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Complexity and Uncertainty

AGI vs Stochastic Parrot

Open vs Closed Systems

Unemployment vs New Jobs

Machines vs Humans 

USA vs China 

Regulation vs best practice
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CX is the Killer Application

"Customer service is seen as one of the sectors where 
AI could have the biggest. impact”

Marc Benioff, CEO Salesforce

“We looked at the implementation of a large language model 
[LLM] to help call center operators... we quickly found very 
large productivity gains, sometimes as much as 30 or 35 
percent. Within four or five months, people using the AI 
system were significantly outperforming their colleagues 

who’d been on the job for a year or more.”

Erik Brynjolfsson, Senior Fellow at Stanford Institute for 
Human-Centered AI (HAI)

"We believe that AI can enhance productivity and efficiency 
in ways that will fundamentally transform industries, 

including how businesses engage with their customers.“

Sam Altman, CEO OpenAI

"AI's greatest potential lies in automating repetitive tasks and 
enabling businesses to focus on delivering better outcomes for 

their customers.”

Alex Wang, CEO Scale AI
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But AI and ML isn’t new 
in Contact Centers

Early automation and 
Rule-based systems 

1980s-2000s

• IVR

• Rule based chat bots

• Call routing based on 
business logic

Machine learning and 
Speech recognition

2000s-2015

• Speech to text/TTS

• Predictive Analytics

• Basic sentiment/intent 
analysis

Conversational AI and 
Virtual assistants

2015 -2020s

• Conversational NLU

• CRM integrated bots

• Omnichannel 
orchestration
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Experiences today continue to 
fall short of expectations 

1¹ The changing expectations of customer experience, The Futurum Group, February 2024.

Were very satisfied 
with their last customer 
service engagement.¹

Have abandoned an 
interaction with customer 
service due to poor experience.¹

CX leaders told Forrester that 
they are unable to prove the ROI 
of CX
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- the AI of today is 
nothing like yesterday’s
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Model size in billions of parameters

The AI revolution
10,000 X change in model size in 5 years
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Unprecedented AI investment
$1 trillion to be invested in next 5 years
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Personalisation & accuracy at scale

AI is rapidly solving the harder problems

Empathetic and human-like responses 

Dynamic interaction resolution

• Understanding intent 

• Generating natural language

• Holding a conversation 

• Connecting systems

• Real time performance analysis
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CX and AI coming together is 
one of the 

of our lifetime
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Improvement in Sales 
Conversion Rate

10%-40%
Improvement in Annual 
Customer Retention

10%-30%

Improvement in chatbot 
resolution at contact 
centers

50%
Reduction in Calls Requiring 
Human Agent

10%-50%

Early results
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Our Customer 
Experience 
portfolio

DEVELOPERS & ECOSYSTEM
Developer Apps  | Solutions Plus  | OEM 

CUSTOMER EXPERIENCE FOUNDATION
Integrations  |  Flows  |  Journey Data  |  Knowledge  |  Actions  | Channels

WEBEX PLATFORM
Ordering  |  Provisioning  |  Administration  |  Support  |  Billing  |  Security  |  AI

Human 
Agents

Proactive 
Journeys

AI 
Agents
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AI is 
embedded 
across 
everything 
we do  

DEVELOPERS & ECOSYSTEM 
AI Assistant for Developers  |  BYO AI

CUSTOMER EXPERIENCE FOUNDATION
Code Generation  |  Insights & Analytics

WEBEX PLATFORM
Noise Removal  |  Prediction  |  Sentiment  |  Translation  |  Summarization

Human 
Agents

Summarization
Responses/Answers

Wellbeing
Coaching*

Performance Mgmt.*

Proactive 
Journeys

AI 
Agents

Campaign Management*
Video Generation* 
AI Agent linking*

Omnichannel, multimodal & 
multilingual 

Scripted & autonomous modes  
Execute actions and fulfil 

intents
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Powering more human-like interactions 
across voice and digital channels

Webex AI Agent

Omnichannel, multilingual AI agents 

Real-time intent fulfillment 

Integrate with contact centers

9 languages supported

Contact Center | HR | IT | Sales | Healthcare

GENERALLY AVAILABLE
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Natural conversation

Guardrails

Context switching

Webex AI Agent
Powering more human-like interactions 
across voice and digital channels
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Driving business value with AI

Healthcar
e

Assist customers with 
appointment management - 

cancellations and reschedules. 

• 10% of call volume automated

• $85K in annual agent hours saved

Logistic
s

Tracking of packages in the last 
mile - assisting customers on 

status of shipment.

• 50%+ containment

• Eliminated need for human capacity to 
support this new service

Retai
l

Answer online store product 
queries from customers – 

options, recommendations and 
details

• 10-15% increase of current 65% 
containment rate
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Automation and Augmentation
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Pre-call Greeting Conversation Call-end Post-call work Post-call analytics

Supervisors

Customers

Agents

Dropped call 
summaries

AI Agent context 
transfer summary

Topic Analytics

Auto CSAT (voice) and 
Coaching Highlights

Real time 
transcription

Suggested Responses

Wrap up summaries 
& wrap up codes

Consult/Transfer 
Summary

Agent Wellness Breaks

Cisco AI Assistant for 
Webex Contact Center 
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An AI 
assistant that 
summarizes 
AI agent 
interactions

GENERALLY AVAILABLE
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An AI 
assistant that 
provides 
real-time 
transcriptions

GENERALLY AVAILABLE
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An AI 
assistant that 
cares about 
agent 
wellbeing

GENERALLY AVAILABLE
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An AI 
assistant that 
automatically 
assigns CSAT 
scores

GENERALLY AVAILABLE
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An AI 
assistant that 
analyzes all 
calls and 
identifies top 
drivers

GENERALLY AVAILABLE
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Voice of our customers

Topic Analytics lets us analyze call groupings to 
understand what customers are calling about and 
how agents handle those calls.
For example, we found that around 20% of our 
general questions are about loans and need to be 
transferred [to another department].

Cameron Mitchell
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AI transforms CX outcomes

• Faster resolutions
• Shorter waiting times
• 24/7, always-on support

• Reduce agent stress
• Improve agent efficiency
• Only serve required customers

Enhance customer satisfaction Reduce agent burnout

Customers Agents

• Create cost efficiencies
• Realize faster time to value
• Improve first contact resolution 

/ Effective service at scalability

Boost operational efficiency

Business
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There are risks associated with AI, 
and you need to be prepared
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Cisco principles for Responsible AI 

Ensuring full visibility into AI generated 
content and how it’s processed

Impartial and just treatment of 
data, keeping ethics in mind

Effective governance structure to 
deliver best customer outcomes

Customer data is processed 
appropriately and safely

Secure use of AI algorithms and 
LLM for enterprise customers

Delivering solutions that customers 
can rely on for everyday use

Transparency Fairness Accountability

Privacy Security Reliability
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Webex Platform Advantage

Webex Contact Center 
& Webex Connect

A I- P O W E RE D  P LA TFO RM

ManageabilitySecurityArtificial Intelligence Interoperability

C U S T O M E R  E X P E R I E N C E
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Trusted technology partner

Enterprise-scale 
AI

Unified 
Platform 

Expansive certified 
channel partners

Battle-tested 
scalability & reliability

Built-in security & 
compliance
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Don’t miss the opportunity

Visit the 
Customer 
Experience 



Thank you

#CiscoConnect
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