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The world we need to prepare for

Routing and Self Service

Agents and Supervisors

10% Al-led

Reporting and Analytics 90% Human-led

Backoffice and Admin
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Al Agents and Al Routing

Al Assistants

Al Analysts, GenAl
Dashboards

Al QM and WFO

Data and Knowledge
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Cisco’s CX Stack of the Future

> Agentic Experiences

Al in everything we do: routing,
reporting, quality and workforce
management.

Secure by Design *

Built for the enterprise with security
at the heart of the platform. The
best of One Cisco.

The Enterprise
CX Concierge

* Open Ecosystem

A BYO framework that ensures
customers can use what’s right for
them.

Best of CX *

Co-exist with enterprise tools;
MCP and A2A make Cisco the
anchor of customer experiences.

e
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CRM

Enterprise Concierge for [ -

servicenow

the modern contact |/

center | i

Documents & files
. // Knowledge connectors
= " O K BOWIBdge ) T Historical conversations
— \v‘ - o BYO- data source
> \
Customer journey
Context

@ - \\\ Recent interactions
o~ Org policies & settings

MCP A2A

e
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Cisco Customer Engagement Suite

Al ASSISTANT FOR DEVELOPERS | BYO Al )

Ve

@ 2

o O Omni- N Human

Patients S Channel Virtual Agen Assist with Al i
Customers <« —— > Front Door irtualiagents Assistants Business
Employees o Systems
=

Customer Engagement Foundation

D 0 ®

( ORCHESTRATION | INSIGHTS & ANALYTICS

Webex Platform

NOISE REMOVAL | PREDICTION | SENTIMENT | TRANSCRIPTION | TRANSLATION |
SUMMARIZATION

e
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Intelligent “Front Door”




659 CONVERSATIONAL Al AGENTS

The case for an Al front door

&) & \/ L)

Contact Center Sales & Service HR IT
* IVR replacement * 24/7 knowledge base + Employee onboarding » Ticket status & resolution
» Call deflection * Lead qualification * Benefits * Proactive upgrades
« Two-way notifications * Appointment booking * Open enrollment * Training reminders

Fast set up | Elastic scale | Instant service | Real-time resolution

e
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Automation: The Intelligent Front Door

Ve

P ( Opti-Channel Hyper-Personalized Predictive Proactive \

|= _ Engagement Automation Analysis Engagement
Intelligent

A

Front Door O/ {'\?\? ‘?‘-@ @ oﬂ?_T?o
\_ J

UY webex ko AI-POWERED WEBEX PLATFORM splunk >

:::::

CHOOME S

RNGA
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Al front door for contact centers

CONTACT CENTER

Rising & evolving demand Constrained supply

Customers Agents

0L LU L
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Al front door for contact centers

CONTACT CENTER

Rising & evolving demand Elastic supply Constrained supply

4 )

Containment

Lower handling times

Customers Al Agents Agents
- J

0L LU L
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Webex Al Agent and Assistant




| Omnichannel Al agents

| Autonomous and scripted
modes

WebeX AI Agent | Answer questions and take actions

Powering more human-like interactions

across voice and digital channels | Fulfill with system integrations

| Integrate with contact centers

0L LU L
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What can Webex Al Agent do?

@D e & 2

e —

Build and manage Leverage gen Al or use Enable answering Deliver true self-service Integrate seamlessly
multichannel and own training data with questions from enterprise with integrations and end- with your contact
multilingual Al agents scripted responses knowledge bases to-end fulfilment center workflows
\_ J U J L J U J U
( Webex customer experience ) .
Al agents @
Q 9 Input ' .
% Input guardrails
€ LLMs
O Output guardrails
utput
Secure LLM . ‘
proxy '
Integrations & ij_L—,f Contact
workflows W center
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e
Ccisco



Varying degrees of Al at your own pace

Scripted

@

Autonomous / generative

Agentic

© 2025 Cisco and/or its

affiliates. All rights reserved.

Autonomous learning, decisions, and control
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SOI Vi n g the [ Human interactions take all these for granted }
Hard Problems:

Delivering agentic disfluencies
experiences over speaking rate

voice at scale
[

iIntonation



The current standard for voice Al experience

Human-like Very conversational Free Flowing

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



The current standard for voice Al experience

Hallucinations No Enterprise Non-PSTN
Guardrails

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



The trilemma of enterprise voice Al experiences

Conversational experience @
)

= % Voice quality, turn taking, %
interruptions handling, etc.

Enterprise features

Security, guardrails, custom
knowledge, actions, contact
center integration, etc.

Can we get all
three?

N
- <)) Low latency % Telephony ~" At scale

o
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Delivering exceptional experiences over voice

Delivering these components over the
and with

Considerations

 PSTN RTT alone adds ~600ms latency

« Complex knowledge bases

» Fulfillment

* Guardrails and security landscape
* Compliance

U AL LD
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What does 1.3 sec look like?

What’s the process for
getting a refund for it?

Customer stops Ideal response
speaking time A
| )
~0.7s
Telephony = Telephony
@ latency ~0.2s latency

Speech to

,,_”t !Z(_{‘V‘ I

(streaming) 0s left for

N Response generation (0.6s+)

Text to speech (~0.3s)

© 2025 Cisco and/or its affiliates. All rights reserved.
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This hard problem needed innovative solutions

« Curated & fine-tuned “Al engines" optimized for experience

* Infrastructure to overcome spiky LLM latencies

* Multiple proprietary models & algorithms that

predict turn based on semantic signals (slow & fast modes)

continuously generate multiple variations of a response
while the customer is still speaking

detect voice activity locally
reframe customer query for maximum accuracy
inject the right knowledge & context with low latency

A

parallelize guardrail enforcement

and many more ...

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

The result?

Time to first audio latency as low as

On PSTN

With all enterprise features

At scale
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Al Assistant S ©

Empowering agents to become | Suggested responses
more productive and empathetic |
| Agent Wellbeing

N
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Al Assistant - empowering agents to become
more productive and empathetic

Context transfer

© 2025 Cisco a

Topic

summaries

Analytics

nd/or

its affiliates. All rights reserve:

Dropped call
summaries

Suggested
responses

Automatic
CSAT

Real Time
Transcription

Take a'break

Agent
Wellbeing

Wrap-up
summaries

Coaching

highlights

Consult/Transfer
mid-call summaries

Auto Wrap-up
Codes

13 Spoken
Languages

sl bl
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ort at every touchpoint

Cisco Al Assistant

Total interactions analyzed

© Ready to pause and recharge?

Analyzed for... 10,146

Notanalyzed 4

Later —le. a break

Suggested Responses Agent Wellness Breaks Topic Analytics

Siera Rowd. Long Lovg
fanciaco, CA 94001, U

IVR transcript Live transcript Label

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

Foa Bk | Cortir 60

~ =
Sure, it's Michael and 45392984,
Al Agent context Dropped call Real time Consult/Transfer Wrap up summaries & Auto CSAT (voice) and
transfer summary summaries transcription Summary wrap up codes Coaching Highlights

e
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CPaaS Orchestration




Orchestrating Knowledge and Engagement

>

Core &

. | @
Business 3
Systems | o
and S
Knowledge | 0
' »

Common
Orchestrationn Engine

Wl
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imi Digital Check In - workflow x  +

& 5 C @& nasalesimiconnect.i ? ot » O

< Digital Check In ? o - MAKE LIVE

Working Draft v




Use Case: A Power Distribution Company

Incoming Call Volume Distribution, with cost per serve at $1/minute

60
3 “My Power is out. What’s happening, when is it getting restored?”

O L A
© 2025 Cisco and/or its affiliates. All rights reserved. CIsCo



Use Case: A Power Distribution Company

Incoming Call Volume Distribution, with cost per serve at $1/minute

“I am moving houses. | need to make a request for transfer”

S60
“My Power is out. What’s happening, when is it getting restored?”

0L LU L
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Use Case: A Power Distribution Company

Incoming Call Volume Distribution, with cost per serve at $1/minute

“l need to change my plan. And | have a question about billing”

“I am moving houses. | need to make a request for transfer”

S60
“My Power is out. What’s happening, when is it getting restored?”

0L LU L
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Use Case: A Power Distribution Company

Incoming Call Volume Distribution, with cost per serve at $1/minute

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

S60

“My usage app keeps logging me off and gives me an error”

“l need to change my plan. And | have a question about billing”

“I am moving houses. | need to make a request for transfer”

“My Power is out. What’s happening, when is it getting restored?”

e
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Use Case: A Power Distribution Company

Incoming Call Volume Distribution, with cost per serve at $1/minute

100
° “My whole power is down and nothing seems to be working”

100
S “My usage app keeps logging me off and gives me an error”

=80 “I need to change my plan. And | have a question about billing”

“I am moving houses. | need to make a request for transfer”

S60
“My Power is out. What’s happening, when is it getting restored?”

Total Cost to Serve: S400

0L LU L
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Use Case: A Power Distribution Company

Summarization
Code Generation Outbound Notifications and Proactive Messaging

Video Generation
Al Agent linking

(00 A

X

We have identified a power fault in your area.

. Proactive Current estimated time of resolution is 6pm.

e

S1.5

) NON

Cost per serve: S2min/interaction > 5cents

“My Power is out. What’s happening, when is it getting restored?”

0L LU L
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Use Case: A Power Distribution Company

29

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

Conversational Automation

Omnichannel,

multimodal & multilingual Omnlchannel, mu|t|l|ngua| JA\| agents

Scripted & autonomous modes
Execute actions and fulfil intents

Autonomous and scripted modes

Fulfill with system integrations
Al

Agents Call Duration: 3min = 2min
Cost to serve: S3 = 30cents

“I am moving houses. | need to make a request for transfer”

e
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Use Case: A Power Distribution Company

O Partial Fulfillment
ichannel,

multimodal & multilingual

serimed s auonomous modes Uil With system integrations
Execute actions and fulfil intents

Guardrails and Reporting

Al

“l need to change my plan.”
Agents

Call Duration: 2min =2 Tmin
Cost to serve: $S2 > 15cents

$23.2

20

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

Real Time Assistance

Summarization
Responses/Answers

velbgig Al Agent Transfer Summary
oaching*
. i Suggested Responses
Summarization
Human
Agents “And I have a question about billing”

Call Duration: 2min 2 1min
Cost to serve: S2 > $1.01

“I need to change my plan. And | have a question about billing”

e
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Use Case: A Power Distribution Company

o, Partial Fulfillment - Real Time Assistance
ichannel, ummarization
multimodal & multilingua 5 Responses/Answers

crmeasamanans  KNOWIEdge Base Instructions o Al Agent Transfer Summary

Execute actions and fulfil intents Performance Mgmt.* .
o Routing® Mid-call Transfer Summary

Suggested Responses
Al Have you tried updating? Human I g
Agents ) Agents “I can see that you have also updated

i ?
What is your error message: the app, and based on your error.....”

Call Duration: 2min =2 2min Call Duration: 3min = 2min

Cost to serve: $S2 = 30cents Cost to serve: S6 > $2.02

$46.4

“My usage app keeps logging me off and gives me an error”
20

e
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Use Case: A Power Distribution Company

Summarization -
e Al Agent Transfer Summary Wrap-up Summary
Wellbeing
ceri Dropped Call Summary Consult Transfer Summary
Routing*
Realtime Transcription Suggested Responses
Human
Agents

Call Duration: 1T0min =2 7min
Cost to serve: S10 > S7.07

70.7
S “My whole power is down and nothing seems to be working”

20

alflal ]l
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Use Case: A Power Distribution Company

$100 $70.7

$100 $46.4

$80 $23.2
20 20
$60 $6

20 20

$60 $1.5

Total Cost 'Eo Serve: S400 Total Cost to Serve: S147.8



Wrap it Up!
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