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Al transforms interactions into
exceptional experiences




Cisco Is the critical
Infrastructure for the Al era
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Agentic CX strategy

Intelligent front /\ =P~ Context driven
door orchestration

L[]
* Omnichannel platform » Real-time data and context engine
+ Continuous, two-way interactions * New control point for CX

» All modalities » Smarter insights and advanced personalization

One experience.
.~ One platform.
Trusted & Secure One Cisco. %ﬁ; Extensible Al

by design native platform

» Cisco enterprise-grade » Secure, reliable, interoperable platform
» Security, manageability, observability * Boundaryless interactions

« Build with confidence on robust CX foundation \/ ¢ Scalable innovations for Al-human workforces

Open | Secure | Seamless
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Webex Al Agent

Intelligent
always-on fr

Automation of customer interactions
Natural language conversation
Real-time intent fulfillment

9 languages supported

Security and privacy built-in

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

I'm an Al Agent, how may | help you today?

I need flowers delivered by tomorrow.

But i don't know what they are called

afraln
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Webex Al Agent for
Contact Center

50 languages for Expanded integrations

global reach through

CCCCC



Q Cisco Al Assistant

A u g m E webex Contact Center
e Jasks « MichaelLitttefoot 0 Hola ) (O Consult Ciaco AT Asaists
e el ‘ Do m Queued  Closed )

Phone number: +1-/
@ Michael Littlefoot said:

Michael Littlefoot Customer rame: Mike Tayk Custol “I see a charge of $523.45 that I didn’t make"
+1-408-555-0002 - 01:09 Address: 11 C 3 Memb

Contact origin: mail.mik: 1@ produc () This might help you move ahead:

Email ID: @email Suggested response
« Acknowledge concern
« Assure investigation

More productive and empathetic —

Identity verification
IVRtranscript _ Live transcript  Label

agents e ey :

Good momning, thank you for contacting [Company Name] .
My name is Nat, and I'm here to assist you today. May I Mobile number

have your name and account number to get started?

Improved agent performance and |

45392984

management for supervisors | o —

Thank you, Michael. For security purposes, could you @ Verified

please confirm your mobile number and date of birth
please. + Identity verified

ael Littlefoot 30/3/2021,1

Sure, it's 01 232 445 13 and 12/05/1992

Better business outcomes for Pt I
managers and leaders
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Empowering agents & supervisors

) Analyzed for... 10,146
Notanalyzed 4

Later RELTER-TEETS

X

Suggested Responses Agent Wellness Breaks Topic Analytics

it Change & Poins

IVR transcript Live transcript Label

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

(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 summaries transcription Summary wrap up codes Coaching Highlights
Pre-call Greeting Conversation During call Post-call work Post-call analytics

il
)

/) Customers .

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



450+ Features Delivered across Webex CX in 12 months

Real-time assist,

‘ Voice enhancements including ‘ RAG Ingestion and Retrieval ‘ ~50 languages for Al Agent & i .

\ : o \ \ : \ Post-call Wrap-Up, Mid-call
N barge-in, turn prediction etc. N Improvements N Al Assistant \ ;
. L L . transfer/consult summaries

‘ Proactive Chat, Cherry Picking ‘\ Granular state control, Customer ‘\ Chained campaign, ‘ Consult/Transfer and Multi-party

\ ! N Journey Widget \ Granular campaign scheduling, etc. \\\ conference support

‘ Personal Call Back, [ Persona based access, SKill filter in [ Sl ey et S [

\ Extension based entry points, SIP _ti i . e

\ proxy yp \ real-time gﬁ;ﬁis?t& Topic \ expression-based aggregation \ (For WxCC, WxCCE)

‘ Role-based access control, Force ‘ Evaluations, sentiment, agent ‘ Click to Answer, Answer incoming call ‘ Near-Real Time R i

\ sign-out \ performance dashboard, coaching \ on Webex Calling device \ ear-real 1ime Reporting
N 9 N N g \

N AN
. N\ N\ .

[ Native call controls, live transcript, ;
Audit event |Og ““\ post—call summaries, Now Assist Forecasting, SChedU”ﬂg \‘\ Performance Management, etc.

\

\ \\ enabled N
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webex Contact Center

@ &, Agent performance

& Agent performance & io‘ Appointments agent

(2 Channel.... Vv £ Direction
$5  Alagent type: Au

m Evaluations Additional data @ Last 7 days (=) Channel: All £ Direction: All

Appointments agent
% Autonomous Key performance metrics &
Avg. handle time: 00:08:00

Pharmacy agent Average handle time € Auto CSAT 6 Average evaluation score € Average sentiment score €

&9 Autonomous . =
P Avg, handle time; 00:01: 00:02:01 2.5
™ 19% i 7 J 15% vs previous 7 \ 6 VS 4 25% v
c Triage agent a days ys : @
%9 Scripted

Avg. handle time: 00:01:45

Cross talk duration € Handover rate @ Talk ratio €

Monitoring of every interaction 00:00:20 a9 50%

J 14% vs previous 7 T 150% vs previous 7 p Vs previous 7

across Al and human agents ©Q ‘ E

*+ Weekly insights &
Insights derived from 885 interactions

¢ What's going well @ Performance tips

Managing call volumes Update scheduling with new clinic

The AI Agent is successfully managing a higher volume of calls The AI Agent is failing to book appointments at Evergreen
than usual. 885 interactions in last 7 days. clinic because it doesn't know about the new facility. The
HP O scheduling tool needs to be updated.

20 interactions View 3 - & @ @

Ensure smooth escalations

AI Agent should tell the customer a transfer is about to occur,
explain that a human agent can assist, and thank them for their
understanding.
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< March first half forecast a -

Queues: 3 - Timeframe: Mar 2-15, 2026 - Interval: 1 hour

Al forecasting & scheduling

Predict and plan
with confidence |

Native forecasting and scheduling that ( hsosmen ) seon et
is intuitive and purpose-built for the
expanded workforce of Al and human
agents.

UEl  Guest Services  Loyalty Program

Overview 6

%+ Summary (i) \ ' -
v i
\, Call volume declining -2% per week.
6 Fridays 14% busier than weekly average
~ O® Handle time steady at 7.9 mins avg Mo, Mar 2 - Su, Mar 15, 2026

Total interaction volume

c@roaredde

0 Totalvolume M AI Agent coverage




AI Routing = webex control Hub Q_ search v 2 o & A4

< Main menu

Al Features

CONTACT CENTER
Al Feature Configuration Help & Learning

Global  Queues Agents

CUSTOMER EXPERIENCE
Q h Input 5 = Filter

51 queues selected ~ Select all queues b optimiza check for Al routing ¢ Edit Al Features X Cancel

You can run up to 50
optimization checks at
a time. Deselect some

Intelligent, context-aware omnichannel . B
routing to dynamically match R

customers to the best-suited agents,
every time.

Prompts Queue Name 4 o Media type

HelpDesk01 Al Routing: Hi 2 Inbound timent Anc

Renewals “, Al Routing: Lot i Inbound ted Summaries itiment Analysis

Orders_Process1 Inbound
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Custon

Case study: Brunel Al Agent

Brune
University
of London

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

Today 12

If you need proof of your
attendance or certificates from
Brunel University, you can use
the Verify Award online service
to securely access and share
digital copies of your degree
and transcript with employers.
Register as an alumni user at

. If you
need a printed copy, contact
the Awards Team by email at

There is a charge for printed
copies. For more information,
visit

You can keep asking questions
by replying to this message.

afraln
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CI1SCO Connect

Thank you 1|1t

CISCO
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