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Agenda 

1. AI Customer Engagement

2. Intelligent “Front Door”

3. Webex AI Agent and Assistant

4. Play Time!

5. But Wait…
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Intelligent “Front Door”
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AI is the foundation for
exceptional experiences
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Sales & Service

• 24/7 knowledge base

• Lead qualification

• Appointment booking

HR

• Employee onboarding

• Benefits

• Open enrollment

Contact Center

• IVR replacement

• Call deflection

• Two-way notifications

IT

• Ticket status & resolution

• Proactive upgrades

• Training reminders

C O N V E R S A T I O N A L  A I  A G E N T S

The case for an AI front door

Fast set up  |  Elastic scale  |  Instant service  |  Real-time resolution
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The Intelligent Front Door: Omni-Channel + AI Virtual Agent

A I- PO W ER ED  WE BE X PL A T F O RM

Opti-Channel 
Engagement

Hyper-Personalized 
Automation

Predictive 
Analysis

Proactive
 Engagement

AI Virtual
Agent

Omni-Channel
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AI front door for customer experience

Rising & evolving demand Constrained supply

CONTACT CENTER

Customers Agents
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AI front door for customer experience

AI Agents

Rising & evolving demand Constrained supplyElastic supply

CONTACT CENTER

Customers Agents

Containment

Lower handling times

+
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AI front door for employee experience

AI Agents

Rising & evolving demand Constrained supplyElastic supply

Back Office

Employee
Knowledge Worker

(Receptionist, Facilities, etc)

Containment

+



Webex AI Agent and Assistant
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Omnichannel AI agents

Autonomous and scripted 
modes

Answer questions and take actionsWebex AI Agent
Fulfill with system integrations

Integrate with contact centers

Powering more human-like interactions 
across voice and digital channels
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Webex AI Virtual Agent Options

Scripted

• Highly Transactional.

• Users live within the guard 
rails of the application.

• Task-Oriented

• Low data dependency

• Good containment

Autonomous / 
Generative

• Lifelike, Conversational

• Predictive, Intent Aware

• Highly Dynamic, adjusting 
to user reactions

• High Containment

• Higher data dependency

Agentic

• Decision-making 
capabilities

• Contextual understanding

• Adaptability

• Integration with enterprise 
systems

• Highest data dependency

Autonomous Learning, Decisions, and Control
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Customer history & summarization

Suggested responses

Agent Wellbeing

Webex AI Assistant

Empowering agents to become 
more productive and empathetic 
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Context transfer 
summaries

AI Assistant for the Live Agents

Topic 
Analytics

Dropped call 
summaries

Suggested 
responses

Automatic
CSAT

Real Time 
Transcription

Agent 
Wellbeing

Wrap-up 
summaries

Coaching 
highlights

Consult/Transfer 
mid-call  summaries

Auto Wrap-up
Codes

13 Spoken 
Languages
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Applying a safety and security first approach

WEBEX CUSTOMER EXPERIENCE

AI agents

Contact centerIntegrations &
workflows

Input guardrails

Output Guardrails

Input

Output
Secure LLM 

proxy

LLMs
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Cisco Guardrails are built for enterprise trust 



Play Time!
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Build It.  Show It.



Cisco Engage
AI Agent Demo



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

Use Case: A Power Distribution Company

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

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

Use Case: A Power Distribution Company

$60

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

“I am moving houses. I need to make a request for transfer”
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Incoming Call Volume Distribution, with cost per serve at $1/minute

Use Case: A Power Distribution Company

$60

$60

$80

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

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

“I need to change my plan. And I have a question about billing”
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Incoming Call Volume Distribution, with cost per serve at $1/minute

Use Case: A Power Distribution Company

$60

$60

$80

$100

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

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

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

“My usage app keeps logging me off and gives me an error”
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Incoming Call Volume Distribution, with cost per serve at $1/minute

Use Case: A Power Distribution Company

$60

$60

$80

$100

$100

Total Cost to Serve: $400

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

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

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

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

“My whole power is down and nothing seems to be working”
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Use Case: A Power Distribution Company

$1.5

Proactive
Journeys

Outbound Notifications and Proactive Messaging

We have identified a power fault in your area. 

Current estimated time of resolution is 6pm. 

Cost per serve: $2min/interaction → 5cents

Summarization

Code Generation

Video Generation

AI Agent linking

“My Power is out. What’s happening, when is it getting restored?”
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Use Case: A Power Distribution Company

“I am moving houses. I need to make a request for transfer”
$6

AI 
Agents

Omnichannel, multilingual AI agents 

Autonomous and scripted modes

Fulfill with system integrations

Conversational Automation

Call Duration Reduction: 3min → 2min

(2min AI Agent ~ 30cents)

 Cost to Serve Reduction: $3  → 30cents

Omnichannel, 

multimodal & multilingual

Scripted & autonomous modes

Execute actions and fulfil intents
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Use Case: A Power Distribution Company

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

$23.2

Human 
Agents

AI 
Agents

Partial Fulfillment

Fulfill with system integrations

Guardrails and Reporting

Real Time Assistance

AI Agent Transfer Summary

Suggested Responses

Summarization

Call Duration: 2min → 1min

(1m AI Agent ~ 15cents)

 Cost to serve: $2 → 15cents

Call Duration: 2min → 1min

(1m AI Assistant ~ 1cents)

(1m Human Agent ~ $1)

Cost to serve: $2 → $1.01

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

Omnichannel, 

multimodal & multilingual

Scripted & autonomous modes

Execute actions and fulfil intents

Summarization

Responses/Answers

Wellbeing

Coaching*

Performance Mgmt.*

Routing*
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Use Case: A Power Distribution Company

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

$46.4

Human 
Agents

AI 
Agents

Partial Fulfillment

Knowledge Base Instructions

Pre-work validation

Call Duration: 2min → 2min

(2min AI Agent ~ 30cents)

 Cost to serve: $2 → 30cents

Call Duration: 3min → 2min

(1m AI Assistant ~ 1cents)

(1m Human Agent ~ $1)

Cost to serve: $6 → $2.02

Have you tried updating? 

What is your error message?
“I can see that you have also updated 

the app, and based on your error…..”

AI Agent Transfer Summary

Real Time Assistance

Mid-call Transfer Summary

Suggested Responses

Omnichannel, 

multimodal & multilingual

Scripted & autonomous modes

Execute actions and fulfil intents

Summarization

Responses/Answers

Wellbeing

Coaching*

Performance Mgmt.*

Routing*
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Use Case: A Power Distribution Company

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

Human 
Agents

AI Agent Transfer Summary

Dropped Call Summary

Realtime Transcription

Wrap-up Summary

Consult Transfer Summary

Suggested Responses

Call Duration: 10min → 7min

(1m AI Assistant ~ 1cents)

(1m Human Agent ~ $1)

 Cost to serve: $10 → $7.07

Summarization

Responses/Answers

Wellbeing

Coaching*

Performance Mgmt.*

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

Use Case: A Power Distribution Company

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

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

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

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

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

$60

$60

$80

$100

$100

Total Cost to Serve: $400
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$1.5

$6

Use Case: A Power Distribution Company

$60

$60

$80

$100

$100

Total Cost to Serve: $400

$23.2

$46.4

$70.7

Total Cost to Serve: $147.8



❑ Innovate with us

❑ Visit the Trust Portal

❑ Reach out to your account team 
for AI Consultation

❑ Evaluate this session…PLEASE!

https://trustportal.cisco.com/c/r/ctp/trust-portal.html?prodserv=Cisco%20Webex%20Contact%20Center%20Service&search_keyword=transparency%20note
https://trustportal.cisco.com/c/r/ctp/trust-portal.html?prodserv=Cisco%20Webex%20Contact%20Center%20Service&search_keyword=transparency%20note


Thank you!



Cisco
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