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Find this session in the Cisco Live Mobile App

Click “Join the Discussion”
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Enter messages/questions in the Webex space

How

Webex spaces will be moderated by the speaker until 14 November 2025.

1

2

3

4

https://ciscolive.ciscoevents.com/
ciscolivebot/#BRKCCT-2532



© 2025 Cisco and/or its affiliates. All rights reserved.

Agenda 01 Introduction

BRKCCT-2532

02 Agent desktop capabilities

03 Empowering agents with AI

04 Supervisor capabilities

05 Closing thoughts



© 2025 Cisco and/or its affiliates. All rights reserved.

Great CX Starts with Smarter Agents
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Where Do Agents Spend Their Time Today?

BRKCCT-2532

Form filling & 
record updates

Looking up 
information

Understanding 
customer context

Transfers / escalations 
/ consults

Post-call activities 
(ACW)

Wellbeing & self 
development 

15-20% 10–15% 10-15%

10-15% 2-5%10%

Agent Activities
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The AI Shift is Real – And it’s Fast

BRKCCT-2532

of organizations report using AI 
in at least one business function

AI isn’t coming. It’s here.

McKinsey & Company

From saved time 
to smart time.

78%
30-45%

McKinsey & Company

productivity gains to empower 
quality, creativity, and connection

AI saves agent’s time.

1/3
Up to

Gartner

reduction in interaction time by 
automating routine CX tasks
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An empowered agent 
is one that has robust 
tools, is enabled by 
AI, and has a 
supportive supervisor 

Exceptional Agent Experiences

The Human <> AI partnership

Strong leadership from the supervisor

BRKCCT-2532
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Customer

Agent

AI Agent Queue

Start Flow

Team

Self Service Queue Caller

C
h
a
n
n
e
l

Basic Flow

Webex Contact Center – Basic Interaction Flow

BRKCCT-2532
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1 Depends on the tenant Datacenter:
EU1 – United Kingdom
EU2 – Germany
US1 – United States
CA1 - Canada
JP1 – Japan
ANZ1 – Australia
SG1 - Singapore

https://desktop.wxcc-anz11.cisco.com/

Accessing Agent/Supervisor Desktop

BRKCCT-2532

https://desktop.wxcc-us12.cisco.com/
https://desktop.wxcc-us12.cisco.com/
https://desktop.wxcc-us12.cisco.com/
https://desktop.wxcc-us12.cisco.com/
https://desktop.wxcc-us12.cisco.com/
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Refreshed Agent Desktop – Modern, Intuitive Design

BRKCCT-2532
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Refreshed Agent Desktop – Modern, Intuitive Design
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Simplified Sign-in Experience
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Tasks List

Agent 
Interaction 
History

Call 
Associated 

Data and 
Interaction 

Control

Auxiliary 
Information
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CJDS Widget - Context-Rich Interactions via APIs

Listen from multiple data sources

Identify patterns in customer 
behavior

Analyze all customer data

Personalize the customer 
experience using data and insights

BRKCCT-2532
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All Channels, One Experience

BRKCCT-2532

Unified interaction handling 
across all agent assisted channels

Cherry-pick digital interactions 
and bulk assign to self

Transfer outbound digital 
interactions (SMS and Email) to 
queues or other 
agents/supervisors

Proactive chat - based on visitor 
behavior on the website
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Task Management – Cherry Pick, Preview, Bulk Accept

BRKCCT-2532
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Manage and Schedule Callbacks to Specific Customers

BRKCCT-2532

• Schedule a callback by collecting 
customer details and time 
preferences

• Assign the call back to yourself, a 
specific agent or any colleague 
that’s servicing the queue

• Manage the callback from the 
tasks pane
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And more..

Sync presence with your 
calling application

Native and flexible 
campaign experience

Collaborate with users 
across your organization

Enhanced Consult 
Experience

Personalised Agent 
Greetings

Agent Whisper 
Announcements

BRKCCT-2532
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An empowered agent 
is one that has robust 
tools, is enabled by 
AI, and has a 
supportive supervisor 

Exceptional Agent Experiences

The Human <> AI partnership

Strong leadership from the supervisor

BRKCCT-2532
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Enable AI Assistant

BRKCCT-2532

• AI Assistant add-on SKU (A-
FLEX-AI-ASST)

• Configure features in Control 
Hub

• Configure desktop layout & 
enable call recording.
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Update desktop layouts

BRKCCT-2532

• The AI Assistant is automatically enabled with 
the Global Desktop Layout.

• If you're using a Custom Layout, update your layout 
to include ai-assistant
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Pre-call Greeting

Customers

Agents

Dropped call 
summaries

AI Agent context 
transfer summary

Summaries

BRKCCT-2532
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Virtual Agent Transfer Summaries

BRKCCT-2532

• Summaries are accessible only 
during active interaction

• Virtual Agent transcript APIs are 
available currently.

• Summarises contact reason 
conversation flow.
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Dropped Call Summaries

BRKCCT-2532

• Call must last at least 30 seconds 
and end abnormally

• Customer callbacks within 24 hours 
using the same ANI

• Summary generated in ~60 seconds 
after drop

• Accessible only until the new call 
ends
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Pre-call Greeting Conversation

Customers

Agents

Dropped call 
summaries

AI Agent context 
transfer summary

Real time 
transcription

AI support at every touchpoint 

BRKCCT-2532

Suggested Responses
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Update desktop layouts

BRKCCT-2532

• Real-time transcription is automatically enabled with 
the Global Desktop Layout.

• If you're using a Custom Layout, update your layout to 
include RT_Transcript

• Add Start Media Stream directly after AgentAnswered 
event in flows

• Enable media streaming per queue using Global 
Variables and conditional logic in flow designer.
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Enable Real-time Transcriptions

BRKCCT-2532
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How Suggested Responses Work

BRKCCT-2532

Real-time transcriptionFor voice interactions, the conversation is transcribed in real-time. For digital interactions, text is captured.

Real-time transcription

For voice interactions, the conversation is 

transcribed in real-time. For digital 

interactions, text is captured. 

Interaction beginsA customer initiates a voice or digital interaction that is routed to an agent through a configured queue, or an agent initiates an outbound voice interaction.

Interaction begins

A customer initiates a voice or digital 

interaction that is routed to an agent through a 

configured queue, or an agent initiates an 

outbound voice interaction.

Agent receives suggestionsThe agent can click Get Suggestions button in their desktop, or suggestions may proactively appear based on the conversation context.

Agent receives suggestions

The agent can click Get Suggestions button 

in their desktop, or suggestions may 

proactively appear based on the conversation 

context.

Suggestions generatedThe AI Assistant skill generates relevant text suggestions for replies or proposes actions based on the customer's query.

Suggestions generated

The AI Assistant skill generates relevant text 

suggestions for replies or proposes actions 

based on the customer's query.

AI Assistant skill processesThe AI Assistant skill, linked to the specific queue and powered by its knowledge base and defined actions, analyzes the real-time conversation (transcript for voice, text for digital).

AI Assistant skill processes

The AI Assistant skill, linked to the specific 

queue and powered by its knowledge base 

and defined actions, analyzes the real-time 

conversation (transcript for voice, text for 

digital).

Agent reviews and actsThe agent reviews the suggestions and chooses to use them as-is, modify them, or execute the suggested actions.

Agent reviews and acts

The agent reviews the suggestions and 

chooses to use them as-is, modify them, or 

execute the suggested actions.



Let’s see building 
Suggested Responses in 
Action



Let’s see building 
Suggested Responses in 
Action
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Pre-call Greeting Conversation During call Post-call work

Customers

Agents

Dropped call 
summaries

AI Agent context 
transfer summary

Real time 
transcription

Suggested Responses

Wrap up summaries & 
wrap up codes

Consult/Transfer 
Summary

Agent Wellness Breaks

AI support at every touchpoint 

BRKCCT-2532



Let’s see Agent Wellness in 
Action
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An empowered agent 
is one that has robust 
tools, is enabled by 
AI, and has a 
supportive supervisor 

Exceptional Agent Experiences

The Human <> AI partnership

Strong leadership from the supervisor

BRKCCT-2532



Supervisor Desktop
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Supervisor Sign-in Options

BRKCCT-2532

Dual Role Agent & Supervisor role
• Supervisor
• Supervisor & Agent

Supervisor Only + Monitoring
• No Team assigned for agent capabilities 
• Supervisor gets no role selector
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Holistic queue performance and agent management

BRKCCT-2532

• Comprehensive queue performance 
metrics for all queue types with drill 
downs to specific interactions

• Monitor agent availability and current 
status to understand who can pick 
up the next interaction

• Customize the metrics based on 
your organizations SLAs
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Rich interaction details with interaction metadata and 
monitoring options

BRKCCT-2532

• Holistic interaction management of 
active, in-queue and completed 
interactions

• Rich filters to focus on interactions 
that matter

• Customize based on the KPIs that 
are relevant

• Auto CSAT helps you prioritize the 
interactions that need further 
attention
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Omnichannel interactions list with active, queued and 
completed interactions

BRKCCT-2532

• Holistic interaction management 
of active, in-queue and 
completed interactions

• Rich filters to focus on 
interactions that matter

• Customize based on the KPIs 
that are relevant

• Auto CSAT helps you prioritize 
the interactions that need further 
attention
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Reskill agents by adjusting skill profile of agents

BRKCCT-2532

Change the skill profile of the 
agent and map them to queues 
that might be understaffed



Supervisor AI Capabilities
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Pre-call Greeting Conversation During call Post-call work Post-call analytics

Admins/ Supervisors

Customers

Agents

Dropped call 
summaries

AI Agent context 
transfer summary

Auto CSATReal time 
transcription

Suggested Responses

Wrap up summaries & 
wrap up codes

Consult/Transfer 
Summary

Agent Wellness Breaks

Auto CSAT

BRKCCT-2532

Topic Analytics
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Auto CSAT

BRKCCT-2532

• You can enable or disable 
Auto CSAT feature directly 
from Control Hub

• Auto CSAT can be enabled 
for all agents or for 
individual agents.

• You can measure CSAT with 
Post-Call Surveys enabled 
through Experience 
Management or Custom 
Surveys in IVR Flows.
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Auto CSAT

BRKCCT-2532

• Report Path: 

• Stock Reports > Historical 
Reports > Agent Reports

• Can be accessed using 
Search API
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Topic Analytics

BRKCCT-2532

• Minimum 2000 recordings 
needed to create a collection.

• 7000 unique transcriptions 
are recommended for 
accuracy.

• Edit topics : Rename topics, 
merge topics, delete topics, 
and add new topics.
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Topic Analytics step-by-step

BRKCCT-2532

6
3

Select 
Recording 

files
Transcribe Redact

Contact 
Reason

Grouping De-duplicate
Topic 

Labelling

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



Closing thoughts
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Suggested Responses

Suggested Actions

Pre-call Summaries & Real-Time 

Transcription, CJDS

Mid-Call Summaries

Post-Call Summaries and Actions

Agent Wellbeing, Auto CSAT, 

Topic Analytics & Coaching 

Highlights

Optimizing every minute

Looking up information 15–20%

Form filling & record updates 10–15%

Understanding customer context 10–15%

Transfers / escalations / consults 10%

Post-call activities (ACW) 10–15%

Wellbeing & self development 2-5%

Agent activities AI assistance

BRKCCT-2532
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To stay relevant, companies must:

• Shifting from reactive 
service to proactive 
engagement

• Ensuring AI has the 
context to drive 
personalization & 
insights

• Using AI as a front 
door, to assist agents 
to deliver

• Pilot AI in targeted 
workflows, measure 
value, and scale fast

• Reimagine CX 
with AI at the 
core

• Invest in data 
and integration

• Empower your 
employees

• Start 
experimenting 
now

BRKCCT-2532



© 2025 Cisco and/or its affiliates. All rights reserved.

Webex Contact 
Center empowers 
agents and 
supervisors with 
robust tools, enabled 
by AI

Exceptional Agent Experiences

The Human <> AI partnership

Strong leadership from the supervisor

BRKCCT-2532
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Earn up to 800 points 
by completing all 
surveys and climb the 
Cisco Live Challenge 
leaderboard. 

Level up and earn 
exclusive prizes!

Complete your surveys 
in the Cisco Live 
Events app.

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

Complete your session evaluations

BRKCCT-2532
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Book your one-on-one 
Meet the Expert 
meeting

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

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

Visit the Cisco Stand for 
related demos

Continue your education

BRKCCT-2532

Contact me at: Webex (parjunan@cisco.com) or LinkedIn (@arjunanprasanna)

http://www.ciscolive.com/on-demand
http://www.ciscolive.com/on-demand
http://www.ciscolive.com/on-demand
http://www.ciscolive.com/on-demand
mailto:parjunan@cisco.com
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Webex Customer Experience at Cisco Live Melbourne

Session code Title Speaker Topics Runtime Timeslot

BRKCCT-1552 Managing customer 
Journeys end to end

Scott Osborne Overview of the platform, bite-sized 
chunks of other sessions

90 minutes Tuesday 8:30

BRKCCT-2532 Modernising Human 
Agent Experiences with 
AI Assistant

Prasanna 
Arjunan

AI Assistant
Agent/Supervisor Desktop updates

60 minutes Tuesday 345

BRKCCT-2559 Creating Proactive 
Customer Journeys

Purvi Bajaj Campaign Manager
Proactive Digital 

90 minutes Wednesday 8:30am

BRKCCT-2552 Designing Automated 
Customer Experiences 
with the new Webex AI 
Agent

Preetham 
Kademada

AI Agent deep dive 90 minutes Wednesday 1pm

BRKCCT-2532
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Webex Customer Experience at Cisco Live Melbourne 
(Advanced/hands-on)

Session code Title Speaker Topics Runtime Timeslot

TECCCT-2564 Building Modern Customer 
Experiences with Webex Contact 
Center

Shaun Robinson
Scott Osborne
Amy Ryan

Deep dive into designing, scoping and 
building AI-driven experiences with 
Webex Contact Center

4 hours Monday 2pm

BRKCCT-2556 Developing Customer Experience 
integrations

Rue Green Webhook triggered comms
Custom Nodes
Webex CC API/SDK usecases
Advanced JDS
Epic/SFDC/SNOW etc.

60 minutes Wednesday 
10:30am

BRKCCT-2557 Implementing automation using AI 
Agent and AI Assistant actions

Shaun Robinson AI Agent/Assistant Actions 
configuration – Flows, Instruction best 
practices

90 minutes Wednesday 
4:15pm

LTRCCT-2296 From Good to Great: Enhancing 
Customer Experience with the 
Webex Contact Center Flow 
Designer

Mayur Vyas Flow Designer best practices, 
advanced flow configuration, new 
capabilities

90 minutes Tuesday 
12:45pm

LTRCCT-2000 Hands-on AI in Action with Webex 
Contact Center: Enhancing Self-
Service, Agent Assistance & 
Customer Insights

Dominic Franklin 
Gonsalves

AI Agent with self-service
Human escalation of interactions
AI Assistant for self-service

90 minutes Thursday 
10:15am

BRKCCT-2532
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