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9:41 ol ¥ @
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Use C|SCO We beX App to Chat session will talk about the component at the
. . heart of these switches which is the ASIC. It
with the speaker after the session will also cover common attributes,

technologies, and features in the Catalyst
9000 Switches.
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w Join the Discussion

Notes

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

Enter your personal notes here
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ciscolivebot/#BRKCCT-2532
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Agenda Introduction
Agent desktop capabilities
Empowering agents with Al
Supervisor capabilities
Closing thoughts
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Great CX Starts with Smarter Agents

Personalization | Accuracy | Intelligent Engagements

TRk Rk
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Where Do Agents Spend Their Time Today?

Looking up Form filling & Understanding
information record updates customer context

Transfers / escalations Post-call activities Wellbeing & self
|/ consults (ACW) development

© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2532




The Al Shift is Real - And it’s Fast

Al isn’t coming. It’s here.

of organizations report using Al
in at least one business function

McKinsey & Company

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

Al saves agent’s time.

reduction in interaction time by
automating routine CX tasks

Gartner

BRKCCT-2532

From saved time
to smart time.

=

productivity gains to empower
quality, creativity, and connection

McKinsey & Company




3 one that has robust
ools, is enabled by

~ Al, and has a

~ supportive supervisor

The Human <> Al partnership

Strong leadership from the supervisor
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i ored agent

one that has robust
ols, is enabled by [
, and has a

sSupportive supervisor {

The Human <> Al partnership }

Strong leadership from the supervisor J
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Webex Contact Center - Basic Interaction Flow

) .
webex) Basic Flow

A

)

(I

B ‘[ Start Flow ] =

[_9 Al Agent ] % Queue » [:ﬂ-

Self Service Queue Caller

Customer O

CiscoLivel
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Accessing Agent/Supervisor Desktop

https://desktop.wxcc-anz1'.cisco.com/

"Depends on the tenant Datacenter:
EU1 - United Kingdom

EU2 - Germany

US1 - United States

CA1 - Canada

JP1 - Japan

ANZ1 - Australia

SG1 - Singapore
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Refreshed Agent Desktop - Modern, Intuitive Design

Py

co Webex Contact Center < O 0 w & (SAD © Not Available 38:31 v

@ My workspace 6
Dol m Queued Scheduled >

0 active interactions A

)

Let's get active

When you're available, any
interactions assigned to

you will appear here.

ol I 1l I h
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Refreshed Agent Desktop - Modern, Intuitive Design

+ Webex Contact Center

" 4
@ My workspace
Dol m Queued Scheduled

@ active interactions

)

Let's get active

When you're available, any
interactions assigned to

you will appear here.
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Simplified Sign-in Experience

Station Credentials

Select your telephony optio

(O Dial Number () Extension

© Desktop

Desktop allows to receive inbound calls and make outdial

calls through the internet.

Team

[ Prasanna_SG_Team

T

Remember My Credentials

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

BRKCCT-2532

Set your interaction preferences

Your team

[ Prasanna_SG_Team X VJ

Handle calls using €®

[ Extension v ]
Extension
[ 2001 x v]

[ ] Don't show this again €

Sign Out Save & Continue

]
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Horizontal Header
N

G Webex Contact Center

‘) My workspace [+ Call

' A m Queued  Scheduled > Associated
1 active interaction " Data and
Interaction

+6581573756 Control

prasanna_voice_queue - 01:3

Auxiliary

Information

| -
(©
a8
c
9
)
©
=
>
©
Z

Agent

Interaction
History

3
®
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+6581573756

L 01:38

Phone Number +6581573756
Queue prasanna_voice_queue

Last Name Arjunan

[ i ]
Customer Journey = IVR Transcript = Live transcript (O Contact History *) Co-browse Console @ Symitar
Customer Journey Widget
Customer information c Filter By ( Q_ All x Time range ( All time
& Prasanna Arjunan a
X Check Order Status
s
16:
Contacts within last ten days 74 s nEtogress
ts within 24 hot 31 firstName Prasanna
lastName Arjunan
product DeskPro
expectedArrival 2025-08-08T08:49:42.034Z
phone +6581573756
lastUpdate 2025-08-08T08:49:42.034Z
currentArrival 2026-11-12T19:41:36.765Z
channelType IVR
paymentType Credit Card

\ $ L O O W

# Keypad 0 Mute 00 Hold ) Consult

DNIS +6560478482

First Name Prasanna

Digital Channel Deflection
16:13 WhatsApp

BRKCCT-2532

K,@ © Engaged

@ Pause Recording

Save
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CJDS Widget - Context-Rich Interactions via APIs

Co Webex Contact Center <L 0 0 w & (? O Engaged ~
& Customer Journey Widget
Nol

Lookup Identity | Q. parjunan@cisco.com

Customer information

Listen from multiple data sources

Page Visits within 2 hours Contacts within last ten days Contacts within 24 hours

£ Prasanna Arjunan Va
2 81 38

me @0
Q

Filter By ( C All < ) Time range | All time v

Identify patterns in customer
behavior

Today 23/10/2025

User Authenticated
@ 20:06 Verification Successful
I DUO A
lastChannel Al Agent
Analyze all customer data e
> lastUpdate 2025-10-23T11:30:00Z
H Digital Channel Deflection
Personalize the customer D ool
H S
experience using data and insights
) Page Visit

% 20:05 No Purchase

. Page Visit

" 20:05 No Purchase

Digital Channel Deflection
. 20:04 SMS
[t
& Check Order Status
@ ! 20:04 firstName: John, lastName: Doe, product: , expectedArrival: , phone: +6581573756, lastUpdate: , currentArrival: , channelType: IVR, taskld: b702127d-e1e3-4a04-89ee-5459cc145a49, paymentType: @
]
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ROD % ©® @ W O 1 © ®ma = Q B SatNovs 416PM

& Webex File Edit Format View History Messages Meetings&Calls Window Help
@ callinfo 0 60478482 U™ Webex Control Hub x > Flow Designer x ~ Flow Designer X UY prasanna_waba_v2 - workflc X U™ Webex Al Agent Studio X O Delete specific Personbyid X  +
25 studio.aiagent-sg1.cisco.com/beta/core/bot/68f8618744d938ab98ca386a/chat w ®? & © '\
+ AP_Webex_Active 2
o <> e Preview
Last Updated at 7 Nov, 25 by Prasanna Arjunan
2 .
%905 Configuration Sessions Refresh
o8 ) 8, Sessions Session ID: 4296927e-e940-4b99-bd7f-83cbff048422
4
() History Consumer ID: 90f1fce6-d478-4294-bc5a-10451a7ba2f7 « Interaction ID: 4c3ba2e5-795b-473b-b086-44867be6f860 « Total Messages: 15 G X
4 Last updated at: Nov 8 '25 4:16 PM
Analytics .
Search ) Agent handover |

Thanks for asking about that. Yes, all Webex Active products are absolutely

authentic. Every item is genuine, quality-checked, and sourced directly from verified

suppliers. If you have any other questions about our products, just let me know!

4:15:41 PM, Nov 8, 2025
Txn ID: 42¢34658-d368-4ede-99fd-41fa72334568
@  connectmetoan agent please
4:15:39 PM, Nov 8, 2025
MNO Sure thing, I'm here to help. Just to confirm, would you like me to transfer you to a
human agent now? If you prefer, I can also help you continue this conversation over
WhatsApp, which is usually faster and helps you avoid long hold times. Please let me
9 know how youd like to proceed.
WXYZ s 2
Select a transaction to see metadata associated
4:16:01 PM, Nov 8, 2025
# Txn ID: abdbd8ed-805d-49d3-8211-57a2c2763bb3 > 51
@ no just connect me to an agent
4:15:59 PM, Nov 8, 2025

Understood, thanks for letting me know. Fetching your identity details, please wait a
moment.

4:16:21 PM, Nov 8, 2025

Performing action "JDS_Identity"
&

Sure, let me transfer you to one of our experts now. Please hold on.

Q 4:16:23 PM, Nov 8, 2025 .

Performing action "Agent handover"




All Channels, One Experience

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

© 2025 Cisco and/or its affiliates. All rights reserved.
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@ 0

G * Webex Contact Center

e My workspace

Scheduled

7 active interactions

6581573756
prasanna_sms_queue - 25:29

Michael Littlefoot
ap_email_queue - 24:03

Prasanna
prasanna_chat_gueue - 23:36

Prasanna Arjunan

prasanna_whatsapp... ©22:29

Prasanna
prasanna_whatsapp... *11:42

Prasanna
asean_amb_q - 02:34

+6581573756

prasanna_voice_gqueue - 00:22

i

>

Prasanna )

o 02:34

s e
\\,5 Transferj \@ Conference

Customer  10/23/2025, 7:08 PM | Received
Hello

Customer  10/23/2025, 7:09 PM | Received

Form response

Name

Prasanna

Email Address

parjunan@cisco.com

Please select the appropriate service

Human-Agent

/@) System 10/23/2025,7:09 PM | Sent
Please wait while we connect you to the Human-Agent

LETE ¢

Write a message to Customer

/10000

BRKCCT-2532

VAN

B Send

Today 23/10/2025

%

Inbound Social ~ Ongoing

19:09 Queue: dd4384b4-8388-4926-8209-2ed3b1...

Tuesday 19/11/2024

B

Inbound Social
13:417 Wrap Up Reason: Sale

Wednesday 13/11/2024

B

Inbound Social

10:17 Queue: dd4384b4-8388-4926-8209-2ed3b1..

Inbound Social

09:19 Queue: dd4384b4-8388-4926-8209-2ed3b1...

]
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Q0 0 o L ? | © Engaged ~ §
Customer Journey = Live transcript Contact History More Tabs
. '
Customer Journey Widget (o U
Customer information c
£ Prasanna Arjunan a
Contacts within last ten days 1
Contacts within 24 hours 1
P I
Filter By F\Q All x:} Time range I\VAII time v:j



Task Management - Cherry Pick, Preview, Bulk Accept

' @+  Webex Contact Center < O 0O W l.? | © Not Available 03:30 / 03:37 | _po
e My workspace e : B
Samantha Lee (& Assign tome ) Customer Journey ~ = Live transcript  (© Contact History More Tabs
Dol Active Scheduled Clos B o122
Contact History il
N 7 queued interactions & = -
[3 24/10/2025
Queue was last updated at 11:21
® AM. Refresh? C Loving the new Flow Runner — amazing comfort! SBriEe STAD AR
[£] . . Prasanna Arjunan « ap_email_channel D 00:14
parjunan@cisco.com X
9 Tony Stark 24/10/2025, 11:20 | Received 23/10/2025
M) ail_queue - 04:38
ap_t?m hqy u’ @ 5 Subject: Loving the new Flow Runner — amazing comfort! :
= Subject: Haven't received my ... ) ) s Enauiry 06:47 PM
from: panunan@clsco.cony Prasanna Arjunan « ap_email_channel © 01:27:07
Melissa Koh Sent: Friday 24 October 2025 at 11:20
& ap_email_queue - 03:32 To: webexccadm@gmail.com = Service 04:14 PM
Subject: Received the wrong ... Hey Webex Sneakers team, Prasanna Arjunan « ap_email_channel © 01:08
Kenji Sato Just wanted to say I'm super impressed with the new Flow Runner. The fit is perfect, and the cushioning feels o Service 9411 PM
] ap_email_queue - 02:50 incredible during my runs. Prasanna Arjunan « prasanna_chat_ep ® 01:25
Subject: My Webex Sneakers ...
< Great job on this release — easily the best pair I've owned in years. Keep it up! o) VA 04:10.EM
Lydia Ong N/A « prasanna_chat_ep D 00:00
&4 ap_email_queue - 02:21 Cheers,
& = N/A 04:01 PM
Subject: Request for refund - ... Samantha Lee 8 / =
N/A « prasanna_chat_ep © 00:00
= f - Jamal Nasrl . Reply AlL) (=2 Forward /‘ - Service 04:00 PM
e | - ap_email_qu... - Wait ti... 00:56 M Prasanna Arjunan « ap_email_channel ®orm
$ Su... Unable to reset passwor...
i 04:00 PM
< = Service
Pras A . ap_ l_channel © 00:57
n ! In(eraction ID: ANI: rasanna Arjunan ap_email_channe!
$ 2¢15¢3c3-b36f-4a2... O parjunan@cisco.com 0 = Service 03:53 PM
Prasanna Arjunan « ap_email_channel © 01113
. DNIS: Created on:
N
- ap_email_channel 24/10/2025, 11:20:43 O 21/10/2025
<
Entry point: Queue: = Savings Accounts 05:26 PM
ap_email_channel ap_email_queue Prasanna Arjunan « ap_email_channel © 04:51
* =
05:26 PM
C"’ Skill(s): Contact priority: = koans ) >
Prasanna Arjunan « ap_email_channel ® 05117
@ = 10
- Insurance 05:22 PM

]
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Cc 25 desktop.wxcc-sgl.cisco.com

, .
G Webex Contact Center < O 0 w & ISP [ © 15 Minutes Break 03:05 \/ | ,b’o

e My workspace 6
0ol Queued Scheduled >

0 active interactions X

([ T 2 o R =

[ 1]
om

)

Let's get active

When you're available, any
interactions assigned to
you will appear here.



Manage and Schedule Callbacks to Specific Customers

Webex Contact Center < 0 0 w & fje O Engaged v
@ My workspace '
Prasanna & Transfer ) ( & Conference ) Customer Journey Live transcript (O Contact History More Tabs
0ol m Queued Scheduled Clot ® 0107 -

Customer Journey Widget v

1 active interaction i Schedule a callback - X

» Schedule a callback by collecting
customer details and time

Phone number (required) Customer information &)

B Prasanna
Prasanna Hi there
prasanna_chat_queue - 01:06

[[ Phone number (required) J] & Prasanna Arjunan &

[ S T S

P Customer name (required)
refe rences B Enter customer name Contact a3
Hil Welcome to Webex
tact 51
Select date and time €
- Name
Date (required)
« Assign the call back to yourself, a s Py (@ T
@ Select date
.
Today 24/10/2025
specific agent or any colleague y
partnan@cisco.coll "y MM | - HH MM Call transferred to Agent
that’ iCi th ® A
11:33 Chat Escalati
a S Se er C I n g e q u e u e Customer time zone (required) s
System 102412025, 1:32| ([ P—— > son Call transferred to Agent
Welcome to Webex Bank z channelbreakout Human Agent
The highlights the customer's
« Manage the callback from the s .
what can you do? © Any available agent with Webex Bank, discussing the
ta S kS a n e POy~ s necessary requirements such as a valid
p B ) h © Myseif MyKad, mobile number, email, and nitial
SO0 010 YN 8 ) A specific agent deposit from another bank, while clarifying
new device registration, that there is no minimum balance
seivices. How can:lasel} Queue name (required) requirement but an Initial deposit must be
— a made within 30 days to avoid account
how.do I open a savings ct queue D closure; the customer also inquired about
the need for branch visits for identity
System 10 5,1:32|  cauback reason verification and activation, and the bot
offered to connect the customer to a
® © ¢ Briefly describe the reason for this callback P human agent if requested
- 1 me 196 anna lastchannel chat
L% status Completed
@ 00/250
Cancel Schedule
]
© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2532 CIsco



Cc 25 desktop.wxcc-sgl.cisco.com

G «  Webex Contact Center <2 O 0 w & dD

6 My workspace o
Dol <  Queued Closed

0 scheduled interactions 0 ( +6588793179
\__

(0 15 Minutes Break 02:40 v ] ~§0

Schedule a callback - X

Phone number (required)

Customer name (required)

L Prasanna Arjunan

Select date and time €

Date (required)

m e B o>

| @ 2025/11/22

om

Call between (required)

| 10 |:| 30 | - | M 30

Customer time zone (required)

/

| Q (GMT+8:00) Asia/Singapore x ‘ v

Assign to
(O Any available agent

O Myself

(O A specific agent

There are no scheduled callbacks
Queue name (required)

| Q_ prasanna_voice_queue X ‘ v

Callback reason

Update on CAS1234

17/250

Cancel Schedule



And more..

@ © © Engeged
414044247260
¥ om =
“ -
Queve Assintance Ragured
ssw
4085250500
«
Agers 0% Prone Number
ows. Quese
Rona Time. Assistance Roguired
Y ssw
VR Transcript

6 theve, how can | hekp you?

Enhanced Consult
Experience

Transfer Request

O Agent O Queue O Dial Number
() Entry Point © Organisation

[[ prasann
o Prasanna Arjunan (Admin}

4019

@ Prasanna Arjunan (AgentTwo)
Loamm

o Prasanna Arjunan (Supervisor)
.

4018

| Cancel ) © Transfer

Sync presence with your
calling application

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

@) Eenable Text-to-Speech

Add the ability to read dy

Upload an agent's Agent* Prasanna Arjunan (a.prasannacis..
personalized greeting = contain va
file ty variab le }). You can o
Audio file * ML to construct t e. If using SSML, Insert it inside the
<speak></speak> tags

@ Connector
) "
Prompts_LON_Quality_Ded.wav uploa - SetWhisperan L @ Cisco Cloud Text-to-Speech ~
) b

Replace file Sat Whisper .
Announcement Add one or more audio files or text-to-speech messages to play in

a sequence. @

Only .wav files are supported Error Handling 1 Text-to-Speech Message
Undefined Error ) This is a call from a priority customer with priority
Attribute tag (optional) ® vIP level {{ Priority }} @

Specify details such as language (EN for
English) or name (VIP for call queues) to
(Add Audio FiLe) CAdd Audio VariabLe)

make it more identifiable. Enter up to 80
Add Text-to-Speech Message

Personalised Agent Agent Whisper
Greetings Announcements

& Prasanna Arjunan &

QA & D A
D Myworkspace (-]
L o~ |
®

Prasanna Arjunan (Supervisor)

il haven't received any shipping upda
Messages

Come it QD

Selivery?

~

Collaborate with users Native and flexible
across your organization campaign experience

BRKCCT-2532

]
cisco



n empowerEd agent [ Exceptional Agent Experiences }
one that has robust

, and has a

supportive supervisor

{ Strong leadership from the supervisor J

CCCCC



Enable Al Assistant

= webex control Hub

Overview

Welcome to Webex! Let's get started

Add devices Get started with contact center

« Al Assistant SKU (A- -
FLEX-AI-ASST) - bin sy bl

« Configure features in ,' i

Go to Calling Go to Devices
View guide View quide

» Configure &
enable

ol I 1l I h
© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2532 CIsco



Update desktop layouts

1 v {
2 v Magent": {
3 "version": "0.1.0",
4 "appTitle": "Webex Contact Center",
5 "logo": "",
6 "stopNavigateOnAcceptTask": true,
7 "dragDropEnabled": true,
8 "notificationTimer": 5,
9 "maximumNotificationCount": 10,
10 "browserNotificationTimer": 5,
11 "wxmConfigured": false,
12 "taskPageIllustration": "",
« The Al Assistant is automatically enabled with ” gesktop il lustration-refresti’s true,
v "desktopChatApp":
the GIObaI DeSKtop Layout- 15 "webexConfj_gured": true
16 +
17 ~ "area": {
) ) 18 v "advancedHeader": [
JSON File * Please use the default desktop layout to customize your desktop. 19 5 -
28 > {m
292 1
293 > {m
« If you're using a Custom Layout, update your layout o > 1
to include ai-assistant 319 1,
320 v {
321 "comp": "ai-assistant"
322 1,
323 v {
324 "comp": "agentx-webex"
325 1,
326 v {
327 "comp": "agentx-outdial"
328 +

]
© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2532 CIsco



Summaries

Cisco Al Assistant x Cisco A Assistant

© Virtust sgent summary © Last cal ended strupsly 20 minutes sgo

Swp supgesnng | Sumearze 4 ' St0p soggessng | Summarn

Al Agent context Dropped call
transfer summary summaries

Pre-call Greeting

]
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O Virtual Agent Transfer Summaries

¢ © O O W L Qo © Engaged v "0

+B6581573756 (Q Mute ) (00 Hold.': 0 Consult.'f' .'..5 Transfer.; '.@ Pause Recor\ding.'_ (
@2 © 0034
AT
Phone Number +5581573756 DNIS +6560478482 Cisco AI Assistant - X
10:34 Queue prasanna_voice_queus First Name Frazanna

- Summaries are accessible only Lot Ak
during active interaction

o Virtual Agent transcript APIS are Customer Journey = IVRTranseript = Livetranscript (O ContactHistory (2] Co-browse Console @  Symitar
available currently.

O Here's the AT agent transfer summary

Virtual Agent  @1:56 P
° Su m marises Conta Ct reason @ Hey! Welcomelo:vehex Sneakers! How can 1 help you? ;:‘;:;‘:?0" for the call was checking on the status of

The call was handed off when the caller requested to

C 0 nve rsatio n fl OW . g Cusiomer G136 FM speak to a live human agent.

hey are there any current promaotions going
+ Caller inquired about current promotions at Wabex
Virtual Agent  @1:56 PM Sneakers.

Let me quickly fetch your details before I check for any current promotions. Please hold on for a moment.
+ Agent confirmed the engoing promotions for

o Virtual Agent  @1-56 PM sneakers and kids' shoes.

Hi Prazannal Thanks for waiting, Let me check if there are any current promotions available for you at Webex Sneakers. One moment, please.
+ Caller also confirmed the authenticity of products

Virtual Agent  @1:57 PM sold at Webex Sneakers.

I'm sorry, I didn't catch that. Could you please repeat what you said?

01:50PM « & G a

Customear  @1:57 PM

are there any current promations —
_ Get suggestions |

T — A

]
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® callinfo " 60478482 5] 00 Webex Partner Hub X QU Webex Control Hub X 00 Webex Al Agent Studio X Q0 connect QU connect

Cc 25 studio.aiagent-sgl.cisco.com/beta/core/bot/68f8618744d938ab98ca386a/chat w B 9 Qg

3 wxConnect 3 All Bookmarks

AP_Webex_Active
< e i L T IO , ®

Session ID: 23463cb9-06e5-4808-88b8-d12ec689b006

Consumer ID: e70a5685-049f-4535-8f11-e02464ed5ce@ « Interaction ID: 2e85eal7-de9d-485e-be@d-0bcd414ecdc8 «
Total Messages: 11
Last updated at: Nov 10 '25 11:40 PM

0

| Search

Thanks for asking! Right now, you can get twenty percent off
all activewear and fifteen percent off fitness accessories.
These discounts are applied automatically at checkout, so you
don't need a promo code. The offers are available for a limited
time, so, um, you might want to check our website for the
exact end dates. Let me know if you want more details or have
another question!

8

11:40:22 PM, Nov 10, 2%5
TUV

Txn ID: 5b0915cb-fb8f-4c99-9ddf-efb92b93c40f ] /[\ )
Select a transaction to see metadata associated
0 @ connect me to an agent please

11:40:19 PM, Nov 10, 2025

I'm here to help. Before I transfer you to a human agent, I
want to let you know that our digital queue on WhatsApp is
usually much faster and can help you avoid long hold times.
Would you like to continue the conversation over WhatsApp
instead?

11:40:53 PM, Nov 10, 2025




O Dropped Call Summaries

e Call must last at least 30 seconds

and end abnormally

e Customer callbacks within 24 hours

using the same ANI

« Summary generated in ~60 seconds

after drop

» Accessible only until the new call

ends

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

ict Center

'space (]

Queued Scheduled >

araction i

581573756
sanna_voice_queue - 00:18

+6581573756

L 0019

Phone Number +6581573756
Queue prasanna_voice_queue

Last Name Arjunan

Customer Journey = IVRTranscript = Live transcript

IVR Transcript

Virtual Agent  03:02 PM
Hey! Welcome to Webex Sneakers! How can I help you?

Customer  3:02 PM
hey are there any current promotions going

o Virtual Agent  03:02 PM

Um, right now you can get twenty-five percent off all winter-style sneakers, and there's also fifteen percent off all kids' shoes for a limited time. Tt
don't need a code. If you want more details or the exact end dates, you can check our website. Would you like info on anything else?

Customer 03:02 PM

and what are your refund refund policies like

@ VitualAgent 0302PM
Sure thing, just a moment.

@ VitualAgent 0302PM

@ Contact History

$ ¥ O 0 @ L l? O Engaged v \.’0
(-}

# Keypad 0 Mute 00 Hold ) Consult ) ( & Transfer ) [ @ Pause Recording ) X End
DNIS +6560478482 Cisco AI Assistant -0 X

First Name Prasanna

Co-browse Console @ Symitar

The customer’s last call ended unexpectedly. I've
prepared a summary for you.

Before proceeding, confirm the customer's identity for

security

+ The final issue discussed in the call was the
delayed delivery of an order.

« Call dropped when the agent was in the process
of transferring the caller to the procurement and
logistics team.

03:01PM « & (vl

O Here's the AI agent transfer summary

The reason for the call was to inquire about current
promotions.

The call was handed off when the caller requested to
be transferred to a human agent.

* Caller asked about current promotions including
discounts on specific styles and kids' shoes.

* Agent mentioned automatic discounts at
checkout without the need for a code.

0304PM « & @ 0

e rafund. natiow Iate vinis eatien eanakace sithin thirty daue Af mrshacn. ae lana ae thaviea unuiaen._in tha arininal naskaninn. and uaihaua tharm | Get suggestions )

BRKCCT-2532

1
I can make mistakes, so check my responses

]
cisco



60478482

(] 2% desktop.wxcc-sg1l.cisco.com

Webex Contact Center




0 Al support at every touchpoint

Cinco Al Assiatant

O Verify the customer

. W,
Suggested Responses
( )

P — . Clco M Asstant
IVRtranscript  Livetranscript  Label
© Virtual agent summary O Last call ended abruptly 20 minutes 3go e

@ May T have your name and account
number to get started?

Swp supgesnng | Sumearze St0p soggessng | Summarn

v"MLj
-/ Sure, it's Michael and 45392984,

Al Agent context
transfer summary

Dropped call Real time
summaries transcription

Pre-call Greeting Conversation

]
© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2532 CIsco



Update desktop layouts

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

JSON File * Please use the default desktop layout to customize your desktop.

+ Download default 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.

© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2532

336
337
338
339
340
341
342
343
344
345
346
347
348
349
350
351
352
353
354
355
356
357
358
359
360
361
362
363
364
365
366
367
368
369
370
371
372
373
374
375

"panel": {
"comp": "md-tabs",
“"attributes": {

i

"class": "widget-tabs"

"children": [

b

{
"comp": "md-tab",
"attributes": {
"slot": "tab",
"class": "widget-pane-tab"
}i
"children": [
{
"comp": "slot",
"attributes": {
"name": "RT_TRANSCRIPT_TAB"
}
}
]i
"visibility": "RT_TRANSCRIPT"
}l
{
"comp": "md-tab-panel",
"attributes": {
"slot": "panel",
"class": "widget-pane"
}J
"children": [
{
"comp": "slot",
"attributes": {
"name": "RT_TRANSCRIPT"
}
}
]i
"visibility": "RT_TRANSCRIPT"
}

]
cisco



Enable Real-time Transcriptions

Activities Subflows Functions & Main Flow 4 Event Flows @ Help Q, search Flow i o {C’)\} CLMEL25 X

Global Flow Properties

Event = AgentOffered
Call Handling s

General Settings ~
@& Play Message B preDial Flow Description
i Event Handler -
= Enter a Flow Description.
)g Queue Contact Event = PraDial
i=" Menu
. ot Sk OutboundCa... L %
&) Collect Digits ¥ Event Handlar ,
Event = OutboundCampaig.. 4 H
G Feedback Diagram Settings ~

]

Virtual Agent ContactAniUp... Curved Links € Click-to-connect €

Event Handler

S - s
Q@ Callback Event = ContactAniUpdated (x_ ) ShowLineGrid @
4 Screen Pop
& 3 Link Color @ Dark Gray AV
- < ) b CallbackFailed
£ Play Music Event Handler
Error Path Color Ri v
Event = CalibackFailed : s ' o
&~ Blind Transfer
Selection Color €% @ Dark Blue RV
Disconnect Contact
€ B 5 p) AgentAnswered
Event Handler
e ik Thickness €@ 20 px
Q Get Queue Info e A nsivee
@5 Feedback V2 Decryption Settings ~
% PheneContact... -
& Queue To Agent Event Handler (x ) Enable decryption
Event = PhoneContactEndec You car lonally allow decryption d activity vari
53" virual Agent v2 If enab! 1 view ¢
Q, Advanced Queue Info

g AgentDisconn...
Event Handler Variable Definition Yt

]
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How Suggested Responses Work

[ Interaction begins

A customer initiates a voice or digital

configured queue, or an agent initiates an
outbound voice interaction.

N

[ Agent reviews and acts

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

N

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

interaction that is routed to an agent through a

W

Real-time transcription

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

|

Suggestions generated

The Al Assistant skill generates relevant text
suggestions for replies or proposes actions
based on the customer's query.

(

BRKCCT-2532

[ Agent receives suggestions

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

-

[ Al Assistant skill processes

The Al 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).

N

]
cisco



-0 parjunan-aev.gith... e - 2 25 desktop.wxcc-sgl.cisco.com k s 9

a0 " WxCC Demo Home (™ Al Agent 3 All Bookmarks

@ Menu P

Webex Contact Center

Webex Contact Center 2 0O 0 o L‘P[. Available 04:27 v]

o)

m & B & B |

| Send a message I C | @

b s B |




U Webex Control Hub X

00 Webex Al Agent Studio X 4

25 studio.aiagent-sgl.cisco.com/beta/core/viewbots

Al agents

| Q_ Search by agent name

' = Filter by type

-

- J L = Filter by creator J

VIS_RHB_Demo
Autonomous
Updated on 9 Nov, 25

by mj.stephen+sg1

.'77 - VV\‘
( Preview )

VIS_RHB_Demo_BM
Autonomous
Updated on 9 Nov, 25

by mj.stephen+sg1l

A

CX Summit - Industry
| Autonomous

Updated on 8 Nov, 25

by joshuatan87+sg1

~
[ Preview )

CX Summit - Intent
| Autonomous
Updated on 6 Nov, 25
by joshuatan87+sg1

|

SN_HC_BOT
| Autonomous

Updated on 3 Nov, 25
by sniramon109+admin

prasanna_banking
Autonomous

Updated on 8 Nov, 25
by mj.stephen+sg1l

CX Summit - Event
Autonomous

Updated on 5 Nov, 25
by joshuatan87+sg1

Webex CX Assistant
Autonomous

Updated on 30 Oct, 25
by chilkuri.pavan

\

Vis_RHB_Demo_Mand
Autonomous
Updated on 9 Nov, 25
by mj.stephen+sg1l

2,
Preview )

Prasanna_WbxBnk_V1
Autonomous
Updated on 8 Nov, 25

by mj.stephen+sg1

( Preview )

(& Importagent )

Updated on 8 Nov, 25
by mj.stephen+sgl

AP_Webex_Active
Autonomous

Updated on 7 Nov, 25
by Prasanna A

SC_Banking_Bot

Autonomous

Updated on 4 Nov, 25
by cisco.shail@gmail.com

SC_Bank_Telesales_A...

Autonomous

Updated on 28 Oct, 25
by cisco.shail@gmail.com

(.'5 & Vanguard HR Bot

— Autonomous

Updated on 7 Nov, 25

Youngcle_Korean Test
Autonomous

Updated on 7 Nov, 25

All Bookmarks

+ Create agent

RHB_Suggested_V2
Autonomous

| Preview

by joshuatan87+sg1 by p148111+wxccsg
( Preview \ | Preview )
prasanna_test2 SN_Telecom_BOT
Autonomous Autonomous
Updated on 4 Nov, 25 Updated on 3 Nov, 25
by Prasanna A by sniramon1@9+admin
( Preview )
NG y
- KL_MY_KWSP_AIAgent KL_BCA
Al ' \ K:Vrsp
' Autonomous Autonomous

Updated on 28 Oct, 25
by webexccadm+2

Updated on 28 Oct, 25
by webexccadm+2




Al support at every touchpoint

Cisco Al Assistant
Cinco Al Assiatant
© Ready to pause and recharge?
O Verify the customer

Later R

IS

. W,
Suggested Responses Agent Wellness Breaks
( )

Clco M Asstant . Clco M Asstant —
IVRtranscript  Livetranscript  Label

© Virtust sgent summary © Last catl ended struptly 20 minutes 30

Q May T have your name and account
number to get started?

Swp supgesnng | Sumearze

St0p soggessng | Summarn

(VML]
" Sure, its Michael and 45392984,

Consult/Transfer Wrap up summaries &
Summary wrap up codes

Al Agent context
transfer summary

Dropped call Real time
summaries transcription

Pre-call Greeting Conversation During call Post-call work

]
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® callInfo 0 60478482 < 00:01 @] @ Webex Contact Center : Task X & 00001037 | Case | Salesforce X +

€ C 25 desktop.wxcc-sgl.cisco.com & E& 3 (I3 (3’)

&)
(]

99+
G + Webex Contact Center < O 0 w & ?[[O Available 00:44 v] \’.

e My workspace o
Dol m Queued Scheduled Clos

0 active interactions X

([ T 2 B P R

60478482
<
Let's get active
A When you're available, any
interactions assigned to
you will appear here.
— ~ ~ )
o) (=) ( ° = ®



h empowered agent [ Exceptional Agent Experiences }
one that has robust
ols, is enabled by [
, and has a

supportive supervisor

The Human <> Al partnership 1

Strong leadership from the supervisor

CCCCC






Supervisor Sign-in Options

Dual Role Agent & Supervisor role
* Supervisor
* Supervisor & Agent

Set your interaction preferences

Your role

[ Supervisor and Agent % J

Your team

" 7\
prasanna_team X ‘ N4

\& )

Handle calls using €

[ Desktop v J

@®© When working outside the corporate location, make sure
to update your current address in the Emergency service.
See help section.

[ ] Don't show this again €

© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2532

Supervisor Only + Monitoring
* No Team assigned for agent capabilities
» Supervisor gets no role selector

Set your interaction preferences

Your role

( Supervisor v J

Handle calls using €¥

[ Extension Y J
Extension
[ 101542 » \/J

[ ] Don't show this again €@

]
cisco



Holistic queue performance and agent management

Supervisor Desktop w QG a
(] Queues prasanna_email X
e 10 quaues = & Avg. wait time: 00:00:00 - Agent assigned by: Team € - Agent selection: Longest avallable €%
. prasanna_email

(4]

o Comprehen sive queue perfo rmance w Walting In the queus + 5 Queue overview &

Avg. wait time - 00:00

m etrl CS fo r a I I q u e u e types Wlth d rl I I @ & ;?:;T:T?:H::Srlmao \;.nlum in the queue €% gg.:n;g:ﬁalgc [i] ;g]:e;l;:ag;; in queue € ;.\\andonud interactions €

Avg. wait time - 00:00

downs to specific interactions i E &

& Waiting in the queue + 0
Avg. wait time + 00:00

©

Waiting in the queue

« Monitor agent availability and current dgoweaml
. Avg. wait time - 01:00:00 Customer ID Total contact duration Time in queue Actions

status to understand who can pick
up the next interaction - Hhink by ———— Py propr—

° Cu sto m ize th e m etri CS ba Sed O n Avg. wait time - 00:00 parjunan@cisco.com © 00:03:31 © 000117 View

tring_Outbound parjunan@cisco.com © 00:01:57 © 00:00:36 View
%, Waiting in the queue - 0

your organizations SLAs

[

Showing 5 of 5 interactions ( View all —
AbdulVoice_Q
L% Waiting in the queue - @
Avg. wait time - 00:00
Average handle time €& Available agents €% Idle agents €& RONA - Route on no answer @
prasanna_voice_queue_skill TIAfhe
% Waiting in the queue + @ 00:00:00 0 1 0
Avg, wat time « 00:00 ®
dfinnega_Email_Q
" & Waiting in the queue + @
[ Avg. wait time - 00:00 Queue performance details
@ tring Voice Queue
% Waiting in the queue « @ Agents  Queue data

]
© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2532 CIsco



Rich interaction details with interaction metadata and

monitoring options

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

e 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

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

Qe o

QD

il

e i

Supervisor Desktop

Interactions

Active Completed

5 interactions

Filtered by: ( Clear all

| Queue: Equals prasanna_email X |

=

]

]

(]

"Prasanna Arjunan (parjun...

prasanna_email - 29:48
Email subject: My Webex Sne.

"Prasanna Arjunan (parjuna...

prasanna_email + 30:29
Email subject: Received the w

"Prasanna Arjunan (parjuna...

prasanna_email - 32:26
Email subject: Sole peeling of

"Prasanna Arjunan (parjuna...

prasanna_email « 34:06
Email subject: Request for ref.

"Prasanna Arjunan (parjuna...

prasanna_email - 36:20
Email subject: Unable to reset

parjunan@cisco.com

=

"Prasanna Arjunan (parjunan)"

Interaction parked - 31:08

| @ Neutral (@) | Queue: prasanna_email

Conversation

My Webex Sneakers app won't sync with my shoes

Best Regards, your Cisco AI Bot

parjunan@cisco.com
25/10/2025, 19:26 | Received

Subject: My Webex Sneakers app won't sync with my shoes

From: parjunan@cisco.com

Sent: Saturday 25 October 2025 at 19:26

To: prasanna.rtms.us@gmail.com

Hi team,

| just got my Webex Pulse sneakers, but the companion app doesn't
seem to detect them when | try to pair via Bluetooth.

I've tried restarting both my phone (iPhone 15 Pro) and the shoes, but
it still says “No device found."

Any troubleshooting steps you can suggest?

Regards,
Kenji Sato

BRKCCT-2532

Interaction ID: 4dadb3ad-945e-4048-ba7d-284a88af1965

Additional Information

Customer Journey Interaction Data

Time metrics

Total contact duration:
Interaction Duration:
Hold duration:

Handle time:

Start time:

Wait time:

Wrap-up time:

Interaction details

Interaction ID:
Contact status:
Active participants:
Participants:
Transfers:

Wrap up reason:

Wrap up code:

Interaction flow

w@ea

00:31:08

00:31:08

25/10/2025, 19:29:51

00:29:48

4dadb3ad-945e-4048-ba7d-284a88af1965

Interaction parked

]
cisco



Omnichannel interactions list with active, queued and
completed interactions

Or o

Supervisor Desktop

Interactions

Queued Completed

17 interactions

Active

O 24/10/2025 - 25/10/2025 [ONNE -}

w@ea

Ya

- - . .
« Hol teract g t W .
olistic Interaction managemen Fators by: (GRRRRREITAITE) (e o1)
f active, i d ”
O a C Ive 4 I n q u e u e a n @ Customer ID = i Channel = H Start time = Queue E Agent = Auto CSAT 7 Total contactd.. = ! Wrap up reason = Actions
CO m p I eted I nte ra Ct I O n S i ksharpes@cisco.com ] 24/10/2025, 21:36:51 ksharpes_email o CeeDee Lamb © 00:21:26 General Inquiry View
18505598991 m 25/10/2025, 02:01:28 bmclella_SMS @ Barry McLellan © 03:0014 Complaint View
= -
d Rlc h fl Ite rS to fOC u S O n newsletter@etbfsi.com - 25/10/2025, 12:06:55 vigoabc_email © 01:00:06 View
i nte ra Ctl O n S th at m atte r- pecherny@cisco.com [ ] 24/10/2025, 21:32:56 © 00:06:03 View
pecherny@cisco.com ® 24/10/2025, 21:37:39 © 00:05:52 View
H 6107721280 24/10/2025, 22:52:37 Social Outdial Queue-1 Patty Premium © 00:14:25 Account Change View
« Customize based on the KPls - @ oy e :
wxce.ad.frdemo@gmail.... 9 24/10/2025, 23:41:55 © 00:05:30 View
th at a re re I eva nt 18255211638 m 24/10/2025, 20:34:54 bmclella_SMS © 00:20:07 View
.. kevmoore@cisco.com [ ] 25/10/2025, 00:37:01 kevmoore_LiveChat_Q 0 kevmoore Agent © 00:29:27 Financial Aid View
° AUto CSAT he I pS yo u p rl O rltlze example@example.com o 25/10/2025, 02:28:02 dfinnega_LiveChat Q o Patty Premium © 00:01:21 Billing View
th e i nte ra Ctio ns th at N eed fu rth er 12263762555 (s} 24/10/2025, 22:50:49 Social Outdial Queve-1 (@) bmelelia Agent © 00:10:34 Permit Status View
" example@example.com . 25/10/2025, 02:31:46 dfinnega_LiveChat_Q o Patty Premium © o001 Sales View
attention ‘ ,
16107721280 m 24/10/2025, 23:03:38 dfinnega_SMS_Q ° Patty Premium © 00:03:41 Billing View
+16107721280 m 24/10/2025, 22:51:20 Social Outdial Queue-1 ° Patty Premium © 00:00:53 Callback View
wxcc.ad.frdemo@gmail.... . 24/10/2025, 23:46:55 © 00:06:17 View
* wxcc.ad.frdemo@gmail... 24/10/2025, 23:50:59 © 00:0512 View
cs ®
@ dfinnega@cisco.com ] 24/10/2025, 22:33:04 dfinnega_Email_Q ° Patty Premium ©® 00:05:55 Callback View
]
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Reskill agents by adjusting skill profile of agents

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

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

Change skill profile

0 Nat Smith

Select profile

[ Multilingual support expert

%None%
Customer cummunication
Customer support specialist
Multilingual support expert
Technical support agent
Legal Specialist 2
ViU G UGt SUPPUI L BuLEall
Product knowledge Proficiency
Technical literacv Proficiencv 6

© Agent's skill profile last updated by Taylor on 12/06/2024, 11:45 AM

Review changes

]
cisco






) Auto CSAT

Cisco Al Assistant x
Cinco Al Assiatant Total interactions analyzed
© Ready to pause and recharge?

O Verify the customer

T

10.2k @ Analyzed for... 10,46
" @ Notanalyzed 4

Lot

O Updute CM | [ @ Verify profie. IS
. J . J
Suggested Responses Agent Wellness Breaks Topic Analytics
s " T By 4 p
Zm:::mwwm;v : IVRtranscript  Livetranscript  Label Zm::;mwmmmm o 0“@“_} é :'

e May I have your name and account
number to get started?

) (@) o = =
{ —/ Sure, it's Michael and 45392984, ) \ o - Yy
Al Agent context Dropped call Real time Consult/Transfer Wrap up summaries & Auto CSAT
transfer summary summaries transcription Summary wrap up codes

Pre-call Greeting Conversation During call Post-call work Post-call analytics

Customers

Admins/ Supervisors

]
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O Auto CSAT

* 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.

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

webeX Control Hub

DiomAL sETTINGS Cisco Al Assistant

Agent Wellbeing

USER MANAGEMENT

DESKTOP EXPERIENCE

| Al Assistant

Auto CSAT

TENANT SETTINGS

Seneral

Generated summaries

D Detect agent burnout

B Send weliness break reminders @

Agents

Advocate for your agents by preventing low productivity and boosting morale. Select all or individual agents to calculate their specific levels of burnout

© Allagents
Individual agents

Excluded idle codes

When detecting agent burnout, choose to exclude agent activities that aren't related to customer interactions.

5 idle codes excluded

Manage excluded idle codes

@) Autocsar

Agents
Select agents you want to include in Auto CSAT calculations.

© Allagents
Individual agents

Post-call survey data to train
Select post-call survey data that you want to use to train the Auto CSAT score model

Experience management o Global variable

SurveyResult ~

n Call drop summary

BRKCCT-2532

]
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C Auto CSAT

* Report Path:

» Stock Reports > Historical
Reports > Agent Reports

» Can be accessed using
Search API

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

C @ an

i Analyzer

s1.cisco.com/analyze

wivisualization

Auto CSAT
AbdulVoice_Q, BillL.. - All - All
Queue Name Team Name Agent Name Handle Time Average auto CSAT Max auto CSAT Min auto CSAT

~ AbdulVeice_Q (4) v Abdul_SFDC(1) Abdul Agent (1) 00:05:36 4.00 50 1.0
4 Abdul_Team (2) Abdul Agent (1) 06:11:54 2.55 50 10

Abdul Supervisor (1) 00:00:14 0.00 0o 00

~ hopkinsm_team (1) hopkinsm Agent (1) 00:00:48 0.00 0o 0.0

~ BillLVoicequeue (1) v billL_Team (1) wlaurain Agent (1) 52:00:23 3.69 5.0 1.0
v SC_Voice_Queue (3) v SC_Team_Advanced (2) grloh Agent (1) 21:33:3 131 50 10
shachour Agent (1) 07:28:49 1.98 50 10

v SC_Team_Basic(1) shachour Agent (1) 03:03:24 1.77 50 10

~ prasanna_voice_queu... (1) v prasanna_team (1) Prasanna Agent (1) 00:11:24 3.40 50 1.0
Summary 90:36:03 2.62 50 1.0

BRKCCT-2532

]
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O Topic Analytics

* 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.

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

webex Topic Analytics

Overview Topic Analytics Create collection
| Topic Analytics

Topic collection name Time initiated Date range status

QUICK LINKS
CLMEL_Topic_Collection 10/25/25, 19:18:01 04/01/2024 - 11/21/2024 In progress v}

Control Hub
Copy of JOEWON_SEPT2026_MOD 10/07/25, 12:59:22 06/01/2025 - 09/22/2025 Complete u}
JOEWON_SEPT2026_Mod 09/23/25, 01:07:04 06/01/2025 - 09/22/2025 Complete [u]
joewon_Sept2026 09/22/25, 23:57:56 06/01/2025 - 09/22/2025 Complete v}
edvill_Topics 09/06/25, 21:25:117 01/01/2025 - 09/06/2025 Complete s}
Reporting_Analysis 08/20/25, 00:04:46 04/01/2025 - 08/19/2025 Complete v}
SC_TP_AUG18 08/18/25, 16:56:51 08/19/2024 - 08/18/2025 Complete s}
meady_topic 07/29/25, 21:11:33 01/01/2025 - 07/29/2025 Complete u]
jercook-FY25H1-All 07/23/25, 03:40:17 01/01/2025 - 07/22/2025 Complete [u]
frepman_collection 07/22/25, 21:29:04 07/23/2024 - 07/22/2025 Complete s]
Bhargav_Demo_Topic_Analytics 06/27/25, 00:23:50 03/31/2025 - 06/26/2025 Complete O
Purvi_Analytics 06/26/25, 22:13:07 01/01/2025 - 06/26/2025 Complete v}
Cisco Air 06/03/25, 03:57:13 01/01/2025 - 06/02/2025 Complete u]
Carle_Health 05/22/25, 00:16:19 05/22/2024 - 05/21/2025 Complete 8]
Shadab New Collection (1Year) 05/05/25, 22:23:30 05/06/2024 - 05/05/2025 Complete [u]

]
BRKCCT-2532 cisco



Topic Analytics step-by-step

Resc:ecfdci; Transcribe Redact Contact Groupin De-duplicate Topic
files 9 ' Reason uping upli Labelling

| | |
| I |
| | |
| | |
| | |
| I |
| | |
| | |
°® ) ®
Transcripts redacted
using Webex

ML powered redaction

LLM generates
a meaningful label
for each cluster

Administrator selects
call recordings
to be analysed

ML powered clustering
service groups all the
Similar contact reasons

1
[

1

1

1

[

[

1

1
Webex :
1

[

1

1

1

[

1

1

service
In Diversified Clusters
¢ )
Finetuned LLM
Recordings are transcribed extracts the °
using Webex ASR engine Contact reason from the Webex L
. ML powered deduplication
transcript

service merges
the duplicate clusters

]
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Optimizing every minute

Agent activities

Looking up information

15-20%

Al assistance

--- nowledge request

Form filling & record updates

10-15%

Suggested Responses

Understanding customer context

10-15%

Suggested Actions

IVRtranscript _Live transeript _ Label

Pre-call Summaries & Real-Time
Transcription, CJDS

Mid-Call Summaries

O 00 |0 O

Transfers / escalations / consults 10%
Post-call activities (ACW) 10-15%
Wellbeing & self development 2-5% O

Post-Call Summaries and Actions

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

BRKCCT-2532

Agent Wellbeing, Auto CSAT,
Topic Analytics & Coaching
Highlights

o]
<iIsco



To stay relevant, companies must:

Reimagine CX
with Al at the
core

Shifting from reactive

service to proactive
engagement

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

Invest in data
and integration

Ensuring Al has the
context to drive
personalization &
insights

BRKCCT-2532

Empower your
employees

Using Al as a front
door, to assist agents
to deliver

2

JA—

Start
experimenting
now

Pilot Al in targeted

workflows, measure
value, and scale fast




enter empowers
igents and

.~ supervisors with

~ robust tools, enabled

by AI Strong leadership from the supervisor

The Human <> Al partnership
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Complete your session evaluations

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

2o
0®

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

NG

Level up and earn
exclusive prizes!

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

&

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

Contact me at:

© 2025 Cisco and/or its affiliates. All rights reserved.
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Visit the Cisco Stand for Book your one-on-one Attend the interactive Visit the On-Demand
related demos Meet the Expert education with Capture Library for more
meeting the Flag, and Walk-in sessions at
Labs www.CiscolLive.com/
on-demand
- J \_ VRN Y,

.com) or LinkedIn (@arjunanprasanna)
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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

Webex Customer Experience at Cisco Live Melbourne

BRKCCT-1552 Managing customer Scott Osborne Overview of the platform, bite-sized 90 minutes Tuesday 8:30
Journeys end to end chunks of other sessions

BRKCCT-2532 Modernising Human Prasanna Al Assistant 60 minutes Tuesday 345
Agent Experiences with Arjunan Agent/Supervisor Desktop updates
Al Assistant

BRKCCT-2559 Creating Proactive Purvi Bajaj Campaign Manager 90 minutes Wednesday 8:30am
Customer Journeys Proactive Digital

BRKCCT-2552 Designing Automated Preetham Al Agent deep dive 90 minutes Wednesday Tpm
Customer Experiences Kademada
with the new Webex Al
Agent

]
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Webex Customer Experience at Cisco Live Melbourne

(Advanced/hands-on)

TECCCT-2564

BRKCCT-2556

BRKCCT-2557

LTRCCT-2296

LTRCCT-2000

Building Modern Customer
Experiences with Webex Contact
Center

Developing Customer Experience
integrations

Implementing automation using Al
Agent and Al Assistant actions

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

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

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

Shaun Robinson
Scott Osborne
Amy Ryan

Rue Green

Shaun Robinson

Mayur Vyas

Dominic Franklin
Gonsalves

BRKCCT-2532

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

Webhook triggered comms
Custom Nodes

Webex CC API/SDK usecases
Advanced JDS
Epic/SFDC/SNOW etc.

Al Agent/Assistant Actions
configuration - Flows, Instruction best
practices

Flow Designer best practices,
advanced flow configuration, new
capabilities

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

4 hours

60 minutes

90 minutes

90 minutes

90 minutes

Monday 2pm

Wednesday
10:30am

Wednesday
4:15pm

Tuesday
12:45pm

Thursday
10:15am

]
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Thank you C1SCO Live !
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