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https://www.cisco.com/c/dam/en_us/about/doing_business/trust-center/docs/cisco-responsible-artificial-intelligence-principles.pdf
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The Traditional Contact Center is Changing
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The Problem Contact Centers Face

Customers

Agents

Rising & evolving demand Constrained supply

CX Center
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Create an AI Front Door

Customers Agents

Rising & evolving demand Constrained supply

Containment

Lower handling times

AI Agents

Elastic supply

+

AI Assistant

CX Center
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Delivering a fully connected journey
Across digital automation, self-service, and human engagement

Proactive 
notification

Self-service 
options

Contact Center agent desktop 
with full customer context 

Experience
survey

Handover to 
human agent

Digital automation and self-service Digital automationHuman engagement

Webex Platform
AI, Security, Manageability

Enterprise
collaboration
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An AI assistant that helps understand 
why customers are calling
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Topic analytics

Uncover why customers are 
calling for all calls

Develop AI agents, self-service 
tools, or workflows to better 
serve customers

Identify opportunities to improve 
resource planning and agent 
training
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How does topic analytics work?

Recordings Transcription Redaction
Contact 
reason

Clustering Deduplication
Topic model 

creation

Customer selects 

call recordings 

to be analysed

Recordings transcribed

using Cisco's ASR engine

Transcripts redacted

using Cisco's

ML powered redaction

service

Cisco's

finetuned LLM 

extracts the

Contact reason from the

transcript

Cisco's

ML powered clustering

service groups all the

similar contact reasons

in diversified clusters

Cisco's

ML powered deduplication

service merges

the duplicate clusters

Cisco's

LLM generates

a meaningful label

for each cluster
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Edit Topics
Allowing admins to tailor the analysis to better fit 
specific business needs or contexts – and better 
communicate reporting to stakeholders.

GA April 2025

Reporting in Analyzer
Empower more Contact Center employees to 
make data-driven decisions with access to Topic 
Analytics reporting

Coming August 2025

Topic analytics enhancements
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Proactive
Journeys

Human 
Agents

AI Assistant

AI 
Agents

DEVELOPER PLATFORM AND ECOSYSTEM INTEGRATIONS: 
SOLUTIONSPLUS | OEM | DEVELOPER APPS

Customer Experience Foundation

INTEGRATIONS | FLOWS | JOURNEY DATA | KNOWLEDGE | ACTIONS | CHANNELS

Webex Platform

ORDERING | PROVISIONING | ADMINISTRATION | SUPPORT | BILLING | SECURITY | AI

Customers

Knowledge/Task 
Worker

Business Systems

Your modern customer experience: a Cisco view
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An AI assistant 
that summarizes 
AI agent 
interactions
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An AI assistant 
that summarizes 
dropped calls
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An AI assistant 
that transcribes 
calls in real time
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Benefits of real-time transcription

Improved communication accuracy

Boosted agent efficiency

Elevated customer experiences

Training and quality assurance

Seamless integration

Minimizes risk of missing critical information

Eliminates note-taking, allowing agents to focus on conversations

Minimizes misunderstandings, fostering positive interactions

Provides dependable reference for coaching and compliance

Integrates effortlessly with existing systems
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An AI assistant 
that suggests 
real-time agent 
responses
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Empower agents with suggested responses

Faster resolutions

Consistent responses

Streamlined workflows

Improved agent experience

Scalable across contact center

Provides live coaching suggestions and automates actions

Ensures consistent, high-quality, and compliant experiences

Centralized management of knowledge, workflows, and skills

Speeds up onboarding and bridges knowledge gaps

Easily links to specific queues and agents to meet needs
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An AI assistant that cares about agent well-being

BRKSEC-1022
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Transcripts

Agent specific 
operational data

Cisco Agent Burnout 
Detection Model

Agent specific model

Regular training

Agent specific contact 
center stressors 

AI-powered agent burnout detection training

BRKSEC-1022

21



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

-

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

Cisco Agent Burnout 
Detection Model

Customer

Interaction Data Burnout score

Automatic actions – e.g. 
wellness breaks

AI-powered agent burnout 
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Benefits of agent wellbeing

Real-time insights

Improved wellbeing

Enhanced performance

Better CSAT scores

Reduced churn

Monitor stress for proactive support

Reduce stress and enhance performance

Boost efficiency and effectiveness

Increase customer satisfaction with happier agents

Prevent burnout and lower agent turnover
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• The following APIs will be published in 
our developer portal for customers and 
partners to leverage real-time and 
historical insights on Agents’ stress levels 
and build complimenting actions to avoid 
burnout and sustain performance. 

- Subscription API to receive real-time 
agent burnout scores

- Search API to receive current burnout 
level of agents

- Search API to receive historical burnout 
trends 

Agents Burnout Insights APIs 
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AI-powered CSAT prediction

for every interaction
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Measure the Impact
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Transcripts

Operational Data

Surveys

Cisco Auto CSAT 
AI Service 

Customer specific model

Regular training

AI-powered CSAT training
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Cisco Auto CSAT 
AI Service 

Customer Supervisors and Analysts

Interaction Data Auto CSAT 
score

AI-powered CSAT prediction
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Proactive Resolution

Address issues early by spotting dissatisfaction

Tailored Training

 Create custom programs based on agent data

Continuous Improvement

Refine service processes with CSAT insights

 Strategic Decisions

Guide strategy with data-driven insights

How can contact centers use AutoCSAT scores
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Auto CSAT reports

• Generate custom 
visualizations in 
analyzer

• Review CSAT in 
Supervisor 
desktop
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Proactive
Journeys

Human 
Agents

AI Assistant

AI 
Agents

DEVELOPER PLATFORM AND ECOSYSTEM INTEGRATIONS: 
SOLUTIONSPLUS | OEM | DEVELOPER APPS

Customer Experience Foundation

INTEGRATIONS | FLOWS | JOURNEY DATA | KNOWLEDGE | ACTIONS | CHANNELS

Webex Platform

ORDERING | PROVISIONING | ADMINISTRATION | SUPPORT | BILLING | SECURITY | AI

Customers

Knowledge/Task 
Worker

Business Systems

Your modern customer experience: a Cisco view
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Omnichannel, multilingual AI agents 

Autonomous and scripted modes

Fulfill with system integrations

Integrate with contact centers

9 languages supported

Easily build your own agent 

Webex AI Agent
Powering more human-like interactions 
across voice and digital channels
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What can Webex AI Agent do? 

Integrate seamlessly 

with your contact 

center workflows

Deliver true self-service 

with integrations and 

end-to-end fulfilment

Enable answering 

questions from 

enterprise knowledge 

bases

Leverage gen AI or use 

own training data with 

scripted responses

Build and manage 

multichannel and 

multilingual AI 

agents



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

-

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

Applying a safety and security first approach

WEBEX CUSTOMER EXPERIENCE

AI agents

Contact 
center

Integrations &
workflows

Input guardrails

Output Guardrails

Input

Output

Secure LLM 
proxy

LLMs

Cisco Trust Portal
AI Transparency Technical Note

https://trustportal.cisco.com/c/r/ctp/home.html
https://trustportal.cisco.com/c/r/ctp/trust-portal.html?search_keyword=contact%20center%20ai#/19445370048945010
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AI Agent

Build an AI Agent 
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AI Agent

Knowledge Base Content
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AI Agent

Preview
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Know what AI Agent is right for your use case

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

Considerations • Effort intensive to build
• Can appear stilted

• Higher cost
• Lower control, possibility of hallucinations, etc

Practical differences

Technical differences
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Continuous momentum with new features

Cisco AI Assistant for the Human Agent

Virtual agent context 
transfer summaries

Dropped call 
summaries

Suggested 
responses

Topic AnalyticsAutomatic
CSAT

Real-time 
Transcription

Agent 
Wellbeing

Wrap-up 
summaries

Consult/Transfer 
mid-call summaries

12 Additional Spoken Languages

Generally Available GA H2 25 

• Dutch

• French

• German

• Italian

• Spanish

• Hindi​

• Japanese​

• Korean​

• Polish​

• Portuguese

• Chinese, 

Mandarin 

(simplified)

• Chinese, 

Mandarin 

(traditional)
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AI 
Assistant

AI 
Agents

Making AI capabilities easy to buy and consume

Webex Customer Experience AI Offer Bundles

Two bundle packages: AI Agent and 
AI Assistant

Competitive pricing compared to major 
players in the market

Session-based usage (not seat count)

BRKSEC-1022 42
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Cisco AI Assistant

Cisco AI 
Assistant

$30
2,000 bundled minutes

or 1,000 digital 
messages

Cisco AI Assistant Includes:

• Realtime Transcription 
• Dropped call summary
• Virtual Agent transfer summary

• Agent Wellbeing Detection
• Agent Wellbeing Actions

• Auto CSAT
• Suggested Responses (5,000 

maximum)

• Realtime media streaming API 
• Realtime transcript API

• Topic Analysis

Cisco AI 
Agent

$100
bundled sessions

(4,800 units)

Cisco AI Agent Includes:

• Realtime Transcription 
• For every bundle, you get 4,800 units for: 

• Digital scripted session: 1 unit used

• Voice scripted session: 4 units used
• Digital autonomous session: 24 units used

• Voice autonomous session: 24 units used

Digital session is up to 15 messages

Voice sessions are 2 minutes max increments
Mix & Match is possible
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Native AI Quality Management
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Webex Contact Center for Salesforce



Thank you to our sponsors!
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