile

(@ Overview
L ST RO T L SR R
FEATL
[0 mew message notifications
B Summarization
B article suggestion Sentiment analysis
Spect messafes Mom the sgent and end Cuslomer and idemify the prevailing emoliondl apinica within the 1ext
Ca  Smart reply

@  Enabie sentiment analysis 0

Choose to use Dnlogflo

A3 Simulator
2, Conversation profiles
@ Models
CiscoTAC_Virtual_Agent
© Knowledge bases I0: prodecta/cIZ024ams/locations/ Gobal/ agent 3/001 30 500 T0R4-4-460-083 7491982509920
Securl  cLoozaag
B Datasets Configar 10: projecis/cl20i2 4ams,locations/ plobal/agents/d1b6d377.52a% dcaf bbs c 3850 5ccadse
Security settings - Manage Security Settings

TROEIVEFRERRR , BEERRIDERIREAF | &I FEHEEWebex Control
HubHFEEAIEEN , BUUELEREBEEESSHEEERID , ALK S EH4,

c Qa8 googhe-com, Ty @ 9 =
= (63 Agent Assist LZLE-OIEdAMS - glo;nl (Global servin.. = @ ® E B i o
@ overview Conversation profiles  + Create
FEATURES Conversation profiles surface real-time, relevant information to agents while they talk to customens. Leam more
[ Summarization Q. Search profiles
B Anticle suggestion Name integration 1D Created on Updated on 4. Language
€A Smart reply CiscoTAC_Corversation_Profile bZLhsi¥ ESWHES-WFXGO LD Dec 11,2023 Dec 11,2023 enrUs

cL2024C0nvProf juwWjuwosscHxvgTgledvg (0 Dec 5,2023 Dec 5, 2023 enus
A% Simulator
fems per page: | 10w 1-2012

Conversation profiles

Models

Knowledge bases

m ¢ B8 o

Datasets
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https://admin.webex.com/

webex Control Hub

Integrations

Connectors Features

custom routing algor

View Document ation

Microsoft Teams Google Contact Center Al

Active Con

I Integrations

View Documentation
SetUp Add More

F5#4 B BigHPOAIEE
S ER 1.7 Webex Control Hub® , BB &P OIRTS | BIFNEE , ARER—THE.

webex Control Hub

Integrations

3% EXPERIENGE
Connectors Features

Fitter

LatamTechSummit x ‘Webex CCAI Config CL20204_ VA

Use this Config to enable Cisco CCAl services

Defaul: Agent Answers

FR2ET—EEOH , EEContact Center Al Configs


https://admin.webex.com/

Create New Contact Center Feature

Virtual agent for Voice

Create a virtual agent that can
provide automated chat and voice
support 1o customers.

SRIERAUATHRARDEEERRE

Contact Center Al
Config

Create configurations that can
provide Al capability to your flow.

: {Your Name}_WxCC__Virtual_Agent, iZ#Dialogflow

CXfEAGoogle Contact Center Al Connector , RE R MBI ETHK 2P EINBFEREEERID,

webex Control Hub

Mien < Features

Contact Center

CUSTOMER EXPERIENCE

You can find this 1D from the
previous step where you were
creating the Conversation

Profile

USER MAMAGEMENT

New Contact Center Al Config

Config Name *

CiscoTAC_WxCC Virtual_Agent

Description

You will see this name of the feature in the WxCC flow puilder.

el s

Google Contact Center Al Conneclors

Dialogflow-CX A

Google Conversation profile *
projects/cl2024ams/locations/global/conversationProfiles/b2ZLhsiws

A Profile is the Google configuration for the conversation. To know
more visit here

Apply as default for Agent Answers O

Apply as default for Virtual Agent O

Cancel

SR 4BE , B L EEIFeatureB E1,



webex control Hub

Integrations

Connectors Features
Contact Center

LatamTechSummit x Webex CCAl Config CL20204_VA *

Virtual Agent My

Use this Config to enable Cisco CCAl services

Default: Agent Answers Default: Virtual Agent

CiscoTAC_WxCC_Virtual_Agent x

You will see this name of the feature in the
WxCC flow builder.

fi¢ & Dialogflow CX Virtual Agent

BR

ES BB B Virtual AgentfE H B AY T HEEATERE , URIMMARER BT U EREILE
BATERENBS , IREAFTEALSEERHEIESAnalyzerii & .

ET—E&EF8E+ , ST UE I REIEEER.

=
Am

Let the customer know they called to the
Contact Center

Start Page

)

Collect the caller name
Caller_Name

Agent_or_Estimate
' ] L 2

Ask if the caller would like to talk to an
agent or create an estimate

*JJU\X

L 4

What_Kind_Of_Agent Estimate_Details

o
End Flow

Ask if the caller would like to
talk to a TAC engineer or to
a Sales agent. Then move

the call to WxCC flow

Collect estimate details and move the
call to WxCC flow

£7%1. 8/ BDialogflow CX Agentifi 4 B3I B E & ¥ 1 IR EE
B 1 FERENERERS MBS AFDialogflow CXFIFE, EEEZRCL2024AMS,



https://dialogflow.cloud.google.com/cx%20

SER 2. BEFHR ZHIE B Virtual Agent,

= ¥ Dialogflow CX CL2024AMS - ® R i o

New Generative Al features are now available, : g -
—— = s Documentation Pricing details x
Try it out and review the documentation, pricing details for FREE trial and monthly minimum charges

Agents

- Location settings Use pre-built agents Createag
Q, search Search agents by ID or display ngge™
Display Name . Default language Region T
CiscoTAC_Virtual_Agent en global (Global serving, data-at-rest in US) :
CL2024Ag en glabal (Glabal serving, data-at-rest in US) E
CL2024Agent en us-centrall (lowa, USA) H

S BR 3.7 Dialogflow CX.EKERF , #&—T "HiRL H,




5% . #ZDialogflow CXH , HEE— G2 — RS EHEEFERNES, ERREFR
B —ESR , TN BRRNAS , SEXREE, BRERERA. STRE
%, HEESE—RTNERMNEER , 5184 AEHEDialogflow CXLEEITESE.

= @ Dialogflow CX CL2024AMS ” CiscoTAC Virtual_Agent  ~ en - aQa @ P
Build Manage DefaultStartFlow & & © ¢ % Enable minimap w <> Publish 3} Agentsettings |2 TestAgen
+ ﬁ —

A Default Start Flow

O Start Page

SRAGHBEERS  BHEFERBRLSERXA, EAAEC0GD , @ TR , MERMAAFERR
AgentBfE | ARBIZ— T ZMLUE AAgentHFE T o



AR RARSENBERTHNEEREN R EHNHR, BERBERAERAMTENS
BREZSFERIRI o



o8 googlacom *

= |§ Dialogflow CX CL2024AMS = CiscoTAC_ Virtual_Agent = en - Q @ P 11 o

ra

Build Manage Default Start Flow & a, )] _a Enable minimap w <> Publish £33 Agent settings By Test Agent

~

FLOWS + m@ & Route [ save oA X

A Default Start Flow ~ Generators
Stat Fage: x

b Agent résponses

+
Defaull Welcome inbent You can define different types of response messages, Lo provide the
end-user with more than just text responses. Learn more
o handlers +
sysne-match-default Agent says IEI
SyRno-rpatdelault Hilt How are you doing?
~  PAGES + m Add slate handie
O Start Page /ﬁm dislogue option
@ + Channel specific responses o

+w Webhook settings

v Advanced settings

SREREUENEERHEE , BREENEMBFIBIENRREHEWebexBl g O HERBHAR, &
AL ABLR : Hello | BIBIRHIRE, EER , BEREEBEWebexBHEH ONRBEERA. &
Dialogflow CXH# , T2 BBIRFENR , AHBRETEXRBRERFEE.
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Project Agent Language
= @ DialogflowCX | CL2024AMS - CiscoTAC.VirtualAgent = | en - a0 P = (W]

Build Manage DefaultStartFlow & & © <& @ Enable minimap W <» Publish £ Agent settings B2 Test Agent
~ FLOWS -+ m 4 Route H save H- I 4
Js  Default Start Flow P \o

You can define different types of response messages, to provide the
end-user with maore than just text responses. Learmn more

Start Page b
Routes + Agent says o
| hikikis ptent Hello! Thank you for calling. Here we know all about Webex| dd
IContact Center.

Event handlers +
| S malch-Gtal Add dialogue option

~ PAGES +

no-inpat-default
O | " - w Channel specific responses
Start Page

Add state handler o

w  Webhook settings
w Advanced settings

« Call companion settings

TRAHEREZINRELE, EF— TTest Agenti# ABRFEE S , fli0Hello,
a o @

Project Agent

= @ Dialogflow CX CL2024AMS - CiscoTAC_ Virtual_Agent =~
Build Manage Default Start Flow & Q © Q:) q Enable minimap w <> Publish {83 Agent settings 2 Test Agent
A FLOWS + & Route [ Save id & X Simulator - s M ® iX
rage = 1 » H

. Default Start Flow Start Page “ Agent responses A, Default Start Flow - [ Start Page

Routes You can define different types of response messages, 1o provide the Intent

end-user with more than just text responses, Learn more
| Detault ¥ Default Welcome Intent o
Agent says
Event han 9 ¥ @
Enviranment: Draft

Hello! Thank you for calling. Here we know all about Webex Flow: Default Start Flow

| e Contact Center. Page: Start Page
| sysno- Hello 2
~  PAGES + ﬁ Add state /

Add dialogue option

QO start Page @ Hello! Thank you for calling. Here we know
all about Webex Contact Center.

3 2]

+ Channel specific responses

+~ Webhook settings

w  Advanced settings

Talk to agent @'

-
w7
W

« Call companion settings

ER2EUFTHEHUKREREEELR

SR 1. BEARBERMARRESO , AERE—T MK
Caller Named FEERE I .

RHUEYHEE, SEEBER




Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC Virtual_Agent = en - a @ P HH o
Build Manage Default StartFlow & & [ Oj Q Enable minimap W <> Publish 83 Agent settings By Test Agen
~ Fows + @ & Route [ Save o4 X Simulator = 5 MO O i _x
rage g <
A Default Start Flow Start Page ~ Agent responses X, Default Start Flow - D Stant Page
Routes You can define different types of response messages, to provigiithe Intent
| end-user with more than just text responses. Leam more Default Welcome Intent
Default?
o Agent says
Eveént han .
Environment: Draft
. Flow: Default Start Flow
Hello! Thank you for calling. Here we know all about
| il Contact Cenlzr. 8 Page: Start Page
| syanok Hello &
~  PAGES + @ Add state &

Page Name

Caller_Name

O start Page

SER 2B RBAMANFULTEREE,
, WERHFEBEREE T — R

Froject

CL2024AMS

# Dialogflow CX

Add dialogue option

Hello! Thank you for calling. Here we know
all about Webex Contact Center,

Go

Channel specific responses

Webhook settings

Advanced settings

-

Talk to agent
Call companicn settings

St BFERBE LR - THERREBEER

B, [TRBAR

Agent
CiscoTAC_Virtual_Agent

Language
en

a o P

-

T
i

Build Manage DefaultStartFlow & & [ <) @ Enableminimap ‘w) <> Publish  §3 Agentsettings 2| TestAgent
 FLOWS + ﬁ € Route B save oA X
o Default Start Flow St Page »® + Channel specific responses

Routes +
« Webhook settings
| Default Welcome Intent
. w Advanced settings
Event handlers +
| sys.no-match-default « Call companion settings
| sys.noinput-default
~  PAGES + @ Add state handler “ Transition
O start Page O Flow (@ Pa

[ Ccaller_Name

SR 3. T HLEE A EIZFECaller NameHE,

When this transition eccurs, this is the next page in the conversation

o B Page

CREFER,



= @ Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent  ~ en a @ P i o

o

Build Manage Default Start Flow &, e, N OT:- al nable minimap w €3 Publish {81 Agent settings (=
FLOWS 4+ @ & Route [ Ssave Y oA M
A Default Start Flow Start Page % . Channel specific responses
o +
Webhook settings
Do auilt Wideorre Intent
Advanced settings
+
Pl Call companion settings
it
PAGES =+ i) f t Transition
QO stan Page ) Flow (@) Page
When this transition occurs, this is the next page in the conversation

Y Caller_Name

- Caller_Name

SR 4 BiECaller Name BRI A WEBRBI A HFEFESIEP, £Caller NameEH | #&—
TEntry Fulfillment , AREAEHBEFIUSEBIES, E—TAddMSaveE X,




AR ESWUBEFERR  FEREIITOFUSRAHES , REFUSMEWRFE
BREP RV B E MR TR,

Proyje

Agent Langu
= § Dialogflow CX CL2024AMS - CiscoTAC_Virtual_Agent = en - Q @ P HH o
Build Manage DefaultStart Flow & & & < @ Enable minimap W <> Publish {8} Agent settings By Test Agent
~ FLoWS + @ Sart Page Fulfilment [ save ST 4
. ]
. Default Start Flow x Entry fulfillment is the agent res| e for the end-user when the page
- initially becomes active. Learn more’
Description
w Parameter presets
[Edi description

Generators
Entry fulfillment b (4]

[Ecit Fulfillment

\ “ Agent responses
Parameters + o You can define different types of response messages, (o provide the end
+

user with more than just text responses. Learn more
7 PAGES + E Routes
Agent says ]
Q startPage Add state handler

Please let me know what is your name| Add
0y caller_Name

Add dialogue option

o f w Channel specific responses e

« Webhook settings

% BB 5.1£Caller NameE L3 — T Parameters ,  AName/EAS|I BN EE , RERENEREE
B R ysay , REE—TSave.
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= @ Dialogflow CX
Build Manage

A FLOWS + m

A, Default Start Flow

~ PAGES + @

O Start Page

O caller_.Name

Projeet

CL2024AMS

Agent

- CiscoTAC Virtual_Agent ~

DefaultStartFlow & & [ <) @ Enable minimap

Start Page

Caller_Name X
Description
Edit deseription

Entry fulfillment

Please ket me know what Is your name.

Parameters -+

Routes +

Add state handler

Parameters are values extracted fro
conversation. Leam more

Select available gystem or cuslom entily type.

ao P =@

<» Publish @ Agent settings E'J Test Agent

B save o o X

& end user during the

SR 6.7ECaller_NameEHEERH, #—TRoute, A E O HE T EE FConditiont 5% 7E & # $page. params.status ="FINAL" . 3%
—TSave, FBFRELEY , EZHLBPRIANNames| BIEMER , AIUBEHTUEBET —H, 0, RFEU5RNick , 8

WY AT BART 8
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Project Agent Language
= @ Dialogflow CX CL2024AMS - CiscoTAC Virtual_Agent = en - Q P

Ry
Build Manage Default StartFlow & & [ ¢) @ Enable minimap ) ¢> Publish 81 Agentsettings |2 Test Agent
~ FLOWS <+ ﬁ Stant Page &« Route [ save o3 X
—
.
)
A Default Start Flow Colr,Nesma ” Intent -
Descriplion
Edit description o
~ Condition
Entry Tulfillment
A conditional trigger determines how the route will cccur. For example,
E0E IR W OO W B YOUR AT if a parameter equals a certain value, or if all parameters have been
filled. View the syntax reference to learn more.
Parameters +
Condition rulas
A PAGES + m@ Name @sys.any
(® Match AT LEAST ONE rule (OR) o e

Add Rule (OR)

Q© start Page Routes e
(O Mateh EVERY rule (AND)
Add state handler
[ caller_Name () customize expression
Parameter Operand Value
/Spa@e.pmams.smtus = v FINAL o

FR7ERAA LA Test AgentZBIHRE ERRE T RRER T,

Project Agent Language
= @ Dialogflow CX CL2024AMS . CiscoTAC_Virtual_Agent ~ en ~ Q @ P i o
£
Build Manage DefaultStartFlow & & [ & @ £nable minimap W) <> Publish 8 Agentsettings R Test Agent
A FLows + @@ Start Page | Simulator = 5 M®O & x
—
.
T \ v
M. Default Start Flow Ol N % Page B < : -
- A- Defauh Start Flow - D Caller_Mame
Description
Parameters
Edit description
Entry fulfillment Enwironment: Draft
Flow: Default Start Flow
Phoada ket me know whal i§ your nams. Page: Start Page
Parameters +
® Helle! Thank you for calling. Here we know
A PAGES + ﬁ Hame @ays.any all about Webex Contact Center.
Please let me know what is your name.
O Stari Page Routes +
)
Add state handl,
[ caller_Name e e — 2
{4
7
Talk to agent @' \!" B

3. BN FEMEAgent_or Estimate , 7§ H B Caller NameBE EE#R o

SRAEERARS , Z-TUEMHE , HG S BAgent_or_Estimate , REHETEI,



Project Agent Language

= @ Dialogflow CX CL2024AMS - CiscoTAC Virtual_Agent = en < a @ P EH o

Build Manage Default Start Flow & e, CH 03 ﬂ Enable minimap w <> Publish &3 Agent settings B TestAgent

~
FLOWS -+ m
—
A Default Stan Flow

Start Page:

Callor_Name

A pAGES + @

Agent_or_Estimi

0 Start Page

O caller_Name e

S ER 2 5B #RCaller_NamefAgent_or_EstimateE, TBCaller NameE , ZEHE F—SBHEVHRE  EAAETEHLIREZER
Agent_or_Edtimate, &)= HEE N

FERE , EAHMNER2R  BEET —ERY , I—-B5|EEER , eReBR—ERE. BRBEET —EEERE , EERAF
, B EEAgent_or_Estimate.

Project Agent Language

= @ Dialogflow CX CL2024AMS - CiscoTAC Virtual_Agent  ~ en -~ Q @ P H o
Build Manage Default Start Flow &, a :D: 03 ¢ Enable minimap w £ Publish 83 Agent settings By Test Agent
~ FLOWS + @ Start Page € Route [ save oo X

.
}\ Default Start Flow Caller_Name x « Channel specific re;”N
Descriplion

~ Webhook settings o

Ed description
Entry fulfillment +new Page
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~ Agent_or_Estimate
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Ecit description
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Ecs Fulfillment “ Agent responses
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Caller_Nasree —
A Default Start Flow 1 Page 5] ¢ b [
gerk_or_E x X Default Start Flow « D Agent_or_Estimate
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you would to create an estimate?
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“  PABES + ﬁ
QO start Page

[ Agent_or_Estimate

O caller_Name

Praject Agent Language
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-
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- —
1 —
Cater_Name Routes are called when am end-user input matches an intent andfor some
- condition on the session staius is mel. A route with an intent requirement is
' called an intent roule. A route with only condition requirement is called a
At elain X condition route. Leam miore
Description | Description
|
Edn desesiption
Entry fulfillment

il $3es3i0n params Harms, please et me know if _

Parameters +

~ Intent
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An intent categorizes end-user's intention during a convessation with the
o Add rinle handler agent (for example. schedule an appointment). Leam mote
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/ e

A Default Welcome Intent

2 P L ST S R I TS, U 9 R ST S S L

R 2.8 & Bintent Agent_intent, RAH3-SMINGRIETE , FIMER., KK, LB, BRAS, TESTRFEANEE,
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A Default Start Flow
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[ Agentor_Estimate

[ Caller_Name
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Description | Agent_intent
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Entry fulfillment o
[0 Name, plaate Description
Patameters +
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Add state handler o
Training phrases

e, Dialogflow matches
Dialogfiow will fill

When a user says something similas to a training
it 1o the intent. You don't have to create an exhaustive
ot the list with similar expressions. To extract paramater
annetations with available gystem or cusiom entity types.

Type & training phease and press Enter

Agent]

SHIBUFEWKESSE AWhat_Kind_Of_Agent,
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.
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An intent categorizes end-user’s intention during a conversation with the
agent (for example, schedule an appoiniment). Leam more
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Preview Editintent
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Parameters +
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Add state handler
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Build Manage Default StartFlow & & &) &) @ ensble minimap (w) <> Publish £ Agentsettings |2y TestAgent
v
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F e w Parameter prasets
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