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Webex App

BRKCCT-2688

Questions? 

Use Webex App to chat with the speaker after the session

Find this session in the Cisco Events 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 February 27, 2026.
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Enter your personal notes here

Catalyst 9000 Series Switching Family - …
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About me

BRKCCT-2688

Kartik Subramanian

Product Management, Webex Contact Center / Enterprise

London, UK

Passionate about helping businesses modernize their Contact Center

Work areas: Webex CC Agent experience and Digital channels | CCE – Digital channels
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Ever evolving consumer expectations

BRKCCT-2688

Source: primary research ”it’s time to solve the 
customer experience trilemma”

“Everything at 

my fingertips”

“Give me the tools

to serve myself”

“Resolve my 

complaint!”

“Fast, real-time 

communications 

just for me”

“Don’t make me 

repeat”
“Don’t make me 

wait”
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Evolution of contact centers

Source: primary research ”it’s time to solve the 
customer experience trilemma”

Telephone

IVR

Call center

CRMs Social channels

Cloud CC

Internet Mobile phones

Omnichannel CC

ChatGPT and LLMs

CX centers

BRKCCT-2688
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Webex Customer Experience Portfolio

BRKCCT-2688

Human 
Agents

Proactive
Journeys

AI 
Agents

DEVELOPER PLATFORM AND ECOSYSTEM INTEGRATIONS: 
SOLUTIONS PLUS | OEM | DEVELOPER APPS

Customer Experience Foundation

INTEGRATIONS | FLOWS | JOURNEY DATA | KNOWLEDGE | ACTIONS | CHANNELS

Webex Platform

ORDERING | PROVISIONING | ADMINISTRATION | SUPPORT | BILLING | SECURITY | AI

Customers
Business Systems

Users
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How have agents evolved?

© 2026 Cisco and/or its affiliates. All rights reserved. BRKCCT-2688



© 2026 Cisco and/or its affiliates. All rights reserved.

-

© 2026 Cisco and/or its affiliates. All rights reserved.

Traditional contact center workforce

BRKCCT-2688

AI agents Human Agents
Human Agents

Scripted

Supervisors

AdminsChannels
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Your expanded workforce with Agentic AI

BRKCCT-2688

AI agents Human Agents
Human Agents

Scripted Autonomous

Supervisors

Admins

AI assistants

Channels
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By 2026, 75% of customer 
interactions will be driven by AI – 

yet human empathy will remain the 
differentiator

BRKCCT-2688
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The AI front-door
Connected Agent Experiences

AI agents Human agents

BRKCCT-2688
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Human agents are more important than ever

AgentsAI & Automation

Routine requests High priority requests
Repetitive, predictable, 

high-volume, FAQs
Urgent, emotional, empathy-

driven, complex

As automation scales support, human agents deepen relationships

BRKCCT-2688
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Focus for this session

AI agents

Scripted Autonomous

Admins

Human Agents
Human Agents

Supervisors

AI assistants
AI assistants

Channels

BRKCCT-2688
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What causes the most friction 
for agents today?

The Slido app must be installed on every computer you’re presenting 
from

https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
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Multiple devices / apps Time to gather context How am I doing? Burn out!

Agents’ pain-points

BRKCCT-2688
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Unified experience Agent productivity Insights Wellbeing

Our initiatives

BRKCCT-2688
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Areas of focus

Unified experiences

Better together

CRM connectors

Extensible

Omnichannel

Agent productivity

Improving AHT

Finding the best agent

Context and guidance

Wellbeing

Insights

Coaching

Auto CSAT

Agent insights

BRKCCT-2688



Better together
Integrated experiences b/w Calling and Contact Center

Unified experiences

Agent productivity

Insights
Dedicated session

BRKCCT-2723 – Understanding voice channels in Webex CC
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Simplified sign in
Unified experiences / Better together

• Telephony options managed by desktop profile

• Modes of login

• Input validations

• Pre-populates telephony endpoints of the user

• Remembers your choices

BRKCCT-2688
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Preferred device
Unified experiences / Better together

• Answer calls from Webex Calling on the Agent Desktop

• Enable Manage Webex Calling calls in Agent Desktop

• If you have Webex Calling enabled, you can answer or 

decline these calls from a pop-over notification in Contact 

Centre.

•  Incoming calls will still ring in the Webex app and on your 

device, if available.

BRKCCT-2688
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Mitigate call conflicts
Unified experiences / Better together

• Bi-directional sync b/w CC and collab tool(s)

• Map custom idle codes b/w both applications

• Works with Webex App and Microsoft Teams

Presence sync

BRKCCT-2688
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RONA specific idle codes
Unified experiences / Better together

• Idle codes that meet your business’s needs

• Default system defined idle codes for routing 

failures

• Minimizes disruptions

• Improves troubleshooting speed

• Boosts overall efficiency.

Agent’s view

Supervisor’s view

Agent_Unavailable01:31:00

BRKCCT-2688
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Call delivery failure

CHANNEL FAILURE

Available but unresponsive

RONA

Call Declined

AGENT DECLINED

Busy on Non-CC call

AGENT BUSY

Device un-reachable

AGENT UNAVAILABLE

Invalid dial number

INVALID NUMBER

Consult call error

CHANNEL FAILURE

BRKCCT-2688
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Lean on experts!
Unified experiences / Better together

• Collaborate with your A-team colleagues using 

embedded Webex App

• Stay in the loop with team announcements from 

your supervisor or engage with them over 

messaging without leaving your desktop

Embedded Webex

BRKCCT-2688



Omnichannel by design
Unified inbox across multiple channels

Unified experiences

Agent productivity

Insights
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BRKCCT-2688

Source: primary research ”it’s time to solve the 
customer experience trilemma”

Managing channel 

complexities

The ever-evolving channel landscape

Channel landscape

Agent workspace 

tools are disjoint

Digital vs voice agent 

silos

Measuring success 

separately

Business challenges
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Channels we support
Unified experiences / Omnichannel

SMS MESSENGERCHAT EMAIL WHATSAPP APPLE MESSAGESVOICE

IN APP

COMING SOON

CUSTOM MESSAGING

COMING SOON
COMING SOON

WORK ITEMS
New channels

BRKCCT-2688
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Task list
Unified experiences / Omnichannel

• Unified view by interaction status

• Paginated responses

• Filters

• Sorting options: Longest waiting, Recently assigned

BRKCCT-2688
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Context > In Queue
Unified experiences / Omnichannel

• Interaction context modal in the task list

• Quick glimpse of Interaction metadata

• Actions : Assign to me

BRKCCT-2688
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Context > Active interactions
Unified experiences / Omnichannel

• Global variables to hold interaction 

context

• Inject from business systems (e.g. 

CRMs, etc.)

• Configurable policies: Viewable / 

Editable / Reportable

• Can hold up to 30 variables

BRKCCT-2688
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Channel aware
Unified experiences / Omnichannel

• Workspaces built for omnichannel experiences

• Channel aware media workspaces

• Honors channel nuances

• Built with security in mind

BRKCCT-2688
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Work Items (Task routing)

• Developers inject work items via Task APIs sourced from external apps

• Orchestrate work item automation and routing using Flow Designer

• Agents handle work items alongside native channels

• Sync work item properties in real time

• Leverage Task Control APIs  to integrate on 3rd party desktops

• Fetch work item activity via Captures API

Yesterday’s session

DEVNET-2795 – Route any task / any channel with Task Routing APIs

BRKCCT-2688
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Bring your own digital channel(s)

• Framework to support non-native digital messaging channel(s)

• Orchestrate automation and routing using Flow Designer on these channels

• Agents handle custom messaging channels alongside native channels

• Tap into outbound responses  (flow / agents) via secure webhooks

• Leverage Task Control APIs  to integrate on 3rd party desktops

• Fetch transcripts via Captures API

Yesterday’s session

DEVNET-2795 – Route any task / any channel with Task Routing APIs

BRKCCT-2688



Extensibility
Customise desktop as per your business needs 

Unified experiences

Agent productivity

Insights
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Fetches information from an external and internal  
data source

Supports Basic Auth and OAuth 2.0 for authenticated 
endpoints 

Inbuild node to pop information on Agent Desktop

Event flows triggered on the back of lifecycle states: 
e.g. AgentAnswered, PhoneContactEnded) 

Basic CRM integration

BRKCCT-2688
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Customize layouts
Unified experiences / Extensibility

Title and logo

Navigation widgets

Header widgets

Panel widgets

BRKCCT-2688
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Desktop Layout
Unified experiences / Extensibility

• Configurable title and logo

• Customise layouts by user roles

• Configure notification timers

• Embed widgets – iframes or build your own

BRKCCT-2688
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Widgets
Unified experiences / Extensibility

• Types of widgets:

• Header widgets

• Navigation (custom page)

• Persistent widgets

• Headless widgets

• Build them as 

• iFrame widgets

• Native web components

• Access variables from STORE

BRKCCT-2688
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Art of the possible
What can you build with widgets

Desktop Layout JSON - Widget

BRKCCT-2688



CRM connectors
Build your own UI / embed desktop components within CRMs 

Unified experiences

Agent productivity

Insights
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Integration toolkits
Build your own agent experiences Desktop Layout JSON - Widget

REST APIs Webhooks SDKs Widgets

{ REST } 

BRKCCT-2688
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Developer APIs
Build your own agent experiences

• Webex CC’s REST APIs to integrate 

with any custom desktops

• Manage integrations

• Configurations

• Agent availability

• Task control

• Data APIs

Desktop Layout JSON - Widget

BRKCCT-2688
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Webhooks
Build your own agent experiences Desktop Layout JSON - Widget

• Async callbacks events over HTTP

• Tap into Task and Agent state changes

• State control over these entities

BRKCCT-2688
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EPIC Integration

BRKCCT-2688
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Available CRM connectors

BRKCCT-2688
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Areas of focus

Insights

Coaching

Auto feedback loops

Dashboards

Agent productivity

Context and guidance

Wellbeing

Finding the best agent

Improving AHT

BRKCCT-2688



Finding the best agent
Route interactions to the best available agent

Agent productivity

Insights

Unified experiences
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Demand and supply

Connecting customers and agents

Customers

Agents

• Many channels

• Many topics and intents

• Traffic can surge at any point

• Limited pool of relevant agents

• Difficult to setup customer expectations

BRKCCT-2688
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Robust routing patterns

Team based queues Skill based queues Agent based queues

Put your best agents forward using routing algorithms

Mapped using teams Mapped using skills Mapped using agents

BRKCCT-2688
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State / channel
Go available on select channels you want to

• Agents can manage their availability per channel

• One click to turn ON/OFF all media types

• Roll out in control of an Admin

BRKCCT-2688
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Assign to me
Self-assign interactions from queues

• Visibility into queued interactions and filters

• Agents can self-assign queued interactions

• Controlled by role-based access control

• User profile

• Self-assignment enabled queues

• Capacity for self-assignment in MMP

• Can work alongside ACD routing

• Bring interactions to logical closure effectively

BRKCCT-2688



Context and assistance
Get your agents to swiftly address customer queries

Agent productivity

Insights

Unified experiences
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Where agents spend their time today

Form filling & 
record updates

Looking up 
information

Understanding 
customer context

Transfers / escalations 
/ consults

Post-call activities 
(ACW)

Wellbeing & self 
development 

15-20% 10–15% 10-15%

10-15% 2-5%10%

Agent Activities

BRKCCT-2688
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Journey Data Service (JDS)

360-degree customer profile

Act: Powerful orchestration

Listen: Real-time journey tracking

Analyze: Advanced Analytics

Identify: Dynamic profiling

BRKCCT-2688
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Reclaim agents’ time to do what matters

Agent time spent 
with customers

Agent time spent 
on operations

AI frees up agents to focus on 
what only humans can deliver

<20% 

AI can flip the balance

of agent time goes to high-value 
human connection and growth

Today Future

BRKCCT-2688
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Pre-call Greeting Conversation During call Post-call work Post-call analytics

Supervisors

Dropped call 
summaries

AI Agent context 
transfer summary

Topic Analytics

Auto CSAT (voice) and 
Coaching Highlights

Real time 
transcription

Suggested Responses

Consult/Transfer 
Summary

Wrap up summaries & 
wrap up codes

Agent Wellness Breaks

Agents

Customers

Cisco AI Assistant 
Augmenting agents to deliver better customer experiences and satisfaction

BRKCCT-2688
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AI Assistant in 50+ 

Global Languages

Click here for details

BRKCCT-2688

https://help.webex.com/en-us/article/preview/nlm6pob/Multi-language-Support-for-AI-Assistant-Features#reference-template_71e97f6d-941d-4982-9fb3-26493efb4bae
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Summaries

AI assistant summarizes the interaction transcript 

once the virtual agent hands-off to a human 

agent allowing them to quickly come up to speed 

on the customer’s query.

Dropped call summary

Virtual agent handoff summary

Transfer / mid-call summary

Wrap up summary

Requires A-FLEX-AI-ASST add-on

BRKCCT-2688
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 Virtual agent handoff summary

AI assistant summarizes the customer’s recent 

interaction in case of a network failures and the 

customer calls back again

Transfer / mid-call summary

Wrap up summary

Dropped call summary

Requires A-FLEX-AI-ASST add-on
Summaries

BRKCCT-2688
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 Virtual agent handoff summary

Wrap up summary

 Dropped call summary

AI Assistant hands every consult or transfer a 

perfectly distilled context snapshot, reducing 

repeat explanations, cutting handle time, and 

boosting FCR.

Transfer / mid-call summary

Requires A-FLEX-AI-ASST add-on
Summaries

BRKCCT-2688
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 Virtual agent handoff summary

AI Assistant closes the call for your agents by 

instantly producing an accurate, structured 

summary, freeing them from manual notes and 

giving you cleaner data for faster, smarter 

operations.

 Dropped call summary

 Transfer / mid-call summary

Wrap up summary

Requires A-FLEX-AI-ASST add-on
Summaries

BRKCCT-2688
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Requires A-FLEX-AI-ASST add-on
Real-time transcription

BRKCCT-2688
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Requires A-FLEX-AI-ASST add-on

Real time assist

BRKCCT-2688
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What’s the value add?

Tenured agents handle complex 

calls with reduced need for 

departmental consults

New agents quickly transition 

from novice to skilled 

employees and stay compliant 

with best practices 

Skilled agents efficiently manage 

queue changes, reducing 

consults, transfers  and hold 

times

Enable faster and consistent experience with real time suggestions on what to SAY & DO

BRKCCT-2688



Improving AHT
Cutting down Handling Time with productivity features

Agent productivity

Insights

Unified experiences
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Pause and resume
Set interactions aside and resume later

• Pause digital interactions when:

• At the end of a shift

• Need to gather info offline before replying back

• Resume them later from your paused interactions list

• Auto park / resume upon customer dormancy and 

response

• Avoids accruing Handling Time

• Reports on Paused Time, Paused By, Resume Time, 

Resumed By

BRKCCT-2688
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Callbacks via desktop

Scheduled callbacks allow dialing customers at 

specified time intervals and can be managed by 

anyone servicing the selected queue

Personal callbacks

Campaign callbacks

Scheduled callbacks

BRKCCT-2688
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Callbacks via desktop

Scheduled callbacks

Campaign callbacks

Personal callbacks are assigned to a specific 

agent (colleague or the agent in context)

Personal callbacks

BRKCCT-2688
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Callbacks via desktop

 Scheduled callbacks

 Personal callbacks

Callbacks are part of a campaign and are 

attempted only if the campaign is still running. Can 

only be created from active campaign calls.

Campaign callbacks

BRKCCT-2688



Wellbeing
Cutting down Handling Time with productivity features

Agent productivity

Insights

Unified experiences
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Requires A-FLEX-AI-ASST add-on

Wellbeing

BRKCCT-2688
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Agent burnout detection

Cisco Auto CSAT 

AI service

Agent specific model

Transcripts

Operational  Data

Surveys

Regular training

• Requires A-FLEX-AI-ASST add-on

• Enables you to care for your agent’s 

wellbeing

• Proactively remind agents to take short 

break

BRKCCT-2688
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Thrive resets (S+)

BRKCCT-2688
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Bring wellness into AI routing 
Put your best foot forward by considering agent wellness 
when routing

Missing item

Product issue

Technical support

A1

A2

Problem statement Customer Sentiment Capacity Agent sentiment Agents

A3

BRKCCT-2688
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Demo

BRKCCT-2688
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Areas of focus

Insights

Coaching

Auto CSAT

Dashboards

Dedicated session

BRKCCT-1223 - Transforming Quality 

Management, Empowering Agents, and 

Automating Interactions with AI 

BRKCCT-2688



Dashboards
Let agents monitor themselves on how they’re doing 

Agent productivity

Insights

Unified experiences
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Agent performance stats

• Monitor your performance

• Compare your performance 

against the team averages

• Stats across agent performance, 

queue stats,

• New revamp being worked upon 

BRKCCT-2688



Auto CSAT
Set your feedback loops on auto-pilot!

Agent productivity

Insights

Unified experiences
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Auto-CSAT

• Requires A-FLEX-AI-ASST add-on

• Enables data-driven decisions for 

immediate service enhancements

• Identifies areas of improvement across all 

your interactions

• Flags dissatisfied customers  for early 

intervention to enhance retention

Cisco Auto CSAT 

AI service

Regular training

Customer specific model

Transcripts

Operational  Data

Survey

BRKCCT-2688
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Auto-CSAT

• Customers who’ve enabled surveys using:

• Experience management

• Custom IVR surveys using CSAT DTMF surveys

• Customer interactions in English

• Call recording must be turned ON

• Enabled on a per agent basis / nominate all agents

BRKCCT-2688



Coaching
AI QM with human in the loop 

Agent productivity

Insights

Unified experiences
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AI Quality management

• Enables supervisors to perform QM effectively

• Agent performance stats to AI generated insights

• Insights include What’s working and Tips to improve

• Evaluations scores generated with AI with human in loop

• Evidence and seek to timestamp

BRKCCT-2688
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Wrap

 Unified experiences

Better together

CRM connectors

Extensible

Omnichannel

 Insights

Dashboards

Auto CSAT

 Agent productivity

Improving AHT

Intelligent routing

Context and guidance

Wellbeing

Coaching

BRKCCT-2688
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Empower agents to stay efficient, informed

Care about their wellbeing

Deliver exceptional CX

BRKCCT-2688
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Contact Center Breakout Sessions

BRKCCT-2688

Tuesday Wednesday Thursday FridayMonday

TECCCT-2560

Yet Another AI 
Session? Discover 
How Webex Contact 
Center AI Cuts 
Through the Noise

08:15

BRKCCT-2688

Driving Contact 
Center Efficiency and 
Customer 
Satisfaction Through 
Enhanced Agent 
Experience

12:00

BRKCCT-1134
Improve Customer 
Experience, Agent 
Productivity and 
Operational Efficiency 
with Contact Center 
Enterprise 15

BRKCCT-2487

Driving Contact 
Center Efficiency and 
Customer 
Satisfaction Through 
Enhanced Agent 
Experience

IBOCCT-2100

Cisco Contact Center 
Solutions for your 
Private Data Center 

BRKCCT-2345

Boosting Customer 
Experience with Flow 
Orchestration in 
Webex Contact 
Center

IBOCCT-2584

Reimagine Customer 
Experience: An 
Interactive Product 
Management Deep 
Dive with Webex 
Contact Center

BRKCCT-2397

Backend to Frontline: 
Enhancing Customer 
Experience with 
Webex Connect 
Integrations

BRKCCT-1223

Transforming Quality 
Management, 
Empowering Agents, 
and Automating 
Interactions with AI 

BRKCCT-2723

Understanding and 
Enhancing Voice 
Channels in Webex 
Contact Center

BRKCCT-2390

Customer Experience 
- The Complete 
Webex Contact 
Center Journey

BRKCCT-2295

Data-Driven 
Proactive 
Engagements with 
Webex Contact 
Center

15:30

17:00

08:00

09:30

11:30

13:45 10:30 16:45 09:15

IBOCCT-2100

Cisco Contact Center 
Solutions for your 
Private Data Center 

15:00

15:00

IBOCCT-2584

Reimagine Customer 
Experience: An 
Interactive Product 
Management Deep 
Dive with Webex 
Contact Center

17:30

Tech Seminar

Technical Breakout

Interactive Breakout

On-Prem

On-PremOn-Prem

CPaaS
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Complete your surveys in the Cisco Events 
App.

Complete your session surveys

BRKCCT-2688

Complete a minimum of 4 session surveys 
and the overall event survey to receive a 
unique Cisco Live t-shirt. 

(from 11:30 on Thursday, while supplies last)  
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Book your one-on-one 
Meet the Engineer 
meeting

Visit the Technical
Solutions Clinics to 
discuss your technical 
questions

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

Visit the On-Demand 
Library for more 
sessions at 
CiscoLive.com/On-
Demand

Visit the Cisco 
Showcase for related 
demos

Continue your education

BRKCCT-2688

Contact me at: krtksubr@cisco.com

https://www.ciscolive.com/on-demand/on-demand-library.html
https://www.ciscolive.com/on-demand/on-demand-library.html


Thank you

Open for Q&A
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