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Cisco Webex App 

Questions? 
Use Cisco Webex App to chat 
with the speaker after the session

Find this session in the Cisco Live Mobile App

Click “Join the Discussion”

Install the Webex App or go directly to the Webex space

Enter messages/questions in the Webex space

How

Webex spaces will be moderated 
by the speaker until November 15, 2024.
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https://ciscolive.ciscoevents.com/
ciscolivebot/#BRKCCT-2522
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Agenda
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• Why AI? Why now?

• AI enabled Analysis

• AI enabled Augmentation

• AI enabled Automation

• What next?
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Why AI? 
Why Now?
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AI Explosion

BRKCCT-2522 7
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Just turn on AI for 
me!
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Build your own Take something off the shelf
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Maximize satisfaction 

Minimize cost

CX Leaders have two things in mind
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October 2023

• 19% in production, 23% in 
development

Slowly slowly – AI in customer service. 

11

February 2024

• 18% in production, 33% in 
development

BRKCCT-2522

https://www.bain.com/insights/ai-survey-

four-themes-emerging/ 

https://www.bain.com/insights/ai-survey-four-themes-emerging/
https://www.bain.com/insights/ai-survey-four-themes-emerging/
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AI Risk vs Value

Low AI involvement Deeper, more 
Generative AI

Value to Business

Generative virtual 
agents

Generative 
Q&A/Task Bots

Defined responses 
Q&A/Task Bots

Call Summaries
Wellness Breaks
Suggested responsesTopic Analytics 

& AutoCSAT
AI Codec & 
Noise removal

Scripted virtual  
agents

Enhancing Agent 
Experience

Improving Media 
experience

Analysis of existing 
records

12BRKCCT-2522
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Recordings

Where does AI fit within the customer journey?

14BRKCCT-2522

Voice

Webchat

SMS

Email

Social

Routing Engine
Agents Reports

Automating 
Customer 

Interactions

Augmenting 
Human Agents

Transcripts

Analysing 
historical data
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Automation

Augmentation

Analysis
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AI-powered Webex platform

Automation

Augmentation

Analysis

16BRKCCT-2522
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When do we start building bots?

17BRKCCT-2522

Analyze

Recommend

CreateMonitor

Improve

Interaction 

data

Automation 

candidates

Performance

VAs & Agents

Virtual 

Agents
VA Performance

Before you start 
driving, you need to 
understand your 
destination.

Analyse your 
available data to 
understand easy-
to-solve automation 
candidates. 
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When do we start building bots?

18BRKCCT-2522

Analyze

Recommend

CreateMonitor

Improve

Interaction 

data

Automation 

candidates

Performance

VAs & Agents

Virtual 

Agents
VA Performance

Before you start 
driving, you need to 
understand your 
destination.

Analyse your 
available data to 
understand easy-
to-solve automation 
candidates. 

Step 0:
Security 
Approval
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Cisco Responsible AI (RAI) Framework

19BRKCCT-2522

Championing human rights and data 
privacy

Responsible AI (RAI) framework 
Controls for Transparency, Fairness, 
Accountability, Privacy, Security and 
Reliability

Continually evolve RAI framework and 
controls with Gen AI updates

Tackling issues:

• False content

• Hallucinations

• Bias

• Unanticipated output

• Harmful output

• Deep fakes

• IP and confidential data protection

Responsible AI Framework Reference

https://www.cisco.com/c/dam/en_us/about/doing_business/trust-center/docs/cisco-responsible-artificial-intelligence-framework.pdf
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Responsible AI Framework

20BRKCCT-2522

Controls Guidance & 
Oversight

Industry 
Leadership

External 
Engagement

Incident 
Management

Collaboration AI: 
From Supervised to Generative 

BRKCOL-1661
Keith Griffin
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Transparency notes - comprehensive details

21BRKCCT-2522

Model Details

Data Sources

Safety & 
Security

Privacy
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Trust Portal

22BRKCCT-2522

https://trustportal.cisco.com/

c/r/ctp/home.html 

https://trustportal.cisco.com/c/r/ctp/home.html
https://trustportal.cisco.com/c/r/ctp/home.html
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AI-powered Webex platform

Automation

Augmentation

Analysis

23BRKCCT-2522
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How do we understand our automation 
candidates?

Topic Analytics

• Topic Analytics provides a 
retrospective analysis on the 
reasons customers call into your 
contact centre, clustered into 
Topics. 

26

Post-Call Survey data

• Review previously-scored 
interactions to understand pain-
points within your customer 
engagements

• Expand this with automated 
customer satisfaction scores

BRKCCT-2522
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Topic Analytics

27BRKCCT-2522

Topic Analytics 
provides a 
retrospective 
analysis on the 
reasons customers 
call into your 
contact centre, 
clustered into 
Topics. 
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Select 
Recording 

files
Transcribe Redact

Contact 
Reason

Grouping
De-

duplicate
Topic 

Labelling

Topic Analytics step-by-step

28BRKCCT-2522

Administrator selects

call recordings

to be analysed

Recordings are transcribed

using Webex ASR engine

Transcripts redacted

using Webex

ML powered redaction

service

Finetuned LLM

extracts the

Contact reason from the

transcript

Webex

ML powered clustering

service groups all the

Similar contact reasons

In Diversified Clusters

Webex

ML powered deduplication

service merges

the duplicate clusters

LLM generates

a meaningful label

for each cluster
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Access Topic Analytics from within Control Hub

29BRKCCT-2522



Topic Analytics 
demonstration
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Topic Analytics: under the hood

33BRKCCT-2522

Topic 
Analytics 

Portal 
(Control 

Hub)

1

1. User initiates a Topic analysis feature from Webex Control Hub

Connections secured by HTTPS

Automated Content Moderation
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Topic Analytics: under the hood
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Topic 
Analytics 

Portal 
(Control 

Hub)

1

1. User initiates a Topic analysis feature from Webex Control Hub
2. Topic Modelling API decrypts content, collects information relevant to request and forwards it for processing by the 

AI
3. Language Services use proprietary AI and LLM integration to detect contact reasons, perform clustering, and 

generate labels for Topic Analysis
4. Provides guardrails and a common interface to multiple external LLM services
5. Interaction with LLM models. 

Connections secured by HTTPS

Automated Content Moderation

Topic 
Modelling 

API

Topic 
Modelling 
Language 
Service

2 3

Cisco controlled 
cloud environment
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Topic Analytics: under the hood

35BRKCCT-2522

Topic 
Analytics 

Portal 
(Control 

Hub)

1

1. User initiates a Topic analysis feature from Webex Control Hub
2. Topic Modelling API decrypts content, collects information relevant to request and forwards it for processing by the 

AI
3. Language Services use proprietary AI and LLM integration to detect contact reasons, perform clustering, and 

generate labels for Topic Analysis
4. Provides  guardrails and a common interface to multiple external LLM services
5. Interaction with LLM models. 

Connections secured by HTTPS

Automated Content Moderation

Topic 
Modelling 

API

Topic 
Modelling 
Language 
Service

LLM 
Proxy

2 3
AWS 

Bedrock & 
SageMaker

Cisco controlled 
cloud environment

AWS controlled 
multi-tenant cloud 

configured by 
Cisco

4 5
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Topic Analytics: under the hood

36BRKCCT-2522

Topic 
Analytics 

Portal 
(Control 

Hub)

1

1. User initiates a Topic analysis feature from Webex Control Hub
2. Topic Modelling API decrypts content, collects information relevant to request and forwards it for processing by the 

AI
3. Language Services use proprietary AI and LLM integration to detect contact reasons, perform clustering, and 

generate labels for Topic Analysis
4. Provides  guardrails and a common interface to multiple external LLM services
5. Interaction with LLM models. 

Connections secured by HTTPS

Automated Content Moderation

Topic 
Modelling 

API

Topic 
Modelling 
Language 
Service

LLM 
Proxy

2 3
AWS 

Bedrock & 
SageMaker

Cisco controlled 
cloud environment

Stateless operations. 
No customer data is 
persisted or logged 

in these systems

AWS controlled 
multi-tenant cloud 

configured by 
Cisco

4 5
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Topic Analytics 
considerations

• 2000 call recording 
minimum, 7000 is where it 
starts to be worthwhile

• Long-term enhancements 
include custom labelling 
and grouping of topics, as 
well as digital interactions. 

37BRKCCT-2522



Collect Customer 
Satisfaction data 
with Post-Call 
Surveys
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Post Call Surveys

• Collect valuable feedback 
during or after a voice 
interaction as a native Webex 
Contact Center feature

• Build voice PCS forms into 
post-call work with Flow 
Builder.

• Digital surveys coming soon 
to ANZ region

40BRKCCT-2522
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Not everyone fills 
out the post-
interaction survey

41BRKCCT-2522

15% is the industry benchmark 
response rate
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How does Auto CSAT work?

42BRKCCT-2522

Call metrics, Transcripts, 
Call outcome, Surveys Predict 

CSAT

Listen Detect Act

100% of Interactions
APIs for partner integrations

Routing, Coaching, 
Customer follow-ups
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How to enable Auto CSAT

43BRKCCT-2522
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View results directly in Supervisor desktop

44BRKCCT-2522

• Generate custom 
visualizations in 
Analyzer

• Data also available 
via API
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What’s the outcome of our analysis?

• AutoCSAT provides insights into 
which interactions need attention 
from supervisors

• Topic Analytics provides an 
understanding of automation 
opportunities, both direct and 
indirect

46BRKCCT-2522
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AI-powered Webex platform

Automation

Augmentation

Analysis

47BRKCCT-2522
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AI-enhanced media

Noise Reduction

• Removes background noise from 
caller and agent

• Works on keyboards, drills, 
planes, trains, dogs

• Noise reduction performed in 
cloud, agnostic of the agent 
endpoint or telephony type. 

49

AI Codec

• Adapts speech and “fills in the 
blanks” on lossy network 
connections

• Supported in point-to-point 
Webex calls at present

• Long-term support for Webex 
Contact Center planned for 2025

https://blog.webex.com/collaboration/announcing-
the-availability-of-industry-first-webex-ai-codec-
transforming-your-audio-experiences/ 

BRKCCT-2522

https://blog.webex.com/collaboration/announcing-the-availability-of-industry-first-webex-ai-codec-transforming-your-audio-experiences/
https://blog.webex.com/collaboration/announcing-the-availability-of-industry-first-webex-ai-codec-transforming-your-audio-experiences/
https://blog.webex.com/collaboration/announcing-the-availability-of-industry-first-webex-ai-codec-transforming-your-audio-experiences/
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AI-powered human agent journeys 

Free me up for 

complex issues

Enable wellbeing 

and career growth
Help me personalize 

my interactions
Get me suggestions 

and help easily

Match customer needs with 

my expertise

A
g

e
n
t’
s

e
x
p
e
ri
e
n
c
e
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AI-powered human agent journeys 

Free me up for 

complex issues

Enable wellbeing 

and career growth
Help me personalize 

my interactions
Get me suggestions 

and help easily

Match customer needs with 

my expertise

A
g

e
n
t’
s

e
x
p
e
ri
e
n
c
e

Webex AI Assistant

AutoCSAT

Virtual Agent summary

Dropped call summary WellbeingSuggested Responses Topic Analytics

51BRKCCT-2522
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Webex AI Assistant

In Beta now:
AutoCSAT
Dropped Call Summary
Virtual Agent Summary
Agent Wellbeing

Planned
Automatic call summary
Suggested Responses

52BRKCCT-2522
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Call Summaries

View call summaries from the 
AI Assistant, generated via 
Large Language Model

AI Assistant will generate 
summaries for Dropped Calls, 
as well as Virtual Agent 
Transfers

Post-call summaries with 
suggested wrap codes 
coming 2025. 

53BRKCCT-2522
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Call Summaries: Under the hood

54BRKCCT-2522

Agent 
Desktop

1

1. User (or call failure) initiates an AI-powered feature
2. Contact Center AI Service decrypts content, collects information relevant to the request and forwards it for 

processing by the AI
3. Language AI service manages the secure connection to AI models to perform the AI function.
4. Generates response is sent back to the Agent Desktop to fulfill the user’s request. 

Connections secured by HTTPS

Automated Content Moderation

Contact 
Center AI 
Service

Language 
AI Service

2 3
Azure 

OpenAI 
Services

Cisco controlled 
cloud environment

Azure controlled 
multi-tenant cloud 

configured by 
Cisco

4

5

Stateless operations. 
No customer data is 
persisted or logged 

in these systems



Agent Wellness
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AI powered ‘Agent Burnout 
Detection’ provides insights on 
agents' stress levels. The AI Assistant 
leverages these insights to provides 
Wellbeing breaks to Agents based on 
their burnout levels. These micro 
breaks enable agents to take a Reset 
when needed and the outcomes 
include:

• Improved Agent Well-being

• Enhanced Performance

• Improved Customer Satisfaction

Agent Wellbeing Breaks

56BRKCCT-2522
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Agent Wellbeing The following APIs have 
entered beta:

• Real time API to query 
agents’ current 
stress/burnout levels

• Subscription API to be 
notified when stress/burnout 
levels are updated for 
a specific agent

• Historical trends of 
stress/burnout levels for a 
specified period

Our AI-powered burnout 
detection provides real-
time insights and historical 
trends on agents’ stress 
levels.

58BRKCCT-2522
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How does Agent Burnout Detection work?

5
9

BRKCC
T-2522

Call recordings    and 
transcripts

Operational 
metrics

Call Metadata

Indicate reasons for 
notification

DetectListen Act

Collab tools

Real 
time 

insight
s

Display burnout index, 
performance metrics

Before 
call 

action
s

Call routing, Omnichannel 
allocation, Breaks, Schedule 

adjustments, Thrive reset

During 
call 

action
s

Whisper coaching, Get help 
tool

Histori
c 

insight
s

Periodic reports with insights, 
trends and recommended 
corrective measures

Detect presence of stressors

Continuously monitor shifts in agent 
performance, schedule, and other metrics 

Calculate and assign a unique burnout 
index for every agent

Define thresholds to indicate the degree 
of burnout

59BRKCCT-2522
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Results show that 
mini reset breaks 
work

4.8 to 4.9 
CSAT Score increase

45% 
Less additional call time in high 
burnout periods

13% 
Decrease in reported agent burnout 
levels

“We don't understand how the system has 
done it, but it seems to know exactly what they 
need at the time when they need to reset.”

WFM Manager, First Horizon Bank

60BRKCCT-2522
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AI-powered Webex platform

Automation

Augmentation

Analysis

62BRKCCT-2522



Where do I get 
started?
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Automation opportunities

Task fulfilment
Task information 

capture

Simple task 
fulfilment 

(no information 
captured)

FAQ Chatbots

Easy Hard

”What's the paternity 
leave policy?”

“I need to reset my 
password”

“Sure, here’s the link”

”I need a physio 
appointment on the 

24th”
“Sure, let me connect 

you to agent agent 
now”

“I’d like to book dinner 
for 6 people at 6pm”
“Sure, we’ll send you 
a confirmation SMS 

now”

64BRKCCT-2522
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Places to look for automation opportunities

• Review your reports 

• Topic Analytics 

• Chat to your agents

• Customer Satisfaction free-text 
responses and complaints

Start small and make your 
customers aware of what the bot 
can and can’t do. 

65BRKCCT-2522



Which Bot? 
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Scripted 
Q&A Bots

Scripted 
Task Bots

Performing ActionsAnswering questions

Generative responses

Pre-defined responses
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Generative 
Q&A Bots

Generative 
Task Bots

68BRKCCT-2522

Scripted 
Q&A Bots

Scripted 
Task Bots

Performing ActionsAnswering questions

Generative responses

Pre-defined responses
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Scripted vs Autonomous

71BRKCCT-2522

Benefits Drawbacks

Scripted • Predictable
• Controllable
• Cheaper
• Faster
• Familiar to partners
• Data within boundary

• Effort intensive
• Robotic CX

Autonomous • Conversational CX
• Easier & faster to build

• Less predictable
• Lack of control
• Expensive
• Tough to scale
• Dependent on LLM vendors
• Data crosses boundary
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How do I get started?

On the Contact 
Centre 
overview page, 
find the Webex 
Connect link

72BRKCCT-2522
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Accessing Bot Builder

73BRKCCT-2522

From within 
Webex 
Connect, find 
Bot Builder on 
the App Tray



Building Q&A Bots 
– scripted vs 
generative
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How do I train a scripted bot?

75BRKCCT-2522

Training 
phrases

Configured 
responses

“Is there wheelchair access?”
“What kind of mobility access is there?”
“Is the building equipped for wheelchair 
access?”
“Can you tell me if the venue is wheelchair 
friendly?”

“Accessible toilets, ramps, and lifts are available throughout 
our venue. There is accessible parking at the Exhibition 
Centre Basement Car Park with lift access up to Door 1, 6 
and 10 in Exhibition Centre. 
We offer limited wheelchairs for day loans, with wider 
wheelchairs available if needed. 

https://www.mcec.com.au/plan-your-visit”

https://www.wilsonparking.com.au/parking-locations/victoria/southbank/melbourne-exhibition-centre-car-park/
https://www.wilsonparking.com.au/parking-locations/victoria/southbank/melbourne-exhibition-centre-car-park/
https://www.mcec.com.au/plan-your-visit
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Scripted Q&A bots in Bot Builder

76BRKCCT-2522
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Bot Builder articles

77BRKCCT-2522
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Creating an article

78BRKCCT-2522
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Channel-specific responses

79BRKCCT-2522
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Bot Testing

80BRKCCT-2522
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How do I train a scripted bot?

81BRKCCT-2522

Training 
phrases

Configured 
responses

Bot Curation



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

Bot Curation

82BRKCCT-2522
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Scripted bot tips

• Configure a help/welcome 
message that gives the user an 
idea of what the bot can do

• Ensure your agent escalation 
settings are tuned appropriately

83BRKCCT-2522
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How do I train a Generative bot?

84BRKCCT-2522

Knowledgebase 
(training 

documents)

Generative 
Responses

Supported file formats: pdf, docx, 
doc, txt, xlsx, xls, csv.

Each file cannot exceed 20MB in 
size.
Web links/Sharepoint integration 
planned.



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

Build the knowledgebase

85BRKCCT-2522
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Add it to your 
voice channels
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Third-party options

Dialogflow ES 

• Single page intents

• Fulfillment performed 
either as written TTS 
prompts or JavaScript

90

Dialogflow CX

• Multiple page flows

• Fulfillment performed by 
TTS, Javascript or 
Google Cloud Functions

• Can be enhanced by 
Gen Apps

Bring Your Own AI

• Leverage your own in-
house AI apps

• Integrate into our voice 
and digital applications 
through the standard 
flow builders

• Beta December 2024 

BRKCCT-2522
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AI-powered Webex platform

Automation

Augmentation

Analysis

91BRKCCT-2522
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AI-powered Webex platform

Automation

Augmentation

Analysis

92BRKCCT-2522
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Recommended learning

Solutions Assurance labs

https://webexcc.github.io/
pages/CCAI/

93

Technical Learning library

https://app.vidcast.io/playl
ists/66da873c-c0b9-
40a4-ad3c-
be4fd7cc62a3 

Google Skills Boost 
(Dialogflow)

Bot Building Basics:
https://www.cloudskillsbo
ost.google/focuses/2084
1?parent=catalog

End to End self-service:
https://www.cloudskillsbo
ost.google/course_templa
tes/1103

AI Learning path:
https://www.cloudskillsbo
ost.google/paths/280 
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Complete Your Session Evaluations

95

Complete a minimum of 4 session surveys and the Overall Event Survey to                  
claim a Cisco Live T-Shirt.  

Complete your surveys in the Cisco Live mobile app. 
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Continue 
your education

• Visit the Cisco Stand 
for related demos

• Book your one-on-one
Meet the Expert meeting

• Attend the interactive education 
with DevNet, Capture the Flag, 
and Walk-in Labs

• Visit the On-Demand Library 
for more sessions at 
www.CiscoLive.com/on-demand

96BRKCCT-2522

http://www.ciscolive.com/on-demand


Thank you
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