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Enter your personal notes here

Cisco Webex App 

7

Questions? 
Use Cisco Webex App to chat 
with the speaker after the session

Find this session in the Cisco Live Mobile App

Click “Join the Discussion”

Install the Webex App or go directly to the Webex space

Enter messages/questions in the Webex space

How

Webex spaces will be moderated 
by the speaker until December 22, 2023.

1

2

3

4

7

https://ciscolive.ciscoevents.com/ciscolivebot/#BRKCCT-2690
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Empowering tools

Integrations

Supervisor tools

Customisation
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Source of Agent Effort/Inefficiency

9BRKCCT-2690

Not enough customer data 37.31%

Too many screens to access 41.79%

Training isn’t effective 32.84%

Knowledge base is hard to 
search

20.90%

It takes effort to support 
customers in different 
channels

47.76%

CCW: State of Contact Center Technology 2023

52%
of agents report

burnout

50%
of turnover attributed to 

burnout

Source: Forbes
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Have you been in a situation when you were 
desperately trying to reach a contact centre but 
didn’t get the experience you deserved?

10BRKCCT-2690 10BRKCCT-2690
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Imagine if…

11BRKCCT-2690

Too many screens

Lack of customer data

Hard to handle omnichannel interactions

Hard to search knowledge base

Lack of training and coaching

Single, extensible agent interface

Handover with insights, context and journey info

Frictionless, personalised omnichannel interactions

AI assisted agents

Reach Supervisors & Experts in the same interface



Agent Desktop
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Webex Contact Center 
Agent Desktop

A fresh, modern experience that empowers your agents

• Extensible via widgets and JavaScript SDK

• Agent and SME Collaboration

• Omni-channel User Experience

• Voice, Email & Chat

• Facebook Messenger, SMS & WhatsApp

• Localisation – 29 languages

BRKCCT-2690 13

Empowering tools
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Automated Follow up 
Workflows for Digital Channels

Agents can trigger automated workflows, such as:

• Ticket creation in a CRM system

• Offer or request fulfillment

• Future appointment setting

• Process automation

Agents experience exactly what the customer sees with message 
previews

Enhanced agent contact handling, including:

• Rich text editing

• Emojis and stickers

• Hyperlinks

• Delivery receipts

Agents can use rich text features and 
easily trigger follow up workflows 

Administrators can customise pre-defined 
workflow options for agents to search, 
select, and execute

BRKCCT-2690 14

Empowering tools
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Customer 
Context

Customer journey data 
provides context and key 
insights across channels.

Agents have access to 
relevant data to take real-
time actions and provide the 
best experience to 
customers.  

15BRKCCT-2690

Empowering tools



Agent 
Experience Demo

https://youtu.be/GTyCMsSMDOc
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CRM Data Dip Connector

18BRKCCT-2690

Configure Connected App on CRM - Client ID/Secret for OAuth2

Configure Connector on Control Hub – Test & Activate

Configure Flow HTTPS Node to use Connector

Documentation

Integrations

https://help.webex.com/en-us/article/7fuy63/Set-Up-Integration-Connectors-for-Webex-Contact-Center#Cisco_Generic_Topic.dita_567897af-47bc-48a2-8714-8e30f44189e0
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Flow Designer 

HTTP Request

• The HTTP Request activity fetches 
information from an external data 
source such as a CRM using 
standard HTTP protocols.

• Basic Auth and OAuth 2.0 attributes are 
supported for authenticated endpoints

• Support of popular Methods (GET, 
POST etc..) 

BRKCCT-2690 19

Integrations
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Salesforce - Flow Control Configuration

20BRKCCT-2690

Variables:
- Customer Name
- Customer Priority
- Customer ID

Integrations



© 2023  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLiveAPJC

Salesforce – HTTP Requests

21BRKCCT-2690

API Reference guide

curl --location --request GET 'https://<your domain>.my.salesforce.com/services/data/v54.0/sobjects/Account?Phone=+6563175201' \
--header 'Authorization: Bearer XXXXXXXXXXXXXXXXXX' \

Integrations

https://developer.salesforce.com/docs/atlas.en-us.228.0.api_rest.meta/api_rest/resources_list.htm
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Flow Designer – Data Dip Config

22BRKCCT-2690

Integrations

Extracting
Customer ID

Pre-authorised

API Query 
“Phone” param
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Flow Designer – HTTP Requests

23BRKCCT-2690

Updating case 
details

Integrations

Creating a new 
case in CRM
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Configurable Desktop Popover and Interaction Pane

Create custom 
variables in the flow 
designer for the agent 
incoming popover and 
interaction pane

Custom variable is 
displayed on the 
agent desktop

• Flow control designers can configure variables for agent desktop voice popover and interaction pane

• Showing key information to agents

• Provides customers more customisation capabilities 

• Agents can relate to valuable call-relevant details in the popover and interaction details → smoother customer experience

BRKCCT-2690 24

Customisation
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Desktop 
Layout
Customise Desktop 
Layout completely from 
Portal. 

JSON Based Layout with 
Live Validation. 

Configurable Desktop 
layout on Team Level. 

25BRKCCT-2690

Provisioning > Desktop Layout 

Customisation
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1

4

2

3

Agent Desktop Layout 
Customisation

Customisation

1. Customise Logo, Title

2. Header Region

3. Navigation Tabs – Extendable

4. Panel Region for Widgets
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Agent Desktop Layout 
Customisation

Regions

1. Customise Logo, Title

2. Header Region

1 2

Customisation
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Agent Desktop Layout 
Customisation

Regions

1. Customise Logo, Title

2. Header Region

1 2

Customisation
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Agent Desktop Layout Customisation

Customisation

Extend & Re-Arrange

• Header allows you to customise region next to the logo and title.

• Install Header widgets and rearrange Desktop Actions 

Advanced Header:

• webex

• outdial

• notification

• state-selector

• widgets (your custom widgets)

Edit advancedHeader section
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Desktop Layout – Auxiliary Pane (Panel)

System Default:

• IVR_TRANSCRIPT

• CONTACT_HISTORY

• SCREEN_POP

Add Custom Tabs to the panel section

Panel allows you to customise the Tabs that show up along with the Screen Pop

30BRKCCT-2690

Customisation
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Headless & Navigation 
bar Widgets

31BRKCCT-2690

• Headless Widgets allow you to run 
background JavaScript code without 
Rendering a UI

• Useful for backend utilities & 
automation – including CRM 
Connectors

1

4

2

3

Customisation
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Desktop "STORE”

32BRKCCT-2690

Understand the $STORE in terms of what attributes you can pass into the layout.

Large list of top-level objects:

$STORE.agent

$STORE.agentContact

$STORE.app

$STORE.auth

$STORE.generalNotifications

$STORE.dynamic

https://developer.webex-cx.om/documentation/guides/desktopReference

Customisation

https://developer.webex-cx.om/documentation/guides/desktop
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iFrame - Bringing Content In
Before you iFrame sources inside desktop

33BRKCCT-2690

Not Allowed as per Content Security Policy (CSP) Allowed as per Content Security Policy (CSP)

Customisation
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Desktop APIs

• REST APIs for agent call control events and agent 

state management

• Build custom agent desktops and build integrations 

with third party integrations like CRM.

• Accept, Wrap-up, End Task, Agent State change

• Call Control (answer, hang-up, hold, resume, 

conference, transfer), Click to call, Call recording 

pause/resume 

BRKCCT-2690 34

Customisation
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Current CRM Connectors
Cisco-built & supported

Coming SoonAvailable now

BRKCCT-2690 35

Integrations
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Dynamic Menus that maintain 
customer context through 
data lookups from the CRM 
inside Flow.

IVR Data Dips

Contact Routing inside flow 
leveraging HTTP Requests 
from the CRM.

Intelligent Routing

Contact Centre controls within 
the CRM – Unified single pane 
of glass for the agents.

Integrated Desktop

Upon call answer and 
transfers, agent receives 
relevant context with the 
customer record from the 
CRM.

Screen Pops

Post call activities posted into 
the CRM after the interaction.

Post call Activity

Instant Outdial calls from the 
CRM via Webex Contact 
Center's Outdial capability.

Click-to-Call

Cisco CRM Connector Capabilities

BRKCCT-2690 36

Integrations



© 2023  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLiveAPJC

Microsoft 
Teams 
interoperability

37BRKCCT-2690

Engage Teams-based experts 
with consolidated Azure 
directory and presence.

Conference or transfer to 
Teams users.

Skills-based routing of inbound 
calls from Microsoft Teams.

Integrations
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Desktop Documentation Links

• Agent Desktop White Paper:

• https://www.cisco.com/c/dam/en/us/td/docs/voice_ip_co
mm/cust_contact/contact_center/webexcc/whitepaper/W
ebexContactCenter-
AgentDesktopProductFeatureWhitePaper.pdf

• Agent Desktop User Guide:
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/
cust_contact/contact_center/webexcc/desktop_20/webe
xcc_b_20-desktop-user-guide.html

• Agent Desktop Layout Configuration Guide:

• https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/
cust_contact/contact_center/webexcc/SetupandAdministr
ationGuide_2/b_mp-release-2/b_cc-release-
2_chapter_011.html#topic_8230815F4023699032326F9
48C3F1495

• Agent Desktop Sample Widgets:

• https://ciscodevnet.github.io/webex-contact-center-widget-
starter/

• https://github.com/CiscoDevNet/webex-contact-center-
widget-starter/tree/master/Examples

• Agent Desktop Developer Guide (Including JS SDK):

• https://devportal.wxcc-
us1.cisco.com/documentation/guides/desktop

• https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust
_contact/contact_center/webexcc/developer_20/webexcc_b_
20-desktop-developer-guide-.html

BRKCCT-2690 38
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https://github.com/CiscoDevNet/webex-contact-center-widget-starter/tree/master/Examples
https://devportal.wxcc-us1.cisco.com/documentation/guides/desktop
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Role Based Access 
and Experience

Supervisors will sign in with different profile options 
(such as supervisor only or supervisor and agent 
role) 

Post sign-in, they will be provided a dedicated User 
Interface for supervisor-centric activities

40BRKCCT-2690

Agent Supervisor Supervisor and Agent

User Profile (License) Agent (Standard or Premium) Supervisor (Premium) Supervisor (Premium)

Layout Agent Team Primary (Supervisor) Team Agent Team

Supervisor tools
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Supervisor 
Desktop

• Priority dashboard for a 
quick view of what’s most 
important

• Automated supervisor 
functions allowing time to 
focus on the customer 
experience

• Agent performance 
management 

41BRKCCT-2690

Hi Prasanna Arjunan, Welcome!

Supervisor tools
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Team 
Performance 
Details

• Holistic view of agent information across teams, to derive and 
decide next action steps

• See important insights and analytics to empower agents and 
help meet business goals.  

• Move the order and hide/unhide the columns, export data, call 
monitoring, messaging, change agent states

Prasanna Agent

Prasanna Agent

Supervisor tools

BRKCCT-2690 42



© 2023  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLiveAPJC

Mid-call 
monitoring

Silently drop-in on calls to monitor 
an agent/customer interaction.  

Provide guidance or support to an 
agent. 

Help agents resolve customer 
issues efficiently and effectively.  

43BRKCCT-2690

Supervisor tools



Supervisor 
Desktop Demo

https://youtu.be/82JjLsRIkoc
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Appendix
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Real-time 
agent 
assistance

Contextual guidance 
during digital interactions

*Available for trials

47BRKCCT-2690
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Chat bot to 
human agent 
summarisation

Improve agent 
efficiency with AI 
generated ready to 
send responses, 
augmented by 
customer context & 
data.

* Available for trials end of CY23

48BRKCCT-2690
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Intelligent agent 
wellness and agent 
burnout detection

Before call 
actions

Breaks, Call routing, Channel 
allocation, Schedule adjustments

Burnout 
insights

Real-time and historical insights Via 
APIs

During call 
actions

Real-time support and coaching

BRKCCT-1008
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Summary…

50BRKCCT-2690

Not enough customer data 37.31%

Too many screens to access 41.79%

Training isn’t effective 32.84%

Knowledge base is hard to search 20.90%

It takes effort to support 
customers in different channels

47.76%

CCW: State of Contact Center Technology 2023

Single, extensible agent interface

Handover with insights, context and journey info

Frictionless, personalised omnichannel interactions

AI assisted agents

Reach Supervisors & Experts in the same interface
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Session Surveys

We would love to know your feedback on this session!

• Complete a minimum of four session surveys and the overall event surveys to claim 
a Cisco Live T-Shirt

52BRKCCT-2690
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Continue 
your education

• Visit the Cisco Showcase for
related demos

• Book your one-on-one
Meet the Expert meeting

• Attend the interactive education 
with DevNet, Capture the Flag, 
and Walk-in Labs

• Visit the On-Demand Library 
for more sessions at 
www.CiscoLive.com/on-demand

53BRKCCT-2690

http://www.ciscolive.com/on-demand


Thank you
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