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Delivering a fully connected journey

Across digital automation, self-service, and human engagement

Digital automation and self-service Human engagement Digital automation
<€

Iy o« - \
<

o FETN |

Proactive Self-service Handover to Contact Center agent desktop Experience
notification options human agent with full customer context survey

Al, Security, Manageability

]
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Cisco Responsible Al Principles
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Transparency Fairness Accountability Privacy Security Reliability
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https://www.cisco.com/c/dam/en_us/about/doing_business/trust-center/docs/cisco-responsible-artificial-intelligence-principles.pdf

The Traditional Contact Center is Changing
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customers -+ : Q g N +<—— Business Systems
© Agents
Contact Center Platform
C IVR SCRIPTS | CALL REPORTING | AGENT DESKTOP )

Core Infrastructure

CORDERING | PROVISIONING | ADMINISTRATION | SUPPORT | BILLING | VOICE)
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The Problem Contact Centers Face
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Create an Al Front Door

( CX Center >

Containment
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Lower handling times

Customers Agents

Al Agents Al Assistant
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Your modern customer experience: a Cisco view

DEVELOPER PLATFORM AND ECOSYSTEM INTEGRATIONS: .
C SOLUTIONSPLUS | OEM | DEVELOPER APPS ) <— Business Systems

DA

Customers < "aas — o Human
® roactlive A
gents
0 Journeys Al Assistant — Knowledge/Task

® (© Worker

. Customer Experience Foundation

a ( INTEGRATIONS | FLOWS | JOURNEY DATA | KNOWLEDGE | ACTIONS | CHANNELS )

Webex Platform

( ORDERING | PROVISIONING | ADMINISTRATION | SUPPORT | BILLING | SECURITY | Al )
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Webex Al Agent

Powering more human-like interactions
across voice and digital channels

' Omnichannel, multilingual Al agents

“Ive found you a

| Autonomous and scripted modes flight with your preferred
seat. Would you like
. Fulfill with system integrations me to book it?”

' Integrate with contact centers ¥ ax-wia |

9 languages supported

' Easily build your own agent

]
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What can Webex Al Agent do?

®

Build and manage

multichannel and

multilingual Al

agents

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

[
O

Leverage gen Al or

use own training data
with scripted

responses

)

Enable answering
questions from
enterprise knowledge

bases

=
(%

Deliver true self-service

with integrations and

end-to-end fulfilment

Integrate seamlessly

with your contact

center workflows

]
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Applying a safety and security first approach

7 WEBEX CUSTOMER EXPERIENCE ~N
Al agents E\/) .
Input . .
/ > Input guardrails ﬁ]
° ) <& > 00 P LLMs
[ii < - Output Guardrails
u
/ \ Secure LLM ' ‘
proxy .
Integrations & ;& s Q Contact
workflows center
. Y,
Cisco Trust Portal
Al Transparency Technical Note

o jlal
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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

Rails available today

Toxicity - Default

Basic toxic speech detection
focused on clearly harmful
content. Detects toxic speech
with a limited set of classes:

- toxic

- obscene

+ threat

- insult

- identity hate

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

Toxicity - Expanded

Enhanced protection including
demographic and identity-
based harmful content. An
expanded toxic speech
detector, including

additional classes beyond
those in toxicity_default:

- male

- female

- homosexual, gay or
lesbian

- christian

- jewish

« muslim

- black

- white

+ psychiatric or mental
illness

Harm

Identifies content that may lead
to harm, such as:

- violent crimes
non-violent crimes

- sex-related crimes

- child sexual exploitation

« specialized advice
privacy violations
intellectual property
indiscriminate weapons

+ hate

- suicide and self harm

« sexual content

Jailbreak

Preventing attempts to
manipulate the LLM's behavior.

Detecting attempts to override
the LLM's core functions and
safety features.

]
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Al Agent

Build an Al Agent

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

webex Al Agent

) & Alagents Al agents

£ Knowledge base

@ Reports

< > Q Search

| = Filter by type ™ || Q Search by agent name

Symptom Checker

An Al agent that helps users identify
potential health issues based on their
symptoms.

<& Shiv
3 Last modified: 08130724

Medical Information Retrieval

[ Autonomous J

An Al agent that provides quick access to
medical information, research articles, and
guldelines.

f& Shiv
}} Last modified: 08/30/24

{§} Settings
(?) Help center

¥ Renergize Healthcare

= 7 agents

Medication Reminder

An Al agent that reminds patients to take
their medications on time and provides
dosage instructions.

‘.’ Shiv
}4  Last modified: 08/30/24

Patient Onboarding
‘_ Scripted |

An Al agent that assists new patients in
filling out forms, understanding their care
plans, and navigating the healthcare system.

<& Shiv
)’ Last modified: 08/30/24

Mental Health Support
{ Scripted |

An Al agent designed to provide emotional
support and resources for mental health
care.

3' Shiv
" Last modified: 08/30/24

Rehabilitation Support
[' Scripted J

An Al agent that offers exercises, monitoring,
and progress tracking for patients
undergoing physical rehabilitation.

3' Shiv
}' Last modified: 08/30/24

+ Create agent )

Chronic Disease Monitor

An Al agent that tracks and provides

recommendations for managing chronic
conditions like diabetes or hypertension.

3' Shiv
:' Last modified: 08/30/24

]
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Al Agent

Knowledge Base Content

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

Link knowledge base

Select your knowledge base collections to link to this agent

Q Search collection name

Surgery Prep & Recovery

Su &re

operations, he

Pain Management

s vital

First Aid Basics

Basic fir
and el

d steps for common injuries

s, including cuts, burns,

and chi

Healthy Diet and Nutrition

nutrients, and

different age groups

Vaccination Schedules

chedules for

Cold and Flu Symptoms

Cancel

]
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webex Al Agent < > Q_ Search Jf.

Al agents > & Reschedule appointment ~ | Ready to preview |

Settings Sessions History Analytics

® 9@

Profile (Edit) Preview

Al engine

Nova

Agent's goal 6

Ensuring that patients can easily adjust their appointments to fit their changing schedules.

D D Instructions €

D D - Always begin by introducing yourself and asking the patient how you could help today.
- Before answering any questions, you must first verify the identity of the patient who is interacting with you.
- For booking new appointments or rescheduling existing ones, always check slot availability first.

Al Agent

P H . D)
review Actions (Add )

An action is a functionality that lets your Al agent connect with external systems so it can perform more complex tasks, such as bookings or finding information. See how your agent responds. Test
your creation in action by starting a

conversation.

N
Filter ~ || Q search action name =  2actions
)\
Action name Added by Last modified Controls
Agent handover System June 17, 2024 11:48 AM Vi
Reschedule appointment Shiv June 17,2024 12:10 PM 17
® %, Start call :"
0 Stakchat \\j
® W,

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



Know what Al Agent is right for your use case

Technical differences

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 * Highly reliant on developer » Shared by app framework + LLM
management

Responses * Pre-defined by the developer  Generated by the LLM at runtime

Practical differences

Scripted Autonomous

Benefits » Higher control » Faster and easier to build
 Cheaper to run * Very natural IX
* Faster at runtime * Scope changes are easier
Considerations » Effort intensive to build * Higher cost
* Can appear stilted * Lower control, possibility of hallucinations, etc

]
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Webex Contact Center FAQ
Al Agent Autonomous BOT -

Test Number cisco
980-283-0045




Your modern customer experience: a Cisco view

( e SGLUTIONSPLUS | OFEM | DEVELOPER APBS ) <—— Business Systems
Ve
s o | o
- & -
O—@
Customers « 2 -
O Proactive Al
0 Journeys Agents ' > Knowledge/Task

® (© Worker
. Customer Experience Foundation
a ( INTEGRATIONS | FLOWS | JOURNEY DATA | KNOWLEDGE | ACTIONS | CHANNELS )

Webex Platform

( ORDERING | PROVISIONING | ADMINISTRATION | SUPPORT | BILLING | SECURITY | Al )

]
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(9 What’s included in Cisco Al Assistant

Cise

O Veriy the c

Analyzed for... 10,146

Notanalyzed 4

Suggested Responses Topic Analytics

———

IVR transcript Live transcript Label

@ May I have your name and account . . e
number to get started? T

San Jose

3 200 of gt
(ML
Sure, it's Michael and 45392984.

Al Agent context Dropped call Real time Consult/Transfer Wrap up summaries & Auto CSAT (voice) and
transfer summary SUININERES transcription Summary wrap up codes Coaching Highlights
Pre-call Greeting Conversation During call Post-call work Post-call analytics

Customers

4
<

]
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Phase 2: 50+ languages supported

Note:

Al Agent (autonomous) & Al Assistant

Slovenian

* French * Chinese SlmpllﬁEd . « Tamil
« German * Chinese * Turkish + Telugu
+ Spanish Traditional * Ukrainian + Swiss German*
« [ltalian * Croatian * Bahasa « Arabic
+ Portuguese « Czech (Indonesia) + Welsh*
+ Dutch * Finnish * Bahasa + Hebrew
+ Polish * Hungarian (Malaysia)* + Taglish*
+ Danish + Japanese * Singlish* + Vietnamese
+ Swedish « Korean + Tagalog* + Flemish*
+ Norwegian * Romanian * Thai + Greek
+ Bulgarian (bg) * Russian * Zulu* * Latvian*
« Catalan (ca) + Serbian* * Hindi * |celandic
» Slovak * Hinglish* + Georgian
« Kannada
« Malayalam
* Marathi*

1) English supported already.

2) Scripted Al Agent does not support these 12 languages marked *

3) Languages that need right to left Ul may need additional time for official support.

4) Al Assistant - All features supported in Beta. Expect topic analytics targeted Q1 CY26.

© 2025 Cisco and/or its affiliates. All rights reserved. BRKSEC-1022
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An Al assistant
that summarizes
Al agent
Interactions

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

Cisco AI Assistant

(® Here's the Al agent transfer summary

The reason for the call was inquiring
about traveling with a dog.

The call was handed off when the caller
requested to speak with a human agent.

» Caller wanted to know if they can
bring their dog on the flight.

» The agent informed the caller about
the options for traveling with pets on
TME Airlines.

12:33PM « & @




U  cscouwe! @ ® & QO [0 Available 03:42 v) Q

o Incoming Call

********2948

Q_AI_Assistant - 00:00
& 5

Phone Number eereere2948 k
DNIS +19842312757
Queue Name Q_AI_Assistant
|
|
|
R |
' =
All % O < &
#t#titt.2948
Sale | ® 00:13 09:20 PM

A=
tx




A n AI a S S i Sta.n t Cisco AI Assistant
t h a t S u m m a r I Z e S The customer's last call ended
d ro p p e d C a I I s (@ unexpectedly. I've prepared a summary for

you.

Before proceeding, confirm the customer's

identity for security

¢ The final issue discussed in the call
was about changing a flight.

¢ Call dropped when the agent was
about to confirm the proposed flight
change.

08:05PM « & P
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o« c1sco Live !

@ ® O 0® [0 Available
@ Incoming Call

00:16 VJ *
Answir
Q. *HkKKEKXDOQA 8

Q_AI Assistant... 00:03

~

N
\

Phone Number

‘t‘.tttt2948
DNIS +19842312757
Queue Name Q_AI_Assistant_CDS
3
—
(=)
All & O <3 ()

No history

BRKSEC-1022
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An Al assistant
that transcribes
calls In real time

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

IVR transcript Live transcript

You started a chat with Michael Littlefoot. 20/20/2024 11:26 AM

You 00:05

Thank you for calling Acme Bank Customer Support. My
name is Nat. How can I assist you today?

Michael Littlefoot 00:11

Hi, eh I see a charge of $523.45 that I didn’t make. I need
some help to check it.

You 00:23
I'm sorry to hear about that. Let's get this sorted out for
you. Could you please provide your mobile number and
date of birth for verification?

Michael Littlefoot 00:32

My mobile number is 8123244553 and date of birth is
16th October 1996

You 00:46
Great, thank you for verifying your information, Michael.
Can you share more details about the issue, the
transaction amount and the place where it was made




Benefits of real-time transcription

Improved communication accuracy Minimizes risk of missing critical information
Boosted agent efficiency Eliminates note-taking, allowing agents to focus on conversations
Elevated customer experiences Minimizes misunderstandings, fostering positive interactions
Training and quality assurance Provides dependable reference for coaching and compliance

Seamless integration Integrates effortlessly with existing systems

]
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Cisco AI Assistant

webex Contact Center (,@ O Engaged  00:03/25:23 v ] o
e y

e My workspace
(00 Hold ) ( ¢ Consult - Transfer ) ( : °
Dol

[ & Conference
m Queued Closed

03 active interactions action ID: 4ada225e-8ec6-42ff-afdd-eec4a4760927

Get suggestions : -
| Michael Littlefoot Customer since: 11 July 2018
Credit card - 00:00 e i
A l I A I a S S I Sta l I t %Inbound call% I'm here to help! I'll keep listening and BMembsrtypeelE Rt

suggest responses as the conversation Product: Label

sonia@gmail.com evolves.
at suggests
Subject: Personal account

~ Michael Littlefoot said:

u
l e I l I l e e l Nat Smith
| " : 0 "
a I I a g n Renevials 0000 I see a charge of $523.45 that I didn’t make

I will just check that for you now

re S p 0 n S e S Here's how I suggest you respond: NN S SO

Acknowledge their concern

Inform that as per the bank's policy, ML Michael Littlefoot &
customers are not held liable for

unauthorized transactions if reported Interactions within the last 10 days:
within 1 week

Explain you'll document the fraudulent

charge

Ask when they first noticed the

Customer journey

Interactions within 24 hours:

transaction Contacts and activities
Confirm if their card is still in their

possession Channel Time range

| Q Al X || An

> Source

Today 06/15/2025

¢ Listening for information Inbound call

. 03:00 PM - Wrap-up code: In... D

ontext to refine sug Active
« Activity - Health Insurance

mistakes eckmyr
02:20 PM - Wrap-up code: Insurance renewal

]
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Empower agents with suggested responses

Faster resolutions Provides live coaching suggestions and automates actions
Consistent responses Ensures consistent, high-quality, and compliant experiences
Streamlined workflows Centralized management of knowledge, workflows, and skills
Improved agent experience Speeds up onboarding and bridges knowledge gaps

Scalable across contact center Easily links to specific queues and agents to meet needs

]
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An Al assistant that cares about agent well-being



Al-powered agent burnout detection training

[1o=

Agent specific model

Transcripts ( ______________ ]

| |

| |

I I

W | |

A1 | i

- : Cisco Agent Burnout : el e

Agent specific Detection Model |
operational data |

| |

I ¢

' s l
foo I

«._ )

Agent specific contact
center stressors

]
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Al-powered agent burnout

Customer

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

Interaction Data

v

— — — — — — — — — — — — — —

Cisco Agent Burnout
Detection Model

N — — — — — — — — — — — — — —

Burnout score

[IO’_\ |
Automatic actions - e.g
wellness breaks

]
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@ ® 0 % Q@‘[. Available 0555 Vj Q

w €iSCo Live !

o

Q

Cisco AI Assistant =& X

s ﬁ%j\ﬂ

No tasks

All % (®) =<3 &
(* Well-being break scheduled
Q This break is pre-approved by your
Loadi organization for your well-being. You
ng.. deserve it.

cs (Take a break) ( Later)
® 1226 PM » 5 @ al
]
32 cisco
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Benefits of agent wellbeing

Real-time insights

Improved wellbeing

Enhanced performance

Better CSAT scores

Reduced churn

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

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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Agents Burnout Insights APls

— webeX Contact Center for Developers Documentation  Support @

OVERVIEW Ag e nt We I I b ei n g Contents

Getting Started

 The following APIs will be published in gt iy s o ot o Agr oo RESTAPS

tor role and the appropriate

Get Agent Burnout config by ID

our developer portal for customers and o
partners to leverage real-time and et Ao ot cont 15
historical insights on Agents’ stress levels . R osmnsion oot )

and build complimenting actions to avoid

burnout and sustain performance. o

ddress

Update Agent Burnout config by ID

Sandbox Retrieve a Agent Burnout config by ID for a given organization.

Update Agent Burnout config by ID

Subscribe for realtime burnout events Version 1 Sample Code
Agent Wellbe

Agents

curl --request POST \

Su bscribe for realtime bu rnout POST| /v1/agentburnout/subscribe cURL v/
. [l 0 . Answer =
— S u bS C rl ptl O n A P I to re C el Ve rea I -— tl m e Audio Filos events 2 --url https://api.wxcc-us1.cisco.com/v1/agentburnout/subscribe \
3 --header 'Accept: application/json’ \
i 4 --header 'Authorization: B YOUR_TOKEN' \
agent burnout scores B e P el b i
6

: - --data '{"clientType":""}'
This endpoint provides real-time burnout events that are generated for agents { == }

belonging to the organization. It gives us a WebSocket URL to which we can

- Search API to receive current burnout i
Ievel Of agents Request Body

"subscriptionld": "acme_wellness-5e67a820-0855-44f3-86df-348a88f784
"websocketUrl": "wss://api.intgus1.ciscoccservice.com/v1/realtime/subscrif

}

A WN =

clientType string

= S e a rc h A PI to re Ce ive h i Sto r i Ca I b u r no ut The Client Type is used to identify the client who is subscribing to the real-

time feed. We suggest following the convention of

tren d S ClientName_TypeOfClient. Maximum length 20 characters.

Example: "acme_wellness"

]
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An Al assistant that helps understand
why customers ar
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Topic analytics

Uncover why customers are
calling for all calls

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

|ldentify opportunities to improve
resource planning and agent
training

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

Topic analytics

Identify and analyze key topics that drive customer interactions

Analytics  [VELERTRUSIRE  Configuration

Manage topics

Topic
Flight status and ¢
Lost luggage
Baggage tracking
Booking modificat
Refund request st
Special assistance
Frequent flyer pro
Travel document \
Flight itinerary inq
Onboard service f
Airport lounge acc
Safety and health
Group booking inc
Travel insurance ¢
Baggage tracking
Request for fare m

Assistance with T¢

Topic analytics

Identify and analyze key topics that drive customer interactions

JURITUSS  Manage topics  Configuration

Analytics

Last montl

Highest interaction volume

4500 ~+

Flight status

Trend of topics

nteraction

Flight status
Booking changes
Baggage help
Refund reques
Ttinerary info
Lost lugg:

Frequent flyer

Document check

Interaction volume (%)
4500 (18

4200 (16.8%)

3600 (14.4%)

3200 (12.8%)

2800 (11.2%)

2000 (8%)

1800 (7.2%)

1400 (5.6%)

1000 (4%)

&an e\

Avg. handle time
© 00:03:45

© 00:08:30

© 00:06:15

© 00:10:2

© 00:07:14

© 00:05:40

© 00:04:25

© 00:06:50

© 00:03:30

o nonane

Longest Average Handle Time

00:10:20 -+

Refund request

Top topics by CSAT score

Special assistance
Flight status
Ttinerary info
Frequent flyer

Onboard feedback

AT score

Average CSAT score
® 44
@35
@38
@35
@43
®32
@41

®39

Highest Average CSAT score G

46~

Special Assistance

Top topics by Averge handle time

Refund request 00:10

s

Itinerar:

_———————————
Baggage help
Seea————————

W Avg Handie i

Sample contact reason Actions
Flight status requested

Booking modified or canceled

Baggage details reque

Refund requested

Ttinerary details requested

Assistance requested

]
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Near real-time topic discovery and labeling

Every interaction is analyzed as it
happens, so you always know what
customers are contacting you about.

* Interactions are instantly assigned to the
right topic as they are completed

* New topics automatically emerge when
patterns change

« Dashboards stay current with the latest
trends and insights

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

webex Topic Analytics

() Home Topic analytics

@ Topicanalytics m Manage topics

Highest interaction volume &

4500

Flight status

Top 5 topics €

05/17

Configuration

= Queue name (40) () Last 30 days 0 = Filter

Longest average Handle Time €

00:10:20

Refund uest

Top topics by CSAT score €

Special assistance
Flight status
Itinerary info

05/24 05/31 06/05
Date Frequent flyer

B Booking changes Booking changes Baggage help

@ Refund request

Trending topics

Topic
Flight status
Booking change

Bagage help
E_n; Share feedback

@ Help

Refund request

Itinerary info

Interactionvol.. = Average handl... z Average CSAT.. =

Itinerary info @ CSAT score Avg CSAT

4500 (18%) © 00:03:45 (0]
4200 (16.8%) © 00:08:30 (20)
3600 (14.4%) © 00:06:15 |30
3200 (12.8%) © 00:10:20 (20]

2800 (11.2%) © 00:07:14 (40]

Highest average CSAT score €@

Top topics by averge handle time €

Refund request 00:10:20

Booking changes

Itinerary info 00:07:14

Document check 00:06:50

@ Avg Handle Time

Sample contac... = Actions
Flight status requested

Booking modified or can

Baggage details request

Refund requested

Itinerary details

]
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Drill down Into In

Go deeper on any topic to understand
what’s driving it and how it’s evolving
over time.

« Track volume and trend changes for a
specific topic

* \View all associated interactions in one
place

* Dirill into individual conversations,
including full transcripts and details

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

webex Contact Center

@ Home

g Topic analytics

C_o, Share feedback

@ Help

Flight status

dividual topi

Flight status performance over time €

Flight status and its associated interactions

Interaction ID =

45489149-c373-4ael-a...
78623451-d847-5bf2-b...
92137865-e951-6ce3-c...
15846279-f062-7df4-d4...
37592483-a173-8ea5-e...
81374526-c395-0ac7-a...
41986387-d445-9opl-c...
59347820-f954-9dcd-d...
09584724-w235-8iuy-z...

22178790-k665-9lol-w2...

Created on
>05/26/2025
05/25/2025
05/24/2025
05/24/2025
05/23/2025
05/22/2025
05/22/2025
05/22/2025
05/20/2025

05/18/2025
[

06/05

Duration

© 00:03:45
© 00:08:30
© 00:06:15
© 00:10:20
© 00:07:14
© 00:08:36
© 00:07:50
© 00:11:21

© 00:04:50

O 00:08:43

= Queue name (8)

Interaction by channel &

Team

flight_status_team
rebooking_support_team
baggage_services_team
customer_care_team
technical_support_team
billing_inquiries_team
loyalty_program_team
loyalty_program_team
customer_care_team

rebookina support team

( Last 30 days

@ Channel

Actions

Q Isabelle Brennan

Nat Smith
g Umar Patel

A sam Mohan

]
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Pre-defined topics at time of configuration

webex Topic Analytics

* You can define topics during setup, . e Saics
before the first topics are created. This ralyics  Manage topics
reduces ongoing topic management and Confiotaosioeuiora
ensures consistency from the start. ot s

« Those topics are automatically and
proactively matched to interactions, so it
you can track specific initiatives like & o]
marketing campaigns or product
launches from day one.

You can stat

@ Ifyou
to crel

[] Selectd

& Mm/DI

Enter tof

Add topic! Cancel Save

[:_|° Share feedback

@) Help

(@ENEBN Create topics

]
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Managing your topics

webex Topic Analytics

» Topic Analytics enables you to manually e T
manage your topic list in addition to Al-
powered topic discovery and labeling, S
allowing you to tailor the topics to better , — s D T -

fit specific business needs, language, B rpatie O womeses st weips | v
d t . I Booking changes §53 Al-generated 05/24/25 05/24/25 View
an ermlno ogy' Baggage help §5 Al-generated 05/24/25 i 05/24/25 View
. " . Refund request @ Kevin Woo 05/20/25 i 05/20/25 View
* You can perform the following edits: e =
. . Lost luggage $3  Al-generated 05/16/25 05/16/25 View
* Edit topic names Y —— Y ——
. Document check Nat Smith 05/14/25 @ Nat Smith 05/14/25
* Merge tOpICS Special assistance $%  Al-generated 05/12/25 05/12/25
i Onboard feedback a Sam Mohan 05/11/25 ﬁ Sam Mohan 05/11/25
« Add new topics tcometors [

Group bookings Dylan Owens 05/07/25 s Dylan Owens 05/07/25

Payment & billing issues AI-generated 05/06/25 05/06/25
Transfers/shuttles Al-generated 05/04/25 \@ Nat Smith 05/04/25
Airport lounge access AI-generated 05/04/25 05/04/25
Frequent flyer points AI-generated 05/03/25 05/03/25

Tier status & benefits

Al-generated 05/01/25 g Umar Patel 05/01/25
e

C_o, Share feedback

@ Help

|>@ D OO O

Al-generated

]
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Viewing topics in Analyzer

Topics data is available in
Analyzer and via API

* Trending Topics: Monitor
interaction trends over time to
identify key customer contact
drivers.

* Topic Analytics Summary:
Analyze topic volume, average
handle time, and Auto CSAT
to drive business decisions
and improve CX.

« New Custom Fields: Topic
Name and Contact Driver are
now available in Analyzer for
use in new or existing custom
reports.

]
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How does Topic Analytics work?

» Topic Analysis is built on a dedicated, multi-stage pipeline engineered for the unique demands of contact center
interactions. Our solution gives you accurate contact reasons and topics in near real-time, all while keeping your
data safe according to Cisco’s responsible Al principles.

U N\ Q & © at ~
Speech-to-Text Redaction LLM-Powered Dynamic Automatic Topic User-Centric Continuous
Transcription Contact Reason Clustering Labeling Topic Insights

Extraction Customization

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



What’s coming for Topic Analytics

January - March 2026

* Near real-time topic
discovery and labeling

* Pre-defined topic names

webex

April = June 2026

Support for multi-language
voice interactions

Support for digital
interactions

Support for Al Agent
interactions (voice and
digital)

© 2026 Cisco and/or s affiliates. All rights reserved. Cisco Confidential

Future enhancements

Topic to Al Agent creation

Topic themes for enhanced
topic management
organization

Topic insights

43



Al Assistant Demo



Al-powered CSAT |

for every interaction



Measure the

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



Al-powered CSAT training

=

Customer specific model
Transcripts

(- \
| |
AY | !
I I
Al | '
| i
Operational Data > | Cisco Auto CSAT | Regular training
: Al Service |
| |
I le
J— | I
— | |
L )
Surveys T — - - =

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



Al-powered CSAT prediction

\ Interaction Data

v

Cisco Auto CSAT
Al Service

Auto CSAT
score -

Customer Supervisors and Analysts

— — — — — — — — — — — — —
N — — — — — — — — — — — — — —

o jlal
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How can contact centers use AutoCSAT scores

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

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



Auto CSAT reports

Auto CSAT

13

« Generate custom
visualizations in
analyzer

@
.
(=]

® a5

@
@

 Review CSAT in
Supervisor
desktop

=

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



Webex Customer Experience Al Offer Bundles

Making Al capabilities easy to buy and consume

Two bundle packages: Al Agent and
Al Assistant

Session-based usage (not seat count)

Competitive pricing compared to major
players in the market

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

)

Al
Assistant
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Native Al Quality Management

Contact Center
Team performance . +35371639403 X<

Michael Littlefoot

¢, +35371639403

15:20

© Nat Smith o ] Auto CSAT: [ 11 ‘ Queue: Credit card Phone number: +1-408-555-0002 Interaction ID: 4ada
Conversation Additional information

Recordings IVR transcripts Evaluations Customer journey Interaction data

Average evaluation score €

6195 Average of 4 forms © Completed | (O]

00:04:15 00:15:10
e o Q Ix v

Chapters Transcript : Compliance & Completed

Evaluation forms (04)

cs B i e _ Show only sections to be evaluated(Q)
I noticed some unusual charges on my credit card. Can you help me? I think it =
might be fraud.

@ Nat Smit 30/3/2021, 11:27 AM > 1. Verification 4+ Score: 4/S
Sure, I can assist you with that. Can you please provide the details of the
transactions?

~ 2. Agent compliance ¢+ Score: 4/s5

Michael L oot 30/3/2021, 11:27 AM
I understand. Let me share that transaction details. Can you also help if I am ' Did the agent ask the customer to fill out the survey form?
covered for fraud charges

Yes
© No %

“*+ Th

Nat Smith 3©/3/2021, 11:27 AM

Thank you for contacting us, Have a great day.

rits affiliates. All rights reserved.




CRM Connectors



]
CiIsco
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Inbound Call (With Call Data) and Screen pop to Customer Record Match (Contact)
. [QSearch,..

2! Service Console  Home

Quarterly Performance Assistant

As of Today 2:38 PM @

cLoSED $0  OPEN (>70%) $0 GoAL -- #

Nothing needs your attention right now. Check back later.

Add the opportunities you're working on, then come back here to view your performance.

o Omni-Channel 04

Offline

Ready to make or receive calls? Log in
to your phone system.

Dec Jan
B Closed B Goal M Closed + Open (>70%)

Inbox (0) Phone

Today's Tasks

Nothing due today. Be a go-getter, and check back soon.
est of the day.

View All

Authenticate

o Omni-Channel (Offline) @® History




Voice Call Records within Salesforce & Call Recording Playback
. [ Q_ Search...

::¢ Service Console  Home

Quarterly Performance Assistant

As of Today 2:42 PM @

CLOSED $0  OPEN (>70%) $0 GoAL -- #

Nothing needs your attention right now. Check back later.

Add the opportunities you're working on, then come back here to view your performance.

Dec Jan

B Closed B Goal B Closed + Open (>70%)

Today's Events Today's Tasks

) Nothing due today. Be a go-getter, and check back soon.
Looks like you're free and clear the rest of the day.

View All
View Calendar

® Omni-Channel (Online) @® History




Outbound Click to Call from Salesforce Object (Contact Page)

‘it Service Console  Accounts

Accounts

Recently Viewed ~

2 items - Updated a few seconds ago
() Account Name
1 () Webex Contact Center

2 O Webex Customer Experience

® Omni-Channel (Online) @® History

[ Q, Search...

J

v  Account Site

v Phone

. +13412049005

. +12894426568

2 2RO

| Import ’ Assign Label )

[O\ Search this list...

@®©@ e[

Account Owner Ali... v
sft @)

sft @




OChannels
True Omnichannel

b,

Al Agents i .

© 2025 Cisco and/or its affiliates. All n'ghts rese © 2025 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 58



Release 2: Inbound WebChat to Al Agent with Salesforce fulfillment

Q_ Search

Retail Console Omni Supervisor

Wallboard Demo Wallboard Service Reps Queues Backlog In-Progress Work Skills Backlog

@ Omni-Channel Wallboard

Work Item Status current Y @ Agent Capacity Status  current Wait Time  current

No filter applied

No filter applied No filter applied

; Average Wait Time @
® oxsigns | 116d18h 13 m26s
@ 0% InProgress
@ 100% Waiting 1 Longest Wait Time @
202d0h32m21s

@ Agent Capacity Current 9 Agent Presence Statuses current ™ Raised Flags curent

No filter applied No filter applied 3 No filter applied

- " - Raised Flags @
@ 0% Used Capacity o
®- Messaging - Available
Offline

e Agent Work Status = Last Hou ® Work Performance  tast Hou

No filter applied _ No filter applied

Add t Assigned : . ‘ " ‘ Average Work Handle Time @ Average Speed to Answer @
o car ciores.
) e | 5m5s 42m32s

@ Omni-Channel (Online) 4 b+s CNX SCV Bridge v/ SMC Retail 4 WebexCC Status




Release 2: Escalation to Human Agent - Screen Pop

Add to car

Retail Console

Omni Supervisor

Wallboard Demo Wallboard

@ Omni-Channel Wallboard

Work Item

No filter applied

Status  Current

O

@ Agent Capacity

No filter applied

O

Agent Work Status  Last Hou

lo filter applied

Assigned

@ Omni-Channel (Online)

4 b+s CNX SCV Bridge

Service Reps

@ 0% Assigned
@ 0% InProgres:

@ 100% Waiting

Q Search...

Queues Backlog In-Progress Work Skills Backlog

@ Agent Capacity Status = curent Wait Time  cureent

s

¢~

No filter applied No filter applied

Average Wait Time @

116 d18 h13 m 26 s

. I . . sy
0 0

Available Busy At Capacity Offline 202 d 0 h 32 m 21 S

e Agent Presence Statuses = Current Raised Flags = curent

@ 0% Used Capacity

v/ SMC Retail

1 2 3 4 .
[

4 WebexCC Status

No filter applied — No filter applied

Raised Flags @
Busy o

Messaging - Available

Offline

Work Performance testHo

No filter applied

Average Work Handle Time @ Average Speed to Answer @

5m5s 42 m32s




Release 2: Omnichannel Escalation of WebChat to Voice Call with Click to Call

::E Retail Console Omni Supervisor

Wallboard Demo Wallboard Service Reps Queues Backlog In-Progress Work Skills Backlog

@ Omni-Channel Wallboard

(= Work Item Status  current @ Agent Capacity Status curre @ Wait Time
o

No filter applied No filter applied No filter applied

) Average Wait Time @
T | 116d18h 13 m 26s
@ 0% inProgress
@ :100% Wating Longest Wait Time @
| Available AtCa(:)acny Offine 202d0h32m21s

@ Agent Capacity curent _ e Agent Presence Statuses = Current Raised Flags = curent

No filter applied No filter applied No filter applied

Raised Flags @

Busy 0
@ 0% Used Capacity

o Messaging - Available

@ Agent Work Status  Last Hou 5 Work Performance  tast Hou

No filter applied No filter applied

Average Work Handle Time @ Average Speed to Answer @
Assigned

) 1 2 1
Add to car ovenca || 5mb5s 42m32s
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SerVicenOW All  Favorites History = Workspaces  Admin

(2 Home IMS0000102

02-11-2026 14:54

Hey, Byron! Here is the snapshot of what's important.

Overview My team

Overview

No more SLAs at risk
SLA at risk

O

Keep up the good work!

No more high priority cases

High priority

O

Good job!

No recently updated cases
All cases

O

Wow, good job!

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

| HRAgent Workspace ¢ )

BRKSEC-1022

‘.O\Search " ® @ 0 & 0 @

More actions |8

WxCC B
for ServiceNow

= © Available 00:32 v

Enter phone number and dial

1 2

4
7

5
8
0

No data available.

There is no data available for the selected criteria.




Thank you to our sponsors!

W%~ PRESIDIO

World Wide Technology, Inc.
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