CISCO Engage | Tech Day Milwaukee

The Intelligent Core of
Customer Experience Al

Human Agents, Al Assist, and the Modern Contact Center CISCO

John Arsenault
Account Executive | Customer Care | joarsena@cisco.com

Jeff Schwoerer
Solutions Architect | Customer Care | jschwoer@cisco.com



Enterprise-grade Calling
for Webex Contact Center

Customer Experience

f} (CCaa$S & CPaaS) °_'®

Webex Contact Center Webex Connect

> (/Q' Webex Calling \

UNMATCHED RELIABILITY GLOBALLY AVAILABLE FLEXIBLE DEPLOYMENTS ADMINISTRATION

99.999% SLA 195+ markets Dedicated Instance or Multi-tenant Control Hub

Site Survivability 20+ data centers Multiple PSTN options Troubleshooting / analytics
95% of global GDP Service numbers Role-based admin
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Multi-region customer: Regional media for Cloud Connected
PSTN

Locations in home region
can use all CCP providers
available in home region

New: locations in remote
region can now use

CCP providers available
in remote region

PSTN media traffic stays
within region if CCP provider
in remote region is used

webex



Flexible PSTN Options

Cisco Calling Plan Cloud Connected PSTN
Available in 19 countries Available in 70+ markets
Sold by Cisco Available through 40+ Certified Calling
Providers

Easily provisioned in Control Hub
Easy administration in Control Hub

Local Gateway

Available in 195+ markets
BYOC
Continue using existing provider

Support for third party SBCs



Contact Center
Eras are Cumulative

CLOUD ERA

IPT ERA

MULTICHANNEL ERA

IVR/CTI ERA

1970 1995 2000 2005 2010 2017 2024 +
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Managing customer interactions
IS increasingly complex

Dialogflow
Less business ’ ot
agility @freshworks

Core business

<> @ systems

Channels

Sycurio.

Obscure data 9T zendesk

insights
& Agile CRM




Webex Contact Center & Webex Connect

A central CPaaS platform for automating digital interactions at
scale, across the customer journey.
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Connected Intelligence

Building the workplace of today, for the workforce of tomorrow
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Context Drivenw
Orchestration
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Extensible Al
Native PIatformJ

Open | Secure | Seamless

Intelligent
Front Door
e )
Agentic Webex CX strategy
One Experience. One Platform. One Cisco.
- /
Powered by
One Cisco



Engaging with a brand should be like engaging with your favorite person

Customers want to...

@ © @ 3 O

Expect you to Be heard at any Never repeat Engage how Have their issues
know them hour themselves they want resolved fast

webexone»
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"You've been on hold
forever. How much
longer?"

AGENT DASHBOARD
SHIFT END: 17:00
CURRENT TIME: 16:54
QUEUE: @ WAITING
STATUS: AVAILABLE

4

4:54 PM

"It's Chuck Norris.
I'm afraid to ask."

ON HOLD

2:58:43
Caller: C. NORRIS
Queue: VIP DIRECT

. @



Bolstering our Al capabilities with acquisitions,
investments and strategic partnerships
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Al Partner Specialization Training for
“®: Paxata Channel Partners

S1B Investment Fund
Al Infrastructure and Al Software

All-new Partner 360 program built for
partners in the Al era



Background noise removal

: Stress
Without Anxiet
nxie
background y.
. Frustration
noise removal
Low CSAT
Burnout
Accuracy
WITH S
ectiveness
background

FCR
Higher CSAT
Confidence

Crystal clear audio

noise removal @
E
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Al Assistant and
Al Agent Offer Update

CCCCC



Al Offer Update

Initial Offer Details: Updated Offer Details:

* Englishonly * 52 languages

* 2-minute sessions — Al Agent * Per second metering for both

* Support for A2A & MCP

* 1-minute sessions — Al Assistant

afraln
cisco

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



Webex Al Agent
for Contact Center

Always on 24/7 self-service

Hi! How can we help you today?

Scripted or fully autonomous - voice & ,
| need flowers delivered tomorrow.

d |g|ta I | don’t know what they’re called.

Complex, multi-agent orchestration

No problem! Just tell me the look you
have in mind, and I'll find some great

Natural Language conversation options for you.

52 global languages

Enterprise grade security

webexone=



Technical Differences

Scripted Autonomous

=

p= il |
AL A

Lol e
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(® Cisco Al Assistant

Augmenting agents to deliver better O o L e i) (0 ) 2

customer experiences and satisfaction : o=

@ Michael Littlefoot said:

Cisco AI Assistant 4

Customer name: Mike Custol T see a charge of $523.45 that I didn't ma

Address: 11, W t vay d Frar A1 Memb

Contact origin: mail miketay ymail.co Produc O This might help you move ahead:
mgorey@gmail.com Email ID: mtay Suggested response
& Renewa « Acknowledge concern

« Assure investigation

Al Agent Transfer
Context Summary

Conversation

« Verify identity: mobile & DOB
Nat Smith

Identity verification
IVR transcript Live transcript

Account number
d morning
Drop call

summaries

ount number is

Real-time
- Auto CSAT score i
Transcription & .
: (voice)
Media APIs
Real-Time . _
. Topic analytics
Assist
Consult/Transfer Sentiment
summary Analysis (New)

webexone» 22




An agentic
platform for
delivering
exceptional
customer
experiences

Channels
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( Knowledge }
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Documents & files
Knowledge connectors
Historical conversations

BYO - data source

| Y,
(" A
Customer journey
< Context >— Recent interactions
Org policies & settings
N\ y,
(" A

crRm Ssalesforce
Ticketing Servicenow

Proprietary systems

Interop >—

A2A

MCP




It’s our job to help you deliver & delight, profitably

We help you...

. . Across all
But if a call is

h I
/ needed \ / channets \

Pre-emptive actions for Offer always-on Al Contextual hand-  To Human Agents with  Improve First Call Resolutic
zero call resolution Agents over Al Assistant time & NPS

N / P

& If a human agent is Which allows you
required to

webexone»



Cisco Solution: The fully connected journey

Across digital automation, self-service, and human engagement

sc ssistant - X
M o M E NTS o F Total interactions analyzed

and recharge?

I RU I H ) Analyzed for... 10,146

Notanalyzed 4

I Take a break

L]

Suggested Responses Agent Wellness Breaks Topic Analytics

IVR transcript Live transcript Laj

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

(ML)
=/ Sure, it's Michael and 45392984,

Al Agent context transfer Dropped call Real time transcription Consult/Transfer Wrap up summaries & Auto CSAT (voice) and Coaching
summary summaries Summary wrap up codes Highlights
Pre-call Greeting Conversation During call Post-call work Post-call analytics
[
g ¢

1 Customers .

6 N7 9 Al Agents

Human Agents

afraln
cisco
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Webex Al Quality Management

Solution overview

Evaluations

00%wowod |

Al-powered evaluation form designer Automated & human-assisted Agent performance insights for Al Agent performance  insights
interaction scoring supervisors

00:00:50
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Personalized coaching
Dashboard, reporting and analytics recommendations Sentiment Analysis Screen

recording

General Availability Q1 CY26 (26™ March) \ General Availability Q2 CY26 \

27



C ANNOUNCING )

Translation agent for Contact Center O earzonns

Conversations that feel local, yet global.

Dynamic translation for more human connection

Natural sounding, authentic conversations

Real-time translation

Instantly scale your talent pool without intensive multi-lingual
resource demands

Customer Agent
Native Spanish speaker Native English speaker

iBuen dia! > ( Good Morning! )

Unlock cost efficiencies by rethinking hiring and training (




Webex Control
H u b = webex Control Hub (Q semren ) 2o B

FaR T Webex Contact Center overview

Contact Center Get started guide

I'll do it later @

USER MANAGEMENT o
i = " Organization info
Current cycle agent license usage = Agent license
Org D (3

Billing cycle: April 15

Skill profiles L
Standard license overage Sun Alriine

Trial duration: 10

4 7 Standard license usage: 147 (3

Standard license purchased: 10!

Sk finiti

Premium license under usage

2 0 M Premium license usage: 8
unde

Premium license purchased: 100

Contact C

CUSTOMER EXPERIENCE

(3 Webchat

www.sunairline.com

Provides Administrators and Partners a single-entry
Recording: 6.8GB used View more

point to setup and manage customer configurations for SIS
prompts _ Quick links

a | | We beX W O r kl O a d S . g Total Recording B Active In Trash Legal hold
s 6.8n208 16 13 20

Activity Feed = Past6 months v
ngine
Kevin Smith created a site: test_site1.
th any mull multimedia profile.
AGENT EXPERIENCE
x Engage
Multime: gag
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