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Customer Experience is the battleground

Customer experience is the new 
battleground. It’s where business is 

won or lost.
“

”



-

Experiences today continue to 
fall short of expectations 

1¹ The changing expectations of customer experience, The Futurum Group, February 2024.

Were very satisfied 
with their last customer 
service engagement.¹

25%
Have abandoned an 
interaction with customer 
service due to poor experience.¹

94%
CX leaders told Forrester that 
they are unable to prove the ROI 
of CX

54%
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Marketing
Engagement

Booking 
Confirmation

Contact
Center

Refunds

Activities

Updates

Digital
Check-In

Additional 
Purchases

Alerts

Booking
reminders

Re-Book
Campaign

Survey

Campaigns
& Messages

Visit
a store

Payment
Reminders

Input
Customer 

Acquisition

Output
Business 
Success

Customer Journey

Great CX is organizationally complex
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Customers Core business 
systems

Great CX is increasingly technically 
complex 

Complex IT
ecosystem

More 
communication

channels

Fragmented 
orchestration

Higher 
costs

Obscure 
data insights

Security 
threat
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AI is the enabler to unlock
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AI is the enabler to unlock



Natural dialogue coupled 
with ability to deliver 
empathy 

Accurate understanding 
of issue while also 
delivering hyper-
personalization 

Advancements in the industry driving a paradigm shift in CX

Ability to handle complex 
scenarios with 
sophisticated decision-
making abilities and 
automated actions 

ASR | TTS | Automation 

Powered by LLMs & Generative AI
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Organizations must from a contact center to a 
customer
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Customer initiated service

Disjointed multi-channel options

Disparate data

Agent Overload

Ticketing systems

Evolving beyond the status quo

From To

Anticipate customer needs

Build a 24/7, always-on front door 

Automate intent fulfillment 

Super-Agents

Actionable insights 



-

© 2025 Cisco and/or its affiliates. All rights reserved. 12

Our 
CX Center
portfolio

D E V E L O P E R S  &  E C O S Y S T E M  
Solutions Plus  |  OEM  | Developer Apps

C U S T O M E R  E X P E R I E N C E  F O U N D A T I O N
Integrations  |  Flows  |  Journey Data  |  Knowledge  |  Actions | Channels

W E B E X  P L A T F O R M
Ordering  |  Provisioning  Administration  |  Support  |  Billing  |  Security  |  AI

Human 
Agents

Proactive 
Journeys

AI 
Agents

Webex Connect Webex AI Agent AI Assistant for 
Webex Contact Center
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Proactive engagement for 
frictionless experiences

Proactive
customer journeys

Branded, verified messaging

Two-way communications

Appointment rescheduling 
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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

Contact Center | HR | IT | Sales | Service



-

© 2024 Cisco and/or its affiliates. All rights reserved. Cisco Confidential

Customer history

Suggested responses

Auto summary

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

AI Assistant
Empowering agents to become 
more productive and empathetic 






-

© 2024 Cisco and/or its affiliates. All rights reserved. Cisco Confidential

Continuous momentum with new features

Cisco AI Assistant for Webex Contact Center

Virtual agent context 
transfer summaries

Dropped call 
summaries

Suggested 
responsesTopic AnalyticsAutomatic

CSAT

Real-time 
Transcription

Agent 
Wellbeing

Wrap-up 
summaries

Consult/Transfer 
mid-call summaries

12 Additional Spoken Languages

Generally Available Coming Soon GA H2 25 

• Dutch
• French
• German
• Italian
• Spanish

• Hindi​
• Japanese​
• Korean​
• Polish​
• Portuguese

• Chinese, 
Mandarin 
(simplified)

• Chinese, 
Mandarin 
(traditional)
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A I  I S  E M B E D D E D  A C R O S S  E V E R Y T H I N G  W E  D O   

Proactive Journeys AI Agents Human Agents

Cloud | Private Instance | On-premises

Campaign Management
Video Generation
AI Agent linking

Summarization
Suggested Responses

Wellbeing
Coaching

Performance Management

WEBEX PLATFORM

Code Generation | Insights & Analytics | Noise Removal | Prediction | Sentiment | Translation | Summarization

Omnichannel, multimodal & 
multilingual 

Scripted & autonomous modes  
Execute actions and fulfil 

intents
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Delivering cohesive customer experiences 
Anticipate needs 24/7 front door Seamless handover Empathetic humans Data driven insights

AI

Proactive 
notification Self-service Handover to 

human agent
Agent 

engagement
Customer 

satisfaction
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Privacy, safety, and security first

19Session ID

WEBEX CUSTOMER EXPERIENCE

AI agents

Contact 
center

Integrations &
workflows

Input guardrails

Output Guardrails

Input

Output
Secure LLM 

proxy

LLMs



-

Preserving your 
trust with AI 
governance

Example of 22 Webex AI 
Transparency Technical 
Notes available from Cisco 
Trust Portal

Cisco
Responsible AI

Principles

Transparency

Fairness

Accountability

Reliability

Security

Privacy

https://trustportal.cisco.com/c/r/ctp/trust-portal.html?search_keyword=webex%20AI
https://trustportal.cisco.com/c/r/ctp/trust-portal.html?search_keyword=webex%20AI
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21

Enhance the customer 
experience with proactive, 
personalized communications. 
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Proactive
communications

Empathetic 
human engagement

Fast & Easy
self-service 

We know what customers expect
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But every customer is different

Time 

J O U R N E Y

Bot

In-person
Web / App

Email

Live Chat

Video

Phone

Phone

Email

Live Chat

Phone

Text
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Service Assurance 

Core 
business 
systems

Customers 

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

Seamless
Integrations

Workflow
Orchestration

Channel
Management

Conversational
AI

Intelligent Enterprise Control Center

RCS
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Cisco Confidential

25

RCS
Understand the new global messaging standard, Rich 
Communication Services (RCS).
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SMS is the most ubiquitous messaging channel

First SMS sent in 1992 
“Merry Christmas”

SMS still sent every day

Mobile Phones that can all receive 
SMS

A2P Messaging Market 
continuing to grow 



-
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But its open standard is being abused and 
fraud is on the rise

Projected Financial Losses to 
Spam Texts in 2021 
Source - RoboKiller 2021

Reported Financial Losses      
Per Scam Text                   
Source - FTC 2021

Projected Annual Increase 
of Losses   

Source – RoboKiller 2021

Have received a 
suspicious message

Source - Ofcom 2021

https://assets-global.website-files.com/625442b4613eaa38d6514c11/62711527a014363ccfd3cd1e_robokiller_mid_year_phone_report.pdf
https://public.tableau.com/app/profile/federal.trade.commission/viz/FraudReports/AgeFraud
https://assets-global.website-files.com/625442b4613eaa38d6514c11/62711527a014363ccfd3cd1e_robokiller_mid_year_phone_report.pdf
https://www.ofcom.org.uk/news-centre/2021/45-million-people-targeted-by-scams
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There's a new global 
messaging standard

Rich Communication Services (RCS) Business 
Messaging is now available on iPhones and 
iOS devices.

Now that Android and Apple devices can 
both receive RCS, richer messaging is the 
new standard.
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Engaging & helping people is difficult circumstances
Southwark (a burrough of London)

Increase in people choosing to engage

Increase in people choosing to pay 

Felt more reassured and better served
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Increase in engagement over 
email 

Trustpilot reviews now 5-star rating 

Uplift in campaign engagement

Tariff upsell campaign Reducing customer churn Trust Pilot review campaign

3030

Interactive customer journeys driving results

Smarty Mobile Phones
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SMS Branded Text

Our Branded Text solution converts your 
existing SMS messages into RCS 
branded messages. 

The result is a richer, new experience 
that is fully-branded, verified, and 
secure – all with zero technical change.

Your first step towards richer 
messaging

Introducing Branded Text
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Securing notifications with improvements across the spectrum

Branded Text 

BrandedVerifiedSecure
Each uplifted notification is 
delivered via an 
secure channel.

Secure from platform to 
handset

Business is verified during setup. 
Only your business can send 
messages as you.

Verified tick for enhanced  
customer trust

Delivered from your brand with 
named contact with your logo.

Standing out from any other 
notification on the customers 
device
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Zero technical change
Re-point your SMS feed and support us to register on the Rich channels, our product delivers the uplift.

SMS 
Stream

SMS

RCS
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SMS Branded Text RCS Business Messaging

Coverage All All Yes

Delivery Receipts Yes Yes Yes

Default inbox Yes Yes Yes

Read Receipts No Yes Yes

Alpha 2 way No Yes Yes

End 2 End Encryption* No Yes Yes

Verified No Yes Yes

Branded No Yes Yes

Interactive button replies No No Yes

Rich media cards No No Yes

Carousels No No Yes

GIFs No No Yes

Videos No No Yes

How does branded text measure up
Comparisons

*Available for Android devices. Not available on Apple devices at the launch of iOS 18, coming soon.



Julie Harrington– WxWFO Field Account Executive 

#CiscoConnect

WebexWFO
Workforce Optimization



Webex WFO Performance Suite

Conversational
Intelligence

Workforce
Management

Trusted Ally to Customers

Cloud Native | Unified WEM Suite | Cisco Platform Agnostic | Embedded AI-Powered Reporting 

100% WFO
When good enough is not good enough.

We Love Agents!
Employee Experience matters. 

For Human and AI Workforce
Maximize contact center performance.



Webex WFO
IMPROVING PERFORMANCE FOR AGENTS AND 

BOTS

Conversational Intelligence

Insights - Cross Application BI

Workforce Management

Forecasting & 

Scheduling

Real-time 

Adherence

Self 

Scheduling
Quality 

Management

Interaction 

Analytics

Bot 

Analytics

Omni-Channel Performance Excellence

Schedule Accurately

Improve your EX

Understand Performance 

Improve your CX 



• Customer & Agent Sentiment 
Separation: Clear visibility into 
individual sentiment within the Media 
Player.

• Track Sentiment Trends: Monitor 
sentiment evolution throughout 
conversations.

• Pinpoint Sentiment Changes: 
Identify key moments of sentiment shifts 
for deeper insights.

• Enhanced Searchability & 
Filtering: Quickly find interactions by 
sentiment with advanced filters.

Advanced Sentiment Analysis for Superior Insights



Auto QM - Customization Capabilities
Enable your businesses to revolutionize  

quality management, supercharge agent 
performance, and deliver exceptional 
customer outcomes with:

• Expanded Certified Question Library
• Intelligent Phrase-match Based Scoring
• Set Agent Performance Targets
• Bring Your Own Questions
• Additional Business Process Support



Interaction Summary
Leverage the power of AI to propel your contact center into the 
future

• Automate processes to save time 
and get enhance agent overall 
productivity. 

• Generate uniform and unbiased 
summaries, ensuring consistent 
content. 

• Holistic perspective of the entire 
interaction along with a 
comprehensive summary. 



Fast Track Bot Improvement with Bot Analytics

Automate

Ensure your bot is 
delivering automated 
resolutions
• Insights and data you 

need to automate 
more

• Zero in on what is 
causing downgrades 
in performance

Improve

Improve bot 
performance to meet 
business goals:
• Explore conversations 

from bot to live agent,
to identify what works 
and what doesn't

• See overall 
performance or filter 
for channel, platform, 
or brand

Reduce Cost

See results in as little 
as 6 months:
• Identify and fix 

frustrating bot issues 
to ensure your 
chatbot is saving you 
money

• Track savings with 
clarity on cost per 
automated 
conversation







Thank you

#CiscoConnect


	AI Powered Customer Experiences 
	Slide Number 2
	Slide Number 3
	Experiences today continue to �fall short of expectations 
	Great CX is organizationally complex
	Great CX is increasingly technically complex 
	AI is the enabler to unlock�exceptional experiences
	AI is the enabler to unlock�exceptional experiences�BUT WHY NOW??
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Delivering cohesive customer experiences 
	Slide Number 19
	Preserving your trust with AI governance
	Enhance the customer experience with proactive, personalized communications. �
	We know what customers expect
	But every customer is different
	Slide Number 24
	RCS
	SMS is the most ubiquitous messaging channel
	But its open standard is being abused and fraud is on the rise�
	There's a new global messaging standard
	Southwark (a burrough of London)
	Slide Number 30
	Introducing Branded Text
	Branded Text 
	Slide Number 33
	Comparisons
	WebexWFO �	Workforce Optimization�        
	Slide Number 36
	Webex WFO
	Slide Number 38
	Auto QM - Customization Capabilities
	Interaction Summary
	Fast Track Bot Improvement with Bot Analytics
	Slide Number 42
	Slide Number 43
	Thank you

