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Why customers 
want cloud

Feature 
Velocity

Subscription
Pricing 

Hybrid Work

Global Scale

Centralized 
Administration

Reliability 
and Security

Business 
Continuity

Effortless 
Upgrades

IT Solution 
Management 

APIs
Integrations
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Why Cisco 
Contact 
Center?

Best in class 
experience from a 
single trusted 
provider.

Webex Control Hub

The only SaaS 
solution provider that 
appears in all three 
magic quadrants.  

Webex Connect (Digital) = CPaaS

Webex Contact Center = CCaaS

Webex Calling = UCaaS
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Complete Global Solution
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Webex Contact Center

2018-19 2019 2021

Cloud CC/Calling

20202017 2024

Experience 

Management

Journey Data

Service
Webex 

Connect BYO AI
Next Gen Cloud 

launched

2023

AI Agent
Augmentation

CY24

Transcription
AI Conversational interface

Enterprise CPaaS
Digital channels

Workflow automation

Significant Internal development and best of breed acquisitions
More than $2B in acquisitions
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Webex omnichannel contact center key capabilities

No code / low code visual 

flow orchestration

Unified agent 

desktop

Cross-channel 

customer journey history

Unified reporting 

& analytics

Queuing for voice and 

digital channels

Native bot 

builder
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Every interaction is different

Time 

J O U R N E Y

Bot

In-person
Web / App

Email

Live Chat

Video

Phone

Phone

Email

Live Chat

Phone
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Right Resource, Right Channel, Right Time
Connect with your customers on their terms
Measured by new metrics like customer effort and net promoter score

Proactive 
notification

Digital automation and self-service 

Self-service 
options

Handover to 
human agent

Contact center agent desktop 
with full customer context 

Human engagement

Customer Journey

Experience
survey

Personalized 
offer

Digital automation follow-up
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Webex Contact Center
Industry leading Digital Engagement / AI
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Contact Center AI with a Customer 
Lens



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

Cisco Responsible AI Principles

Transparency Fairness Accountability Privacy Security Reliability

Responsible AI Framework Principles Reference

https://www.cisco.com/c/dam/en_us/about/doing_business/trust-center/docs/cisco-responsible-artificial-intelligence-principles.pdf
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How AI impacts Businesses and Customers

© 2021 Cisco and/or its affiliates. All rights reserved. Cisco Confidential.

Topic Analysis 
and Insights

Conversational 
IVR

Agent 
Knowledge / 
Augmentation 

Lack of effective 
automation

How can I automate to 
enable customers to self-
serve and optimize need 

for a human agent?

Lack of actionable 
insights

How can I draw 
actionable insights from 
contact center data for 
operational excellence?

Lack of agent 
effectiveness

How do I make my 
agents more effective 
& efficient ?

Customer Journey

Customer CX Insights Agent CX

Contact 
Center 
Problems
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AI Value
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Average Contact Center Numbers
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Topic Analytics 
for automation 
opportunities
Recognize and spot business 
trends for rapid optimization.

• Surface trends as to what customers
are calling in for

• Use insights to create additional bots,
self-service resources, or additional
workflows to better serve customers

• Viewing individual recordings &
transcripts

Insights
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Leverage 100% interactions for 
insights and decision making for 
maximizing customer satisfaction 
and agent performance.

Auto 
Customer 
Satisfaction 
(CSAT) Score

In Beta NowCustomer CXAgent CX
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An AI assistant 
that summarizes 
dropped calls

Customer CXAgent CX
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An AI assistant 
that suggests 
responses

AVAILABLE Q1 25

Customer CXAgent CX
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Native conversational 
virtual agent

Virtual agent management in Webex bot builder

Native bot builder and virtual agent capabilities 
over digital & voice channel

• Task  BOTs

• FAQ BOTs

Out-of-box conversational voice (ASR & TTS) 
capability added to Bot builder integrated to 
Webex Contact Center Flow Designer

• NLU powered by Mindmeld technology for native bots

• Native TTS capability in Webex Contact Center IVR

Virtual Agent
Customer CX
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AI Agent Builder
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• Start from scratch or Use a
Template

Templates
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• User Gen AI to create a fully
autonomous agent or use
traditional ML(intent/entities) to
create a scripted Agent

• Autonomous Vs
Scripted

AI Agent 
Mode
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Autonomous Agent
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Generative AI 
driven 
approach to 
agent 
building
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Assign Skills for 
Performing 
Actions
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Adding a New 
Skill

Define a natural language 
description

Add Slots
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Skills can leverage our workflow engines for fullfillment making 
the overall solution powerful 

https://hooks.webexconnect.io/RD23A6AA

…………………………

….

Actual integration flow can be built out using flows

Flows can be invoked by the tool 

in a secure manner 
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AI agents can also answer questions from your knowledge 
base
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Scripted Agents
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Training 
Data

• Add Training data
(intent/entities)

• Optionally you can
also generate
training data using
Generative AI
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Define 
Responses

• Define responses
for each channel

• You can add TTS
SSML input as
part of the Voice
channel
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Virtual Agent 
Transcript & 
Summary

Providing right context to the 
Human Agent when the call is 
handed off from the Virtual 
Agent 



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

Agent burnout 
detection

Focus on agent well-being and deliver 

the best customer experiences

• Detects early indicators of agent stress

• Automatically trigger corrective action

AI Assistant

Agent CX
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Roadmap
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An AI assistant 
that wraps-up 
calls

AVAILABLE H1 25

Agent CX
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Bring your own 
Virtual Agent 
Enables customers to connect to their preferred 
voice Virtual Agent solution with Cisco Contact 
Center

Beta July (WxCC)
WxCCE to follo

• Onboarding experience
from Webex AppHub

• Provisioning and authentication
from Control Hub

• Easily integrate into workflows with
Flow Designer

Customer CX
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An AI assistant 
that makes your 
agents better

AVAILABLE H1 25

Insights
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Virtual Agent

• TTS: 21 languages

• Virtual agent – digital: 33 languages

• Virtual agent - voice: currently English only; by GA
plan to support 6 languages (English,
German, Spanish, French, Italian and Portuguese)

AI Assistant

• Currently (beta): English only

• Plan to expand using transcription from 12
languages: English, French, German, Spanish,
Italian, Dutch, Polish, Portuguese, Chinese, Hindi,
Japanese, Korean

AI Multi-language support

Partner technology
• Google DialogFlow CX in 40-50 languages

(https://cloud.google.com/dialogflow/cx/docs/re
ference/language)

Bring your own technology
• Expand BYO-VA with media forking in H2CY24

Cisco technology

https://cloud.google.com/dialogflow/cx/docs/reference/language
https://cloud.google.com/dialogflow/cx/docs/reference/language
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Beta program for 
Contact Center AI

Webex Beta Program

Signup:

https://gobeta.webex.com/welcome/

http://Signup:https:/gobeta.webex.com/welcome/
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