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Market Trend and Remote
Expert Mobile Overview
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Recent Market Transitions...
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Challenges in the Evolving Customer Care Industry

Changing Custemer

: Drive to Digital Changing Roles
EXpectations J 9ing
= ‘
= Mobile = Mobile customer applications » Drive Business Outcomes
» Personalized » Technology refresh » Customer Care is no more a
= Convenient and Easy = New deployment models cost center (CXO's)
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Have You Been Here Before?

Do you see the blue
box where it says
“account number”’?

Cisco (fo/



Omnichannel — Key Attributes

Omnichannel First is a Strategy

“Ensuring a continuous and consistent
high-quality experience regardless of
, and a customer

chooses to engage with an

organization and no matter the
purpose”

Reduce Personal Persistent
Customer Customer Context
Effort Journeys And Data

Cisco (l '/f:/
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Remote Expert Mobile
What is it?

- Remote Expert Mobile is a software platform that
delivers customer experiences above and beyond
“traditional” customer care:

Web and mobile SDK'’s

WeDbRTC gateway for SIP Signaling

Media transcoding/ pass-through and firewall traversal
Cisco Finesse gadget and web based Expert Console

- Integrates with Cisco’s Collaboration Architecture

Portfolio
https://communities.cisco.com/community/partn . CUCM only
er/collaboration/contactcenter/remote-expert

Contact Center
. Ucecx
- P/UCCE

ol - Simplified Ordering - available on CCW
Cisco{"/fp


https://communities.cisco.com/community/partner/collaboration/contactcenter/remote-expert

Remote Expert Mobile Key Features

Simplified Embedded
Integration Video Calling

Batver Connocted: Powering B Future

o gy @ o 8 o 8 S 3 b St 5 d By S T by b

Login
Context

Annotation
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Remote Expert Mobile Topology and how it fits in

== Reverse Proxy

) HTTPS/WSS . ) ﬁ| ﬁ
UGCH uccx
Fiow |
) SRTP =
- — PFUCCE
Reverse Praxy: Load balancing, failover, hiding enterprise Media Braker I
topalagy, single URL for consumer, S5L aoffloading
Media Broker: Media pass-through and transcoding 2
Application Server. WebRTG to SIF gateway, Expert Assist E
gadget and Console server | |
Client SDK- i05 and Android SDK for custom applications, Y
JavaScript and plugin for browser

Cisco {lpr/



Numbers matter...

90% conversion rate 16.8% annual revenue
—  when video channel added growth for firms that include co-
S versus 50% for audio only browse vs 9.7% for ones that don’t
LL Forrester NS

Customers

4X

more likely to defect if issue is service-related
Bain & Company

Cisco (l '/f:/




Broad Appllcablllty Across Verticals
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Solution Detalls

- Components
- Deployments
- Design Considerations
- Advanced Integrations

Cisco ((l/f'/
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Key Components
- Client Software Development Kit (CSDK)

- Remote Expert Application Server (REAS)
- Remote Expert Media Broker (REMB)

Web or Mobile Application Enterprise

. | Communications
=
REAS
LS )

= 3

&
REMB

Cisco (fVC’/



Remote Expert Mobile Client SDK

Web :Server

REST/HTTPS

Internet Browser B

Client | [([x@)] Sk Applicatién Server
/ App '

&

Media Broker

G SRTP/DTLS RTP
s Plug-in
@ Lal
g

Cisco ((Vf/
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Remote Expert Application Server (REAS)

Server-side for the Remote Expert Mobile Client SDK

- Standard Services

- Expert Assist

Expert
Expert Console
- Expert and Supervisor

- Expert Console

_ Assist Finesse
- Finesse Gadgets Gadget
- Contact Center Agent and Supervisor
- Advanced Services —_—
- Application Event Distribution (AED) IM&P Proxy
- Instant Messaging and Presence Proxy S

- Palettes

Application Server

Cisco (l.l/f/



Remote Expert Media Broker (REMB)
Encrypted

STUN/SRTP Termination Point ebRTe
. Secure Over-the-top Audio: G.711, Opus gd Media

- Audio Transcoding:
« Opusto G.711 or G.729a
- G.711to G.729a

- Secure Over-the-top Video: H.264 and VP8

- Video Transcoding:
- H.264 to VP8
- VP8 to H.264

- Transcoding required only between incompatible endpoints L]
[ ]

LI IO

Cisco (l.l/f/



Remote Expert Moblle

Deployments

Cisco {l.l/f/



RE Mobile Deployment Capabilities
Functionality

Agent video client Browser Cisco Video Cisco Video
J Application Endpoint Endpoint
: UCM
Call Routing (Hunt Groups) CCX CCE Router
Call Transfer and X v J
Conference (only DX & Jabber)
Video on Hold X v v
e v
Expert Desktop Expert Console Finesse Finesse

Cisco ((Vf/



Communications

Manager

Cisco {l.l/f/



UCM Integration and Expert Console

Use Case: Customer to individual expert or small group of experts

- CUCM
- Expert Authentication

=1 . Call Distribution
Q ..l Expert Console . Hunt Groups
WebBerver "pyps (Extend and connect)

- Expert Console
- Voice & Video in Browser

Web Gateway

T
_|
cececcceteccccncaa
o
w
.
.

. .’ Hi¥es ) .
\'NSS"/ Application ?erver(REAS) “\\mgs\ « Custom App||Cat|0n
oo s HTTPS Wess 0 Screen View

. /:'c" - T o . Screen Annotations

l : ’ SRTP/DTLS (22X SRTP/DTLS C ’/
@ L8] L8] - Document Push
_%7 REMB @/
Custom Application Client Media Broker Expert Console . Anywhere on the Internet

Cisco {lpr/


http://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cucm/admin/9_1_1/ccmfeat/CUCM_BK_C3E0EFA0_00_cucm-features-services-guide-91/CUCM_BK_C3E0EFA0_00_cucm-features-services-guide-91_chapter_0110010.html

Expert Console
Simple Out-of-box Expert Web Application for Expert Assist functionality

Web Application Server

Expert

Client Application ¢ Assist

REM Client

SDK .
Web Gateway REI\S/IDCIEem

Mobile Client or Web
Browser Application Server Expert's Web Browser

Cisco (fo/




Expert Console - Expert

Expert Assist @ x

€ | [1 https://192.168.8.101:8443/e

ticco  Expert Assist ’ [« |

Worldwide [change]  LogIn | Account | Register My Cisco.

Training & Events

Doctors Use Cisco TelePresence to
Treat Sick Kids in over 20 Countries

Telehealth consultations, using Cisco,
improve lives while cutting costs.

Watch Video . Form editor

LatestNews | < | > | Cisco Intercloud Tums One - 25 Mar 2015

Let's Build Tomorrow
Today - Cisco Live
San Diego, June 7-11

Register now to lock in savings.

Get Faster Answers
to Little Patients

See how Cisco Mobility supports
healthcare's next generation.

analytics with Cisco
Hyperlocation.

Cisco I(Vt’/



Expert Console - Supervisor

Cisco ((pr/

2% Expert Assist Super x
i &[4 https;//192.168.8.101:8443 faxperta

'.':ll'_.l'élc;' Expert Assist Supervisor

Expert Assist Supervisor

URLs URL Calegaries

Manage URLs
+ 7§ Search |
URL 4 Test  Deseripion  Type Category  Prionity
hitpirsdl (59 Sdlsdl LINK dafaull 10
hitp:ifwaw_adobe.comicontent’dam/Adobalen/devnet/pdl_open_parameters. pdf o adobe DOCUMENT  default 10
Showing 110 2 of 2 elements Prewious | 1 Mext




Client Registration

Server Application in charge of Client Admission

1. Web Server
Authenticates Client

-
-
-
-
-
-
-
-
-
-
Chd
-

2. Registers Client with —_—
Web gateway -

3. Web Server passes
Security Token to the

client Custom Application Clien

4. Client uses security e
token to connect to the
Web gateway

Web Gateway
Cisco (l l/f/



Placing Call

- Client Application
places the call

« CUCM routes the call

;R
REAS

" Web Gg:ateway

wss HTTP

(=) L : =)
@ m SRTP/DTLS igqi \I sRTP/DTLS m/
Custom Application Client Media Broker Expert Console

Cisco (fo/



CUBE in UCM Deployment

- Required for
- Call recording

- Call flow support in initial Remote
Expert Mobile release

Iﬁ

MediaSense

=N ,x'/’ L \‘x‘ S
4] ——sens 38 I,
o —— 4 4
Custom Application Client Media Broker Expert Web Console

Cisco (fVC’/



Adding Expert Assist Session

- Both parties connect to the session using unique CorrelationlD

- Caller ID (ANI) is used for the Expert Assist CorrelationID

B L] B <Y ]

Custom Ap n Client Expert Assist Expert Console

Cisco (fo/



Web Application Modification

- Few lines of code behind the help button

- Add to every page to be shared

;e
s

Assist_

68 <script src="../assistserver/sdk/web/consumer/assist.js"></script>
69

70

71 <div id="assist"><a id="assistlink" title="Assist"
onclick="AssistSDK.startSupport(assistConfig())"><img src="img/support.png">
<br>Assist</a></div>

Cisco (fo/



Contact Center

Enterprise

Cisco {l.l/f/



Contact Center

Essential tool for most consumer to business communication

- Ensure Availability
- Plan and control Agent’s work
« Queue and distribute calls

- Optimize Productivity
- Off-load routine work to self service
- Route call to the right Agent

- Provide Agent with relevant
information

Cisco (fo/



Contact Center Call Flow

Web @erver

HT':FPS 0 SS/ Web Géatewayx’xs1

o) P ‘
@ m/ SRTP/DILS IQ{E Il RTP
=

Media Broker

ISR Box

pab

CUBE

Custom Application Client

Cisco (fo/
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UCCE

UCCE Agent




RE Mobile Finesse Gadget

Out-of-box integration to Finesse Agent Desktop

Web Application Server

E— Expert
Client Application

‘ Assist ..
REM Client ,‘
SDK

Web Gateway

Mobile Client or Web
Browser Application Server

Cisco (l.l/f/

Finesse Server

Finesse Desktop

REM Client

‘ SDK

Agent’s Web Browser




RE Mobile Finesse Gadget

st]1ar]1s Agent John Smith (10) - Extension 27531
CISCO & Taking v

WG vanage Car

Segment: Business

Origin: Web

Journey: Home Mortgage Prequalify
Time in Journey: 12:30 mins

* Consult

O assist-7vwum5am3p8jokb3av4p7ioju ;I 8 Stop share Share ~

Personal | Small Business | Weaith Management | Int

WELCOME

1.Complete the form in 10 mins or
2.Receive custom rates and prices

3.Get expert advice to compiete yor
spplication

[c0a] voney ks Lo
T (D) viow s

W-25 (for the last 2 years)
Recent pay stubs (bwo MOst recent consecutive)
Bank statements for all finencial accounts, Including investments
for the last 2 months, all pages)
Signed personal and business tax raturns (sl pages and relevant
® schedules)

s If self-employed, a copy of most recent quarterly or year-to-date
o Emall profit/loss statement

WE'RE LISTENING

Cisco (fo/
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Voice and Video Recording
MediaSense and CUBE Media Forking

Web ’gerver
HTTPS

S

wsS " Web Gateway .

sRTP/DTLS

P REAS | B
SiP

RTP

[41-
J

Custom Application Client

Cisco (fo/

i)

Media Broker

ISR Box

&

i

RTP

UCCE
A—
......................... |
‘ Fim?sse
. [ ¥ :
i

-
.
. .
. .
5
I

CUPE UCCE Agent
Rl‘P
A
4
o
MediaSense




Video in Queue
CVP Streams Video hosted on MediaSense

y—
s UCCE
. o]
MediaFSense ”””””””””””””
A 3 - Findsse
= il : "
ISRIBox — ;
@ ~~~~~~ HITPS A— _a— .
~~~~~~~~~~~~ SIP| .. SlP‘ :
= Nz S |9 S e
Web ’gerver h :
s S o, |
HTTPS WSS Web Gﬁateway”xS P RTP SiP Sip .
:EA /"'/ — sx’x‘ o ' S, _
sTPDTLS  [FRQl_RIe__| Avyesn RTP m/ E]l
Ld ] —emons Ay b =
om. i CUBE UCCE Agent
Custom Application Client Media Broker gen

Cisco {lpr/



Passing Call Context
Option 1: UUI SIP Header

Option 2: CVP fetches call context from the Web Application

Web ’gerver - REAS
HTTPS wss Web Gateway ™,

*

% RTP

Media Broker

. Q ”” P
m/ sRTP/DTLS
__/

Custom Application Client

Cisco (fo/

SIR.

cuch,
RIP | Sip
e o]
‘ RTP m |
Ay e =
CUBE UCCE Agent




Passing Call Context

Option 3: Use New Cisco Context Service (when available)

Web ’&erver REAS
: -7 iadV .
HTTPS wsS Web Gateway

*

% RTP

Media Broker

. Q "" P
m/ sRTP/DTLS
__/

Custom Application Client

Cisco {lpr/

SIR.

RTP

UCCE Agent




Design Considerations

- Security
- High Availability
- Scalability

Cisco ((l/f'/ CCCCCC P



Reverse Proxy

- Functions
Consolidate client connections
Hide internal topology

Limit Internet access to specific services only
SSL Offload

- Not part of Remote Expert Mobile package
Re-use the same Reverse Proxy that is used for existing Web Applications

- Web Sockets support required

Nginx, Nginx Plus, F5 Big IP Local Traffic Manager =1
S HTTR(S) oo 7=
_e— ..o
m/ .......... HTTPS, WSS . _....... > (J:}j? ””””” Web Server
= N1 /| SEEAAEETENU S(S)
_%’V WN( ~~~~~~~~ A—
Custom Application Client Reverse Proxy 7T > I
REAS

’ Application Server
Cisco (f Vf/



Secure Internet Connectivity

Y Y

= &
Internet E;:: DMZ E;:: Secured Network
[ | [ |
- ) _a—
Flre‘.WaII No IP Routing Flre:wall EI
' : ' -7 [
' : ' .- —
(] 9 .
; : HTTRS : Web Server
1 iy - ! HTTPS
' ~ ' \1/
' Secwly -------. W§$ ' A—
(] ARl LRSS y
P .-Heversg Prox ' > .m ..SIP S 4“‘-;
T P ' PR REAS
! ) b cucm
: : : --~ Application Server S!P
HTTPS; WSS X HEE A \
S - ' a—— A,x" p S
m/ 'srTP/DTLS _|F3d I ! RTP I/lm/
o ;m"%;?/ : B . = : L 5 /
Custom Application Client 1 Media:Broker : IP Phone
(] (]

Cisco ((pr/



High Avallability
- All Nodes Active

« Automatic load distribution
- Application Servers
« Media Brokers

- Primary/backup service for each
session

- Outbound SIP load-balancing
- SIP OPTIONS ping

Cisco (fo/

3

— 4

Reverse Proxy

HTTPS, WSS,

¥ REAS Cluster N

A y .
Iéﬁep.li.@a.ti.qn.> ””””
R

EAS REAS | RRAEEN
Application Se‘fve‘r App]icatién Server

Vol Y
H B
REMB REMB

Media Broker Media Broker



Scalability

Supported Configuration
- 4 nodes (2 REAS, 2 REMB)

« Each REAS node: 100 sessions

- Each REMB node: 50 sessions
- 45 pass-through
- 5transcoded (VP8 ->H.264)

Cisco (fo/

A
£

Reverse Proxy

HTTPS, WSS,

¥ REAS Cluster N

A y .
Iéﬁep.li.@a.ti.czn.> ””””
R

EAS REAS | JRAEE
Application Se‘fve‘r App]icatién Server

Vol Y
5 B
REMB REMB

Media Broker Media Broker
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Remote Expert Insights

Additional Remote Expert Mobile Integrations by Cisco Services
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Remote Expert Application Server (REAS)

Server-side for the Remote Expert Mobile Client SDK

. Standard Services £ \

- Web Gateway Web Gateway
- Expert Assist

_ Expert
- Finesse Gadgets Expert Console
- Contact Center Agent and Supervisor

_ Assist Finesse
- Expert Assist Console Gadget
- Expert and Supervisor
- Advanced Services —
- Application Event Distribution (AED) IM&P"Proxy
- Instant Messaging and Presence Proxy Palettes
- Palettes

Application Server

Cisco (l.l/f/



Application Event Distribution (AED)

Exchange text messages between applications

- Simple API

« AED.createTopic (topicID)

 Topic.send AedMessage (“Hello”)

- Usage Examples

- Send commands to remote peer

- Simple text chat in addition to voice/video

Cisco (fo/

Custom Application Client

Application Server

I

A$D

Web Gateway

O
_/',

Agent Desktop



Instant Messaging and Presence
Adding Enterprise IM&P to the Custom Application

Application Server

Reuse Secured
Connection

=i
CuCM™M

Custom Application Client Web Gateway

Cisco (fo/



Palettes

Various services to interact with Contact Center Applications

- Pass call context
« Visual IVR
- IVR Bypass

Cisco ((pr/



Palettes: Call Context
Pass call context to UCCE via Application Gateway protocol (GED-145)

UCCE

7 Palettes “ :

’¢"’ —" “\ E

S SIP.____ prmyy E
4 I &= I ”””””””” 50 e

HiTPs RS CuUCM, ;

WSS Web Ggateway x‘SiFBQ RTP "S“:',' S|p
’,'-_-x H ~~~~~ x,' * o, P

. A—— .
@ et AT g |
m/ SRTP/DTLS I RTP I // -
7 Media Broker CUBE UCCE Agent

Custom Application Client

Cisco {lpr/
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Sundun7

Mon Jun 8

Tue Jun 9

Wed Jun 10

.
Reserve your spot, schedule sessions now

By Track

Collaboration

CCP-1009 Cisco Microsoft Interoperability
08:00 - 09:30

BRKCCT-1005 Context Service: the new cloud-based omnichannel solution for
Contact Center Enterprise and Express

10:00 - 11:30 Thu

Deliver ( Customer with Remote Expert

BRKCOL-2380 Designing a Cisco Unified Ci Solution to be

ahaln

cisco

v

for People with Disabilities
10:00 - 11:30 Tt
BRKCOL-2570 Cloud Connected Audio Integration

10:00 - 12

BRKCOL-2602 Collaboration Edge Troubleshooting

10:00 - 12:00

BRKUCC-2347 Troubleshooting Jabber Like a TAC Engineer

10:00 - 11:30 Thu

BRKUCC-3000 Advanced Dial Plan Design for Unified Communications Networks
10:00 - 12:00 Thu

CCP-1010 Focus Group: Influence the Future User Experience of Collaboration
Management

10:00 - 12:00T

BRKCCT-1009 Cisco Customer Collaboration Architectural Vision and Cloud
Evolution

Q

BRKCCT-2080 Deliver Om
Remote Expert Mobile

Thursday, June 11, 2015, 10:00 - 12:00

DeTALS
Collaboration

DESCRIPTION

New Remote Expert Mobile allow
capabilities right to your web or |
positioning, use cases, roadmap,

00000 AT&T = 17:34 7 % 100% [ 4

events

Al
cisco

LET’S BUILD
TOMORROW TODAY

ciscolive!

(7 B

My Event Surveys Sessions
. &
Speakers Exhibitors Contacts
Maps Social Info
[———)
a—
=
. —

QR Reader

Week at a Glance

“oe

. alialn

cisco
Reserve your spot, schedule sessions now

015 Cisco and/or its affiliates. Al rights reserved.  Cisco Public o)




Visual IVR

Visualize VXML Dialog

<?xml version="1.0"7?>
<vxml version="2.0">
<menu>
<prompt>Please select your
track</prompt>
<choice next=«cloud.vxml»>Cloud</choice>
<choice
next=«collab.vxml»>Collaboration</choice>
<choice
next=«mobil.vxml»>Mobility</choice>
</menu>
</vxml>

Chcohb@/'

00000 AT&T = 17:34 7 % 100% Em) 4

events

=™

o A LET’S BUILD
« TOMORROW TODAY
i

Qisco(( Vf :{

Reserve your spot, schedule sessions now




Palettes: Visual IVR

Convert your existing VXML IVR Application into Visual Ul

553
o

SIS
SIS

HTTPS lgl‘l
P Il ReAs N

N

ST
S
SIS
o

Sag
S

m/ sRTP/DTLS
o i
Custom Application Client

Cisco {lpr/

Media Broker

e
(& <) i

WSS Web Gateway . g
B ) AIeWSY “sie.
P

RTP

UCCE
Eﬁ ......................... |
Findsse
GED:125 " :
— \‘ E
..... .S.I.P.......‘ :
”!iﬁil !EEHI HT:TP
cucm §

CUBE

UCCE Agent




Palettes: IVR Bypass

Pass call context and get routing decision directly from UCCE

UCCE
" CEDAZ5 | EEF ......................... I
'/ Palettes G ED"1"25 Findsse
'x"' —' \\ E
. _A— .
.’ S VXML LSIP.) ’ :
S gl @™  VAML > .
HTTPS .. SIP I - HTTP
7 REAS R0 . CUCM‘ :
WSS Web G'Eateway”xsm RTP 8"5" é‘il? :
=) x.-"' ’ * x”x o * o __
m/ skRTPDTLS [FR4l_B1P l RTP ,/‘EW _]I
A_.{/_\
/ - 0 =4 / _/_'7
— Media Broker CUBE UCCE Agent

Custom Application Client

Cisco {lpr/




Let’s build tomorrow today

19:38

Call Us

00000 ATET & 19:43 = 31 100% -

00000 ATAT & 19:42 7 31 100% -
To speak with a Hertz Agent,

19:39 7 3 please ca": e 14:58 7 31 100% m 4
Contact Reservations Contact Us

7 31 100% - Contact AA

7 31 98% m.>

Future Rental Assista
Future Reservat
800-654-3131 (U
Canada) 800-65
Car in the Shop' International: 1.801.523.6546
Frequently us¢ 800-704-4473 (1

HHonors Automated Account Inquiry

Telephone 24 hours a day, 7 days a week: : . DOMESTIC © (800) 2211212
y ; Email Support: RESERVATIONS
Travel reservatioAssistance During You syp i live2015.com
Inside the United States and Canada (toll-free) vailable 24 hou ]
B Emergency Roa . . INTERNATIONAL © (800) 241-4141
+1 800-548-8690 €, (800)- Ui Free) Twitter: Follow us @CiscoLive RESERVATIONS

800-654-5060 4

Outside the United States and Canada (not a toll-free Hearing impairet Extend your ren ?LEILEEI%?\'%’ S— © (888)750-3284
call) o TTD/TT location
+1 800-449-4155 ‘. (800) 323 800-654-4174 TWEETUS @DELTAASSIST
il Additional Customer £
Reservations Baggage servicy Fioty comasay RESERVATION ASSISTANCE BY LANGUAGE

United States and Canada, including Puerto Rico and
the US Virgin Islands (toll-free)

+1-800-HILTONS (+1 800-445-8667)

€, (800) 221 877-826-8782
A Past Rental - |
Comments/Feet
800-654-4173 (i
L 80421 o pius Rewa

888-999-4900

SPANISH € (800)511-9629

MileagePlus® fn JAPANESE © (800) 327-2850

International Free Number (UIFN)
800-HHILTONS ( 800 44 45 86 67)

KOREAN © (800) 692-1165

" (800) 824 - 6200 Reserve your spot, schedule sessions now

its affiliates. All rights reserved. Cisco Public
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GTM and Future
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Remote Expert Mobile %
How to Order /

- Concurrent session based licence $1500 (List)
- SWSS for support and upgrade
- SKUs on compliance hold (partner training)
- A2Q review for UCCE/PCCE deals
Partner and Customer NFR kits

Partner requirement based on CC / UCM
Platform

~o

Cisco (l.l/f/



Remote Expert Mobile Training Availability

- Partner Community @
https://communities.cisco.com/community/partner/collaboration/contactc
e n te r / re m Ote - e X p e rt @ RemOteExpen i o B

Live training offered via webex weekly (1 day) ——
Schedule posted on partner community ’ :

- Developer Network @ https://developer.cisco.com/site/remote-expert-

mobile/
Sandbox environment and access to SDKs/APIs E"’“m |
Training and Dev Forum o ’

Cisco (l.l/f/


https://communities.cisco.com/community/partner/collaboration/contactcenter/remote-expert
https://developer.cisco.com/site/remote-expert-mobile/

Localizations — RE Mobile — 2HCY15

Interface Languages

Client SDK interface (pop up messages, Engllsh (USs)*, _ \ _
| alerts) Roadmap: French, Japanese, Spanish (Spain), German, Italian,
Portuguese (Brazilian), Dutch, Swedish, Russian, Danish, Chinese
(China), Chinese (Taiwan), Korean, (+Finnish, Norwegian, Polish,
Turkish)

e W oW \W

*First release supports English(US) ‘only

BRKCCT-2080 © 2015 Cisco and/or its affiliates. All rights reserved. Cisco Public 61



Remote Expert Mobile Roadmap/Backlog

RE 10.6 1HCY2015 Future (backlog)

« RE Mobile Standard » Localization for RE Mobile
In-app voice, video « Scalability

Annotation « REaaS/ RE Mobile with HCS
Content URL push

Co-browse/Remote control

Web/Mobile SDK

WeDbRTC based

CCX/CCE/PCCE
 Finesse Gadget BE platform
* RE Mobile Integration with CUCM

Ul Enhancements
Solution Level Enhancements

Integration with Context Service

IM/Text Chat Integration

Many of the products and features described herein remain in varying stages of development and will be offered on a when-and-if-available basis. This
roadmap is subject to change at the sole discretion of Cisco, and Cisco will have no liability for delay in the delivery or failure to deliver any of the products or
features set forth in this document.




Key Takeaways
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Remote Expert Mobile
Ignite B2C rich collaboration in your existing apps and website

WebRTe WEBRTC SDKs

* Plugin-less approach

* Video supports VP8 & H.264,
transcoding, NACK/PLI for
impaired networks

» Accessible API for JS, iOS,
Android developers

ENTERPRISE ON-RAMP

* Reuses infrastructure &
devices

« HTTP-SIP gateway scaling

ertAsg,
S EXPERT ASSIST

* App share, co-browse,

annotate, push files & links
* 10S, Android and browsers
» 2 lines of code to implement
» Utilizes mass multi-player

gaming for max efficiency

For more information visit the Cisco® Remote Expert Mobile CCO page at:
WWW.CISCO0.com/go/remobile

Cisco (fVC’/


http://www.cisco.com/go/remobile

= Delightful customer experiences

= Visit us at WoS, DevNet zone

= For more information visit the Cisco® Remote Expert Mobile CCO
page at: www.cisco.com/go/remobile

Cisco Ill/t’./

‘I"


http://www.cisco.com/go/remobile

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

Cisco ((pr/



Continue Your Education

- Demos in the Cisco campus

- Walk-in Self-Paced Labs

- Table Topics

- Meet the Engineer 1:1 meetings

- Related sessions

Cisco (l.l/f/



Contact Center Sessions Week at a Glance

8:00-9:30 (90)
BRKCCT- 1011
Cisco Unified Contact Center

Express Update and Roadmap
(G.Variyath)

9:30-10:30 (60)
PSOCCT-1008

Omnichannel Customer Care -
Preparing for the Mobile
Customer

(K.McPartlan,K.Gouda))
10:00-11:30 (90)

BRKCCT- 1051

Cisco Unified Contact Center
Enterprise and CVP Overview

and Roadmap
(J.Lundy/S.Vashist)

11:00-11:30 (30)
DEVNET-1130

Cisco Finesse API’s (T.Phipps)
12:00-1:00 Table Topics
UCCX (G.Variyath)
Finesse(T.Phipps)

Color Coding

UCCE

UCCX

MediaSense
Omnichannel

8:00-9:30 (90)

BRKCCT-1041

CCE Security Best Practice Guide
Overview

(C. Gonzales)

11:30-12:30 Table Topic

Reporting and Analytics
(C.Logue/V.Gururaj)

1:00-2:00 (60)

CCSCOL-1400

Case Study: Providing a Total Customer
Experience (C.Botting ,D.Kramer, M.Voornhout)
1:00-2:30 (90)

BRKCCT-1006

Omnichannel Contact Center Solutions
Overview (W.E.Nijenhuis)

1:00-3:00 (2 hr)

BRKCCT-3005

Solution Troubleshooting for Unified
Contact Center Enterprise (C.Palau)
3:30-5:00 (90)

BRKCCT-1031 Cisco Finesse - The Next
Generation Agent Collaboration
Experience (T.Phipps)

4:00-5:00 (60)

CCSCCT-1405

Case Study: American Century
Investments (N.Westvold)

8:00-10:00 (2hr)

BRKCCT-2007 Cisco Unified
Contact Center Enterprise Planning
and Design (M. Berenjian,M.Eady)
8:00-10:00 (2hr)

BRKCCT-2019 Cisco Unified
Contact Center Express Planning

and Design and Support
(G.Burton,M.Turnbow)

8:00-10:00 (2hr)
BRKUCC-2270 Network Media
Recording and Streaming with
Cisco MediaSense (C.Ward)
11:30-12:30 Table Topic

UCCE(PCCE,HCS) & CVP
(J.Lundy, C.Logue)

1:00-3:00 (2hr)

BRKCCT-2050 Building recording
and monitoring applications with the
MediaSense API (K.Rehor)

1:00-3:00 (2hr)

BRKCCT-2056 Contact Center
Reporting & Analytics: Unified
Intelligence Center (V.Gururaj,C.Logue)
1:00-3:00 (2hr)

BRKCCT-2027 UCCE Solution
Service Creation (including CCE
and CVP Scripting) (S.Vashist,,B.Cole)

8:00-9:30 (90)
BRKCCT-1002
Hosted Collaboration Service

Contact Center Update
(A.Mermel,M.Varghese)

10:00-12:00 (2hr)
BRKCCT-2080

Deliver omnichannel Customer
Experience with Remote Expert
Mobile

(R-Gupta,Y.Fedotov)

10:00-11:30 (90)
BRKCCT-1005 Context Service:
the new cloud-based
omnichannel solution for Contact
Center Enterprise and Express
(V.Chhabra)

1:00-2:30 (90)

BRKCCT-1009

Cisco Customer Collaboration
Architectural Vision and Cloud

Evolution
(M.Lepore,T.Famous)



Thank you
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