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Safe Harbour statement

This presentation contains “forward-looking” statements that 
involve risks, uncertainties and assumptions. If the risks or 
uncertainties ever materialize or the assumptions prove incorrect, 
our results may differ materially from those expressed or implied 
by such forward-looking statements. All statements other than 
statements of historical fact could be deemed forward-looking, 
including, but not limited to, any projections of financial 
information; any statements about historical results that may 
suggest trends for our business; any statements of the plans, 
strategies, and objectives of management for future operations; 
any statements of expectation or belief regarding future events, 
technology developments, or enforceability of our intellectual 
property rights; and any statements of assumptions underlying 
any of the foregoing.

These statements are based on estimates and information 
available to us at the time of this presentation and are not 
guarantees of future performance. Actual results could differ 
materially from our current expectations as a results of many 
factors, including but not limited to: the unpredictable nature of 
our rapidly evolving market and quarterly fluctuations in our 
business; the effects of competition; and any adverse changes in 
our indirect channel relationships. These and other risks and 
uncertainties associated with our business are described in the 
company’s annual report on Form 10-K. The forward-looking 
statements in this presentation are made as of the date of the 
initial publication of this presentation, and we disclaim any 
obligation to update these statements at any time in the future.
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AI Agents in Contact Center

Rising And Evolving Demand Elastic Supply Constrained Supply

Customers Agents

AI Agents

Containment

Lower Handling Times

+

Contact Center
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People and People People and AI AI and AI

Future of Collaboration and Customer Experience
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Customer experience for the AI era 

Intelligent front door

Trusted & secure 
by design

Context driven 
orchestration

One experience. 
One platform.

One Cisco.

Open  |  Secure  |  Seamless

Extensible AI 
native platform
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AI Concierge for CX

One continuous 
conversation 
powered by context, 
data and AI memory.

Actions

Multi-agent 
orchestration

ONE 
Platform

The Intelligent Front Door
Hyper-personalized and Consistent experiences
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Persistent Intelligence
Organizational Complexity and Sophistication

General Availability Q4 CY26
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Integration Options
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3P Intelligence into Webex AI Agents

3P Tools
(MCP)

Contact Center Streaming 
Platform

(Universal Harness)

Webex AI Agent

Webex Contact 
Center

Webex Contact 
Center

Enterprise

3P Agents
(A2A)

3P LLM

1

2

3

MCP – 
Model Context Protocol

A2A – 
Agent-to-Agent Protocol

BYOLLM – Bring Your Own 
Large Language Model (LLM)
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Model Context Protocol

What is MCP?

• Standard way for models to access 
tools, data, and context

• Maintain secure, governed access 
to context

• Reuse the same integrations across 
multiple agents and models
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MCP Communication

Each tool has a different way of 
communicating (Different APIs)

Webex AI Agent Studio

MCP Host

MCP Server

MCP Client
Streamable 

HTTP 
Protocol

MCP Scanner

Powered by 
AI Defense
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Agent-to-Agent

Enables AI agents from 
different systems to 
communicate and work 
together.

Beta Q4 CY26 *

*Dates subject to change
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A2A Communication

Customer

Remote Agent

Remote Agent

Remote Agent

A2A Client

Webex AI Agent Studio

A2A Server

Agent Card

JSON agent metadata

A2A

A2A

A2A

Hosted On: 
/.well-known/agent-

card.json

Discovery
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Demo Overview

DEVNET-2763

Customer
Hospital 
AI Agent

Infermedica 
AI Agent

Infinitus 
MCP

Explains the problem

Requests Additional Info 
Requests Additional Info 

Provides Additional Info Provides Additional Info 

Sends ResponseSends Response

Requests for appointment 
booking Checks if the customer has valid insurance

Consults : Infermedica

Validates Insurance

Booking 
AI Agent

Transfers to Booking AI Agent

Requests Additional Info 

Provides Additional Info 

Completes Booking
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Bring Your Own LLM

Webex AI Agent 
manages media, state, 

and orchestration

while the external LLM handles 
reasoning and generation.

the enterprise fully controls 
which model drives 

responses.

but leveraging Webex’s media 
and compliance stack.

No native LLM 
involvement

Best for enterprises 
standardizing on a 

single LLM provider

Beta Q4 CY26 *

*Dates subject to change
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AI Engine Architecture

gRPC media stream 
(customer leg)

gRPC media stream 
(formulated response)

ASR

TTS
Turn Prediction 

Model

LLM

Standalone 
Query Generator 

Model

Interim Response Model

Guardrails

Webex AI Agent

Prompt 
Management

Knowledge Actions

AI Agent 
Settings

Preview
Debugging & 

Analytics

Webex Contact 
Center

Webex Contact 
Center

Enterprise

Contact Center Streaming 
Platform

(Universal Harness)

BYO LLM

AI Agent Studio

What customers can bring

What we provide
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Universal Harness

Webex Contact 
Center

Webex Contact 
Center

Enterprise

Contact Center Streaming 
Platform

(Universal Harness)

Webex AI Agent
Custom AI 

Agent
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Bring Your Own Virtual Agent 
(BYOVA)

Third party AI provider takes directly 
media as an input and returns the 
processed media back

Contact Center Streaming 
Platform

(Universal Harness)

Webex AI Agent
Custom AI

Agent

Webex Contact 
Center

Webex Contact 
Center

Enterprise
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In BYOVA

DEVNET-2763

gRPC media stream 
(customer leg)

gRPC media stream 
(formulated response)

Bring Your Own Virtual Agent

Webex Contact 
Center

Webex Contact 
Center

Enterprise

Contact Center Streaming 
Platform

(Universal Harness)
What customers can bring

What we provide
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Existing Connectors!

• AWS Lex, GECX connectors
https://github.com/webex/webex-byova-gateway-python/

• Dialogflow Connector (with WIF, oauth auth), GECX, Eleven Labs connectors
https://github.com/wxsd-sales/byova-connectors

Supported Connectors

• Dialogflow ES

• Dialogflow CX

• Gemini Enterprise CX (Beta)

Opensource Connectors

https://github.com/webex/webex-byova-gateway-python/
https://github.com/webex/webex-byova-gateway-python/
https://github.com/webex/webex-byova-gateway-python/
https://github.com/webex/webex-byova-gateway-python/
https://github.com/webex/webex-byova-gateway-python/
https://github.com/webex/webex-byova-gateway-python/
https://github.com/webex/webex-byova-gateway-python/
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AI Engine Architecture

gRPC media stream 
(customer leg)

gRPC media stream 
(formulated response)

ASR

TTS
Turn Prediction 

Model

LLM

Standalone 
Query Generator 

Model

Interim Response Model

Guardrails

Webex AI Agent

Prompt 
Management

Knowledge Actions

AI Agent 
Settings

Preview
Debugging & 

Analytics

Webex Contact 
Center

Webex Contact 
Center

Enterprise

Contact Center Streaming 
Platform

(Universal Harness)

AI Agent Studio

What customers can bring

What we provide



Dialog
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Unified customer & enterprise context for true customer centricity  

CX is evolving beyond the Contact Center

Marketing

Sales

Service

Partial 
customer 
view

Partial 
customer 
view

Partial 
customer 
view
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Unified customer & enterprise context for true customer centricity  

CX is evolving beyond the Contact Center

Marketing

Sales

Service

Partial 
customer 
view

Partial 
customer 
view

Partial 
customer 
view

Continuous 
relationship 

manger

Systems

Data

Teams

Channels

Agency
Self 

Learning

Long 
running 

execution
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Third party AI 
agent platforms

Webex AI Agent 
(AI Receptionist)

Webex AI Agent 
(AI Concierge)

CUSTOMER

Data and 
Context

Policies and 
procedures

Enterprise 
systems

DIALOG 

AI Agent 360 | Cisco Cloud Control

BRAND 

Relationship 
Context

One continuous relationship between 
the customer & brand

Rapid 
Onboarding

Self -
learning

Long - horizon 
agentic 

execution
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Webex AI Agent Platform

CHANNEL EDGE   •   VOICE   •   VIDEO   •   MESSAGING   •   DIGITAL

Cisco Voice Engine BYO Voice Engine

BYO

VA

DESIGN PLANE

AI Agent Studio
Studio UI Pack Builder Pack store

RUNTIME PLANE

Dialog

Journey Ledger

Durable Event 
Substrate

Agentic 
harness

+ journey 
runtime

Memory 
Adapter

Knowledge 
adapter

MCP Tool 
facade

Human Work 
Adapter

Evaluation     •     Security     •   Observability  

ENTERPRISE CONNECTIONS

Enterprise Tools

Enterprise knowledge

Cisco - provided models + 
BYO

Contact C enters

Systems of record

CONTROL  PLANE

AI Agent 360

Journey Context 
Store

Dialog

The breakthrough is not 
another agent. It’s a relationship 
orchestrator that makes agents 
enduring, intelligent, and 
accountable.

Beta Q1 CY27*

Model Router Token Metering

*Dates subject to change
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Pre-call Greeting Conversation During call Post-call work Post-call analytics

Supervisors

Dropped call 
summaries

AI Agent context 
transfer summary

Topic Analytics

Auto CSAT (voice) and 
Coaching Highlights

Real time 
transcription

Suggested Responses

Consult/Transfer 
Summary

Wrap up summaries & 
wrap up codes

Agent Wellness Breaks

Empowering agents & supervisors

Agents

Customers
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Augmenting agents to deliver better 
customer experiences and satisfaction

Cisco AI Assistant 

More productive and empathetic agents

Improved agent performance and 
management for supervisors

Better business outcomes for 
managers and leaders



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

AI Agent 360
Enhanced with AI Defense & Splunk

Test, secure, 
monitor, and optimize 
AI agents across the 
entire lifecycle.

Beta Q3 CY26
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CDW + CISCO

Not everyone wants to build the same set
At CDW, we start with the building blocks and snap on what you need, when you need it.

CONTROL HUB

CALLING

CONTACT CENTER

TRANSCRIPTION

POST-CALL SUMMARIZATION

CRM RECORD PUSH
A2A or API

AGENT ASSIST DROPPED CALL SUMMARIES

VIRTUAL AGENT

THE FOUNDATION

The heart and soul of every Webex 
deployment

THE CORE

Calling and Contact Center, managed from 
the same user interface

AI,  AT YOUR PACE

Start simple, then snap on more
as your needs evolve
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CDW + CISCO

Or… we architect
the full kit
You bring the blueprint. 
Our professional services 
team does the heavy lifting.

Brick by brick, 
or the fully designed kit — 
built your way.
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CDW + CISCO

Send the signal

Collaboration is just one corner 
of the city. CDW builds across 
the whole Cisco portfolio.



Thank you
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