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All Accused Instrumentalities including Webex Contact Center, Webex Contact Center Enterprise, any Accused 
Instrumentalities identified by Cisco in response to discovery requests, and any other Cisco cloud contact center product 
that functions in a similar manner infringe at least claims 1, 4-6, 8-11, 13, 14, 17-19, and 21-24 of U.S. Patent No. 
11,227,303. The evidence cited below is exemplary and based on publicly available information. Plaintiff will supplement its 
contentions with additional information once it is made available during discovery. 

The infringement analysis below demonstrates literal infringement of each claim element. To the extent any claim element 
is not literally met (which Plaintiff does not concede), the Accused Instrumentalities infringe under the doctrine of 
equivalents. Each element of the Accused Instrumentalities performs substantially the same function, in substantially the 
same way, to achieve substantially the same result as the corresponding claim limitation. Plaintiff reserves the right to 
supplement its equivalents contentions following claim construction and further discovery. 

Claim 1 
1.pre: A method of controlling 
presentation of content on a 
communication device, the 
method comprising: 

Cisco’s Webex Contact Center performs a method of controlling presentation of content on a 
communication device.  For example, Webex Contact Center controls the presentation of 
content on an Agent’s screen during a scheduled callback voice call. 

 
Vusura00000827  

Cisco Webex Contact Center 

CIS:COl,,,,,i,jt,/ 

Omnichannel contact center solutions 

Predictive analytics-based routing 

Integrated collaboration that increases first 
contact resolution and customer 
satisfaction 

Deep CRM integrations 

Proven from small businesses through 
global customers ffi ca.mq1•r ,_,,. 

011.,rt,\1.r 

By now, you should all know that Webex Contact Center· Is Cisco·s native 
cloud contact center with omnichannel routing and 360 degree customer 
journey analytics. 
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Webex Contact Center WhyWebex 

The contact center 
market leader 

Cisco is a global leader in contact centers, 

delivering the most complete contact 

center portfolio. 

Cl 2023 Cisco and/or its affiliates. All righls rese!'Ved 

Webex Contact Center is an omnichannel 

contact center- as-a- service (CCaaS) for any size 

contact center that delivers enriched customer 

journeys, all powered by the cloud and data 
intelligence, driving faster and more personalized 

customer experiences. 

Built on the open and flexible Webex Platform 

for Contact Center, our portfolio integrates 

advanced cloud services such as Al capabilities, 

enterprise-grade cloud calling, data analytics, 

workforce optimization, CRM and experience 

management applications. 

1. Synergy Research, 2020 

#1 
Market share cloud 
/ hosted contact 
center installed base' 

36K 
Contact center 
enterprises 

3.6M 
Agents 

1.5K 
Global partners 

webex by c1 sco 
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Vusura00002289 

Product overview 
Webexlfl Contact Center is a next-generation cloud contact center solution inspired by customers and architected 
for business. 

Designed and built from its foundation as a Software-as-a-Service (Saas) cloud solution, Webex Contact Center's 
best-of-breed platform architectu re brings your business the innovation, flexibility, scalability, and agility of the cloud 
without sacrificing security (Figure 1). As a cloud-based subscription, Webex Contact Center enables rapid time to 
market and time to new revenue while minimizing upfront capital investment. 

Figure 1. Webex Con1ac1 Center's native cloud arch11ecture-ag1le and secure 

Reduce complexity 
andeKpense 

webex Contact Center 

Enhance productivity 
and lower the to tal 
cost of ownership 

00 
Bring security and 

unlimited visibility. flexibility, 
and scalability to Webex 

Contact Center 

6 
Speed to deploy new 

functionality drastically 
reduced compared 
to premise·based 
contact centers 

webex 11y c1sco 
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Webex Contact Center Overview 
Contact centers ofmuJtisourcing enterpri es leverage a combination of sourcing olutions, including captive, 
outsourced, and offshore. The typical multisource contact-center environment is organizationally complex, 
con L ting of . ites located all o er the world, and staffed by direct company employee and/or outsourced 
agent . 

In thi environment, most locat ion. operate independently and u. e di parate contact center technologies, 
including routing, adminL trati e olution , and reporting tools. his combination of tool and technologies 
makes both management and qua.lily monitoring across different location extremely chall enging. 

Cisco' Webex Contact Center offers a unique solution that combines contact center and IP technologies in 
a global call management service. The Webex Conlll.ct Center solution is built on the Cisco Midpoint Call 
Management technology, a centralized control point for managing and monitoring call and contacts a ro 
a heterogeneous conmct center environment. 

Offered as a c loud ervioe, Webex Contact Center pro ides enterprise with full control over their global 
contact center queues and creates the appearance of a single, uni lied contact center environment. Calls, chats, 
and email are di. tributed to the contact center . ites where agents are available. \ hen agent are occupied, 
contacts are queued centrally so they can be serviced by the next a ailable agent i.rrespec tive of the physical 
location of the agent. 

In the oice context, by queuing calls centra.lly, enterprises can offload the queuing function from their 
premi. es-ba ed equipment, thus achie ing . ub. tantia.l co t aving in telecom hardware, toll charge , and 
bandwidth u e. More importantly, a calJ can be directed to the next available agent at any ite. And because 
the endpoint of the call can be anywhere around the globe, Webex Contact Center seamlessly integrates remote 
agent and at-home agents into the enterprise' multi ource contact center environment 

Cisco Webex Con.Ille! Center 1.0 Setup andl Adminmra.lion Guide 

■ 
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About Sites, Teams, Entry Points, and Queues 
A Webe Contact Center tenant i an enterpri e that ha contact centers at one or more . ites . The enterpri e 
also has entry points for incoming contaets that are assoeiated with queues. Incoming contacts can be toll-free 
numbers for voiee ca.lls, designated email addresses for emails, or chats with agents. or example, an enterpri. e 
that i named Acme might ha e an entry point that is named\ elcome. \ elcome cla sifie. contacts into 
AcmeB ill ing and d.istributes lo teams of agents in Chicago, anila, and Bangalore. 

Each Webe Contact Center tenant profile consi ts of sites, teams, entry poinlS, and queues. 

• A site is a physical conlll.et center location under the control of the enterprise or an outsourcer. or 
example, Acme might ha e ite in Chicago, Manila, and BangaJore. 

• A team i a group of agents at a specific ite who handle a particular type of contact. For example, Acme 
might have teams al their Chicago site that are named Chi_Billing, Chi_Sales, and 
Chi_GoldCustomerService, and learns at their Bangalore site named Bgl-'Billing, 
Bgl_GoldCustomerService, and Bgl_ pert . Agent can be as igned to more th.an one team, bll! an 
agent can service only one team at a time. 

• An entry point is the initial landing place for the customer contacts on the Webex Contact Center system. 
For the voice contacts, typically one or more toll -free or dial number are a sociated, ith an entry point. 
TVR call treatment is performed while a call is in the entry point. 

• A queue is where active contact are kept whi le they await handling by an agent. Contacts are moved 
from the entry point into a queue and are distributed Lo agents. 

Tenant that use the outdial featllre are also configured ith at least one outdial entry point and one outdial 
queue. 
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Webex Contact Center 
is a cloud-based 
enterprise Contact 
Center solution. 

Voice processing is 
performed in the cloud 

We need to route calls in 
and out of the cloud 

CISCO iire,/ 

e 
Contact Center 

-
Voice @ut Voice @ut 
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1.a: upon receipt of notification of 
initiation of a communication 
connection from a first device 
associated with a first party to a 
second device associated with a 
second party: 

Cisco’s Webex Contact Center, upon receipt of notification of initiation of a communication 
connection from a first device associated with a first party to a second device associated with 
a second party, performs the steps of claim 1.  For example, Webex Contact Center, upon 
receiving notification that a callback has been requested, which indicates the initiation of a call 
from a first device associated with a first party (the Webex Contact Center customer’s Agent’s 
computer, which is associated with the Webex Contact Center customer) to a second device 
associated with a second party (the phone of a person requesting a callback, which is 
associated with that person). 
 

Courtesy Callback 
-

• - I Enhances Customer Satisfaction 
Reduce Abandonment Rate 

❖ Maintain ca ll Skills, Priority, position and contextual Data for the ca llback 

❖ Callback can be to the Original Queue or a dedicated ca llback Queue 

❖ Support Variable Queue 

c1sco l,i;'e,/ BRKCCT- 2028 

Callback1 
Callback Activity Settings 

Callback Settings 

Oef,ne the callback number and queue in which the contact 
should be placed for the callback request. The caller's place in 
queue is reserved. Note: You must use a Disconnect contact 
activity to terminate a flow branch that uses a Callback activity. 

Callback Dial Number CD 

NewPhoneContact.ani 

Callback Queue 0 

0 Variable Queue 

QueueContact 1 .Queueld 

Choose a vartable that Vields a valid Queue ID. Default is set to the 

queue In which the caller Is placed. 

Static Queue 

© 2024 Cisco and/or its affiliates. All rights reserved . Cisco Public 37 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

9 
 

 

Callback 

Customers can op to receive a. callback using an IVR (lnte. ;active, Voice Respor,se) by 
calling, visiting the website, or using a chatbot (Virtual Agent), o,f a call center. 

The ·following are the different callback types: 

, Courtesy Call bade: A customer ca,n opt to rece,ive a courtesy callback instead o 
waitirng in the ,contact center queue for an agent to answer the ca I. 

• Web Callback (Callback),: A customer can opt to receive a callback by submitting a 
cal lback request along with a name and callback number when visiting the contact 
center websi e or interacting with a chatbot {Virtual Agent) on the webs.ite. 

The callback r-e uests ar-e sent to the Webex Contact Center stem. When an agent is 
availabl'e, the s tern ini iates a callback to the customer. e customer can be offered 
~h,e callback option durin,g peak hours ,or non-working ho!Urs of the contact cein er. 

Calllback requests ar,e routed to you as an incoming call request The callback contact .. 
request popover dis plays the Calllback label, the, 'i (Callback) Iron, ph,one number of he 
customer, DNIS (D"aled Number Identification Service), the queue that routed the call to 
you, and a timer indrcating fhe time elapsed since you reeeiv,ed the cal l. The status of the 
incoming call is displayed a5 Ringing. 

If the· End Cal l featur,e for Web Callback is enabled by your administr-ator, the Ringing 
status is replaced wiith the ,cancel button in the contact card request. 
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Vusura00002565 (emphasis added) 
 

' The s- icon that is displayed for Courtesy Callback and Web Callback 
N!ote, is the same. 

If the customer accepts he call, you are connected to the customer and the, Interaction 
Control pane is displayed. For more mformatlon on the tasks that you can penorm when 
handling a call,, see Answe a_CaU. 

• To cancel the Web Callback before the customer answers the call, 
cl1ick Cancel. When Ole calllback is canceled, the Wrap Up 
Reasons d"alog box appears. 

• lif the customer d'oes not answe,r the call, the cal l is returned to the 
queue. 

• lrf the contaot center has reached the maximum l1imit for concurrent 
calls that is set for the data center or tenant, you cannot make 
more calls, and the corresponding reason codes a11e displayed on 
ffl:eAgent Desktop. For mare information on the maximum liimi for 
concurrent calls,. see Make en Outdial Cell. 
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Courtesy Callback 

• I Enhances Customer Satisfaction 
Reduce Abandonment Rate 

❖ Maintain ca ll Skills, Priority, position and contextual Data for the ca llback 

❖ Callback can be to the Original Queue or a dedicated ca llback Queue 

❖ Support Variable Queue 

c1sco l,i;'e,/ BRKCCT- 2028 

Callback or Outbound Calll to PSTNI 

Callback1 
Callback Activity Settings 

Callback Settings 

Oef,ne the callback number and queue in which the contact 
should be placed for the callback request. The caller's place in 
queue is reserved. Note: You must use a Disconnect contact 
activity to terminate a flow branch that uses a Callback activity. 

Callback Dial Number CD 

NewPhoneContact.ani 

Callback Queue 0 

0 Variable Queue 

QueueContact 1 .Queueld 

Choose a vartable that Vields a valid Queue ID. Default is set to the 

queue In which the caller Is placed. 

Static Queue 

© 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 37 

An outbound call creat s two, sessions. one from the Emerprlse tenant to Webex Contact Cent and 111"10ther rom Webex Contact 
Ccn r to the, em rp ~ . 
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Webex CC Voice POP 

VOiP 

CUBE 8essi0n2 : 

Enterprise 

Agent1 

Outbound Call to PSTN 
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Inbound Calli to an Agent 
AA lnbo11nd 1;111 to , .~flt 1dd$ 1n QoJUi,ollJW.1 teSslon II ll'1e Webe:,; ,cont1et center cua ·•..nd I single wu!on • the terp,i~e, 
CUB. 

Webex cc Voice POP 

CUBE 

OUT 1 

CUBE 

-Ill 
-----Caller Enterprise 

ll'llloood caw to an Agent 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

14 
 

Vusura00001523 
 

 

Vusura00001880 
 

 

Telephony 

For Tel~hony, the inbound Voice Cs'II handling is decided by how ttte call entered the contact center (see Ingress, Mechllnisms below), 
and t he Webex cc Flow that's as.soclated with the entry pornt. 

The call gets aMwared and further actions a dol'liB as per the Webex CC Flow definition - which is a programmatic representation of 
tlie actions to t,e performedwliile liaiid lingtt\eeall either 1prior10 queu -·ng anc:1 routing to an agent or -e AowitSelf canl'lanilletlie 
,call with no tran&fer to an agent. 

The Flow EIL!Pder rn Webe:i,: CC ,11llow!i dfl"!eloper$ to d1:1fine thtli flow and a;sslgn !t 10 the entry pofnt via which the call arrlvei; lri We!:>ex 
cc. 

These configuration entities and their ui;age are covered in Configuration entities. 

More Information on FIOW Bulkler Is covered in Ille I.Q)comlng sectlon on IY.R_S)'-111111. 

Ingress Mechanisms 

Thi5 section covers the mechanisms by whic 1111 interacl!ion can enter Webe·X CC. Ba:.ed on the media type, the mechanism11, by 
whtch an rnteractlon reaches Webex CC are different, 

or example, tn telephony ther•e is pt1ysfcaI1 Infrastructure provlslonlng needed to ena·bl~ PSTN connectl11ity, configuration, of tile pll.one 
numbers, and routing the calls to Webex CC. 

For email/ messaging channels, the Ingress conftgura,tion must be done tn Webex Connect and it involves emall/messaglng acc:ount 
provlslonll'l9 and Webex Connect flow conffg.~atlon. 

Inbound voice 

For 11olte calls, a typica I scenarto Is wllere users d !al a PSTN pllone ntll'lber which then gets connected to the contact cel'lter. From an 
ingres:s perspective, this needs a mechanlsm to route calts f rom PST to Webex CC. 

The following figure illustrates the 11oil:e call ingestion to webex CC. 
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I 

' ... 
..: 
' ( 

,~-• Medi• Ctlg, & PSTN 
cn,mK1i,,,,tytarWMl■:ie~ 

Ingress Optlons for lribourid Voice 

SIPb8&ed 

Tturd 
~ all 

C.,,,o<M 

WdboxCC 

Rautl'l!lard 

Qu&Jl:M 

The Voice !rigress Services in Webex CC performs third party cal coritrol using SIP arid ariswers the incomirig call as well as perform 
transfer, corifenmce, and other call control operations. 

The logrc,111ritry pofl"1t for c,lls Ill th!! We~x CC rs thi:I corifigintfon ellllty 11,med 'E'1"1trypof11t'. For Voio11 ll"lgress, thi:I k;ey cortflg1.1~\101"1 
,of Entrypolnt Is the pllOne mtier assoclated with it, wl'licn ls typically a valid PSTN pllone umber obtaiood lrom ctiosen PSTN 
,provider. 

This cnab'lcs dctc,cting incoming calls on the- phone number, associate the call to Entrypoint and use other configuration parameters 

,tlf the e ritry poirit to ndle the can as per the Webex CC Flow defiriition that should be triggered for the interactiori. 
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Vusura00001136 

Webex Contact Center Overview 
Contact centers ofmuJtisourcing enterpri es leverage a combination of sourcing olutions, including captive, 
outsourced, and offshore. The typical multisource contact-center environment is organizationally complex, 
con L ting of . ites located all o er the world, and staffed by direct company employee and/or outsourced 
agent . 

In thi environment, most locat ion. operate independently and u. e di parate contact center technologies, 
including routing, adminL trati e olution , and reporting tools. his combination of tool and technologies 
makes both management and qua.lily monitoring across different location extremely chall enging. 

Cisco' Webex Contact Center offers a unique solution that combines contact center and IP technologies in 
a global call management service. The Webex Conlll.ct Center solution is built on the Cisco Midpoint Call 
Management technology, a centralized control point for managing and monitoring call and contacts a ro 
a heterogeneous conmct center environment. 

Offered as a c loud ervioe, Webex Contact Center pro ides enterprise with full control over their global 
contact center queues and creates the appearance of a single, uni lied contact center environment. Calls, chats, 
and email are di. tributed to the contact center . ites where agents are available. \ hen agent are occupied, 
contacts are queued centrally so they can be serviced by the next a ailable agent i.rrespec tive of the physical 
location of the agent. 

In the oice context, by queuing calls centra.lly, enterprises can offload the queuing function from their 
premi. es-ba ed equipment, thus achie ing . ub. tantia.l co t aving in telecom hardware, toll charge , and 
bandwidth u e. More importantly, a calJ can be directed to the next available agent at any ite. And because 
the endpoint of the call can be anywhere around the globe, Webex Contact Center seamlessly integrates remote 
agent and at-home agents into the enterprise' multi ource contact center environment 

Cisco Webex Con.Ille! Center 1.0 Setup andl Adminmra.lion Guide 

■ 
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Vusura00001137 

About Sites, Teams, Entry Points, and Queues 
A Webe Contact Center tenant i an enterpri e that ha contact centers at one or more . ites . The enterpri e 
also has entry points for incoming contaets that are assoeiated with queues. Incoming contacts can be toll-free 
numbers for voiee ca.lls, designated email addresses for emails, or chats with agents. or example, an enterpri. e 
that i named Acme might ha e an entry point that is named\ elcome. \ elcome cla sifie. contacts into 
AcmeB ill ing and d.istributes lo teams of agents in Chicago, anila, and Bangalore. 

Each Webe Contact Center tenant profile consi ts of sites, teams, entry poinlS, and queues. 

• A site is a physical conlll.et center location under the control of the enterprise or an outsourcer. or 
example, Acme might ha e ite in Chicago, Manila, and BangaJore. 

• A team i a group of agents at a specific ite who handle a particular type of contact. For example, Acme 
might have teams al their Chicago site that are named Chi_Billing, Chi_Sales, and 
Chi_GoldCustomerService, and learns at their Bangalore site named Bgl-'Billing, 
Bgl_GoldCustomerService, and Bgl_ pert . Agent can be as igned to more th.an one team, bll! an 
agent can service only one team at a time. 

• An entry point is the initial landing place for the customer contacts on the Webex Contact Center system. 
For the voice contacts, typically one or more toll -free or dial number are a sociated, ith an entry point. 
TVR call treatment is performed while a call is in the entry point. 

• A queue is where active contact are kept whi le they await handling by an agent. Contacts are moved 
from the entry point into a queue and are distributed Lo agents. 

Tenant that use the outdial featllre are also configured ith at least one outdial entry point and one outdial 
queue. 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

18 
 

 

Vusura00003090 

Making a Connection 

Queue and Agent Selection 

Two call legs 
Agent 
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Vusura00002983 

Webex Contact Center 
is a cloud-based 
enterprise Contact 
Center solution. 

Voice processing is 
performed in the cloud 

We need to route calls in 
and out of the cloud 

c1sc0 We,/ 

-
Voice @ut Voice @ut 
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Agent 

CISCO~/ 

Caller lnpu 

Calls can be 
queued and 
delivered to agents 

BRKCCT-2723 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 14 
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ex 

Agent 

Webex Contact Center 
provides multiple 
options for agent call 
delivery 

c1sco l,ire,/ 

PSTN based Agent 
Calls routed over PSTN to 
agent location (Office, Home etc) 

On Premise Telephony 
Calls routed via SIP trunk to your 
data center (could be Cisco 
Communication Manager) 

Webex Telephony 
Calls routed to Webex Calling 
registered phones 

WebexApp 
Calls routed to Webex App 

r7 WebRTC 
~ Web browser-based audio 

BRKCCT - 2723 © 2024 Cisco and/or its affiliates All rights reserved_ Cisco Public 19 
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Vusura00003007 
c1sc0 We,/ 

I 
I 

~--------------------------------, 
webex Contact Center 

APPLICATION LA YER 

00 0 * ~ f9 cfl;-7 111~ ® \,_a 
Transcription Routing Agent & Journey Reporting Contact Experience Admin & Supervisor Data & Center Management Queueing Desktop Service Analytics Al 

REAL - T IME MEDIA PROCESSING LAYER 

SIP IJIII,>) IH 0 ~ 1111 1•·· RTP 

Signaling Play media Recording Al BNR 
Media Collect Input Harness 

termination 

r 
VOICE ACCESS LAYER " 

' 

® © 
VPOP Webex Cal ling ... ..II 

'--------------------------------
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I -. 
webex Contact Center 

[ APPLICATION ] - -·•Ill••·· MEDIA PROCESSING - -
[ ~ VOICE ACCESS ] 

, __________ _ 

Voice In 

CISCO~/ 

-
Voice Out 

• Application Layer 
• Business Logic, Routing, Queuing, 

Flows and Agents management 

• Media Processing Layer 
• Voice termination, Signalling Media 

playout, capture input, Al Harness, BNR, 
agent connection and call recording 

• Voice Access Layer 
• Customer/SP Voice connections 

• VPOP / Webex Calling 

BRKCCT - 2723 © 2024 Cisco and/or its affiliates. All rights reserved. Cisco Public 35 
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1.b: pausing establishment of the 
communication connection 
without soliciting action by the 
first party; and 

Cisco’s Webex Contact Center performs the step of pausing establishment of the 
communication connection without soliciting action by the first party.  For example, after a 
callback is requested, an initial delay (pause) passes prior to the callback contact being initiated 
in the flow.  At that time, there is no solicitation of action by the first party (Webex Contact 
Center customer). 
 

 

New Webex Contact Center 
All the PSTN Options 

webex 

,_----. 

Webex Calling 

C 2022 Cisco ana/or its atliliates. Al rlQnts reserve<!_ Osco ConliOefllial 

Jun 8, 2.023 

Calltai;;k•11"9lr)I art11mpi:5 to cwt1:111111r 
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Vusura00002916 
 

A &:11C0955ful ,ca requei.t wil leitd to po - - a cui.tllimer sllltisf'actioo (CSATI KORI. whila an umoooei.&: cal back niquai;.t 

lead$, to I ne91tiWil CSAT - OM, or Ille ~rim• UM$, fQI' H uns,.u:~ufi!i e1 11~e1e requ,u • ti.H ~tomers 1ren1 

• 

rescn:at>te or l!t.J:s.y at cal ck ·llrn!!_ 

fQr more in orm;i - S<CC' 

Courtesy Callback 

• Enhances Customer Satisfaction 
Reduce Abandonment Rate 

❖ Maintain ca ll Ski lls, Priority, position and contextual Data for the callback 

❖ Callback can be to the Original Queue or a dedicated callback Queue 

❖ Support Va riable Queue 

c1sc0 We,/ BRKCCT- 2028 

Callback1 
Callback Activity Settings 

Callback Settings 

Define the callback number and queue in which the contact 
should be placed for the callback request. The caller's place in 

queue is reserved. Note: You must use a Disconnect contact 
activity to terminate a flow branch that uses a Callback activity. 

Callback Dial Number 0 

NewPhoneContact.ani 

Callback Queue 0 

0 Variable Queue 

QueueContact 1 .Queueld 

Choose a variable that yields a valid Queue ID. Default is set to 1he 

queue In which the caller Is placed. 

Static Queue 

© 2024 Cisco and/or its affiliates. All rights reserved . Cisco Public 37 
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Routing Call Flow 

Current 
Routing 

Functionality 

c1sco l,ire,/ 

Dialed Number Entry Point 

DNIS 

••• ••• ••• • 

Skills based Routing 

Longest Available Agent 

Best Agent 

Most Idle Agent 

Occupancy based routing 

Priority based routing 

Queue 

tfCiscolive BRKCCT-1016 

Team Agent 

Blended routing 

Blended exclusive routing 

Agent proficiencies 

Skil ls relaxation 

Get Queue Info 

Route to Agent ID 

Cl 2022 Cisco andfor its affiliates. All rights reserved. Cisco Public 13 
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Vusura00003197 

 

Needs to Speak to an Agent 
Number to Call: 
(020)452-5275 

c1sc0 We,/ 

Self Service Orchestration 

I :::::: --·- :... 

< a. =._ 

..., 

Webex Contact Center 

DEVNET - 1699 

Queueing & Routing 

'I) 
I / ~ &~I ' Busy 

" ~'-Ageols 

( ____ _._ ____ . 
1 Queue 1 11,. _________ ., 

• r Automatic Cal l "j 
1 Distribution : 
1, ___ (ACD) ___ I 

© 2024 Cisco and/or its affiliates All rights reserved Cisco Public 
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About Contact Routing 
The Routing Strategy module provides a nexible en ironmenl for routing contacts to the best resource, 
regardles. of location. Each incoming conta t arri es at an entry point, from where ii 's sent to queue for 
distribution among teams at contact center sites according lo scheduled routi.ng strategies, scheduled team 
capacity strategies, and queue precedence settings specified in the Routing Strategy module. 

In addition, if your enterprise uses the outdial feature, each outdial call passes through an outdial entry point 
and outd.ial queue according to routing strategies in the Routing Strategy module. 

Note Although the examples in the following sections refer to phone contact , the ame contact routing option 
are a ail.able to other media types . 

Basic Contact Routing 
An incoming call arri es at an entry point where the ca.lier i pre ented \ ith three option . After the caller 
elects an option, the call is sent to a queue, where it waits for an agent to become a ailable on one of the 

teams servicing that queue . 

·ach entry point and queue is associated with one or more routing strategies, which control how calls gel 
erviced at pecified lime interval , including what ca.II control cript lo u. e to treat the call and what audio 

fil e lo play when a call arrive or i wailing in queue. 

In addition, the routing strategy for a queue specifies which teams receive calls and in what order, how long 
!he call can wail in queue {before it get distributed to an o erflow destination number), and fai l-o er ettings 
for agents and teams. You can specify one of the following options for identifying an agent lo service a call: 

Cisco Web11x Contact Center 1,0 Se111p and Ad'ministrati on Guide ■ 
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Vusura00001232-00001233 

• Longe t Available AgenE-lncoming calls get directed to !he agent who ha been avai lable for the longe t 
time. 

• Load Balance-Incoming calls get di tribuced among a group of team. ba ed on ratio pecified in the 
strategy. 

• Priority Based- Incoming caHs get distributed to agent teams based on a priority rating assigned to each 
team. 

• Skill Based-Incoming call get distributed to agent who posse s a re.quired et of skills, uch as language 
fl uency or product expertise. 
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Vusura00002291 

Features and benefits 

Routing and queue management 

Webex Contact Center intel ligently distributes 
calls across: 

• Teams and agents in multiple sites 
Remote agents 

Routing strategies can be created to leverage skill 
assignments at the team or agent level. 

Agent availabil ity and skill sets are accurately matched 
with customer priority, value, and needs. Agents are 
more productive, and customers are better served. 

From a simple, user-friendly interface, supervisors can 
change routing strateg ies without knowing complex 
scripting languages. This allows customer 
organizations to maximize resources and respond 
quickly to changing conditions. 

Modifications to routing strategies take effect 
immediately and can be applied to current calls in 
queue. 

With Webex Contact Center, calls are queued in the 
cloud network., not on- premises based equipment. 
This approach provides substantial savings in telecom 
hardware, toll charges, and bandwidth. The ability to 
centrally manage contact center resources on a global 
level eliminates variances in queue times among sites 

and lowers administration expenses. 

Routing type options 

Webex Contact Center offers a full range routing options 
to serve a variety of contact center needs. 

Webex Contact Center supports routing strategies that 
take into account the rea l-time nature of channels such 
as voice and chat. This allows administrators to define 
the number of simultaneous real-time interactions an 
agent, team, or site should be tasked with handling at 
any given time. Alternatively, agents, teams, or sites may 
be set to an "exclusive· routing status, whereby they are 
only accountable for one conversation at any time. 

Routing option ::. include: 

Skills-based routing: This helps contact centers manage 
agent skill sets at a granular level to optimize call routing 
strategies. Agents can be assigned multiple skills and 
skill types based on their proficiencies. Agents' skills can 

be defined as: 

A proficiency score of 1 to 1 O 
A "true· or " falseM value 

A predefined value 
Free-form text 

l ongest available agent routing: Incoming contacts 
get directed to the agent who has been available for 
the longest time. 

Capacity-based team rout ing: Allows routing of ca lls to 
phone numbers, without requiring agents to sign on to 
the system. This is effective when the people taking the 
call are not traditional call center agents or the calls may 
be answered by voicemail, answering machines, or 
hunt groups. 

The capacity- based team does not have specific agents 
assigned to it, and the agents do not use the Webex 
Contact Center agent desktop. A capacity- based team 
might be used to represent a voice mailbox or an agent 
group that is not managed by the Webex Contact Center 
system. The capacity of such teams is determined by the 
capacity setting, which can be overwritten by team 

capacity strategies defined in the routing 
strategy module. 

Global rout ing overrides can be applied to one or more 
entry points. 

Call distribut ion 

Call distribution configuration, management, and 
reporting is managed through the web- based Webex 
Contact Center flow bui lder. Access rights are restricted 
by user login, so customer administrators or supervisors 
can only manage the sites for which they are responsible. 

webex "1- c1sco 
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Vusura00001884 
 

voloe/Telepnony specific Adc:lltlonal capaIbU!ties 

Ag•mt based routing (c;,nly for YQic~lephc;iny ch11 nnell 

Wellex CC flow, using tne activity QueueTOAgent, can route lnteracttons d rectily to tne cnosen agent Dase<I on tne agent d. 

If the agent ts not ava:llable to handle rnteractl00$, lnteractton can be ,parked, in an ag.ent speeffie queue, waiting for the agent to 
become ava~able 

11.dvanced queue informa,tion 

Webex CC flow, using the actiVity GetQueuelnfo, ceri feloh real-time information for a queue lik:e Position in Queue [PIQ), Estimated 
Walt Tlme !EWT), number of agent$ avallable In the queue,. and can be u:s«I to decide whether to queue the tontact or not. 

Courtasy ca lllllaCII 

Webex CC flow, uslrig actfvity callback, lets tt,e ~sterner disconnect from the call while malritalnlng the position rn queue arid receive 
a calll)8(:IC when the Vlrt!Jal lnteractlon In queue gets rollted to an agent. 

OVerflow handling 

Wellex CC supports overflow han<lllng u'1ng Capacity Based Teams (Carl. 

CBT is like a regular team wltll a capacity and an a$$0Clated exte al DN tllat serves that capacity. It can be configured along wrt 
ether teams in lhe Queue QIU Distribution Cycles. 

Usually, this is configured as the last cycle so t hat it acts as an ov.erflow if oo agent is available even after all the configured Call 
Dfwlbl.lt!on Grol.(J)s fa,11 to find an ava ilable mati::hlng agent for nan<1111ng u,e Interaction. 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

32 
 

 
Vusura00002918 
 

1.c: during said pausing, 
transmitting selected content 
toward the first device and/or the 
second device; and 

Cisco’s Webex Contact Center, during said pausing, performs the step of transmitting selected 
content toward the first device and/or the second device. 
 
For example, during the pause, Webex Contact Center transmits selected content (e.g., a 
Customer Profile for the callback requester) toward the first device (the Webex Contact Center 
customer Agent’s computer). 

 

Callback Retry Attempts to Customer 
• Ensu re a more reliable customer experience 
• Improved Issue Resolution, reducing abandoned calls. 

❖ Designed in the Event Flow on triggering the Event "CallbackFailed " 

❖ Allow you to retry to the customer as specific interval (Max 10 retries across 14 days using Wait) 

❖ Callback Retry attempt Data, failure reason insight available 

❖ Minimum delay interval between retry is 10 seconds, and Max is 72 hours. 

❖ Possible to customize the experience depending upon the callback failure reasons (output variable) 

June !.I, 2.0:1:a 

C1llbilc;k•11'9lry atiempb to cwto1J111r 

No descnpt,on dehned 

! 

l 
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Vusura00002635-00002636 (emphasis added)  
 

 

A 1>11C0955ful ,ca requar.t wil laitd to po - - a cur.tllim&I sansf'actioo (CSATI llalil1I. whila an umoooer.i. cal back raquai;.t 
1 ad$, to I neg;atiWil CSAT - OM, or lM ~rim,e, H M $, fQI' H uns,.u:~di!i eall~ele requ,u • t i.H ~tomers arenl 

reacnat>te or l!U:s.y at cal ck ·llrn!!_ 

Callback 

Customers can op to receive a. callback using an IVR (lnte, active, Voice Respo11se) by 
cal ling, visiting the website, or using a chatbot (Virtual Agent), o,f a call center. 

The 'fo llowing are the different callback types: 

• Courtesy Call bade: A customer ca,n opt to rece,ive, a courtesy callback. inste,ad o 
waitlrng in the ,oontact center queue for an agent to answer the ca I. 

• Web Cal lback (Callback),: A customer can opt to receive a callback by submitting a 
cal lback request along wilh a name and callback number when visiting the contact 
center websi e or interacting with a chatbot (Virtual Ag,ent) on the webs,ite. 

The callback r-e uests are sent to the Webex Contact Center s stem. When an age,nt is 
availabl1e, the s stem ini iat.es a callback to the customer. e customer can be offered 
fue ca llback option during peak hours ,or non-working ho!Urs of the contact center. 

Calllback requests. ar,e routed to you as an incoming call request. The callback. contact 
.. 

request popover displays the Calllback label, the '"" (Callback) Iron, ph,one number of he 
customer, DNIS (ID"aled Number Identification Service), the queue that routed the call to 
you, ,and a timer indi:cating flie time elapsed since you receiv,ed the cal l. The status of the 
incoming call is displayed as Ringing. 

If the, End Cal l featur,e for Web Callback is enabled by your administrator, the Ringing 
status is r:eplacedl wiith the ,cancel button in the contact card request. 
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Vusura00002565 (emphasis added). 

 

' The s- icon that is displayed for Courtesy Callback and Web Callback 
N!ote, is the same. 

If the customer accepts he call, you are connected to the customer and the, Interaction 
Control pane is displayed. For more mformatlon on the tasks that you can penorm when 
handling a call,, see Answe a_CaU. 

• 

• To cancel the Web Callback before the customer answers the call, 
cl1ick Cancel. When Ole calllback is canceled, the Wrap Up 
Reasons d"alog box appears. 

• lif the customer d'oes not answe,r the call, the cal l is returned to the 
queue. 

• lrf the contaot center has reached the maximum l1imit for concurrent 
calls that is set for the data center or tenant, you cannot make 
more calls, and the corresponding reason codes a11e displayed on 
ffl:eAgent Desktop. For mare information on the maximum liimi for 
concurrent calls,. see Make en 0utdial Cell. 

Call Control (answer, hang-up, hold, 

resume, conference, transfer), Click to call, 

Call recording pause/resume (Future) 

CISCO W(//! 
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Vusura00002796 
 

 

Vusura00003287 
 

Incoming Call 

+3227045983 
CL2024_SB ... 00:02 

PhOne umber 

D IS 

Queue Name 

I Student ID 

,.. 
+3227045983 

+14402308303 

CL2024_SBR_QV _ Team51 

51 

c1sco £,;re,/ 
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Vusura00002534 

 

Vusura00002522 
 

Manage Voice Contacts 

• About the Voice Channel, on page 13 
• Answer a Call, on page 13 
• Pause and Resume Recording During a Voice Call , on page 14 

• Enter Call-Associated Dam, on page 14 
• Hold and Resume a Voice Call, on page 14 

• Transfer a Call , on page 15 
• Consult with Another Agent During a Call, on page 16 

• Create a Conference Call, on page 19 
• Make an Outbound Call , on page 20 
• End a Voice Call, on page 21 

About the Voice Channel 
You can use Agent Desktop 10 receive and respond to customer calls depending on the permissions assigned 
to you by the Organizatjon Administrator. 

Answer a Ca II 
You can receive a customer cal l if the Organization Administrator pro\lidcs you the necessary pcnnissions. 

When you receive a call from a customer, a noti fication dialog box or the voice contact card appears in the 
...\.crin Contact List under the Voice and All tabs in the: Agent Desktop. The dialog box displays the phone 
number of the customer, the queue that routed the call to you, and a timer indicating from how long the call 
is offered to you. You can see the status of the contact as RINGING. 

If the voice contact card is not accepted ,\.'ithin the configured timeout interval, the notification card blinks 
fo r some time in the Active- Contacts List. Then, Lhe system changes your stal'us to Ring On No Answer or 
RONA. 

When you are in RONA state, you cannot receive any contacts. You will haYc to manually change your status 
from RONA to Available state to receive contacts of any media channels including new voice contacts. 

When you recciYe a call, use your physical phone to answer it. The status of the call changes to CO1'1'":J:CITD 
in Agent Desktop. 

While helping your customers, you can do the following tasks: 

Cisco Webex Contact Center 1.0 Agenl Desktop User Guide ■ 
WWW 

About Agent Desktop 
The Agent De ktop pro ides a . i.ngle browser-based application that enable. agents to interact with customers 
u. ing voice chat or email. Depending on the configuration of your agent profile by the Ci. co Webex Contact 
Center admini. trator, you can commun.icate with cu. tomer. th.rough one, r-.vo, or all the three channel . 

The Agent De. ktop u. er interface is divided into three sections. The lei\ and right . ections have the contact 
and contact information respectively. You can . ee all the conversations in the center pane. 
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Vusura00002719 

End-to-end custom1er 
experience management 

Agents benefit from complete customer 

interaction history in a single interface, 

rega rdless of channel - empowering them 

with full visibility. 

Close the feedback loop with experience 

management by offering post- interaction 
surveys delivered to the customer via text, 
email, or interactive voice response (IVR) to 

capture immediate feedback and proactively 

manage and measure customer sentiment. 

Agents have real- time visibility into previous 

customer survey responses to persona lize 

interactions. 
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Vusura00002723 

Super Agents 

Deliver exceptional customer 
experiences - every time 

AH>owered assistance and a new, user­
ol)(imized agem desktop gives your agents 
everything they need to deliver exceptional 

customer experiences 

Agetit tools prO\lide a complet.e customer t11St01y, 
all in one place and at their fingertips, enslliog 

they are always conrext-EM'are. 

Benefits 0 

They can also tailor mteracoons based on full 

,..tSibility of customer feedback ifl the Webell 
Experience Management cus1omer experience 

journey agent desktop widget. 
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Vusura00002725 

The All ~ Webell Conl3t::I Cf!m.l!!i 

Agent desktop 
■ 

experience 
Intuitive agent experience 

8 Omnichannel task list view 

0 Customer information 

8 Customer experience journey 

G Mid-call features 

8 Agent profile 

Cl 2021 Cisco and/or its alfliates- Al.fights reserved, 

·=---

' ' 

O ' 

0 

.-
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Vusura00002728 

All Newwet::>ex. con,~ 1 Cent.er 

Agent desktop 
■ 

experience 
Proactive customer 
experience insights 

8 Customer experience 
journey view 

C 2021 Cisco and/or its alfiliat:es. Al ~hm. res,erwd. 

0c..--:. ..... 

,-n-·t1Mc»-.., ..... .-. -an._ .... ____ ...,. .. ~-----
"""6 J l6 ~"":IIJt 

... ~'f .... '111.t'I .... 

~, ..... ......... 
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Vusura00003206 
 

1.d: after one of the first party and 
the second party terminates the 
communication connection, 
transmitting additional content 
toward the first device and/or the 
second device; 

Cisco’s Webex Contact Center, after one of the first party and the second party terminates the 
communication connection, performs the step of transmitting additional content toward the first 
device and/or the second device. 
 
For example, after the customer or the person requesting the callback ends the call, Webex 
Contact Center transmits additional content (such as a post-call survey) toward the second 
device (the callback requester’s phone). 
 
Additionally, after the customer or the person requesting the callback ends the call, Webex 
Contact Center transmits additional content (such as an Agent Interaction History item 
corresponding to the call) toward the first device (the Agent Desktop). 
 

Bring your app INTO Webex Contact Center 
Add tools and capabil ities for Webex Contact Center users 

Build IN 

Enabling customers to use 3,d Party 
solutions w ithin Webex Contact 
Center. 

Agent/Supervisor Desktop Widgets 

CRM Connectors 

Al Connectors **Coming Soon 

Flow Connectors **Coming Soon 

CISCO iire,/ 

€· Webe11 Contac:I Cenle< 

I G5' .,,,, 212aa-n,2 

ol 

}:( 

ML0.-.1 

UU AYl1 NES11,,'11--,1..o,,gL.o,,g 
C-.y, S.. f ..-,CA9ol001. UnL 

DEVNET-1699 

· - l)C-.. _g, .... 0 -.._.... - · 

. -
\, 01 (,1 2)2U•371l .... 
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Vusura00002293 
 

 
 

Vusura00002660 
 

The agent interaction history displays details of the previous communications with .i customer 
across .ill the channels. 

The contact history displays the previous communications with the customer for · e last 90 days. 
Tflo contact history is consolidate<:! for all digital channels, wtlcrcas for voice, history is res ictod 
only to the voice channel. 

Agent intteraciion hicst,ory provides the abil"ty for agents 
o v iew previous co mrnunicaticms wi a GLl5tomm 

across all channels (1..·oice, email, chat,. and social). 

26 October 202.1 

Ag;emt DMltlop En"8ncemant11 

• lnllliete- QYld I CG fl'l:l!'!l Agenl 1me~etJ0n tl!J.l«Y: M agiml can fl!1 - ~ · I ll OU!(!' _ •C!!!II t)Y ,elieKJng 1 1p!)Qne nYll!W ill U!le 
Agent lnrt1uai:tion Hi!>tor:f pane. I he agent earn al&O •l!dit lhis num'.btM boefore illitiatiing the Otal:dial c.ill. 

i;or more l111f0rm11tlon, s.ee Agent lnter.acdan History In the Cisco Webe'x Coolm:r C!!rlteir Age'lll Oeslaop User Gu.Ide. 

Locallzadon ~port Addillonac Agent Dei!lktop eupportR 10csll211tlon In twD ore languagee-El)Qllel'l, (LUKJ and 

P'onuguB!i11 11.Portugall. in ad · 11J1 to Lt.a 27 l'anguages. that we.re pr111nousl1 &lWDfCBd. Fu more information, i;e11 

L.oea allo ln the C/$eo, Riebe.it Cc:>nl«t ~n ~nl Des.rctop Ut~r Gt!!de. 

® The loca atlon support aoallloos. are not current appllcatile for Agent Perlormanc:e Statlstlc:s (APS) 

111portli, ,md ~ ;iy;i b alo11.11 with IQ1;al ~il;m wpport additi0m; for Anillyur, 
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Vusura00002719 (emphasis added) 
 
 

The All New Webex Contact Center Customer delight 

Delightful customer 
■ 

experiences 

Built for digital-first 
customer experience 

Let today's digita l- first customer connect 

their way - via chat, text, social, email , 

or call. 

Natural, Al-powered voice and chat virtual 

agents provide options for fast and easy 

24/7 self-service. 

Agents benefit from complete customer 

interaction history in a single interface, 
regard less of channel - empowering them 

with full visibility. 

End-to-end customer 
experience management 

Close the feedback loop with Webex 

Experience Management. 

Post- call surveys are delivered to the 

customer via text, email, or interactive 

voice response (IVR) to capture immediate 

feedback and proactively manage and 
measure customer sentiment. 

Agents have rea l- time visibility into 
previous customer survey responses to 

personalize interactions. 
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Wrap up & Post Interaction Survey 
Number to Call: 
(020)452-5275 

Self Service Orchestration 

0 :...i.r::..:... 

Webex Contact Center 

Post Interaction Surveys 

..... .,. ______ _ 

., ___ .,,.......,., 

::;-

Contact Center Desktop 

1. o:=- - ·- - ::::.:.::::- --
Q, · == ... - • 

·--=-·_ --- -. ;::-:--_ -- . -- • --- -- ------- ·- -- .----- -

. =---- -= 

CISCO l,i,ye,/ 
DEVNET • 1699 © 2024 Cisco and/or its affilia tes. All rights reserved. Cisco Public 10 
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Vusura00003199 (emphasis added) 
 

1.e: wherein the selected content 
comprises information regarding 
a previous transaction between 
the first party and the second 
party; 

Cisco’s Webex Contact Center, during said pausing, performs the step of transmitting selected 
content toward the first device and/or the second device, wherein  the selected content 
comprises information regarding a previous transaction between the first party and the second 
party. 
 
For example, during the pause, Webex Contact Center transmits selected content (a Customer 
Profile for the callback requester) toward the first device (the Webex Contact Center customer 
Agent’s computer).  The Customer Profile comprises information regarding a previous 

Post Interaction Surveys 

: Based on yooir h1ter.act1on how likely .tre )IOU 
110 ~t.:imm@tld <l<l' ~n,,ces to i rnenci or 

I 

0 0 

i.icM; 
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transaction between the Webex Contact Center customer Agent (first party) and the callback 
requester (second party). 

 

Callback 

Customers can op to receive a. callback using an IVR (lnte ;active, Voice Respo se) by 
calling, visiting the w,ebsite, or using a chatbot (Virtual Agent), o,f a call center. 

The following are the different callback types: 

, Courtesy Call bade: A customer ca1n opt to receive a courtesy callbacl!c. instead o 
waitin1g in the ,contact center queue for an agent to answer the ca I. 

• Web Callback (Calllbacic),: A customer can opt to receive a. callback by submitting a 
cal lback request along with a name and callback number when visiting the contact 
center websi e or interacting with a cnatbot {Virtual Agent) on the webs.ite. 

The callback r-e uests ar-e sent to the Webex Contact Center stem. When an agent is 
availabl1e, the s stem ini iates a callback to the customer. e customer can be offered 
~h,e callback option du in,g peak hours ,or non-working ho!Urs of the contact oen er. 

Calllback. requests. ar,e routed to you as an incoming call request. The callback. contact 
... 

request popover dis plays the Calllback labell, the 'i (Callback} Iron, ph,one number of he 
customer, DNIS (D.aled Number Identification Service), the queue that routed the call to 
you, and a timer indrcating 11ie time elapsed since you receiv,ed the cal l. The status of the 
incoming call is displayed a5 Ringing. 

If the· End Cal l featUll"1e for Web Callback is enabled by your admi1nistrator, the Ringing 
status is r:eplaood wilth the ,cancel button in the contact card mquest. 
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Vusura00002565 (emphasis added). 

 

' The s- icon that is displayed for Courtesy Callback and Web Callback 
N!ote, is the same. 

If the customer accepts he call, you are connected to the customer and the, Interaction 
Control pane is displayed. For more mformatlon on the tasks that you can penorm when 
handling a call,, see Answe a_CaU. 

• 

• To cancel the Web Callback before the customer answers the call, 
cl1ick Cancel. When Ole calllback is canceled, the Wrap Up 
Reasons d"alog box appears. 

• lif the customer d'oes not answe,r the call, the cal l is returned to the 
queue. 

• lrf the contaot center has reached the maximum l1imit for concurrent 
calls that is set for the data center or tenant, you cannot make 
more calls, and the corresponding reason codes a11e displayed on 
ffl:eAgent Desktop. For mare information on the maximum liimi for 
concurrent calls,. see Make en 0utdial Cell. 

Call Control (answer, hang-up, hold, 

resume, conference, transfer), Click to call, 

Call recording pause/resume (Future) 

CISCO W(//! 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

48 
 

Vusura00002796 
 

 

Vusura00003287 
 

Incoming Call 

+3227045983 
CL2024_SB ... 00:02 

PhOne umber 

D IS 

Queue Name 

I Student ID 

,.. 
+3227045983 

+14402308303 

CL2024_SBR_QV _ Team51 

51 

c1sco £,;re,/ 
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Vusura00002534 

 

Vusura00002522 
 

Manage Voice Contacts 

• About the Voice Channel, on page 13 
• Answer a Call, on page 13 
• Pause and Resume Recording During a Voice Call , on page 14 

• Enter Call-Associated Dam, on page 14 
• Hold and Resume a Voice Call, on page 14 

• Transfer a Call , on page 15 
• Consult with Another Agent During a Call, on page 16 

• Create a Conference Call, on page 19 
• Make an Outbound Call , on page 20 
• End a Voice Call, on page 21 

About the Voice Channel 
You can use Agent Desktop 10 receive and respond to customer calls depending on the permissions assigned 
to you by the Organizatjon Administrator. 

Answer a Ca II 
You can receive a customer cal l if the Organization Administrator pro\lidcs you the necessary pcnnissions. 

When you receive a call from a customer, a noti fication dialog box or the voice contact card appears in the 
...\.crin Contact List under the Voice and All tabs in the: Agent Desktop. The dialog box displays the phone 
number of the customer, the queue that routed the call to you, and a timer indicating from how long the call 
is offered to you. You can see the status of the contact as RINGING. 

If the voice contact card is not accepted ,\.'ithin the configured timeout interval, the notification card blinks 
fo r some time in the Active- Contacts List. Then, Lhe system changes your stal'us to Ring On No Answer or 
RONA. 

When you are in RONA state, you cannot receive any contacts. You will haYc to manually change your status 
from RONA to Available state to receive contacts of any media channels including new voice contacts. 

When you recciYe a call, use your physical phone to answer it. The status of the call changes to CO1'1'":J:CITD 
in Agent Desktop. 

While helping your customers, you can do the following tasks: 

Cisco Webex Contact Center 1.0 Agenl Desktop User Guide ■ 
WWW 

About Agent Desktop 
The Agent De ktop pro ides a . i.ngle browser-based application that enable. agents to interact with customers 
u. ing voice chat or email. Depending on the configuration of your agent profile by the Ci. co Webex Contact 
Center admini. trator, you can commun.icate with cu. tomer. th.rough one, r-.vo, or all the three channel . 

The Agent De. ktop u. er interface is divided into three sections. The lei\ and right . ections have the contact 
and contact information respectively. You can . ee all the conversations in the center pane. 
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Vusura00002719 

End-to-end custom1er 
experience management 

Agents benefit from complete customer 

interaction history in a single interface, 

rega rdless of channel - empowering them 

with full visibility. 

Close the feedback loop with experience 

management by offering post- interaction 
surveys delivered to the customer via text, 
email, or interactive voice response (IVR) to 

capture immediate feedback and proactively 

manage and measure customer sentiment. 

Agents have real- time visibility into previous 

customer survey responses to persona lize 

interactions. 
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Vusura00002723 

Super Agents 

Deliver exceptional customer 
experiences - every time 

AH>owered assistance and a new, user­
ol)(imized agem desktop gives your agents 
everything they need to deliver exceptional 

customer experiences 

Agetit tools prO\lide a complet.e customer t11St01y, 
all in one place and at their fingertips, enslliog 

they are always conrext-EM'are. 

Benefits 0 

They can also tailor mteracoons based on full 

,..tSibility of customer feedback ifl the Webell 
Experience Management cus1omer experience 

journey agent desktop widget. 
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Vusura00002725 

The All ~ Webell Conl3t::I Cf!m.l!!i 

Agent desktop 
■ 

experience 
Intuitive agent experience 

8 Omnichannel task list view 

0 Customer information 

8 Customer experience journey 

G Mid-call features 

8 Agent profile 

Cl 2021 Cisco and/or its alfliates- Al.fights reserved, 

·=---

' ' 

O ' 

0 

.-
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Vusura00002728 

All Newwet::>ex. con,~ 1 Cent.er 

Agent desktop 
■ 

experience 
Proactive customer 
experience insights 

8 Customer experience 
journey view 

C 2021 Cisco and/or its alfiliat:es. Al ~hm. res,erwd. 

0c..--:. ..... 

,-n-·t1Mc»-.., ..... .-. -an._ .... ____ ...,. .. ~-----
"""6 J l6 ~"":IIJt 

... ~'f .... '111.t'I .... 

~, ..... ......... 
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Vusura00003206 
 

1.f: wherein the additional 
content comprises information 
regarding a new transaction 
conducted between the first party 
and the second party during the 
communication connection; and 

Cisco’s Webex Contact Center, after one of the first party and the second party terminates the 
communication connection, performs the step of transmitting additional content toward the first 
device and/or the second device, wherein the additional content comprises information 
regarding a new transaction conducted between the first party and the second party during the 
communication connection. 
 
For example, after the customer, through its Agent, or the person requesting the callback ends 
the call, Webex Contact Center transmits additional content (such as a post-call survey) toward 
the second device (the callback requester’s phone).  The call post-call survey is information 
regarding a new transaction (the call) conducted between the first party (customer) and the 
second party (person requesting a callback). 
 

Bring your app INTO Webex Contact Center 
Add tools and capabil ities for Webex Contact Center users 

Build IN 

Enabling customers to use 3,d Party 
solutions w ithin Webex Contact 
Center. 

Agent/Supervisor Desktop Widgets 

CRM Connectors 

Al Connectors **Coming Soon 

Flow Connectors **Coming Soon 

CISCO iire,/ 

€· Webe11 Contac:I Cenle< 

I G5' .,,,, 212aa-n,2 

ol 

}:( 

ML0.-.1 

UU AYl1 NES11,,'11--,1..o,,gL.o,,g 
C-.y, S.. f ..-,CA9ol001. UnL 

DEVNET-1699 

· - l)C-.. _g, .... 0 -.._.... - · 

. -
\, 01 (,1 2)2U•371l .... 
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Additionally, after the customer, through its Agent, or the person requesting the callback ends 
the call, Webex Contact Center transmits additional content (such as an Agent Interaction 
History item corresponding to the call) toward the first device (the Agent Desktop).  The Agent 
Interaction History item is information regarding a new transaction (the call) conducted between 
the first party (customer) and the second party (person requesting a callback). For example, it 
includes the phone number, wrap up reason, the total connected time, and the timestamp when 
the Agent answered the call. 
 

 
Vusura00001367 
 

 
Vusura00002293 
 

 
 

Vusura00002660 

The agent interaction history displays details o the previous communications witln a customer 
across all the channels. 

, e c;.ontact i-story displays the previous communica ions with the customer for c last 90 days. 
he con ct history is consolidate-cl for all digital channels, wtlcrcas or voice, history is res ictcd 

only to tho voice chan I. 

Agent intter.a c'lion hi5t,orv provides the ability for agents 
o v iew pmvious comrnunicatiomi wi ~ Gl.15tomm 

across a,11 channels (1.i·oice. email, ch.at. and social)_ 

26 October 202.1 

Ag,e11t De'!lktop Enhlancements 

• lnllie~ OUld I c.11 f!'(lffl Ag~t llrtentetlon 1-11!!-!«V: M agenl can [Ill le· !Ill M<l ,call bY ,elidi:Jng II pbone nun,t,et- Ill 01,e 

Agent lmtaraclioo l'li~tory pane. I hB agent Cilll illliO •edit In& numbt!J berof'8 irlitiaq tile OUl:ttial Ciilll. 

i;or more l11form111lor11, see Agent lnter.acdon Ml!.t cry In t he Cisco Webe'x eootacr Center Age'm Oesldop User Gulde_ 

Locallza n S!u~port Moillona! Agent Dei!ktop support& 10c:allz11tlon In tvro ore languagee- Engllen, (LUKJ 1100 

P'o!ituguas11 11J>ortugall. in ad · 1111 to LI• 27 l'anguages. that we.re pra'd011Sly r.~cad. Fa' rnDil'e information, r.e11 
Loe.a allon ln the C/$eo, Riebe.ti C®f«t ~n Agent ourcroi, Us-~r Gt!!de. 

@ The loca atlon iiupport .aodlllons 11re not current appllcatJle for Agent Perlorm11nee Statlstk:-s (APS) 
l'lipo!U, ;md w ti.a .iv.i .ib illo with • local ation mppgrt ilddltlons rar Anillyz;r. 
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Vusura00002719 (emphasis added) 

The All New Webex Contact Center Customer delight 

Delightful customer 
• experiences 

Built for digital-first 
customer experience 

Let today's digita l-first customer connect 

their way - via chat, text, social, email , 

or call. 

Natural, Al-powered voice and chat virtual 

agents provide options for fast and easy 

24/7 self-service. 

Agents benefit from complete customer 

interaction history in a single interface, 
regard less of channel - empowering them 

with full visibil ity. 

End-to-end customer 
experience management 

Close the feedback loop with Webex 

Experience Management. 

Post-call surveys are delivered to the 

customer via text, email, or interactive 

voice response (IVR) to capture immediate 

feedback and proactively manage and 
measure customer sentiment. 

Agents have rea l-time visibility into 
previous customer survey responses to 

personalize interactions. 
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Vusura00003199 
 

Wrap up & Post Interaction Survey 
Number to Call: 
(020)452-5275 

Self Service Orchestration 

0 :...i.r::..:... 

Webex Contact Center 

Post Interaction Surveys 

..... .,. ______ _ 

., ___ .,,.......,., 

::;-

Contact Center Desktop 

1. o:=- - ·- - ::::.:.::::- --
Q, · == ... - • 

·--=-·_ --- -. ;::-:--_ -- . -- • --- -- ------- ·- -- .----- -

. =---- -= 
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Vusura00003199 (emphasis added) 
 

1.g: wherein the first device 
and/or the second device display 
the additional content after 
receipt. 

Cisco’s Webex Contact Center, after one of the first party and the second party terminates the 
communication connection, performs the step of transmitting additional content toward the first 
device and/or the second device wherein the first device and/or the second device display the 
additional content after receipt. 
 
For example, after the Agent or the person requesting the callback ends the call, Webex 
Contact Center transmits additional content (such as a post-call survey) toward the second 

Post Interaction Surveys 

: Based on yooir h1ter.act1on how likely .tre )IOU 
110 ~t.:imm@tld <l<l' ~n,,ces to i rnenci or 

I 

0 0 

i.icM; 
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device (the callback requester’s phone).  The callback requester’s phone (second device) 
displays the post-call survey (additional content) after receiving it. 
 
Additionally, after the Agent or the person requesting the callback ends the call, Webex Contact 
Center transmits additional content (such as an Agent Interaction History item corresponding 
to the call) toward the first device (the Agent Desktop).  The Agent Desktop (second device) 
displays the Agent Interaction History item corresponding to the call (additional content) after 
receiving it. 
 

 
Vusura00001367 
 

 
Vusura00002293 
 

 
 

Th agent interacoon history displays details o the previous communications with a customer 
across all the channels. 

The contact istory displays the previous communications with the customer for · e last 90 days. 
Tho con ct history is consolidated for all digital channels, whereas for voice, history is res ictod 
only to the voice chann I. 

Agent ll'llteraciion hi.st,ory provides the abil"W for agents 
o v iew pmvious co mrnunic.ations wi 1 ~ cus.tormir 

across aill channels (voice. email, ch at, and social). 

26 October 2021 

Age111 t DMktop Enl"iancemant11 

• lnll!iel:e- Quid _I Cl!! rl'Om Agent lnterin:tJon ttls..'!«Y; M !!g~nl Qn fl!! _ "e· !!II Oil!<! ,cl!II t,y ,i;lil;l<Jng I iPIIOne nYmtier Ill ~ 
AQent lmtentetion Hi!'.tor1 pane. I he agent earn al&0 ,e,ait um number berofil illitiating the <KMial call. 

I-or more l111f0rm11tlon, s.ee Agent lnl:et'acdan Ml'!otory In the Cisco Webex Cootocr C!!lll'.elr Agellt Oeslaop User Ou.Ide. 

Loeallz:adon Sll~pol'il Aodillona;: A-gent Dei!iktop supports, IOcallzatlon In two more languagee~Engllen (I.II() ,and 

Portuguese 1(Porrugal). in ad ·oa t o U)II 27 nguages tllat wi, e pr11-.iousl1 supportBd. I'« more information, see 

L.oe:I IIHIIO 1n the Cis~• web~ Cffl1171:t cenret Agcnl De.Lief® Ure, Gl!lld"e. 

® The loca at lon support aodlllom, are not currentiy appl tl le for /\gem: Perlormanoe Statlstlc:s (APS) 
~pgrti, ;md w tJ9;iy.i b a with lix:ar ~ion wppgrt iddition.i; ror A~zlir, 
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Vusura00002660 
 
 

 

Vusura00002719 (emphasis added) 
 

The All New Webex Contact Center Customer delight 

Delightful customer 
• experiences 

Built for digital-first 
customer experience 

Let today's digita l- first customer connect 

their way - via chat, text, social, email , 

or call. 

Natural, Al-powered voice and chat virtual 

agents provide options for fast and easy 

24/7 self- service. 

Agents benefit from complete customer 

interaction history in a single interface, 
regard less of channel - empowering them 

with full visibility. 

End-to-end customer 
experience management 

Close the feedback loop with Webex 

Experience Management. 

Post-call surveys are delivered to the 

customer via text, email, or interactive 

voice response (IVR) to capture immediate 

feedback and proactively manage and 
measure customer sentiment. 

Agents have rea l-time visibility into 

previous customer survey responses to 

personalize interactions. 
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Vusura00003199 
 

Post Interaction Surveys 

Wrap up & Post Interaction Survey 
Number to Call: 
(020)452-5275 

c1sco {A;re,/ 

Self Service Orchestration 

1_.:::_;-- -

➔ •• ::::"'-= 1-

"= t 
Webex Contact Center 

OEVNET - 1699 

....... ______ _ 

., ___ .,,_,. 

Contact Center Desktop 
<::--- " .. ! • -

' · o:=- - ·- • =:..=-- --

. - -= 

• =----- -= 

© 2024 Cisco and/or !ts affiliates. All rights reserved. Cisco Pub!lc 10 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

62 
 

 

Vusura00003199 (emphasis added) 
 

Claim 4 
4.pre: The method of claim 1, 
wherein pausing establishment 
of the communication connection 
comprises: 

See Claim 1.b. 

Post Interaction Surveys 

: Based on yooir h1ter.act1on how likely .tre )IOU 
110 ~t.:imm@tld <l<l' ~n,,ces to i rnenci or 

I 

0 0 

i.icM; 
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4.a: transmitting to a call server 
associated with the first device a 
signal indicating that the 
communication connection 
should be paused; 

Cisco Webex Contact Center’s pausing establishment of the communication connection 
comprises transmitting to a call server associated with the first device a signal indicating that 
the communication connection should be paused. 
 
For example, after a callback is requested, the Webex Contact Center transmits to a call 
server associated with the Webex Contact Center Agent’s computer (i.e., the first device) a 
signal indicating  that the communication connection should be paused. 
 

 

 
 
Vusura00002635-00002636 (emphasis added)  
 

June 8, 2.023 

A 1>11C095Sful callback requai;t wil laild to po - - a cu&-tomBI satisfaction (CSATI M:'Ol'II , ·whila an Un&UOOB&-5'~ cal ck raquai;t 
1Hd$, to I negati,..., CSAT $((ff. OM· or Ult ~rime, mJ$1)1U, fQI' 111 unSYt~$ 1111 ~llt>ttll: r<eQYe$ - !Mt cmtomers 1r.n11 

1re.ecl1:abte acr blJsy at cal ck ·IJme_ 

CQC1l1 ilR trte c ,~ ~~:s, i1' the ~ c:111b1011 ntert'I~ rs unwi:ceun,. 

C<inf@ r. • d!tl.ay timer b,tw.1 'the eallbM:I[ f!®!!tS.. 

For more rn o 1iOil, $ff c lib,1~kF,1i 
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Vusura00002916 
 

Courtesy Callback 
-

• I Enhances Customer Satisfaction 
Reduce Abandonment Rate 

❖ Maintain ca ll Skills, Priority, position and contextual Data for the ca llback 

❖ Callback can be to the Original Queue or a dedicated ca llback Queue 

❖ Support Variable Queue 

c1sco l,i;'e,/ BRKCCT- 2028 

Callback1 
Callback Activity Settings 

Callback Settings 

Oef,ne the callback number and queue in which the contact 
should be placed for the callback request. The caller's place in 
queue is reserved. Note: You must use a Disconnect contact 
activity to terminate a flow branch that uses a Callback activity. 

Callback Dial Number CD 

NewPhoneContact.ani 

Callback Queue 0 

0 Variable Queue 

QueueContact 1 .Queueld 

Choose a vartable that Vields a valid Queue ID. Default is set to the 

queue In which the caller Is placed. 

Static Queue 
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Vusura00002768 

Routing Call Flow 

Current 
Routing 

Functionality 

c1sco l,ire,/ 

Dialed Number Entry Point 

DNIS 

••• ••• ••• • 

Skills based Routing 

Longest Available Agent 

Best Agent 

Most Idle Agent 

Occupancy based routing 

Priority based routing 

Queue 

tfCiscolive BRKCCT-1016 

Team Agent 

Blended routing 

Blended exclusive routing 

Agent proficiencies 

Skil ls relaxation 

Get Queue Info 

Route to Agent ID 
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Vusura00003197 

 

Needs to Speak to an Agent 
Number to Call: 
(020)452-5275 

c1sc0 We,/ 

Self Service Orchestration 

I :::::: --·- :... 

< a. =._ 

..., 

Webex Contact Center 

DEVNET - 1699 

Queueing & Routing 

'I) 
I / ~ &~I ' Busy 

" ~'-Ageols 

( ____ _._ ____ . 
1 Queue 1 11,. _________ ., 

• r Automatic Cal l "j 
1 Distribution : 
1, ___ (ACD) ___ I 
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About Contact Routing 
The Routing Strategy module provides a nexible en ironmenl for routing contacts to the best resource, 
regardles. of location. Each incoming conta t arri es at an entry point, from where ii 's sent to queue for 
distribution among teams at contact center sites according lo scheduled routi.ng strategies, scheduled team 
capacity strategies, and queue precedence settings specified in the Routing Strategy module. 

In addition, if your enterprise uses the outdial feature, each outdial call passes through an outdial entry point 
and outd.ial queue according to routing strategies in the Routing Strategy module. 

Note Although the examples in the following sections refer to phone contact , the ame contact routing option 
are a ail.able to other media types . 

Basic Contact Routing 
An incoming call arri es at an entry point where the ca.lier i pre ented \ ith three option . After the caller 
elects an option, the call is sent to a queue, where it waits for an agent to become a ailable on one of the 

teams servicing that queue . 

·ach entry point and queue is associated with one or more routing strategies, which control how calls gel 
erviced at pecified lime interval , including what ca.II control cript lo u. e to treat the call and what audio 

fil e lo play when a call arrive or i wailing in queue. 

In addition, the routing strategy for a queue specifies which teams receive calls and in what order, how long 
!he call can wail in queue {before it get distributed to an o erflow destination number), and fai l-o er ettings 
for agents and teams. You can specify one of the following options for identifying an agent lo service a call: 

Cisco Web11x Contact Center 1,0 Se111p and Ad'ministrati on Guide ■ 
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Vusura00001232-00001233 
 

 

Vusura00001884 
 

• Longe t Available AgenE-lncoming calls get directed to !he agent who ha been avai lable for the longe t 
ti me. 

• Load Balance-Incoming calls get di tri buced among a group of team. ba ed on ratio pecified in the 
strategy. 

• Priori ty Based- Incoming caHs get distributed to agent teams based on a priority rating assigned to each 
team. 

• Skill Based-Incoming call get distributed to agent who posse s a re.quired et of skills, uch as language 
fl uency or product expertise. 

voloe/Te~pllony specific Adl'.lltlonal capa1bl1tties 

Ag•mt based routing (c;,n!y for Yl:lice/Wh:phc;,ny <:::h11 nnell 

we1:1ex CC Flow, using tile activity QueueTOAgent, can route lnteracttoru d recuy to tne Cll0$en agent Dase<l on tne age t Id. 

If t ile agent ts not a:va:llable to hand le rnteractlor\$, lnteractton can be ,parked, in an ag.ent si:,etfflc queue, waiting for the agent to 
become ava~able 

Advanced queue informa,tioo 

Webex CC flow, stng the act1Vity GetQueuelnfo, am fetch real-time information for a queue lik:e Position tn Queue [PIQ), Estimated 
Walt Tlme !EWT), number of agent$ avallable In tt,e queue, and ean be uffd to decide whether to queue the eontact or not. 

Courtesy callllacll 

Webex CC flow, using aotMty callback, lets the ctlstomer dfsconMct from the call while l'l'llllntalnlng the position rn queue and r-ecelve 
a ca11Dac1< when the \/ltt!Jal lmeractlon In queue gets routed to an agel'lt. 

Overflow ih11 ndling 

WeDex CC s pports overflow han<lllng U$lng Capacity Based Teams (Car l. 

CBT is I Ike a regular team with a capacity and an associated exte al DN that serves that capacity. It can be oonflg ured1 along wrth 
other teams in the Queue QIU Distribulioo Cyc s, 

Usually, this is configured as the last cycle so t hat it acts as an overflow if no agent is iwailable even after all the configured Call 
Dlstt'IDUtlon Groups fa,11 to I d an ava il a.t, le matcl'llng agent for nand:rfng tne Interaction. 
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Vusura00002291 
 

4.b: wherein, in response to 
receipt of the signal, the call 
server initiates a delay in 

In response to receipt of the signal, Cisco Webex Contact Center’s call server initiates a delay 
in completing the establishment of the communication connection. 
 

Features and benefits 

Routing and queue management Routing opt ion ::. include: 

Webex Contact Center intelligently distributes Ski lls-based routing: This helps contact centers manage 

calls across: agent skill sets at a granular level to optimize call routing 

Teams and agents in multiple sites 
strategies. Agents can be assigned multiple skills and 
skill types based on their proficiencies. Agents' skills can 

Remote agents 
be defined as: 

Routing strategies can be created to leverage skill A proficiency score of 1 to 1 O 
assignments at the team or agent level. A "true· or • falseM value 

Agent availabil ity and skill sets are accurately matched 
A predefined value 
Free-form text 

with customer priority, value, and needs. Agents are 
more productive, and customers are better served. l ongest available agent routing: Incoming contacts 

From a simple, user-friendly interface, supervisors can 
get directed to the agent who has been available for 

change routing strategies without knowing complex 
the longest time. 

scripting languages. This allows customer Capacity-based team rout ing: Allows routing of ca lls to 
organizations to maximize resources and respond phone numbers, without requiring agents to sign on to 
quickly to changing conditions. the system. This is effective when the people taking the 

Modifications to routing strategies take effect 
call are not traditional call center agents or the calls may 
be answered by voicemail, answering machines, or 

immediately and can be applied to current calls in hunt groups. 
queue. 

The capacity- based team does not have specific agents 
With Webex Contact Center, calls are queued in the assigned to it, and the agents do not use the Webex 
cloud network, not on- premises based equipment. Contact Center agent desktop. A capacity- based team 
This approach provides substantial savings in telecom might be used to represent a voice mailbox or an agent 
hardware, toll charges, and bandwidth. The ability to group that is not managed by the Webex Contact Center 
centrally manage contact center resources on a global system. The capacity of such teams is determined by the 
level eliminates variances in queue times among sites capacity setting, which can be overwritten by team 
and lowers administration expenses. capacity strategies defined in the routing 

Routing type options 
strategy module. 

Webex Contact Center offers a full range routing options Global rout ing overrides can be applied to one or more 

to serve a variety of contact center needs. entry points. 

Webex Contact Center supports routing strategies that Call distribut ion 
take into account the rea l-time nature of channels such Call distribution configuration, management, and 
as voice and chat. This allows administrators to define reporting is managed through the web- based Webex 
the number of simultaneous real-time interactions an Contact Center flow bui lder. Access rights are restricted 
agent, team, or site should be tasked with handling at by user login, so customer administrators or supervisors 
any given time. Alternatively, agents, teams, or sites may can only manage the sites for which they are responsible. 
be set to an "exclusive· routing status, whereby they are 
only accountable for one conversation at any time. 

0:2023C1'COIINJ/Clt llji!lffili8lel..All'lghl, fi&~ webex "1' c1sco 
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completing the establishment of 
the communication connection. 

For example, after a callback is requested, an initial delay passes prior to the callback contact 
being initiated in the flow, as the call server at Webex Contact Center receives a signal 
causing the server to initiate a delay of the call toward the second device (the callback 
requester). 
 

 

 
 
Vusura00002635-00002636 (emphasis added)  
 

June 8, 2.023 

A i.00096$/ul eallback request wil lead to po - - a customer s111isfaction (CSA.Tl - . whila an umuooe~f cal baek raquast 

1Hd$, to I ne91tl'H CSAT $(:(IN. one, 01 Ille 1Prlm• NUOM, for 1r1 unsueoeu Ill e1111t<1eti: 111ciuest - t !Mlt custome,s 1111n1. 
1re.een111:1te Of IIU~)' ,at e-lll ell 'llme_ 

WIUI this fe!!lllfl), (low designer!;! lli,w,' l:lli! ,IL ~ to: 
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Courtesy Callback 
-

• I Enhances Customer Satisfaction 
Reduce Abandonment Rate 

❖ Maintain ca ll Skills, Priority, position and contextual Data for the ca llback 

❖ Callback can be to the Original Queue or a dedicated ca llback Queue 

❖ Support Variable Queue 

c1sco l,i;'e,/ BRKCCT- 2028 

Callback1 
Callback Activity Settings 

Callback Settings 

Oef,ne the callback number and queue in which the contact 
should be placed for the callback request. The caller's place in 
queue is reserved. Note: You must use a Disconnect contact 
activity to terminate a flow branch that uses a Callback activity. 

Callback Dial Number CD 

NewPhoneContact.ani 

Callback Queue 0 

0 Variable Queue 

QueueContact 1 .Queueld 

Choose a vartable that Vields a valid Queue ID. Default is set to the 

queue In which the caller Is placed. 

Static Queue 
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Routing Call Flow 

Current 
Routing 

Functionality 

c1sco l,ire,/ 

Dialed Number Entry Point 

DNIS 

••• ••• ••• • 

Skills based Routing 

Longest Available Agent 

Best Agent 

Most Idle Agent 

Occupancy based routing 

Priority based routing 

Queue 

tfCiscolive BRKCCT-1016 

Team Agent 

Blended routing 

Blended exclusive routing 

Agent proficiencies 

Skil ls relaxation 

Get Queue Info 

Route to Agent ID 
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Needs to Speak to an Agent 
Number to Call: 
(020)452-5275 

c1sc0 We,/ 

Self Service Orchestration 

I :::::: --·- :... 

< a. =._ 

..., 

Webex Contact Center 

DEVNET - 1699 

Queueing & Routing 

'I) 
I / ~ &~I ' Busy 

" ~'-Ageols 

( ____ _._ ____ . 
1 Queue 1 11,. _________ ., 

• r Automatic Cal l "j 
1 Distribution : 
1, ___ (ACD) ___ I 
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About Contact Routing 
The Routing Strategy module provides a nexible en ironmenl for routing contacts to the best resource, 
regardles. of location. Each incoming conta t arri es at an entry point, from where ii 's sent to queue for 
distribution among teams at contact center sites according lo scheduled routi.ng strategies, scheduled team 
capacity strategies, and queue precedence settings specified in the Routing Strategy module. 

In addition, if your enterprise uses the outdial feature, each outdial call passes through an outdial entry point 
and outd.ial queue according to routing strategies in the Routing Strategy module. 

Note Although the examples in the following sections refer to phone contact , the ame contact routing option 
are a ail.able to other media types . 

Basic Contact Routing 
An incoming call arri es at an entry point where the ca.lier i pre ented \ ith three option . After the caller 
elects an option, the call is sent to a queue, where it waits for an agent to become a ailable on one of the 

teams servicing that queue . 

·ach entry point and queue is associated with one or more routing strategies, which control how calls gel 
erviced at pecified lime interval , including what ca.II control cript lo u. e to treat the call and what audio 

fil e lo play when a call arrive or i wailing in queue. 

In addition, the routing strategy for a queue specifies which teams receive calls and in what order, how long 
!he call can wail in queue {before it get distributed to an o erflow destination number), and fai l-o er ettings 
for agents and teams. You can specify one of the following options for identifying an agent lo service a call: 

Cisco Web11x Contact Center 1,0 Se111p and Ad'ministrati on Guide ■ 
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Vusura00001884 
 

• Longe t Available AgenE-lncoming calls get directed to !he agent who ha been avai lable for the longe t 
ti me. 

• Load Balance-Incoming calls get di tri buced among a group of team. ba ed on ratio pecified in the 
strategy. 

• Priori ty Based- Incoming caHs get distributed to agent teams based on a priority rating assigned to each 
team. 

• Skill Based-Incoming call get distributed to agent who posse s a re.quired et of skills, uch as language 
fl uency or product expertise. 

voloe/Te~pllony specific Adl'.lltlonal capa1bl1tties 

Ag•mt based routing (c;,n!y for Yl:lice/Wh:phc;,ny <:::h11 nnell 

we1:1ex CC Flow, using tile activity QueueTOAgent, can route lnteracttoru d recuy to tne Cll0$en agent Dase<l on tne age t Id. 

If t ile agent ts not a:va:llable to hand le rnteractlor\$, lnteractton can be ,parked, in an ag.ent si:,etfflc queue, waiting for the agent to 
become ava~able 

Advanced queue informa,tioo 

Webex CC flow, stng the act1Vity GetQueuelnfo, am fetch real-time information for a queue lik:e Position tn Queue [PIQ), Estimated 
Walt Tlme !EWT), number of agent$ avallable In tt,e queue, and ean be uffd to decide whether to queue the eontact or not. 

Courtesy callllacll 

Webex CC flow, using aotMty callback, lets the ctlstomer dfsconMct from the call while l'l'llllntalnlng the position rn queue and r-ecelve 
a ca11Dac1< when the \/ltt!Jal lmeractlon In queue gets routed to an agel'lt. 

Overflow ih11 ndling 

WeDex CC s pports overflow han<lllng U$lng Capacity Based Teams (Car l. 

CBT is I Ike a regular team with a capacity and an associated exte al DN that serves that capacity. It can be oonflg ured1 along wrth 
other teams in the Queue QIU Distribulioo Cyc s, 

Usually, this is configured as the last cycle so t hat it acts as an overflow if no agent is iwailable even after all the configured Call 
Dlstt'IDUtlon Groups fa,11 to I d an ava il a.t, le matcl'llng agent for nand:rfng tne Interaction. 
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Claim 5 
5.pre: The method of claim 1, 
wherein: 

See Claim 1. 

Features and benefits 

Routing and queue management 

Webex Contact Center intel ligently distributes 
calls across: 

• Teams and agents in multiple sites 
Remote agents 

Routing strategies can be created to leverage skill 
assignments at the team or agent level. 

Agent availabil ity and skill sets are accurately matched 
with customer priority, value, and needs. Agents are 
more productive, and customers are better served. 

From a simple, user-friendly interface, supervisors can 
change routing strateg ies without knowing complex 
scripting languages. This allows customer 
organizations to maximize resources and respond 
quickly to changing conditions. 

Modifications to routing strategies take effect 
immediately and can be applied to current calls in 
queue. 

With Webex Contact Center, calls are queued in the 
cloud network., not on- premises based equipment. 
This approach provides substantial savings in telecom 
hardware, toll charges, and bandwidth. The ability to 
centrally manage contact center resources on a global 
level eliminates variances in queue times among sites 

and lowers administration expenses. 

Routing type options 

Webex Contact Center offers a full range routing options 
to serve a variety of contact center needs. 

Webex Contact Center supports routing strategies that 
take into account the rea l-time nature of channels such 
as voice and chat. This allows administrators to define 
the number of simultaneous real-time interactions an 
agent, team, or site should be tasked with handling at 
any given time. Alternatively, agents, teams, or sites may 
be set to an "exclusive· routing status, whereby they are 
only accountable for one conversation at any time. 

Routing option ::. include: 

Skills-based routing: This helps contact centers manage 
agent skill sets at a granular level to optimize call routing 
strategies. Agents can be assigned multiple skills and 
skill types based on their proficiencies. Agents' skills can 

be defined as: 

A proficiency score of 1 to 1 O 
A "true· or " falseM value 

A predefined value 
Free-form text 

l ongest available agent routing: Incoming contacts 
get directed to the agent who has been available for 
the longest time. 

Capacity-based team rout ing: Allows routing of ca lls to 
phone numbers, without requiring agents to sign on to 
the system. This is effective when the people taking the 
call are not traditional call center agents or the calls may 
be answered by voicemail, answering machines, or 
hunt groups. 

The capacity- based team does not have specific agents 
assigned to it, and the agents do not use the Webex 
Contact Center agent desktop. A capacity- based team 
might be used to represent a voice mailbox or an agent 
group that is not managed by the Webex Contact Center 
system. The capacity of such teams is determined by the 
capacity setting, which can be overwritten by team 

capacity strategies defined in the routing 
strategy module. 

Global rout ing overrides can be applied to one or more 
entry points. 

Call distribut ion 

Call distribution configuration, management, and 
reporting is managed through the web- based Webex 
Contact Center flow bui lder. Access rights are restricted 
by user login, so customer administrators or supervisors 
can only manage the sites for which they are responsible. 

webex "1- c1sco 
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5.a: the communication 
connection is a call; and 

The aforementioned communication connection is a scheduled callback (a call). 
 

 

Vusura00002916 
 

Courtesy Callback 

• I Enhances Customer Satisfaction 
Reduce Abandonment Rate 

❖ Maintain ca ll Ski lls , Priority, position and contextua l Data for the cal lback 

❖ Cal lback can be to the Original Queue or a dedicated callback Queue 

❖ Support Variable Queue 

c1sco l,i,Ye,/ BRKCCT- 2028 

Callback1 
Callback Activity Settings 

Callback Settings 

Define the callback number and queue in which the contact 
should be placed for the callback request. The caller's place in 

queue is reserved. Note: You must use a Disconnect contact 

activity to terminate a flow branch that uses a Callback activity. 

Callback Dial Number CD 

NewPhoneContact.ani 

Callback Queue 0 

0 Variable Queue 

QueueContact 1 .Queueld 

V 

Choose a vartable that vlelds a valid Queue ID. Default is set to the 

queue In which the caller Is placed. 

Static Queue 
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voloe/Telepnony specific Adc:lltlonal capaIbU!ties 

Ag•mt based routing (c;,nly for YQic~lephc;iny ch11 nnell 

Wellex CC flow, using tne activity QueueTOAgent, can route lnteracttons d rectily to tne cnosen agent Dase<I on tne agent d. 

If the agent ts not ava:llable to handle rnteractl00$, lnteractton can be ,parked, in an ag.ent speeffie queue, waiting for the agent to 
become ava~able 

11.dvanced queue informa,tion 

Webex CC flow, using the actiVity GetQueuelnfo, ceri feloh real-time information for a queue lik:e Position in Queue [PIQ), Estimated 
Walt Tlme !EWT), number of agent$ avallable In the queue,. and can be u:s«I to decide whether to queue the tontact or not. 

Courtasy ca lllllaCII 

Webex CC flow, uslrig actfvity callback, lets tt,e ~sterner disconnect from the call while malritalnlng the position rn queue arid receive 
a calll)8(:IC when the Vlrt!Jal lnteractlon In queue gets rollted to an agent. 

OVerflow handling 

Wellex CC supports overflow han<lllng u'1ng Capacity Based Teams (Carl. 

CBT is like a regular team wltll a capacity and an a$$0Clated exte al DN tllat serves that capacity. It can be configured along wrt 
ether teams in lhe Queue QIU Distribution Cycles. 

Usually, this is configured as the last cycle so t hat it acts as an ov.erflow if oo agent is available even after all the configured Call 
Dfwlbl.lt!on Grol.(J)s fa,11 to find an ava ilable mati::hlng agent for nan<1111ng u,e Interaction. 
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5.b: pausing establishment of the 
communication connection 
comprises instructing a call 
server associated with the first 
device to delay signaling of the 
call toward the second device. 

Cisco Webex Contact Center’s pausing establishment of the communication connection 
comprises instructing a call server associated with the first device to delay signaling of the call 
toward the second device. 
 
For example, after a callback is requested, an initial delay (pause) passes prior to the callback 
contact being initiated in the flow, as the call server at Webex Contact Center (associated with 
the first device, the Webex Contact Center Agent’s computer) delays signaling of the call toward 
the second device (the callback requester). 
 

 

Callback Retry Attempts to Customer 
• Ensu re a more reliable customer experience 
• Improved Issue Resolution, reducing abandoned calls. 

❖ Designed in the Event Flow on triggering the Event "CallbackFailed " 

❖ Allow you to retry to the customer as specific interval (Max 10 retries across 14 days using Wait) 

❖ Callback Retry attempt Data, failure reason insight available 

❖ Minimum delay interval between retry is 10 seconds, and Max is 72 hours. 

❖ Possible to customize the experience depending upon the callback failure reasons (output variable) 

Junes, 2.0:23 

C1llbilc;k• 11'9ll'y attempts to cwt1;11J111r 

No descnpt,on dehned 

! 

l 
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Vusura00002635-00002636 (emphasis added)  
 

 

Vusura00002916 
 

A &:11C0955ful ,ca requei.t wil leitd to po - - a cui.tllimer sllltisf'actioo (CSATI KORI. whila an umoooei.&: cal back niquai;.t 

lead$, to I ne91tiWil CSAT - OM, or Ille ~rim• UM$, fQI' H uns,.u:~ufi!i e1 11~e1e requ,u • ti.H ~tomers 1ren1 

• 

rescn:at>te or l!t.J:s.y at cal ck ·llrn!!_ 

fQr more in orm;i - S<CC' 

Courtesy Callback 

• Enhances Customer Satisfaction 
Reduce Abandonment Rate 

❖ Maintain ca ll Ski lls, Priority, position and contextual Data for the callback 

❖ Callback can be to the Original Queue or a dedicated callback Queue 

❖ Support Va riable Queue 

c1sc0 We,/ BRKCCT- 2028 

Callback1 
Callback Activity Settings 

Callback Settings 

Define the callback number and queue in which the contact 
should be placed for the callback request. The caller's place in 

queue is reserved. Note: You must use a Disconnect contact 
activity to terminate a flow branch that uses a Callback activity. 

Callback Dial Number 0 

NewPhoneContact.ani 

Callback Queue 0 

0 Variable Queue 

QueueContact 1 .Queueld 

Choose a variable that yields a valid Queue ID. Default is set to 1he 

queue In which the caller Is placed. 

Static Queue 

© 2024 Cisco and/or its affiliates. All rights reserved . Cisco Public 37 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

81 
 

 

Vusura00002768 

Routing Call Flow 

Current 
Routing 

Functionality 

c1sco l,ire,/ 

Dialed Number Entry Point 

DNIS 

••• ••• ••• • 

Skills based Routing 

Longest Available Agent 

Best Agent 

Most Idle Agent 

Occupancy based routing 

Priority based routing 

Queue 

tfCiscolive BRKCCT-1016 

Team Agent 

Blended routing 

Blended exclusive routing 

Agent proficiencies 

Skil ls relaxation 

Get Queue Info 

Route to Agent ID 
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Needs to Speak to an Agent 
Number to Call: 
(020)452-5275 

c1sc0 We,/ 

Self Service Orchestration 

I :::::: --·- :... 

< a. =._ 

..., 

Webex Contact Center 

DEVNET - 1699 

Queueing & Routing 

'I) 
I / ~ &~I ' Busy 

" ~'-Ageols 

( ____ _._ ____ . 
1 Queue 1 11,. _________ ., 

• r Automatic Cal l "j 
1 Distribution : 
1, ___ (ACD) ___ I 
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About Contact Routing 
The Routing Strategy module provides a nexible en ironmenl for routing contacts to the best resource, 
regardles. of location. Each incoming conta t arri es at an entry point, from where ii 's sent to queue for 
distribution among teams at contact center sites according lo scheduled routi.ng strategies, scheduled team 
capacity strategies, and queue precedence settings specified in the Routing Strategy module. 

In addition, if your enterprise uses the outdial feature, each outdial call passes through an outdial entry point 
and outd.ial queue according to routing strategies in the Routing Strategy module. 

Note Although the examples in the following sections refer to phone contact , the ame contact routing option 
are a ail.able to other media types . 

Basic Contact Routing 
An incoming call arri es at an entry point where the ca.lier i pre ented \ ith three option . After the caller 
elects an option, the call is sent to a queue, where it waits for an agent to become a ailable on one of the 

teams servicing that queue . 

·ach entry point and queue is associated with one or more routing strategies, which control how calls gel 
erviced at pecified lime interval , including what ca.II control cript lo u. e to treat the call and what audio 

fil e lo play when a call arrive or i wailing in queue. 

In addition, the routing strategy for a queue specifies which teams receive calls and in what order, how long 
!he call can wail in queue {before it get distributed to an o erflow destination number), and fai l-o er ettings 
for agents and teams. You can specify one of the following options for identifying an agent lo service a call: 
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Vusura00001232-00001233 
 

 
Vusura00002918 
 

• Longe t Available AgenE-lncoming calls get directed to !he agent who ha been avai lable for the longe t 
time. 

• Load Balance-Incoming calls get di tribuced among a group of team. ba ed on ratio pecified in the 
strategy. 

• Priority Based- Incoming caHs get distributed to agent teams based on a priority rating assigned to each 
team. 

• Skill Based-Incoming call get distributed to agent who posse s a re.quired et of skills, uch as language 
fl uency or product expertise. 

Callback Retry Attempts to Customer 

i·Ni+i::i◄ • Ensure a more reliable customer experience 
• Improved Issue Resolution, reducing abandoned calls . 

❖ Designed in the Event Flow on triggering the Event "CallbackFailed" 

❖ Allow you to retry to the customer as specific interval (Max 10 retr ies across 14 days using Wait) 

❖ Callback Retry attempt Data, failure reason insight available 

❖ Minimum delay interval between retry is 10 seconds, and Max is 72 hours. 

❖ Possible to customize the experience depending upon the callback failure reasons (output variable) 

EV6nt = CallbackFailBCI 
rn Wait_vjs 

Walt 

Na descnpflan defined 

.. __ 
I 
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Features and benefits 

Routing and queue management 

Webex Contact Center intel ligently distributes 
calls across: 

• Teams and agents in multiple sites 
Remote agents 

Routing strategies can be created to leverage skill 
assignments at the team or agent level. 

Agent availabil ity and skill sets are accurately matched 
with customer priority, value, and needs. Agents are 
more productive, and customers are better served. 

From a simple, user-friendly interface, supervisors can 
change routing strateg ies without knowing complex 
scripting languages. This allows customer 
organizations to maximize resources and respond 
quickly to changing conditions. 

Modifications to routing strategies take effect 
immediately and can be applied to current calls in 
queue. 

With Webex Contact Center, calls are queued in the 
cloud network., not on- premises based equipment. 
This approach provides substantial savings in telecom 
hardware, toll charges, and bandwidth. The ability to 
centrally manage contact center resources on a global 
level eliminates variances in queue times among sites 

and lowers administration expenses. 

Routing type options 

Webex Contact Center offers a full range routing options 
to serve a variety of contact center needs. 

Webex Contact Center supports routing strategies that 
take into account the rea l-time nature of channels such 
as voice and chat. This allows administrators to define 
the number of simultaneous real-time interactions an 
agent, team, or site should be tasked with handling at 
any given time. Alternatively, agents, teams, or sites may 
be set to an "exclusive· routing status, whereby they are 
only accountable for one conversation at any time. 

Routing option ::. include: 

Skills-based routing: This helps contact centers manage 
agent skill sets at a granular level to optimize call routing 
strategies. Agents can be assigned multiple skills and 
skill types based on their proficiencies. Agents' skills can 

be defined as: 

A proficiency score of 1 to 1 O 
A "true· or " falseM value 

A predefined value 
Free-form text 

l ongest available agent routing: Incoming contacts 
get directed to the agent who has been available for 
the longest time. 

Capacity-based team rout ing: Allows routing of ca lls to 
phone numbers, without requiring agents to sign on to 
the system. This is effective when the people taking the 
call are not traditional call center agents or the calls may 
be answered by voicemail, answering machines, or 
hunt groups. 

The capacity- based team does not have specific agents 
assigned to it, and the agents do not use the Webex 
Contact Center agent desktop. A capacity- based team 
might be used to represent a voice mailbox or an agent 
group that is not managed by the Webex Contact Center 
system. The capacity of such teams is determined by the 
capacity setting, which can be overwritten by team 

capacity strategies defined in the routing 
strategy module. 

Global rout ing overrides can be applied to one or more 
entry points. 

Call distribut ion 

Call distribution configuration, management, and 
reporting is managed through the web- based Webex 
Contact Center flow bui lder. Access rights are restricted 
by user login, so customer administrators or supervisors 
can only manage the sites for which they are responsible. 

webex "1- c1sco 
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Claim 6 
6. The method of claim 1, 
wherein the selected content is 
selected by the first party. 

Cisco’s Webex Contact Center, during said pausing, performs the step of transmitting selected 
content toward the first device and/or the second device, wherein the selected content is 
selected by the first party. 
 
For example, during the pause, Webex Contact Center transmits the selected content (a 
Customer Profile for the callback requester), which is selected by the Webex Contact Center 
customer’s Agent’s computer, which is associated with the Webex Contact Center customer 
(i.e., the first party). Additionally, the Webex Contact Center customer’s Agent can select which 
information is displayed via settings on the Agent Desktop. 

voloe/Telepnony specific Adc:lltlonal capaIbU!ties 

Ag•mt based routing (c;,nly for YQic~lephc;iny ch11 nnell 

Wellex CC flow, using tne activity QueueTOAgent, can route lnteracttons d rectily to tne cnosen agent Dase<I on tne agent d. 

If the agent ts not ava:llable to handle rnteractl00$, lnteractton can be ,parked, in an ag.ent speeffie queue, waiting for the agent to 
become ava~able 

11.dvanced queue informa,tion 

Webex CC flow, using the actiVity GetQueuelnfo, ceri feloh real-time information for a queue lik:e Position in Queue [PIQ), Estimated 
Walt Tlme !EWT), number of agent$ avallable In the queue,. and can be u:s«I to decide whether to queue the tontact or not. 

Courtasy ca lllllaCII 

Webex CC flow, uslrig actfvity callback, lets tt,e ~sterner disconnect from the call while malritalnlng the position rn queue arid receive 
a calll)8(:IC when the Vlrt!Jal lnteractlon In queue gets rollted to an agent. 

OVerflow handling 

Wellex CC supports overflow han<lllng u'1ng Capacity Based Teams (Carl. 

CBT is like a regular team wltll a capacity and an a$$0Clated exte al DN tllat serves that capacity. It can be configured along wrt 
ether teams in lhe Queue QIU Distribution Cycles. 

Usually, this is configured as the last cycle so t hat it acts as an ov.erflow if oo agent is available even after all the configured Call 
Dfwlbl.lt!on Grol.(J)s fa,11 to find an ava ilable mati::hlng agent for nan<1111ng u,e Interaction. 
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Calll>.ack snrategv i~ used to re.s,chedule callback contact$. For example, when the dialer atte •• pts to reach a 
customer at a requested time, and the .attempt fails, tine system applies hie c.a llback strategy riule. 

Th@1re are tv1m types of Callbacks. P@rso.na1 Callback is whe-n a, callback is routed to t'he same agent who 

h8indled the original c8ill; Normc1I Ci1llbc1ck is when 8i ca llback is routed to any available .agenl:. 

6. Sel'ect ari appropriate Call back strategy fur this ca pa ign from tihe dropdown list. 

N,ote : If' vou do not have a Callback Strat gy that applies to this COl'ltact, cli ck Create Calllback 
Strategy to cn!ate a new strategy. Refer create c:alllbadk Strategy for more information. 

7. Reset Daily a11d Glob I R riies Turn the switch ON ··ta ll you want the Glob I ndl Dai ly Ret ry 
cou nt:s • ·o re e to l ro on moving a con acl lo Callb,n;k. 

8,. Ca I back Retry - IU e he sliider or enter the value in the number pianell. Th option ·nable you to 
provide th<! maximum numb1ir o r tries to ca llback e8ich contact in thll campai(ll'l. 

9. S1il1 ct t he IPCB to NC18 reset button, if r@qui r@cl. 

N,ote : A contact mark d a · Pe onal C llback cont.le can be corwer • d to a regu lar callb ck con­
tact under ce rtai r1 cl rcu tan ces II ke repeated fafl u re o re ch the specif! ed a gen . To avofd Mt 
r aching the contact at all, th is is ,conv rted tor gul,1r callback to reach ,1ny other avai lab le 
agent. 

Available optioris for !Retries Tvpe are given be'low: 

a. Retries : To configure the number of 8ittempts after which a, Pers ona l Callbadk 
be-c:o mes a Norm al C:i llback, 

b. D·ur,atio·n: The duration in Days, Hours, andl i nute s after which a Personc1I Callback 
bec;omes a Normal Callback if the dialed c;.al l doe s not reach the ass'gne<l agent due to 
some reason. 

10. U.1.e t he number pariel to set t he number Attempts to re,c1cn Agent - the app licat ion makes. number 
of attempts to r,each an agent before converting a Personal callback to a Normal ca llback. 

11. Click Nf!•X to complete the ·screen and navigat e to the other Options wizard. 

Make a Courtesy C.allbaclk 
l,,l'te,r ·the c\!$tcrner o,pa Q4.J t or tile· queue, a e~llbao req~ IO the ousto~ I$ Initiated wmen an agent Is, av111at!le the ~e·, 
llasad om me con'llilct ,&. position In the q,U1HJe•. f '1e agemt Is offe l!d t'1e Cillllla reqlll!'51. h ti'le Agent Desktop. 
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Vusura00002569 

la f the 8!jillflt d091, ooi ar;;~pt t h11 req11115t r quut • ro<Jted to 11m1ih11r availab agant, « 0011tinlllNi to w in 

t ile qLJel.!le until 1n 1gien, is v !.llll-

• 01111111 for c:olS't s)' eallbae ti th ez r I~ Ml s1.t:eessf11 comeeted to the eu,s.iom r, r 
Is rejec:tl!ld ll)I tt,e ou!!lomer, II lsnl relrle 

illfter the :agent ace~ts the !he ,~ s. d1ai'ed out to tt,e cu&tomer. The customer recelvei!l 1tle call trom en AN a!1$0Clated the 

CIOOtilcl cent.er. F« more lllforrnatlon on ANI, .i;ae 0111gJ1l AutooJtnlc: Nu mbar h:len]ifhanlon !ANI) . 

If ffl,e oust□mer doei;. not respooo to ltle call or r 015 t he cell, ttle callback request Ii;. c.anoeled. If tlMl CU8lomer ,a s1•1en, lhe , - ltKt 
i;.aUblcle rtqusslis. •• arlwd ~ - piroc11sud. 

For more lnformatloo on 11,a,w to proi;:ess a caUb~ re llil'St vla !he ~em ICesktl)p, &lillil 

Aocrn~arti 
SBC11on In 1h11 Manags your co»:& i\n 

Scheduled Callback for Inbound and Outdial Calls. 

Iue ai:ttvety on 11, C'.!111 l'I ln.e, custcmer ti,otn rnooutt1 ,ii, outal'atl, 

dirvci:iy from t hsir <18.&ktop pro'{itl ing lilf1ill e;i:u;t:aman; tho ft&:xibil" to be rtrached baa at ii time lhilt'& mo.st 001M1inien for- them. 

Admln.:strators will have rec:l'se control O'l'er ca baclt and user access,. while S11pervlSMS will benl!nt fro oomprehienslve hlsmrical 
r@Orti'nill, 

For more i11formatk1n, HIii Sr;; 9dula Ca ad. m RouliB\l ind Qu11u11in!;j , Sc;haduJe C■lltNick in A.,. t Dnttop, s.i up • ~IIIMck ■nlry 
point, 3111(! QJ.IM)Q,:r R!WQrts· l'li _we_bll!_1t_c_o_n_1a_i::'I_C: ___ ~ ____ _ 
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Callback 

Customers can op to receive a. callback using an IVR (lnte. ;active, Voice Respor,se) by 
calling, visiting the website, or using a chatbot (Virtual Agent), o,f a call center. 

The ·following are the different callback types: 

, Courtesy Call bade: A customer ca,n opt to rece,ive a courtesy callback instead o 
waitirng in the ,contact center queue for an agent to answer the ca I. 

• Web Callback (Callback),: A customer can opt to receive a callback by submitting a 
cal lback request along with a name and callback number when visiting the contact 
center websi e or interacting with a chatbot {Virtual Agent) on the webs.ite. 

The callback requests ar-e sent to the Webex Contact Center system. When an agent is 
availabl'e, the system ini iates a callback to the customer. The customer can be offered 
~h,e callback option durin,g peak hours ,or non-working ho!Urs of the contact cein er. 

Calllback requests ar,e routed to you as an incoming call request The callback contact .. 
request popover dis plays the Calllback label, the, 'i (Callback) Iron, ph,one number of he 
customer, DNIS (D"aled Number Identification Service), the queue that routed the call to 
you, and a timer indrcating fhe time elapsed since you reeeiv,ed the cal l. The status of the 
incoming call is displayed a5 Ringing. 

If the· End Cal l featur,e for Web Callback is enabled by your administr-ator, the Ringing 
status is replaced wiith the ,cancel button in the contact card request. 
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' The s- icon that is displayed for Courtesy Callback and Web Callback 
N!ote, is the same. 

If the customer accepts he call, you are connected to the customer and the, Interaction 
Control pane is displayed. For more mformatlon on the tasks that you can penorm when 
handling a call,, see Answe a_CaU. 

• 

• To cancel the Web Callback before the customer answers the call, 
cl1ick Cancel. When Ole calllback is canceled, the Wrap Up 
Reasons d"alog box appears. 

• lif the customer d'oes not answe,r the call, the cal l is returned to the 
queue. 

• lrf the contaot center has reached the maximum l1imit for concurrent 
calls that is set for the data center or tenant, you cannot make 
more calls, and the corresponding reason codes a11e displayed on 
ffl:eAgent Desktop. For mare information on the maximum liimi for 
concurrent calls,. see Make en 0utdial Cell. 

Call Control (answer, hang-up, hold, 

resume, conference, transfer), Click to call, 

Call recording pause/resume (Future) 

CISCO W(//! 
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Incoming Call 

+3227045983 
Cl2024_SB ... 00·02 

Phone umber 

D IS 

Queue Name 

I, Student ID 

,... 
+3227045983 

+14402308303 

CL2024_SBR_QV _ Team51 

51 

c1sco /,,;re,/ 
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Manage Voice Contacts 

• About the Voice Channel, on page 13 
• Answer a Call, on page 13 
• Pause and Resume Recording During a Voice Call , on page 14 

• Enter Call-Associated Dam, on page 14 
• Hold and Resume a Voice Call, on page 14 

• Transfer a Call , on page 15 
• Consult with Another Agent During a Call, on page 16 

• Create a Conference Call, on page 19 
• Make an Outbound Call , on page 20 
• End a Voice Call, on page 21 

About the Voice Channel 
You can use Agent Desktop 10 receive and respond to customer calls depending on the permissions assigned 
to you by the Organizatjon Administrator. 

Answer a Ca II 
You can receive a customer cal l if the Organization Administrator pro\lidcs you the necessary pcnnissions. 

When you receive a call from a customer, a noti fication dialog box or the voice contact card appears in the 
...\.crin Contact List under the Voice and All tabs in the: Agent Desktop. The dialog box displays the phone 
number of the customer, the queue that routed the call to you, and a timer indicating from how long the call 
is offered to you. You can see the status of the contact as RINGING. 

If the voice contact card is not accepted ,\.'ithin the configured timeout interval, the notification card blinks 
fo r some time in the Active- Contacts List. Then, Lhe system changes your stal'us to Ring On No Answer or 
RONA. 

When you are in RONA state, you cannot receive any contacts. You will haYc to manually change your status 
from RONA to Available state to receive contacts of any media channels including new voice contacts. 

When you recciYe a call, use your physical phone to answer it. The status of the call changes to CO1'1'":J:CITD 
in Agent Desktop. 

While helping your customers, you can do the following tasks: 

Cisco Webex Contact Center 1.0 Agenl Desktop User Guide ■ 
WWW 

About Agent Desktop 
The Agent De ktop pro ides a . i.ngle browser-based application that enable. agents to interact with customers 
u. ing voice chat or email. Depending on the configuration of your agent profile by the Ci. co Webex Contact 
Center admini. trator, you can commun.icate with cu. tomer. th.rough one, r-.vo, or all the three channel . 

The Agent De. ktop u. er interface is divided into three sections. The lei\ and right . ections have the contact 
and contact information respectively. You can . ee all the conversations in the center pane. 
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End-to-end custom1er 
experience management 

Agents benefit from complete customer 

interaction history in a single interface, 

rega rdless of channel - empowering them 

with full visibility. 

Close the feedback loop with experience 

management by offering post- interaction 
surveys delivered to the customer via text, 
email, or interactive voice response (IVR) to 

capture immediate feedback and proactively 

manage and measure customer sentiment. 

Agents have real- time visibility into previous 

customer survey responses to persona lize 

interactions. 
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Super Agents 

Deliver exceptional customer 
experiences - every time 

AH>owered assistance and a new, user­
ol)(imized agem desktop gives your agents 
everything they need to deliver exceptional 

customer experiences 

Agetit tools prO\lide a complet.e customer t11St01y, 
all in one place and at their fingertips, enslliog 

they are always conrext-EM'are. 

Benefits 0 

They can also tailor mteracoons based on full 

,..tSibility of customer feedback ifl the Webell 
Experience Management cus1omer experience 

journey agent desktop widget. 
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The All ~ Webell Conl3t::I Cf!m.l!!i 

Agent desktop 
■ 

experience 
Intuitive agent experience 

8 Omnichannel task list view 

0 Customer information 

8 Customer experience journey 

G Mid-call features 

8 Agent profile 

Cl 2021 Cisco and/or its alfliates- Al.fights reserved, 

·=---

' ' 

O ' 

0 

.-
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All Newwet::>ex. con,~ 1 Cent.er 

Agent desktop 
■ 

experience 
Proactive customer 
experience insights 

8 Customer experience 
journey view 

C 2021 Cisco and/or its alfiliat:es. Al ~hm. res,erwd. 

0c..--:. ..... 

,-n-·t1Mc»-.., ..... .-. -an._ .... ____ ...,. .. ~-----
"""6 J l6 ~"":IIJt 
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Claim 8 
8. The method of claim 1, 
wherein the selected content is 
selected by a call controller 
operating in a path of 
communication between the first 
device and the second device. 

Cisco’s Webex Contact Center, during said pausing, performs the step of transmitting selected 
content toward the first device and/or the second device, wherein the selected content is 
selected by a call controller operating in a path of communication between the first device and 
the second device. 
 
For example, during the pause, the Webex Contact Center’s call controller (i.e., the Webex 
Contact Center Cloud) operating in a path of communication between the first device and the 
second device selects the Customer Profile for the callback requester (i.e., the selected 
content). 
 
 

Bring your app INTO Webex Contact Center 
Add tools and capabil ities for Webex Contact Center users 

Build IN 

Enabling customers to use 3,d Party 
solutions w ithin Webex Contact 
Center. 

Agent/Supervisor Desktop Widgets 

CRM Connectors 

Al Connectors **Coming Soon 

Flow Connectors **Coming Soon 

CISCO iire,/ 

€· Webe11 Contac:I Cenle< 

I G5' .,,,, 212aa-n,2 

ol 

}:( 

ML0.-.1 

UU AYl1 NES11,,'11--,1..o,,gL.o,,g 
C-.y, S.. f ..-,CA9ol001. UnL 

DEVNET-1699 

· - l)C-.. _g, .... 0 -.._.... - · 

. -
\, 01 (,1 2)2U•371l .... 
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Web Calllback 

·• Submitted via web 
form or mobile app 
• REST API 
• Immediate or Scheduled 

• Customer data 

CltCO Lil,,./ 

-Just like chat, the callbac i.s triggered by a web form or mobne application. 

( 11 st animation) 

Once t1e request is routed througt11 wee to an .agent. the rest is just a no mal 
au bound cal l ~low. 
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Callback 

Customers can op to receive a. callback using an IVR (lnte. ;active, Voice Respor,se) by 
calling, visiting the website, or using a chatbot (Virtual Agent), o,f a call center. 

The ·following are the different callback types: 

, Courtesy Call bade: A customer ca,n opt to rece,ive a courtesy callback instead o 
waitirng in the ,contact center queue for an agent to answer the ca I. 

• Web Callback (Callback),: A customer can opt to receive a callback by submitting a 
cal lback request along with a name and callback number when visiting the contact 
center websi e or interacting with a chatbot {Virtual Agent) on the webs.ite. 

The callback r-e uests ar-e sent to the Webex Contact Center stem. When an agent is 
availabl'e, the s tern ini iates a callback to the customer. e customer can be offered 
~h,e callback option durin,g peak hours ,or non-working ho!Urs of the contact cein er. 

Calllback requests ar,e routed to you as an incoming call request The callback contact .. 
request popover dis plays the Calllback label, the, 'i (Callback) Iron, ph,one number of he 
customer, DNIS (D"aled Number Identification Service), the queue that routed the call to 
you, and a timer indrcating fhe time elapsed since you reeeiv,ed the cal l. The status of the 
incoming call is displayed a5 Ringing. 

If the· End Cal l featur,e for Web Callback is enabled by your administr-ator, the Ringing 
status is replaced wiith the ,cancel button in the contact card request. 
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' The s- icon that is displayed for Courtesy Callback and Web Callback 
N!ote, is the same. 

If the customer accepts he call, you are connected to the customer and the, Interaction 
Control pane is displayed. For more mformatlon on the tasks that you can penorm when 
handling a call,, see Answe a_CaU. 

• 

• To cancel the Web Callback before the customer answers the call, 
cl1ick Cancel. When Ole calllback is canceled, the Wrap Up 
Reasons d"alog box appears. 

• lif the customer d'oes not answe,r the call, the cal l is returned to the 
queue. 

• lrf the contaot center has reached the maximum l1imit for concurrent 
calls that is set for the data center or tenant, you cannot make 
more calls, and the corresponding reason codes a11e displayed on 
ffl:eAgent Desktop. For mare information on the maximum liimi for 
concurrent calls,. see Make en 0utdial Cell. 

Call Control (answer, hang-up, hold, 

resume, conference, transfer), Click to call, 

Call recording pause/resume (Future) 

CISCO W(//! 
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Courtesy Callback 

■ Enhances Customer Satisfaction 
■ Reduce Abandonment Rate 

❖ Mainta in ca ll Skills, Priority, position and contextua l Data for the ca llback 

❖ Callback can be to the Original Queue or a dedicated callback Queue 

❖ Support Variable Queue 

c1sco [A,Ye,/ BRKCCT-2028 

About Agent Desktop 

Callback1 
Callback Activity Settings 

Callback Settings 

Define the callback number and queue in which the contact 
should be placed for the callback request. The caller's place in 
queue is reserved. Note: You must use a Disconnect contact 

activity to terminate a flow branch that uses a Callback activity. 

Callback Dial Number 0 

NewPhoneContact.ani 

Callback Queue 0 

0 Variable Queue 

QueueContact 1 .Queueld 

ChOose a variable that yields a valld Queue ID. Default Is set to the 

queue In which the caller Is placed. 

Static Queue 

Cl 2024 Cisco and/or its affiliates All rights reserved. Cisco Pubhc 37 

The Agenl Desktop pro ides a . ingle browser-based application that enable agents to interact ~ ith customers 
u. ing voice chat, or email. Depending on the configuration of your agent profile by the Ci. co Webex Contact 
Center admini. trator, you can communicate with cu. tomers Lb.rough one, two, or all the three channel . 

The Agent De. ktop u. er interface is divided into three section . . The lei\ and right . ections have the contact 
and contact infonnatjon respectively. You can . ee all the conversations in I.he center pane. 
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End-to-end custom1er 
experience management 

Agents benefit from complete customer 

interaction history in a single interface, 

rega rdless of channel - empowering them 

with full visibility. 

Close the feedback loop with experience 

management by offering post- interaction 
surveys delivered to the customer via text, 
email, or interactive voice response (IVR) to 

capture immediate feedback and proactively 

manage and measure customer sentiment. 

Agents have real- time visibility into previous 

customer survey responses to persona lize 

interactions. 
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Super Agents 

Deliver exceptional customer 
experiences - every time 

AH>owered assistance and a new, user­
ol)(imized agem desktop gives your agents 
everything they need to deliver exceptional 

customer experiences 

Agetit tools prO\lide a complet.e customer t11St01y, 
all in one place and at their fingertips, enslliog 

they are always conrext-EM'are. 

Benefits 0 

They can also tailor mteracoons based on full 

,..tSibility of customer feedback ifl the Webell 
Experience Management cus1omer experience 

journey agent desktop widget. 
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The All ~ Webell Conl3t::I Cf!m.l!!i 

Agent desktop 
■ 

experience 
Intuitive agent experience 

8 Omnichannel task list view 

0 Customer information 

8 Customer experience journey 

G Mid-call features 

8 Agent profile 
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All Newwet::>ex. con,~ 1 Cent.er 

Agent desktop 
■ 

experience 
Proactive customer 
experience insights 

8 Customer experience 
journey view 
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Claim 9 
9. The method of claim 1, 
wherein the selected content is 
displayed one or more of: 

during said pausing; 

after the communication 
connection is established; and 

after the communication 
connection is terminated. 

In Cisco’s Webex Contact Center, the selected content is displayed during said pausing and 
after the communication connection is established. 
 
For example, during the pause, Webex Contact Center transmits selected content (a Customer 
Profile for the callback requester) toward the first device (the Webex Contact Center customer 
Agent’s computer), and that content is displayed on the first device during the pause and after 
the communication connection is established. 
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Agent/Supervisor Desktop Widgets 

CRM Connectors 

Al Connectors **Coming Soon 

Flow Connectors **Coming Soon 

CISCO iire,/ 

€· Webe11 Contac:I Cenle< 

I G5' .,,,, 212aa-n,2 

ol 

}:( 

ML0.-.1 

UU AYl1 NES11,,'11--,1..o,,gL.o,,g 
C-.y, S.. f ..-,CA9ol001. UnL 

DEVNET-1699 

· - l)C-.. _g, .... 0 -.._.... - · 

. -
\, 01 (,1 2)2U•371l .... 

© 2024 Cisco and/or its affi liates. Al l riQhts reserved. Cisco Public 17 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

107 
 

 

Callback 

Customers can op to receive a. callback using an IVR (lnte. ;active, Voice Respor,se) by 
calling, visiting the website, or using a chatbot (Virtual Agent), o,f a call center. 

The ·following are the different callback types: 

, Courtesy Call bade: A customer ca,n opt to rece,ive a courtesy callback instead o 
waitirng in the ,contact center queue for an agent to answer the ca I. 

• Web Callback (Callback),: A customer can opt to receive a callback by submitting a 
cal lback request along with a name and callback number when visiting the contact 
center websi e or interacting with a chatbot {Virtual Agent) on the webs.ite. 

The callback r-e uests ar-e sent to the Webex Contact Center stem. When an agent is 
availabl'e, the s tern ini iates a callback to the customer. e customer can be offered 
~h,e callback option durin,g peak hours ,or non-working ho!Urs of the contact cein er. 

Calllback requests ar,e routed to you as an incoming call request The callback contact .. 
request popover dis plays the Calllback label, the, 'i (Callback) Iron, ph,one number of he 
customer, DNIS (D"aled Number Identification Service), the queue that routed the call to 
you, and a timer indrcating fhe time elapsed since you reeeiv,ed the cal l. The status of the 
incoming call is displayed a5 Ringing. 

If the· End Cal l featur,e for Web Callback is enabled by your administr-ator, the Ringing 
status is replaced wiith the ,cancel button in the contact card request. 
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Vusura00002565 (emphasis added). 

 

' The s- icon that is displayed for Courtesy Callback and Web Callback 
N!ote, is the same. 

If the customer accepts he call, you are connected to the customer and the, Interaction 
Control pane is displayed. For more mformatlon on the tasks that you can penorm when 
handling a call,, see Answe a_CaU. 

• 

• To cancel the Web Callback before the customer answers the call, 
cl1ick Cancel. When Ole calllback is canceled, the Wrap Up 
Reasons d"alog box appears. 

• lif the customer d'oes not answe,r the call, the cal l is returned to the 
queue. 

• lrf the contaot center has reached the maximum l1imit for concurrent 
calls that is set for the data center or tenant, you cannot make 
more calls, and the corresponding reason codes a11e displayed on 
ffl:eAgent Desktop. For mare information on the maximum liimi for 
concurrent calls,. see Make en 0utdial Cell. 

Call Control (answer, hang-up, hold, 

resume, conference, transfer), Click to call, 

Call recording pause/resume (Future) 

CISCO W(//! 
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Incoming Call 
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CL2024_SB ... 00:02 
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D IS 

Queue Name 
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,.. 
+3227045983 
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Manage Voice Contacts 

• About the Voice Channel, on page 13 
• Answer a Call, on page 13 
• Pause and Resume Recording During a Voice Call , on page 14 

• Enter Call-Associated Dam, on page 14 
• Hold and Resume a Voice Call, on page 14 

• Transfer a Call , on page 15 
• Consult with Another Agent During a Call, on page 16 

• Create a Conference Call, on page 19 
• Make an Outbound Call , on page 20 
• End a Voice Call, on page 21 

About the Voice Channel 
You can use Agent Desktop 10 receive and respond to customer calls depending on the permissions assigned 
to you by the Organizatjon Administrator. 

Answer a Ca II 
You can receive a customer cal l if the Organization Administrator pro\lidcs you the necessary pcnnissions. 

When you receive a call from a customer, a noti fication dialog box or the voice contact card appears in the 
...\.crin Contact List under the Voice and All tabs in the: Agent Desktop. The dialog box displays the phone 
number of the customer, the queue that routed the call to you, and a timer indicating from how long the call 
is offered to you. You can see the status of the contact as RINGING. 

If the voice contact card is not accepted ,\.'ithin the configured timeout interval, the notification card blinks 
fo r some time in the Active- Contacts List. Then, Lhe system changes your stal'us to Ring On No Answer or 
RONA. 

When you are in RONA state, you cannot receive any contacts. You will haYc to manually change your status 
from RONA to Available state to receive contacts of any media channels including new voice contacts. 

When you recciYe a call, use your physical phone to answer it. The status of the call changes to CO1'1'":J:CITD 
in Agent Desktop. 

While helping your customers, you can do the following tasks: 

Cisco Webex Contact Center 1.0 Agenl Desktop User Guide ■ 
WWW 

About Agent Desktop 
The Agent De ktop pro ides a . i.ngle browser-based application that enable. agents to interact with customers 
u. ing voice chat or email. Depending on the configuration of your agent profile by the Ci. co Webex Contact 
Center admini. trator, you can commun.icate with cu. tomer. th.rough one, r-.vo, or all the three channel . 

The Agent De. ktop u. er interface is divided into three sections. The lei\ and right . ections have the contact 
and contact information respectively. You can . ee all the conversations in the center pane. 
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Vusura00002719 

End-to-end custom1er 
experience management 

Agents benefit from complete customer 

interaction history in a single interface, 

rega rdless of channel - empowering them 

with full visibility. 

Close the feedback loop with experience 

management by offering post- interaction 
surveys delivered to the customer via text, 
email, or interactive voice response (IVR) to 

capture immediate feedback and proactively 

manage and measure customer sentiment. 

Agents have real- time visibility into previous 

customer survey responses to persona lize 

interactions. 
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Super Agents 

Deliver exceptional customer 
experiences - every time 

AH>owered assistance and a new, user­
ol)(imized agem desktop gives your agents 
everything they need to deliver exceptional 

customer experiences 

Agetit tools prO\lide a complet.e customer t11St01y, 
all in one place and at their fingertips, enslliog 

they are always conrext-EM'are. 

Benefits 0 

They can also tailor mteracoons based on full 

,..tSibility of customer feedback ifl the Webell 
Experience Management cus1omer experience 

journey agent desktop widget. 
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The All ~ Webell Conl3t::I Cf!m.l!!i 

Agent desktop 
■ 

experience 
Intuitive agent experience 

8 Omnichannel task list view 

0 Customer information 

8 Customer experience journey 

G Mid-call features 

8 Agent profile 
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All Newwet::>ex. con,~ 1 Cent.er 

Agent desktop 
■ 

experience 
Proactive customer 
experience insights 

8 Customer experience 
journey view 
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Claim 10 
10. The method of claim 1, 
wherein the selected content 
further comprises information 
regarding a prospective new 
transaction between the first 
party and the second party. 

In Cisco’s Webex Contact Center, the selected content further comprises information regarding 
a prospective new transaction between the first party and the second party. 

For example, the selected content displayed on the Agent Desktop further comprises 
information regarding prospective new transactions, such offering upgrades and scheduling 
future appointments.  
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Claim 11 
11. The method of claim 1, 
wherein the selected content 
further comprises content 
displayed on one or more of the 
first device and the second 
device at the time of initiation of 
the communication connection. 

Cisco’s Webex Contact Center performs the step of transmitting selected content toward the 
first device and/or the second device, wherein the selected content further comprises content 
displayed on one or more of the first device and the second device at the time of initiation of 
the communication connection.   
 
For example, Webex Contact Center transmits the Customer Profile for the callback requester 
(i.e., the selected content) toward the Webex Contact Center customer Agent’s computer (i.e., 
the first device), which is displayed on the first device at the time of initiation of the 
communication connection.  
 

e----Automated follow up workflows 
for digital channels 

! ■ ----=- - ~ - -- - : -- - ~ 
• o-:--~ - D --- ·• 

Agents can trigger automated workflows, such as: 

Ticket creation in a CRM system 

• Offer or request fulfillment 

Future appointment setting 

-

Agents can use rich texl fea tures and 
easily trigger follow up workflows 

-

Agents experience _ exactly what the customer sees :::==;--=--::-.,.-:,, .... -::-.-::.::-.:.--

• Process automation 

1

.: ... :.:~ _ ... 

1 
o----

w1th message previews 
- --- --fl-. -

Enhanced agent contact handling, including: .__ __________ ___, 

Rich text editing 

Emojis and stickers 

Hyperlinks 

Delivery receipts 

CISCO~/ 

AdmrnLs:;frnlor~ can r.ustom1ze pre-rlefmerl 
workflow options for agents to search. 
select, and execute 

UCiscolive BRKCCT-272-4 C 2023 Ceco and/Of Its a!"liotes. All rights reserved. CECO Publk:: ,a 
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Web Calllback 

·• Submitted via web 
form or mobile app 
• REST API 
• Immediate or Scheduled 

• Customer data 

CltCO Lil,,./ 

-Just like chat, the callbac i.s triggered by a web form or mobne application. 

( 11 st animation) 

Once t1e request is routed througt11 wee to an .agent. the rest is just a no mal 
au bound cal l ~low. 
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Calll>.ack snrategv i~ used to re.s,chedule callback contact$. For example, when the dialer atte •• pts to reach a 
customer at a requested time, and the .attempt fails, tine system applies hie c.a llback strategy riule. 

Th@1re are tv1m types of Callbacks. P@rso.na1 Callback is whe-n a, callback is routed to t'he same agent who 

h8indled the original c8ill; Normc1I Ci1llbc1ck is when 8i ca llback is routed to any available .agenl:. 

6. Sel'ect ari appropriate Call back strategy fur this ca pa ign from tihe dropdown list. 

N,ote : If' vou do not have a Callback Strat gy that applies to this COl'ltact, cli ck Create Calllback 
Strategy to cn!ate a new strategy. Refer create c:alllbadk Strategy for more information. 

7. Reset Daily a11d Glob I R riies Turn the switch ON ··ta ll you want the Glob I ndl Dai ly Ret ry 
cou nt:s • ·o re e to l ro on moving a con acl lo Callb,n;k. 

8,. Ca I back Retry - IU e he sliider or enter the value in the number pianell. Th option ·nable you to 
provide th<! maximum numb1ir o r tries to ca llback e8ich contact in thll campai(ll'l. 

9. S1il1 ct t he IPCB to NC18 reset button, if r@qui r@cl. 

N,ote : A contact mark d a · Pe onal C llback cont.le can be corwer • d to a regu lar callb ck con­
tact under ce rtai r1 cl rcu tan ces II ke repeated fafl u re o re ch the specif! ed a gen . To avofd Mt 
r aching the contact at all, th is is ,conv rted tor gul,1r callback to reach ,1ny other avai lab le 
agent. 

Available optioris for !Retries Tvpe are given be'low: 

a. Retries : To configure the number of 8ittempts after which a, Pers ona l Callbadk 
be-c:o mes a Norm al C:i llback, 

b. D·ur,atio·n: The duration in Days, Hours, andl i nute s after which a Personc1I Callback 
bec;omes a Normal Callback if the dialed c;.al l doe s not reach the ass'gne<l agent due to 
some reason. 

10. U.1.e t he number pariel to set t he number Attempts to re,c1cn Agent - the app licat ion makes. number 
of attempts to r,each an agent before converting a Personal callback to a Normal ca llback. 

11. Click Nf!•X to complete the ·screen and navigat e to the other Options wizard. 

Make a Courtesy C.allbaclk 
l,,l'te,r ·the c\!$tcrner o,pa Q4.J t or tile· queue, a e~llbao req~ IO the ousto~ I$ Initiated wmen an agent Is, av111at!le the ~e·, 
llasad om me con'llilct ,&. position In the q,U1HJe•. f '1e agemt Is offe l!d t'1e Cillllla reqlll!'51. h ti'le Agent Desktop. 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

119 
 

 
Vusura00002467-00002468 
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la f the 8!jillflt d091, ooi ar;;~pt t h11 req11115t r quut • ro<Jted to 11m1ih11r availab agant, « 0011tinlllNi to w in 

t ile qLJel.!le until 1n 1gien, is v !.llll-

• 01111111 for c:olS't s)' eallbae ti th ez r I~ Ml s1.t:eessf11 comeeted to the eu,s.iom r, r 
Is rejec:tl!ld ll)I tt,e ou!!lomer, II lsnl relrle 

illfter the :agent ace~ts the !he ,~ s. d1ai'ed out to tt,e cu&tomer. The customer recelvei!l 1tle call trom en AN a!1$0Clated the 

CIOOtilcl cent.er. F« more lllforrnatlon on ANI, .i;ae 0111gJ1l AutooJtnlc: Nu mbar h:len]ifhanlon !ANI) . 

If ffl,e oust□mer doei;. not respooo to ltle call or r 015 t he cell, ttle callback request Ii;. c.anoeled. If tlMl CU8lomer ,a s1•1en, lhe , - ltKt 
i;.aUblcle rtqusslis. •• arlwd ~ - piroc11sud. 

For more lnformatloo on 11,a,w to proi;:ess a caUb~ re llil'St vla !he ~em ICesktl)p, &lillil 

Aocrn~arti 
SBC11on In 1h11 Manags your co»:& i\n 

Scheduled Callback for Inbound and Outdial Calls. 

Iue ai:ttvety on 11, C'.!111 l'I ln.e, custcmer ti,otn rnooutt1 ,ii, outal'atl, 

dirvci:iy from t hsir <18.&ktop pro'{itl ing lilf1ill e;i:u;t:aman; tho ft&:xibil" to be rtrached baa at ii time lhilt'& mo.st 001M1inien for- them. 

Admln.:strators will have rec:l'se control O'l'er ca baclt and user access,. while S11pervlSMS will benl!nt fro oomprehienslve hlsmrical 
r@Orti'nill, 

For more i11formatk1n, HIii Sr;; 9dula Ca ad. m RouliB\l ind Qu11u11in!;j , Sc;haduJe C■lltNick in A.,. t Dnttop, s.i up • ~IIIMck ■nlry 
point, 3111(! QJ.IM)Q,:r R!WQrts· l'li _we_bll!_1t_c_o_n_1a_i::'I_C: ___ ~ ____ _ 
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Callback 

Customers can op to receive a. callback using an IVR (lnte. ;active, Voice Respor,se) by 
calling, visiting the website, or using a chatbot (Virtual Agent), o,f a call center. 

The ·following are the different callback types: 

, Courtesy Call bade: A customer ca,n opt to rece,ive a courtesy callback instead o 
waitirng in the ,contact center queue for an agent to answer the ca I. 

• Web Callback (Callback),: A customer can opt to receive a callback by submitting a 
cal lback request along with a name and callback number when visiting the contact 
center websi e or interacting with a chatbot {Virtual Agent) on the webs.ite. 

The callback r-e uests ar-e sent to the Webex Contact Center stem. When an agent is 
availabl'e, the s tern ini iates a callback to the customer. e customer can be offered 
~h,e callback option durin,g peak hours ,or non-working ho!Urs of the contact cein er. 

Calllback requests ar,e routed to you as an incoming call request The callback contact .. 
request popover dis plays the Calllback label, the, 'i (Callback) Iron, ph,one number of he 
customer, DNIS (D"aled Number Identification Service), the queue that routed the call to 
you, and a timer indrcating fhe time elapsed since you reeeiv,ed the cal l. The status of the 
incoming call is displayed a5 Ringing. 

If the· End Cal l featur,e for Web Callback is enabled by your administr-ator, the Ringing 
status is replaced wiith the ,cancel button in the contact card request. 
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Vusura00002565 (emphasis added). 

 

' The s- icon that is displayed for Courtesy Callback and Web Callback 
N!ote, is the same. 

If the customer accepts he call, you are connected to the customer and the, Interaction 
Control pane is displayed. For more mformatlon on the tasks that you can penorm when 
handling a call,, see Answe a_CaU. 

• 

• To cancel the Web Callback before the customer answers the call, 
cl1ick Cancel. When Ole calllback is canceled, the Wrap Up 
Reasons d"alog box appears. 

• lif the customer d'oes not answe,r the call, the cal l is returned to the 
queue. 

• lrf the contaot center has reached the maximum l1imit for concurrent 
calls that is set for the data center or tenant, you cannot make 
more calls, and the corresponding reason codes a11e displayed on 
ffl:eAgent Desktop. For mare information on the maximum liimi for 
concurrent calls,. see Make en 0utdial Cell. 

Call Control (answer, hang-up, hold, 

resume, conference, transfer), Click to call, 

Call recording pause/resume (Future) 

CISCO W(//! 
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Vusura00003287  
 

Incoming Call 

+3227045983 
CL2024_SB ... 00:02 

PhOne umber 

D IS 

Queue Name 

I Student ID 

,.. 
+3227045983 

+14402308303 

CL2024_SBR_QV _ Team51 

51 
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Manage Voice Contacts 

• About the Voice Channel, on page 13 
• Answer a Call, on page 13 
• Pause and Resume Recording During a Voice Call , on page 14 

• Enter Call-Associated Dam, on page 14 
• Hold and Resume a Voice Call, on page 14 

• Transfer a Call , on page 15 
• Consult with Another Agent During a Call, on page 16 

• Create a Conference Call, on page 19 
• Make an Outbound Call , on page 20 
• End a Voice Call, on page 21 

About the Voice Channel 
You can use Agent Desktop 10 receive and respond to customer calls depending on the permissions assigned 
to you by the Organizatjon Administrator. 

Answer a Ca II 
You can receive a customer cal l if the Organization Administrator pro\lidcs you the necessary pcnnissions. 

When you receive a call from a customer, a noti fication dialog box or the voice contact card appears in the 
...\.crin Contact List under the Voice and All tabs in the: Agent Desktop. The dialog box displays the phone 
number of the customer, the queue that routed the call to you, and a timer indicating from how long the call 
is offered to you. You can see the status of the contact as RINGING. 

If the voice contact card is not accepted ,\.'ithin the configured timeout interval, the notification card blinks 
fo r some time in the Active- Contacts List. Then, Lhe system changes your stal'us to Ring On No Answer or 
RONA. 

When you are in RONA state, you cannot receive any contacts. You will haYc to manually change your status 
from RONA to Available state to receive contacts of any media channels including new voice contacts. 

When you recciYe a call, use your physical phone to answer it. The status of the call changes to CO1'1'":J:CITD 
in Agent Desktop. 

While helping your customers, you can do the following tasks: 

Cisco Webex Contact Center 1.0 Agenl Desktop User Guide ■ 
WWW 

About Agent Desktop 
The Agent De ktop pro ides a . i.ngle browser-based application that enable. agents to interact with customers 
u. ing voice chat or email. Depending on the configuration of your agent profile by the Ci. co Webex Contact 
Center admini. trator, you can commun.icate with cu. tomer. th.rough one, r-.vo, or all the three channel . 

The Agent De. ktop u. er interface is divided into three sections. The lei\ and right . ections have the contact 
and contact information respectively. You can . ee all the conversations in the center pane. 
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End-to-end custom1er 
experience management 

Agents benefit from complete customer 

interaction history in a single interface, 

rega rdless of channel - empowering them 

with full visibility. 

Close the feedback loop with experience 

management by offering post- interaction 
surveys delivered to the customer via text, 
email, or interactive voice response (IVR) to 

capture immediate feedback and proactively 

manage and measure customer sentiment. 

Agents have real- time visibility into previous 

customer survey responses to persona lize 

interactions. 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

125 
 

 
Vusura00002723 

Super Agents 

Deliver exceptional customer 
experiences - every time 

AH>owered assistance and a new, user­
ol)(imized agem desktop gives your agents 
everything they need to deliver exceptional 

customer experiences 

Agetit tools prO\lide a complet.e customer t11St01y, 
all in one place and at their fingertips, enslliog 

they are always conrext-EM'are. 

Benefits 0 

They can also tailor mteracoons based on full 

,..tSibility of customer feedback ifl the Webell 
Experience Management cus1omer experience 

journey agent desktop widget. 
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The All ~ Webell Conl3t::I Cf!m.l!!i 

Agent desktop 
■ 

experience 
Intuitive agent experience 

8 Omnichannel task list view 

0 Customer information 

8 Customer experience journey 

G Mid-call features 

8 Agent profile 
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All Newwet::>ex. con,~ 1 Cent.er 

Agent desktop 
■ 

experience 
Proactive customer 
experience insights 
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Claim 13 
13.pre: A non-transitory 
computer-readable medium 
storing instructions that, when 
executed by a processor, cause 
the processor to perform a 
method of controlling 
presentation of content on a 
communication device, the 
method comprising: 

Cisco’s Webex Contact Center includes a non-transitory computer-readable medium storing 
instructions that, when executed by a processor, cause the processor to perform a method of 
controlling presentation of content on a communication device. 

Bring your app INTO Webex Contact Center 
Add tools and capabil ities for Webex Contact Center users 

Build IN 

Enabling customers to use 3,d Party 
solutions w ithin Webex Contact 
Center. 

Agent/Supervisor Desktop Widgets 

CRM Connectors 

Al Connectors **Coming Soon 

Flow Connectors **Coming Soon 
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Vusura00000920 

High Availability 
CUBE & Datac,enters 

• Box-to-Box Redundancy 
• Within same datacenter 

• Geographic Redundancy 
• Separate datacenters 

I 
1 Customer Datocenters 1 
I I 

Cl5Cot../ 

1 Customer Enterprise 1 ---------------------------1 J. i e&.a.i ~1....- :ID.Ir' .... ••tra.NMr, UE..:-11.J!II.!: 

CUBEs within the c,usto mer enterprise network should a I so be r,edundan , 
witt1 High Av~ilab ili y enabled if your CUBEs support it. 

( 11 st a1nimation) 

Ideally, you would also have your CIJBEs ,geographrcally distrlbuted across 
multiple ciataoenters. 
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Configu e server g,roups & SIP keepalive OJ.)t:ions 

Option Ping1 config1: 
voice class server-group 100 
# Example of US reg.ion WCC Voice Pop Mapping. lpv4 <f P Address 1 > 

preference 1 ll JFK CUBE A 

ipv4 <IP Address 2> preference 1 # LAX CUBE A ipv4' <JP Address 3> 
preference 2 # JFK CUBE B ipv4 <IP Address 4> preference 2 # LAX CUBE B 
hunt scheme round robin 

voice, class sjp-options-keepa1five 200 

do wn-intervaf 1 O up-interval 1 O retry 2 
transport tcp 

Webex CC services are depl.oyed in AWS and is powered by a cloud nativB plaiform that enables Ille following: 

• Availability of irifrastructure servioes and appllcations across multiple avaflabhity zones 

• Elasticity of infrastructure services and a,pplfcatlor\S enabling dynamic scaUng capabllltles 

• Security natlve1y t>u It-In ln tne way trie systems are tlllflt and deployed, data Is protected In transit and at rest along wltn tne 
security/compliance certifications that Webe:x CC ha.s. 

• Scalable and secure edge infrastructu e for Telephony/Volce integrations 

• Observabillty with proactlve monitoring and alerting that enables High Availability of contact center services to its customers. 

• Integrated with rest of th.e Olsco Webe:x for ur.er authentlcatlon/authortzatlon, admlnlstratlon, and provisioning of contact center 
capabilltles. 

The fu ther sections In thls document expand on each ·Of the above capa 11tles and how Wet>ex CC arch tecture e ables the same. 
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The fQllowing1 fig1ure illu;s,trates the QQ·cal archJtec:tlure Qf Webex OC, 

Webe:x ,co Loglca I Architecture 
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Desktop Architecture 

Agent desktop is a micro frontend based single p.ige application that hosts widgets built ba.sed on web components ar1::hitecture. All 

lhe standard f stock widgets are powered by data that's retrieved by APls or server slde push mechanfsms. 

These are typfcally, asynchronous APls, where the response for an rnvoca.t fon, comes to CleSIClop vra a we.llSOCket connection. 

Webex CC Agent Desktop authenticates users with Cisco Common Identity (C l) and t he token is passed along to all API invocations. 

For custom widgets too, based on the authentication model, it provides a single sign-on experience to agents if the custom widget's 

authentication model is integrated with Cl. 

Once an agent is part of an interaction, all updat es to that interactions state or associated data too are pushed to desktop over the 

WebSocket connection. 

Resiliency of desktop to connectivity and latency 

The asynchronous API and server•slde push enables scale and any connectivity loss to the WebSocket Interface Is detected and 

desktop attempts to re-connect and re-login. 

The following figure illustrates t he agent desktop architecture in Webex CC. 

Auttiontication & A1Jt1i01 l2:a tlon 

API FtAlsponH I Ey-,nt!I via 

Agent Desktop Architecture 

Exhibit 1030 
Cisco Systems, Inc. v. Vusura Technology LLC 



Exhibit C – USPN 11,227,303 applied to Webex Contact Center    
 

134 
 

 
Vusura00001361 
 

Table 12. Avallab e platforms tor Clood Cisco Collaboratloll Flex Plan Colltact Center. Webex Contact Center Enterprise'' 

Hosted Agent Platform Pescrlpt ions 

Webex Contact Center Enterprtse {Webex CCE) Webex CCE delivers the advanced capabllltles of Cisco Unlfle<J Contact 
Center Enlerprlse and Cisco Unified Customer Voice Portal with all the 
benefits of cloud computin,:i in a Cisco owned and managed Data 
Center. 

Feature 

Inbound and outbound voloe 

Intelligent skll s-based routing and queu:lng 

Included with Webex CC is management of customer owned CUGM 
for the contact center agents. Customers owned llcenses can be an 
Enterprise Agreement. Flsx Premiss CUCM, or Perpetual CUCM 
ncenses. 

Standard 

lt'\Cluded 

Included 

Premium 

Included 

Included 
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First Time Setup Wizard 
Webex Calling - Data Center Location 

c,sco~/ 

Call ing Settings 

Oiatol C:4:lnter GolJooy !je:'9c1Jorl 

p1,,._,...,_; 1p ,.oa,:a_.,h,o.; Ll,,t.,,.,.,u_.. Uw. •"" ~ .... l 1,,..,.,.., l'LIH "'I""'" • ....__,_., a .J ,-.. , .....,J.._. 

CtJ!;inm. Cort¥! 

, ........ 
""' ..,...., 

C'J;rnmiar /t(irilJll!:!; -... _ 
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Application Data Center Home Region 

e 
Contact Center 

Voice In 

c1sc0 W6,/ 

-Voice Out 

• Also known as Tenant location or Tenant 
Region 

• Region where the Application Layer is deployed 

• Each Home Region has a Default Media 
Processing Layer and Voice Access Layer 

• Customer Data is stored in the Home Region 

• Voice Access Layer (VPOP or WxCalling) is 
selected at deployment time 

BR<CCT-2rl3 
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13.a: upon receipt of notification 
of initiation of a communication 
connection from a first device 
associated with a first party to a 
second device associated with a 
second party: 

See Claim 1.a. 

 

13.b: pausing establishment of 
the communication connection 

See Claim 1.b. 

The All ~ Webell Conl3t::I Cf!m.l!! i ~~•s 

Agent desktop 
■ 

experience 
Intuitive agent experience 

~--t- • " .... ·- --
• .. =~-- - .,.,... __ 

O ·- <- - -- - · • Omnichannel task list view 
. 
~ . :: .. •·· . -

-* ----~ -• -- - . 
Customer information -~- - - .. -......... ---

e Customer experience journey 0 '"~- ~ 
~ , __ -----·=--- -·--e Mid-call features -- -·-· _ .. e - .. 

• Agent profile :·--- - - --·---· -
·-·· -- --,-.......... -----•·--. .- ·-·· - . .__ ... ,._ .. ··--' ' ·- ·- ·-·· -.. - ......... ..r 
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without soliciting action by the 
first party; and 

13.c: during said pausing, 
transmitting selected content 
toward the first device and/or the 
second device; and 

See Claim 1.c. 

 

13.d: after one of the first party 
and the second party terminates 
the communication connection, 
transmitting additional content 
toward the first device and/or the 
second device; 

See Claim 1.d. 

13.e: wherein the selected 
content comprises information 
regarding a previous transaction 
between the first party and the 
second party; 

See Claim 1.e. 

13.f: wherein the additional 
content comprises information 
regarding a new transaction 
conducted between the first party 
and the second party during the 
communication connection; and 

See Claim 1.f. 

13.g: wherein the first device 
and/or the second device display 
the additional content after 
receipt. 

 

See Claim 1.g. 
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Claim 14 
14.pre: Apparatus for controlling 
presentation of content on a 
communication device external 
to the apparatus, the apparatus 
comprising: 

The Webex Contact Center is an apparatus for controlling presentation of content on a 
communication device external to the apparatus. 

See Claim 1.pre. 

14.a: one or more processors; 
and memory storing instructions 
that, when executed by the one 
or more processors, cause the 
apparatus to: 

The Webex Contact Center comprises one or more processors and memory storing instructions 
that, when executed by the one or more processors, cause the apparatus to perform limitations 
14.b-14.h. 

 

Vusura00001847 
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Vusura00000920 

High Availability 
CUBE & Datac,enters 

• Box-to-Box Redundancy 
• Within same datacenter 

• Geographic Redundancy 
• Separate datacenters 

I 
1 Customer Datocenters 1 
I I 

Cl5Cot../ 

1 Customer Enterprise 1 ---------------------------1 J. i e&.a.i ~1....- :ID.Ir' .... ••tra.NMr, UE..:-11.J!II.!: 

CUBEs within the c,usto mer enterprise network should a I so be r,edundan , 
witt1 High Av~ilab ili y enabled if your CUBEs support it. 

( 11 st a1nimation) 

Ideally, you would also have your CIJBEs ,geographrcally distrlbuted across 
multiple ciataoenters. 
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Configu e server g,roups & SIP keepalive OJ.)t:ions 

Option Ping1 config1: 
voice class server-group 100 
# Example of US reg.ion WCC Voice Pop Mapping. lpv4 <f P Address 1 > 

preference 1 ll JFK CUBE A 

ipv4 <IP Address 2> preference 1 # LAX CUBE A ipv4' <JP Address 3> 
preference 2 # JFK CUBE B ipv4 <IP Address 4> preference 2 # LAX CUBE B 
hunt scheme round robin 

voice, class sjp-options-keepa1five 200 

do wn-intervaf 1 O up-interval 1 O retry 2 
transport tcp 

Webex CC services are depl.oyed in AWS and is powered by a cloud nativB plaiform that enables Ille following: 

• Availability of irifrastructure servioes and appllcations across multiple avaflabhity zones 

• Elasticity of infrastructure services and a,pplfcatlor\S enabling dynamic scaUng capabllltles 

• Security natlve1y t>u It-In ln tne way trie systems are tlllflt and deployed, data Is protected In transit and at rest along wltn tne 
security/compliance certifications that Webe:x CC ha.s. 

• Scalable and secure edge infrastructu e for Telephony/Volce integrations 

• Observabillty with proactlve monitoring and alerting that enables High Availability of contact center services to its customers. 

• Integrated with rest of th.e Olsco Webe:x for ur.er authentlcatlon/authortzatlon, admlnlstratlon, and provisioning of contact center 
capabilltles. 

The fu ther sections In thls document expand on each ·Of the above capa 11tles and how Wet>ex CC arch tecture e ables the same. 
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Vusura00001361 
 

The fQllowing1 fig1ure illu;s,trates the QQ·cal archJtec:tlure Qf Webex OC, 

Webe:x ,co Loglca I Architecture 

Table 12. Available platforms for Clood Cisco Collaboratlorn Flex Plan Contact Center. Webex Contact Center Enterprise 13 

Hosted Agent Platform 

Webex Cont ct Center Enterprise {Webex CCE) Webex CCE delivers the advanced capabllltles of Clsco Unified Contact 
Center Enlerprlse and Cisco Unified Customer Voice Portal with all the 
benf}fits of cloud compu ·ng in ll Cisco owned llnd manllged Data 
Center. 

feature 

Inbound and outbound voJce 

Intelligent skll s-ba ed routing and queuing 

Included with Wabex CC is management of customer owned CUCM 
for the contact center agents. Customers owned llcenses can be an 
Enterprise Agreement. Flex Premise CUCM, or Perpetual CUCM 
ncenses. 

Standard 

Included 

Included 

Premium 

Included 

Included 
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First Time Setup Wizard 
Webex Calling - Data Center Location 

c,sco~/ 

Call ing Settings 

Oiatol C:4:lnter GolJooy !je:'9c1Jorl 

p1,,._,...,_; 1p ,.oa,:a_.,h,o.; Ll,,t.,,.,.,u_.. Uw. •"" ~ .... l 1,,..,.,.., l'LIH "'I""'" • ....__,_., a .J ,-.. , .....,J.._. 

CtJ!;inm. Cort¥! 
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14.b: upon receipt of notification 
of initiation of a communication 
connection from a first device 
associated with a first party to a 
second device associated with a 
second party: 

See Claim 1.a. 

 

14.c: pause establishment of the 
communication connection 
without soliciting action by the 
first party; and 

See Claim 1.b. 

Application Data Center Home Region 

e 
Contact Center 

Voice In 

c1sc0 W6,/ 

-Voice Out 

• Also known as Tenant location or Tenant 
Region 

• Region where the Application Layer is deployed 

• Each Home Region has a Default Media 
Processing Layer and Voice Access Layer 

• Customer Data is stored in the Home Region 

• Voice Access Layer (VPOP or WxCalling) is 
selected at deployment time 

BR<CCT-2rl3 
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14.d: during said pausing, 
transmit selected content toward 
the first device and/or the second 
device; and 

See Claim 1.c. 

 

14.e: after one of the first party 
and the second party terminates 
the communication connection, 
transmit additional content 
toward the first device and/or the 
second device; 

See Claim 1.d. 

14.f: wherein the selected 
content comprises information 
regarding a previous transaction 
between the first party and the 
second party; 

See Claim 1.e. 

14.g: wherein the additional 
content comprises information 
regarding a new transaction 
conducted between the first party 
and the second party during the 
communication connection; and 

See Claim 1.f. 

14.h: wherein the first device 
and/or the second device display 
the additional content after 
receipt. 

See Claim 1.g. 

Claim 17 
17.pre: The apparatus of claim 
14, wherein pausing 
establishment of the 

See Claim 4.pre. 
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communication connection 
comprises: 

17.a: transmitting to a call server 
associated with the first device a 
signal indicating that the 
communication connection 
should be paused; 

See Claim 4.a. 

17.b: wherein, in response to 
receipt of the signal, the call 
server initiates a delay in 
completing the establishment of 
the communication connection. 

See Claim 4.b. 

Claim 18 
18.pre: The apparatus of claim 
14, wherein: 

See Claim 14. 

18.a: the communication 
connection is a call; and 

See Claim 5.a. 

18.b: pausing establishment of 
the communication connection 
comprises instructing a call 
server associated with the first 
device to delay signaling of the 
call toward the second device. 

See Claim 5.b. 

Claim 19 
19. The apparatus of claim 14, 
wherein the selected content is 
selected by the first party. 

See Claim 6. 
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Claim 21 
21. The apparatus of claim 14, 
wherein the selected content is 
selected by a call controller 
operating in a path of 
communication between the first 
device and the second device. 

See Claim 8. 

Claim 22 
22. The apparatus of claim 14, 
wherein the selected content is 
displayed one or more of: 

during said pausing; 

after the communication 
connection is established; and 

after the communication 
connection is terminated. 

See Claim 9. 

Claim 23 
23. The apparatus of claim 14, 
wherein the selected content 
further comprises information 
regarding a prospective new 
transaction between the first 
party and the second party. 

See Claim 10. 

Claim 24 
24. The apparatus of claim 14, 
wherein the selected content 
further comprises content 

See Claim 11. 
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displayed on one or more of the 
first device and the second 
device at the time of initiation of 
the communication connection. 
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