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Ask Me Anything following the event

Now through Friday November 27th, 2020

https://bit.ly/ama-TACcboot

With 
Arun, Paul & Michael

Michael Whitaker
Technical Engineer

CCIE #5187

Arun Arunachalam
Principal Engineer

Paul Anholt
Technical Leader

https://bit.ly/ama-TACcboot
https://bit.ly/ama-TACcboot
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Upcoming Support Talks events 

Collaboration Solutions Analyzer

December 3rd, 2020
With Kristof Van Coillie

Participate:  https://bit.ly/csa-tool

Cisco CLI Analyzer

December 17th, 2020
With Magnus Mortensen & Nick Oliver  

Participate:  https://bit.ly/CLI-tool

https://bit.ly/csa-tool
https://bit.ly/CLI-tool
http://cs.co/TACtoolsSeries
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Become an event Top Contributor!

Participate in Live Interactive 
Technical 
Events and much more

http://bit.ly/EventTopContributors

http://bit.ly/EventTopContributors
https://supportforums.cisco.com/t5/custom/page/page-id/hall-of-fame
https://supportforums.cisco.com/t5/custom/page/page-id/cisco-designated-vips
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Rate content at the Cisco Community

Rate documents, 
Videos & blogs!

Help us to recognize the quality content in the community

Encourage and acknowledge people who 
generously share their 

time and expertise
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Cisco Community Experts

Paul Anholt
Technical Leader

Michael A. Whitaker
Technical Engineer

Arun Arunachalam
Cisco Principal Engineer
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Download Today’s Presentation
https://bit.ly/slides-tacbot

Thank You For

Joining Us Today!

https://bit.ly/slides-tacbot
https://bit.ly/slides-tacbot
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Use the Q&A panel to submit your 
questions and the panel of experts 
will respond.

They will be answered eventually

Submit Your Questions Now!

Please take a moment to complete 
the survey at the end of the event
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TAC Connect Bot
Personal Assistant for Customers, 
Partners and You

Cisco Customer Experience
November 2020
https://tacconnect.cisco.com

https://tacconnect.cisco.com/
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Agenda

Introduction 

Accessing the Bot

Conversations

Help, Commands & Feedback
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Polling Question 1

How frequently do you interact with Cisco 
TAC?

A. Daily

B. Weekly

C. Monthly 

D. Not frequently 
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A significant percentage of incoming calls to Cisco TAC Frontline are about existing cases. Common 
inquires include “what is the latest status of my case” and “I want to talk to my engineer”. TAC 
Connect Bot enables a self-service experience for these interactions.

Ask the Bot

Cases

Bugs

RMA

Engineers

Managers

Customers and Partners

Why a Personal Assistant?
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Self-Service Experience for TAC Engagements
Get Things Done Quicker Without Waiting in Queue

Case, Bug, RMA and BEMS

Get status

Add case notes and feedback

Update

Engineer via Virtual Spaces or Phone Callback

Connect

Schedule dispatch, Raise severity, Escalation, Case Closure

Initiate

Natural language and text commands
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Accessing the Bot
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Multiple ways to interact with the Bot

Virtual SpacesSupport Case Managerhttps://tacconnect.cisco.com

Created in the context of a TAC case

“The tool is amazing for me, personally overnight it changed TAC and customer workflow management and I love it.” 
- Matt Buttner, Systems Architect, Sales
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Welcome Message Has Everything to Get Started
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• What – The email address that is used to login to Webex Teams MUST be the 
primary email address associated with your Cisco.com profile. 
https://rpfa.cloudapps.cisco.com/rpfa/profile/profile_management.do

• Why – To protect customer data. 

• How – The email address of Webex Teams user account is mapped to Cisco.com 
user-id. This user-id is used to authorize case, bug and RMA data access.

Prerequisite

https://rpfa.cloudapps.cisco.com/rpfa/profile/profile_management.do
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Get Started!

https://rpfa.cloudapps.cisco.com/rpfa/profile/profile_management.do

Create a Webex Teams account 

using your primary email 

address associated with your 

Cisco.com user profile. The 

exact email address can be 

found in Account Profile Tool.

https://www.webex.com/products/teams/index.html

Download

Get Started

https://help.webex.com/ld-n0bl93g-

CiscoWebexTeams/Webex-Teams-App#

Account Profile Tool

https://rpfa.cloudapps.cisco.com/rpfa/profile/profile_management.do
https://www.webex.com/products/teams/index.html
https://help.webex.com/ld-n0bl93g-CiscoWebexTeams/Webex-Teams-App
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Cisco Video Playlist

YouTube Playlist

Demo

https://www.cisco.com/c/en/us/support/services/tac-connect-bot/index.html
https://www.youtube.com/playlist?list=PLFT-9JpKjRTBlgI-NTSWpnV5SlZHFLmlJ
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Polling Question 2

What is your preferred communication 
preference?

A. Email

B. Phone

C. Webex Teams

D. Web chat

E. Bots
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Conversations: 
Status view and 
Case Updates



© 2020  Cisco and/or its affiliates. All rights reserved. Cisco Public

Prioritized View of Your Cases
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Get Case Status

Note: External users can access the case 

data only if there are authorized. This 

requires the user to have the service 

contract used to open the case to be 

associated with their Cisco.com profile.

Adding the user’s email address in the 

CC Recipients field at the time of case 

open in Support Case Manager does not 

enable case data access.

https://rpfa.cloudapps.cisco.com/rpfa/profile/profile_management.do
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Get Bug Status
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Get RMA Status
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Update a Case
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Request Latest Update on a Case

Bot Notification to Engineer
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Provide Case Closure Confirmation

Bot Notification to Engineer
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Conversations: 
Engineer 
Communication
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Connect to Engineer

Engineer is available
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Connect to Engineer

Engineer isn’t available
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Connect to Engineer

Engineer isn’t available 

right now but will callback in 

15 / 30  / 60 minutes
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Use Virtual Space as the Communication Preference

Webex Teams Virtual Space with 

case contacts and owner 
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Bot is automatically added to external virtual space 

Bot performs tasks in the 

context of the TAC case 

associated with the 

external virtual space.
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Virtual Spaces

• Case owners are added as moderator. 

• Customers can add authorized participants using          
@TAC /add-participant <email-addr>

• Files up to 300MB can be shared in the space and 
are transferred to case.

• When the case is closed

All human participants are removed

Automatic import of text messages

Virtual space is deleted

• Conversation Transcript is available in Support 
Case Manager
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Add Authorized Participants to the Virtual Space

Authorized participants are users who have 
case access. This is determined based on 
the contract or subscription associated with 
the user’s  profile.
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Add Participants to the Virtual Space Temporarily

End users who don’t have access to a case 
can be added temporarily by customers 
and partners to facilitate troubleshooting.
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Virtual Space Conversation Transcript

Click “View Transcript”
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Conversations: 
Case Handling 
Tasks
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Change Case Severity
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Requeue a Case
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Schedule Dispatch a Case
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Escalate a Case – Contact via Phone

DM is available
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Escalate a Case – Contact via Phone
DM isn’t available
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Escalate a Case – Contact via Email

Manager is in the office
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Escalate a Case – Contact via Email

Manager is out of the office
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Escalate a Case – Contact via Email

Manager is OOO and DM isn’t available

The bot informs High Touch Operations Managers (HTOM) when a case is escalated by 
SP Advantage, TS Advantage or High Touch Expert Care customers.



© 2020  Cisco and/or its affiliates. All rights reserved. Cisco Public

Reopen a Case

Cases that are closed within the 

last 14 days can be reopened.
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Connect to Duo
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Connect to Duo Support

Bot calls Duo support number, 

informs customer’s account ID 

to engineer and then connects 

to customer via callback.
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Conversations:
Talk to the Bot!
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Ask for Status of a Case, Bug and RMA 

Microphone and

Send buttons
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Help, Commands 
Q&A, Feedback
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Help



© 2020  Cisco and/or its affiliates. All rights reserved. Cisco Public

Command List
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Simple Case Management Related Q&A
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Share Feedback

Bot Feedback Case Feedback
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Latest Release-Notes in Web Interface

Red dot indicates 

new features and 

bug fixes!
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Latest Release-Notes in Web Interface
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Automatic Release Notifications in Webex Teams
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Take Action
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Call To Action
Use Virtual Spaces and TAC Connect Bot to Save Time!

At-a-Glance |  Support Case Manager | Get Started

Video Playlist Customer Blog Cisco on Cisco

Chuck Robbins on CNBC praises the 
TAC Connect BOT and Webex 

Warriors (Covid volunteers)

https://www.cisco.com/c/en/us/support/services/tac-connect-bot/index.html
https://mycase.cloudapps.cisco.com/case
https://tacconnect.cisco.com/
https://www.youtube.com/playlist?list=PLFT-9JpKjRTBlgI-NTSWpnV5SlZHFLmlJ
https://packitforwarding.com/index.php/2020/08/12/tac-connect-bot/
https://twitter.com/cnbcevents/status/1313568801812893697
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Polling Question 3

Will you use TAC Connect Bot in the 
future?

A. Yes

B. No 

Make your wish (enhancements) for TAC Connect 
Bot: 
_____________________________________

(Please write your comments)



Please visit Cisco.com page and contact tac-connect@cisco.com for questions and feedback.

https://www.cisco.com/c/en/us/support/services/tac-connect-bot/index.html
mailto:tac-connect@cisco.com
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Submit Your 
Questions Now!

Use the Q&A panel to submit your 
questions, our expert will respond



© 2020  Cisco and/or its affiliates. All rights reserved.   Cisco Confidential 67

Ask Me Anything following the event

Now through Friday November 27th, 2020

https://bit.ly/ama-TACcboot

With 
Arun, Paul & Michael

Michael Whitaker
Technical Engineer

CCIE #5187

Arun Arunachalam
Principal Engineer

Paul Anholt
Technical Leader

https://bit.ly/ama-TACcboot
https://bit.ly/ama-TACcboot
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Twitter

• @Cisco_Support

http://bit.ly/csc-twitter  

Facebook

• Cisco Community

http://bit.ly/csc-facebook

Collaborate within our Social Media

Learn About Upcoming Events

http://bit.ly/csc-facebook
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We invite you to review our
Social Media Channels

• Cisco Community

• http://bit.ly/csc-linked-in

LinkedIn

• Cisco Technical Support

App

Learn About Upcoming Events

• Cisco Community

• http://bit.ly/csc-youtube

YouTube

http://bit.ly/csc-linked-in
https://www.youtube.com/watch?v=LKW61EwIXNs
http://bit.ly/csc-youtube
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Find further 
events and 
sessions on the 
Cisco 
Community

Check the events calendar here: 
https://community.cisco.com/t5/custom/page/page-
id/Events?categoryId=technology-support

https://community.cisco.com/t5/custom/page/page-id/Events?categoryId=technology-support
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Thank you for Your 
Time!

Please take a moment to complete 
the survey
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Thanks For Joining today!




