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Let’s talk Cricket!
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Winning with 
Webex AI Agent

BRKCCT-2555

A Cricket Game Analogy
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Opponent Analysis: Cricket 

Strategy & Webex AI ROI

Like scoring runs efficiently against a tough bowling attack, Webex AI transforms challenges into 

competitive advantages.

The Cricket Playbook

Opponent Analysis: 
Meticulous study of 
batting weaknesses, 
bowling patterns, and 
fielding gaps.

Targeting 
Weaknesses: 
Bowlers exploit weak 
footwork; captains 
adjust to conditions.

Strategic 
Adjustments: 
Dynamic play based 
on real-time match 
flow to secure 
victory.

Unlocking ROI

Precision 
Assessment: Identify 
workflow bottlenecks, 
pain points, and 
collaboration gaps.

Targeted Solutions: 
Identify actionable 
insights for measurable 
ROI and efficiency 
gains.

Business 
Optimization: 
Transforms 
challenges into clear 
competitive 
advantages.
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The Cricket Pitch & Business Outcomes

Like scoring runs efficiently against a tough bowling attack, Webex AI transforms challenges into 

competitive advantages.

Fast Pitch

Pace bowlers dominate
Aggressive strategy needed

Spin-Friendly

Turn and grip matter
Technical precision wins

Balanced Surface

All-round capability
Adaptability is key

"Just as a well-prepared pitch enables high scores, Webex AI's seamless integration creates an environment for enhanced collaboration and measurable business growth."
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Optimizing for peak performance in any environment

Cricket Team Selection

A captain handpicks the 
ideal XI, balancing 
individual prowess with 
team synergy for victory.

Captain's Vision
Selecting the best 
XI players.

Specialized Skills
Batsmen, 
bowlers, wicket-
keepers.

Strategic Positioning
Based on pitch and 
opponent.

Deploying the right AI 
capabilities, 
precisely tailored to 
achieve business 
objectives.

Capability Mapping
Selecting the 
right AI functions.

Specific Functions
Automation, analytics, 
security.

Strategic Deployment

AI Agent Selection

Based on business 
needs and ROI.

Selecting Your Winning Team



Earn the Right!
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• Incoming call volume distribution, with cost per serve at $1/minute

“What is the status of my prescription?”

“I need to change where I can pickup my prescription”

“Why is my prescription delayed?”

“My pharmacy app keeps logging me out and won’t authenticate?”

“I don’t understand the instructions for my prescription?”

$60

$60

$80

$100

$100

Total cost to serve: $400

$1/minute

BRKCCT-2555

Use case: Pharmacy prescription
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C i s c o  s e c u r i t y

Developers & ecosystem
AI assistant for developers | BYO virtual agent

AI is embedded across everything we do

Proactive journeys
Campaign management

AI agent linking

Webex Connect

AI agents
Omnichannel, multimodal, & multilingual

Scripted & autonomous modes
Execute actions & fulfill intents

Webex Connect

Human agents
Summarization | Responses / answers
Wellbeing | Performance management

Webex Contact Center
Contact Center Enterprise

Customer experience foundation
Code generation | Insights & analytics

Webex platform
Noise removal | Prediction | Sentiment | Translation | Summarization



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

Use case: Pharmacy prescription

“Where is my prescription, why is it delayed?
$1.50

The fulfillment of your 

prescription has

been delayed.

Cost per serve:  $2/min → $0.05 

Calc: $0.05 x 30 = $1.50

Proactive 
journeys

Campaign management
AI agent linking

Outbound notifications and proactive messaging

BRKCCT-2555
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“Why is my prescription delayed?”
$10

Omnichannel, multilingual AI agents 

Autonomous and scripted modes

Fulfill with system integrations

Conversational automation

Call Duration: 3min → 2min

 Cost to serve: $3 → $0.30

Calc: $0.30 x 20 = $6.00

Use case: Pharmacy prescription

AI 
agents

Omnichannel, multimodal, & multilingual
Scripted & autonomous modes

Execute actions and fulfill intents

BRKCCT-2555
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Use case: Pharmacy prescription

“I don’t understand the instructions for my prescription.”
$70.70

AI agent transfer summary

Dropped call summary

Realtime transcription

Call duration: 10min → 7min 

Cost per serve: $10 → $7.07

Calc: $7.07 x 10 = $70.70

Human
agents

Summarization
Responses / answers

Wellbeing
Performance management

Wrap-up summary

Consult transfer summary

Suggested responses

BRKCCT-2555
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An AI assistant
that wraps up calls

An AI assistant
that suggests responses

BRKCCT-2555
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Use case: Pharmacy prescription

$60

$60

$80

$100

$100

Total cost 

to serve: $400

$1.50

$6

$23.2

$46.4

$70.70

Total cost to 

serve: $147.80

NEW Incoming call volume distribution, with cost per serve at $1/minute
BRKCCT-2555
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86.8%

Cost
reduction

12 
days

Payback

Containment
rate

50%

100%
More 
clinical time

More 
interactions50%

$52k 
per day

Savings

BRKCCT-2555
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Earn the Right !
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Webex AI Agent Introduction!
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Webex AI Agent

BRKCCT-2555

Powering human-like interactions across 
voice and digital channels

Omnichannel, multilingual AI agents 

Autonomous and scripted modes

Fulfill with system integrations

Integrate with contact centers

9 languages supported
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• Create and Manage AI Agents

• Create Knowledgebases

• Set Up Guardrails, Actions and 
Scripts

• Languages

• Preview

Webex AI Agent Studio
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Technical Differences

Scripted Autonomous

Training • Needs training data – the more, the better • No training – only instructions & examples

Inference • Classical ML algos for intent classification • Taken care of by the LLM

Slot filling • NLU frameworks • Taken care of by the LLM

State & context 
management

• Highly reliant on developer • Shared by app framework + LLM

Responses • Pre-defined by the developer • Generated by the LLM at runtime

Scripted Autonomous

Benefits • Higher control
• Cheaper to run
• Faster at runtime

• Faster and easier to build
• Very natural IX
• Scope changes are easier

Drawbacks • Effort intensive to build
• Brittle and rigid IX

• Slower and more expensive
• Lower control, hallucinations, etc
• Lack of high explainability

Practical differences
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Technical Differences



Scripted AI Agent!
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What the customer wants What details to collect How to respond 

Scripted AI Agent Configuration



Use Case: 
Company ABC123
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Scripted AI Agent Voice Flow
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Errored Scripted 
AI Agent

Flow Conditions

✓ Errored Scripted AI Agent Voice should 
overflow to WxCC Flow IVR.

✓ Default Language is English. User can 
change the language any time.

Scripted AI Agent Voice - Conditions



© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2555

Hello, Thank you for calling 
Company ABC123. How can I help 
you?

Welcome Message

Spanish

The language will be changed into 
Spanish 

Intent: Spanish

ES_Language Change

Scripted AI Agent Voice – Change Language
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Event Name - String
Event Data   – JSON

Scripted AI Agent Voice – Change Language
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Scripted AI Agent Voice – Change Language
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Scripted AI Agent Voice – Change Language
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Scripted AI Agent Configuration - Language
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Scripted AI Agent Configuration - Language
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Can you help me with tracking my package?

Hello, Thank you for calling Company 
ABC123. How can I help you?

Track Shipment

Welcome Message

Context Exit
Confirm

Yes

The tracking number you entered is, 
${entity.TrackNo} .
Is this correct? Confirmation-

Yes

Confirm Tracking 
Number

Context Entry
Confirm

Please wait while I check the status 
of the tracking for you.

Check Shipment 
Status

Please enter the 
9-digit tracking 
number

askTrackingNumSlot
Entity: TrackNo

2

Your package is ${eventStore.status} 
at ${eventStore.scheduled} . Is there 
anything else I can help you with?

Provide TrackingDetails

Scripted AI Agent Voice – Shipment Order Status
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Scripted AI Agent Voice – Shipment Order Status
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Scripted AI Agent Voice – Shipment Order Status
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Scripted AI Agent Voice – Shipment Order Status
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Scripted AI Agent Voice – Shipment Order Status



© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2555

Scripted AI Agent Voice – Shipment Order Status
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Scripted AI Agent Voice – Shipment Order Status
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Scripted AI Agent Voice – Shipment Order Status
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Scripted AI Agent Voice – Shipment Order Status



Autonomous AI Agent!

© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2555



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

Give options and 
analyse 

Is enough content 
available to make a 

determination?

Is enough data 
available to 
execute?

Iterate 

BRKCCT-2555

Autonomous Agent
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Start from the 
beginning

Let’s Create One…
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Autonomous it is

Agent Selection
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Give it a resume

Detailed Instructions

Define AI Agent Personality
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Do’s

• Keep the goal short and concise.

• Focus on the overall function or purpose of the AI 
Agent.

• Consider the end result or benefit for the user.

• Use clear and concise language.

• Ensure the goal aligns with the actions and 
capabilities of the AI Agent.

Don’ts

• Don’t include specific details like dates or user 
information.

• Avoid mentioning particular actions or 
implementation methods.

• Don’t use technical jargon.

• Avoid long and complicated goal statements.

• Avoid using ambiguous or vague language.

Do’s and Don’ts when writing goals
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Define the 
Entity

Detailed 
Instructions

Point to the 
WxConnect 

Service/Flow 
to execute the 

action

Define Actions
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Create the action 
with AI Agent as 

the trigger

Please attend BRKCCT-
2557 Implementing 
automation using AI 
Agent and AI Assistant 
actions.

WxConnect as the Orchestrator
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Data returned to AI AgentData sent to AI Agent

Payload

Data Handling
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Boost the AI Agent with Knowledge
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Recommendations for managing the Knowledge Bases

BRKCCT-2555

• Keep it precise and tailored to the purpose of AI Agent

• Organize content logically. Use categories when creating the KB document in AI Agent studio.

• When uploading files, avoid any conflicting or duplicate information across documents.

• Check the quality of the document before uploading

• Split larger files into smaller if needed for better performance.

• Periodically review the knowledge and update whenever required.
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Preview AI Agent

BRKCCT-2555

• Preview allows you to test the AI Agent within the studio

• AI Agent preview provides mechanism to test using both 
voice and digital medium.

• Actions are executed as part of the preview testing.
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AI Agent responses to Users Intent

Sessions handed over as agent 
escalations

Analytics
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Troubleshooting
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Troubleshooting
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Troubleshooting
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Troubleshooting



Cisco’s AI Security Protocols 
& Guardrails Service!
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While AI unlocks new possibilities,
trust is not optional.

That’s why every agent we deploy 
is governed by

Cisco's Responsible AI framework
designed for real-world risk.
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Each feature powered by AI undergoes an 
AI Impact Assessment to ensure adherence to the framework
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This is not a one-time exercise, we take an
always-on approach with real-time and background monitoring.
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Every message is validated by three lines of defense 
within our secure AI Agent framework
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Together, these guardrails protect every exchange
between the user and LLM
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Rails available today
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Cisco Guardrails are built for enterprise trust 



Run-Time Visibility
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Building trust in AI systems starts with full visibility 
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We already monitor every stage of the AI Agent lifecycle
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Run-time intelligence available today 
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Pro-active notifications to alert admins of critical issues in real-time



Validating Guardrails at 
System-Level
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Planned system-level testing will further strengthen guardrails 
against evolving production threats.
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Together, these will give 
full-spectrum oversight of 
AI agent risk & reliability — 
protecting your AI agents 

before, during, and beyond 
deployment.



Roadmap
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Webex AI Agent

Actions
Proprietary systems

Ticketing

CRM

Knowledge

Documents & files

Knowledge connectors (URL 
Scrapping, SharePoint )

Historical conversations

BYO– data source

Context

Customer journey

Recent interactions 

Org policies & settingsInterop

MCP
A2A

Contact channels

An agentic and intelligent front door for the 
modern contact center
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A2A

Model Context 
Protocol (MCP)

Multimodality 

Function Calling (Tools 
integration)

Retrieval Augmented Generation 
(RAG)

LLM with Deep Language 
Understanding and Prompt Engineering 

Tech behind AI Agents
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Concierge Agent

(Webex AI Agent)

Infermedica Symptom Triage

A2A

Prebuilt Action

CJDS

Infinitus Insurance Verification

MCP

(Webex AI Agent)

Booking Agent

EPIC Integration

Transfer

Prebuilt Action

Engage via Contact Center
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Proactive Outreach Agent

(Webex AI Agent)

Medication Refill

MCP

Transfer

Human Agent

AI Assistant

MCP

WxCC MCP Server

Refer to the session 
recording BRKCCT-2556 
for more information on 
MCP/A2A

Proactive Engagement
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New Webex AI Agent Studio: AI Agent Configuration
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New Webex AI Agent Studio: Pre-Interaction
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New Webex AI Agent Studio: Mid-Interaction



© 2025 Cisco and/or its affiliates. All rights reserved. BRKCCT-2555

New Webex AI Agent Studio: Post-Interaction
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New Webex AI Agent Studio: Create a new transfer
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New Webex AI Agent Studio: Create a new consult
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New Webex AI Agent Studio: Create a new fulfillment
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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-2555
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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-2555

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


Thank you
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