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Cisco Webex App 

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 June 7, 2024.
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https://ciscolive.ciscoevents.com/
ciscolivebot/#BRKCCT-1030

Enter your personal notes here
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Agenda

© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public

• Introduction

• Webex Contact Center 
Fundamentals

• Provisioning Use Cases

• Routing Use Cases

• Agent/Supervisor Experience

• Reporting

• Advanced Use Cases
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Introduction
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Webex 
Customer 

Experience
Vision

Empower
interactions 

across the customer journey

5BRKCCT-1030 



© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLive

Human engagementProactive communications Self-service

Webex Contact Center

Webex Platform

AI Assistant

BRKCCT-1030 6
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Delivering a fully connected journey
Across digital automation, self-service, and human engagement

Proactive 
notification

Self-service 
options

Contact Center agent desktop 
with full customer context 

Experience
survey

Handover to 
human agent

Digital automation and self-service Digital automationHuman engagement

Webex Platform
AI, Security, Manageability

Enterprise
collaboration
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The 
Fundamentals
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Licensing with CC Flex 3.0

Standard Agent Features Premium Agent Features

Positioning Leading offer
“Things a customer needs”

High value
“Things a customer wants”

Features Inbound voice
IVR port
Preview outbound
New: Chat & Email (agent assisted)
New: Journey Data Services
New: Webex Connect (Self-Service     
channels)

All Standard Features plus
SMS, WhatsApp, Facebook Messenger 
(Agent assisted)
Supervisor features
Future may include*: Smart Audio 
(BabbleLabs), Apple Bus Chat, Twitter, 
Other digital channels, Advanced 
recording

List Price WXCC: $115 Concurrent, $85 
Named

WXCC: $170 Concurrent, $130 Named

*Draft – Future still in definition
Subject to fair use, some elements may come with additional charge, 
inclusions may vary by region

9BRKCCT-1030 
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Add-Ons
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• Austria1

• Belgium1

• Bulgaria1

• Croatia1

• Cyprus1

• Czech Republic1

• Denmark1

• Estonia1

• Finland1

• France1

• Georgia1

• Germany1 ●● ● ●

• Greece1

• Hungary1

• Iceland1

• Ireland1 ● ●

• Italy1

• Jordan
• Latvia1

• Liechtenstein
• Lithuania1

• Luxembourg1

• Malta1

• Netherlands1●

• Norway1

• Poland1

• Portugal1

• Romania1

• Slovakia1

• Slovenia1

• Spain1

• Sweden1

• Switzerland1

• Ukraine1

• United Arab Emirates1

Webex Contact Center Global Reach
87 Countries | 6 Data Centers

Frankfurt

United States

• Curacao

• Jamaica

• Mexico 

• Trinidad and Tobago

• United States 

United Kingdom

Canada

• Argentina1

• Aruba1

• Bahamas1

• Belize1

• Bermuda1

• Brazil
• Cayman Islands1

• Chile
• Colombia1

• Costa Rica1

• Curacao1

• Dominican Republic1

• Ecuador
• El Salvador
• Guatemala
• Honduras
• India
• Jamaica1

• Mexico
• Nicaragua
• Panama
• Peru
• Puerto Rico1

• Trinidad and Tobago1

• United States1,2

●● ● ●●● ●

• Canada1,2● ● ● ● ● ●

• Cameroon1

• Cote d’lvoire1

• Egypt
• Ghana1

• Israel1

• Morocco1

• Nigeria
• Qatar1

• Saudi Arabia1

• South Africa
• South Sudan
• Turkey

• Uganda1

• United Kingdom1

●● ● ● ● ●●

• Zambia1

Japan
• Japan1 ●● ● ●●

Australia
• Australia1

●● ● ● ● ●●

• Hong Kong1

• Indonesia

• Malaysia
• New Zealand
• Philippines
• Singapore

• South Korea
• Taiwan1

• Thailand
• Vietnam

●Application Data Center

● vPOP

● Acqueon Data Center

●Webex Connect Data Center

●WFO (Calabrio) Data Center

●WFO (Verint) Data Center

● CCAI Data Center

1Permitted for SMS
2Permitted for unbundled (without PSTN) and bundled with Webex Contact Center PSTN

Countries permitted for sale in country unless noted otherwise. Sales are permitted for unbundled (without PSTN)
Sales in India are restricted to India local BPOs serving US customers 

Due diligence for regulatory and compliance is up to the end customer
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High Level Architecture

LGW

Customer premise

Access SBC

Webex Calling Endpoints

Webex 
Calling CCP

Peering SBC

Service Provider

vPOP 
Bridge

On-Premise PSTN

Customer premise

UCM Endpoints

Access Network Access Network

On-Premise PSTN

12BRKCCT-1030 
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• Application Layer 

• Business Logic, Routing, Queuing, 
Flows and Agents management

• Media Processing Layer

• Regional Voice termination, Signalling 
Media playout, capture input, AI Harness, 
BNR, agent connection and call 
recording

• Voice Access Layer

• Customer Premise AND  
SP Voice connections

• VPOP (Direct SIP Trunk) 
OR Webex Calling

MEDIA PROCESSING

APPLICATION

VOICE ACCESS

Voice In Voice Out

High Level Architecture Simiplifed

13BRKCCT-1030 
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Customer premise

Use Case: Choosing the right architecture

PBX

• Both Webex Calling or VPOP can 
interface with third-party PBX

• Best practice: Choose Webex 
Calling/Media POP

• Use Local GW to connect the on-
premise PBX to Webex Calling

US based customer wants to move CC to the cloud but wants to keep existing 
third-party PBX due to high investment in endpoints still under support.

Select Home Region = US

Select PSTN Region(s) = US (Default)

Select Access Layer

Step 1-

Step 2-

Step 3-

14BRKCCT-1030 
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Customer premise

Customer 1– Existing PBX with endpoints

PBX

• No specific requirement from 
customer.

• Best practice?
• Use Cloud connect for Webex Calling

to reduce use of BW

LGW

US based customer wants to move CC to the cloud but wants to keep existing 
third-party PBX due to high investment in endpoints still under support.

Cloud Connect
PSTN provider

Select PSTNStep 4-

15BRKCCT-1030 
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Customer 1– Existing PBX with endpoints

Choose Agent Call 

Delivery

Dictated by customer requirement

Can this be optimized?

Best practice: WebRTC can serve as 
alternative method for agent call 
delivery as it is included in the Standard 
agent license

Cloud Connect
PSTN provider

US based customer wants to move CC to the cloud but wants to keep existing 
third-party PBX due to high investment in endpoints still under support.

Customer premise

PBX

LGW

Step 5 -

16BRKCCT-1030 



© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLive

Customer 1– Existing PBX with endpoints

Cloud Connect
PSTN provider

Internet

US based customer wants to move CC to the cloud but wants to keep existing 
third-party PBX due to high investment in endpoints still under support.

What about if the customer wants to 

remove the PBX?

BRKCCT-2723: Understanding Voice 
Media and Real-time Media Handling 

for Webex Contact Center

Bryan Morris

17BRKCCT-1030 



Provisioning Use 
Cases



Webex Control Hub

• Manage your organization 
using one central interface 
with Webex Control Hub.

• Manage users, service 
entitlements, licenses and 
contact center settings. 
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1-800-553-2447

Entry to 
Contact Center

Working Hours Check

IVR , Self-Service Queue
Routing Algorithm

Agent 
Answers
Call

Dialed Numbers
Channels 
(Entry Point)  

<----------------Flow Designer -------------->

Business 
Hours

IVR, Collect Digits, Play 
Message External Data Dip, 
Queue Treatment / Music

Control Hub

Flow Designer

AgentTeamQueue

Contact Flow Overview

*Telephony type

Desktop Layout

Multimedia Profiles

Skill Profiles

User Profile

Desktop Profiles

Team Call Distribution

Voice, Chat, 
Email, Social

Voice, Chat, 
Email, Social

Voice, Chat, 
Email, Social

20BRKCCT-1030 



Provisioning

• Start with licensing users on 
Control Hub. (Manual, CSV, or 
Active Directory Sync)

• Define CX based objects: Entry 
Points(Channels), Queues, 
Business Hours

• Define User based objects: Sites, 
Team, User Profiles, Skill 
Definition/Profile

• Define Desktop based objects: 
Multimedia profiles, Idle/Wrap-up 
codes, Desktop layouts
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Use Case: Easily Import objects in bulk

• Administrators have access to a reference list for each configuration item. 

Bulk import and export is supported for configuration items including: 
Channels, Queues, Teams, Skills, and 13 more objects. 

Details: https://help.webex.com/en-
us/article/na01x6o/Bulk-Operations-for-
Webex-Contact-Center

BRKCCT-1020: Migrating the Premise 
Contact Center to the Cloud

Mike Turnbow

22BRKCCT-1030 
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Control Hub Initiative Overview 

Separate portals that 
WxCC admins need to 

manage

Admin configurations, 
settings, and features that 
are being moved from TM 

Portal to CH

Non-CC specific settings 
already in CH that must be 
configured to properly set 

up a tenant

23BRKCCT-1030 
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Current progress

• We have successfully 
migrated 85% of admin 
features from the admin portal 
into Control Hub

• But wait there’s more…

BRKCCT-1019: Simplifying the admin 
experience for Webex Contact Center

Jonathan Cook

24BRKCCT-1030 



Routing Use 
Cases
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1-800-553-2447

Entry to 
Contact Center

Working Hours Check

IVR , Self-Service Queue
Routing Algorithm

Agent 
Answers
Call

Dialed Numbers
Channels 
(Entry Point)  

<----------------Flow Designer -------------->

Business 
Hours

IVR, Collect Digits, Play 
Message External Data Dip, 
Queue Treatment / Music

Control Hub

Flow Designer

AgentTeamQueue

Contact Flow Overview

*Telephony type

Desktop Layout

Multimedia Profiles

Skill Profiles

User Profile

Desktop Profiles

Team Call Distribution

Voice, Chat, 
Email, Social

Voice, Chat, 
Email, Social

Voice, Chat, 
Email, Social

26BRKCCT-1030 
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Flow Designer – Tour
Help

Save and 
Exit

Event Flow 
canvas

Main Flow 
Canvas

Call 
Handling 

& Flow 
Control 

elements

View Global 
Flow Properties 

Duplicate 
Activity

Global Flow & 
Activity Properties 

pane

Open the interaction log 
pane

Autosave 
toggle

Publish Flow

Flow View 
Settings 

Flow 
Designer 

app 
version

Start 
Event

Activity connector / 
Link

Flow 
Validation

Search FlowFlow Version HistoryFlow Edit Toggle

27BRKCCT-1030 
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Flow Designer – Event Flow
Event Flow 

Canvas

Global Flow 
Properties

Screen-pops 
within 

Desktop

Global Error 
Handler when 

Error path is not 
linked

Voice Post 
Call Surveys

When a live call is 
disconnecte and 

all participants are 
removed.

PreDial Event, used 
to set the caller ID 
using SetCallerID

activity.

AgentOffered event is 
triggered when an agent 
is offered a call.

28BRKCCT-1030 
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Flow Designer – Use Case: Basic Flow with 
Screen Pop and Voice Survey

29BRKCCT-1030 
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Flow Designer – Use Case: Basic Flow with 
Screen Pop and Voice Survey

30BRKCCT-1030 
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Flow Designer – Become an Expert!

BRKCCT-2028: Webex Contact 
Center Routing and Flow 

Orchestration

Krishna Tyagi

31BRKCCT-1030 
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Webex Contact Center Digital Channels 

Road Map ChannelsCurrent Channels

Email 

Chat

SMS

FB Messenger

WhatsApp

Google Business Messages

Apple Business Chat

32BRKCCT-1030 
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Webex Connect – Flow Builder Tour

Settings

Make Live

Notes

Share Flow

Flow 
Canvas

Start Node

Node Library

Canvas 
Controls

Save

Timeout

Success Path

Failure Path

Versioning

Flow 
debugger

Help

33BRKCCT-1030 
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Use Case – Route Web Chat to Agent

✓Start node is mapped to an Asset
✓Flow is triggered by incoming message received via chat widget 

associated with the Asset

34BRKCCT-1030 
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Search for existing conversation in Engage:
✓ If conversation does not exist, proceed with pre-

chat form
✓ If conversation exists, proceed with data parsing and 

evaluation

Conversation exists

Conversation does not exist

Use Case – Route Web Chat to Agent cont’d

35BRKCCT-1030 
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If conversation does not exist in Engage, show pre-chat form to the customer

Use Case – Route Web Chat to Agent cont’d

36BRKCCT-1030 
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Receive the data submitted by the customer via pre-chat form

Use Case – Route Web Chat to Agent cont’d

37BRKCCT-1030 
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Parse and evaluate chat form data or a message received from the customer:
✓Variable mapping
✓Error checking

Use Case – Route Web Chat to Agent cont’d

38BRKCCT-1030 
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✓ Create or Reopen Conversation in Engage if absent, and create task in Webex CC

✓ Append Conversation if present in Engage, and end the flow

Resolve conversation:

Create/Reopen conversation

Use Case – Route Web Chat to Agent cont’d

39BRKCCT-1030 
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Append created/reopened conversation

Use Case – Route Web Chat to Agent cont’d

40BRKCCT-1030 
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Queue created task in Webex CC

Use Case – Route Web Chat to Agent cont’d

41BRKCCT-1030 



© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLive

Close/delete the task in Webex CC if:
✓Conversation cannot be created or reopened in Engage
✓New conversation cannot be appended in Engage
✓New task cannot be queued in Webex CC

Use Case – Route Web Chat to Agent cont’d

42BRKCCT-1030 
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But wait…there’s more!

Use Case – Route Web Chat to Agent cont’d

BRKCCT-2017: Omnichannel contact 
center: How to elevate your CX

Shadab Abbasi

Emerik Giorgetti

43BRKCCT-1030 
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But wait…there’s even more!

Use Case – Route Web Chat to Agent cont’d

BRKCCT-2027: Contact Center 
Enterprise (CCE) digital channels 

powered by Webex Connect

Robert Rogier

44BRKCCT-1030 



Agent 
Experience
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Journey Data Service

Webex Contact Center Agent Desktop - Tour
Title and Logo Horizonal Header

Navigation Bar

History

Call ControlsCurrent 
interactions

Variables 
obtained from 

data dip

Webex Integration

46BRKCCT-1030 
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• State timers and call timers

• Change Team without sign out

• Screen-pop (via Flow Control configuration)

• Shortcut keys

• Notifications/alerts

• Toaster notifications & popover 
• RONA popover
• In-App notifications
• Notification sound volume control

• Persistent call control

• Make outdial call from Available state

• CAD variable save for incoming calls

• View wrap-up reason in interaction history

• IVR transcript widget

Webex Contact Center Agent Desktop

• Enhanced agent productivity Webex Contact Center

47BRKCCT-1030 
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Microsoft 
Teams 
Interoperability

• Skills-based routing 
of inbound calls from 
Microsoft Teams.

• MS Teams Directory 
Listing during 
Consult/Transfer and 
Presence Sync

BRKCCT-1030 48
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WebRTC Support

Answer calls without the need 
for a physical phone with 
WebRTC client for agent 
desktop. 

49BRKCCT-1030 
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Use Case: Customize Agent Desktop 
iFrame Based: Provide link of webpage 

inside the layout in component “agentx-wc-iframe”
• Easily embedded exiting web content
• Customize Size
• Can not use SDK or STRORE data
• Requires Content security Policy (CSP)

Web Component: Write custom JS code, 

bundled and hosted in a location. Provide location in 
layout

• Fully Customizable
• Use SDK and STORE
• Requires development

50BRKCCT-1030 
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Customization Areas

Auxiliary 
Information

Navigation
Bar

Horizontal 
Header

Horizontal 
Header

Workspace
Navigation 

Bar
Title and 

Logo

51BRKCCT-1030 



Areas of Customization - Nav Bar
Customized
Logo & Title

Navigation
Widgets

(custom page)

This is a predefined area in the layout where navigation widgets are placed

This is the navigation icon and HTTPS custom page location, you can use 
the existing icons by setting "iconType": "momentum”. Available icons in the 

collection: https://momentum-design.github.io/momentum-

design/en/tokens/icons/.

Header Widgets
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Simpler Data Insights 
Default Custom

BRKCCT-1030 53
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Layout of “iFrame Widget” sample
{

"nav": {

"label": "Analyzer iFrame Widget",

"icon": "analysis-active",

"iconType": "momentum",

"navigateTo": "iframe-widget",

"align": "top"

},

"page": {

"id": "iframe-widget",

"widgets": {

"left": {

"comp": "agentx-wc-iframe",

"attributes": {

"src": "https://analyzer-v2.wxcc-

us1.cisco.com/analyzer/view/dashboard?tId=e56f00d4-98d8-4b62-a165-d05a41243d98&rId=-1181"

}

}

},

"layout": {

"areas": [["left"]],

"size": {

"cols": [1],

"rows": [1]

}

}

}

},

GitHub sample

54BRKCCT-1030 
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Customer Journey Data Services 
(CJDS)

Listen

1

Identify

2

Analyze

3

Act

4

Real-time 
journey tracking

Dynamic 
profiling

Advanced 
analytics

Powerful 
orchestration
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Customer Journey Data Services 
(CJDS)

Listen

1

Identify

2

Analyze

3

Act

4

Real-time 
journey tracking

Dynamic 
profiling

Advanced 
analytics

Powerful 
orchestration

• Deliver consistent experiences across different channels.

• Make data-driven decisions for 
• next-best-action.

• Provides agents with visual representation of a real time view of 
customer journey real-time insights

56BRKCCT-1030 
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Viewing Customer Journey Data Services

Events Stream

• Localization
• Chronological journey
• Customizable data fields
• Clickable URL’s
• Custom Icons and Colors
• Mark Events Hidden
• Filter by tags
• Support for emoji’s
• Dynamic default filter
• Insert events from any platform
• Lookup Identity toggle

Desktop View (CJDS Widget)

Embed via Desktop layout

BRKCCT-2100: Accelerate Customer 
Engagement revenues and reduce 

customer friction

Barry McLellan

57BRKCCT-1030 



Supervisor 
Experience
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Realtime queue data enables real-time decision 
making regarding Contact Center SLAs

59BRKCCT-1030 
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Real time agent data helps supervisors empower 
agents with the help they need

z

60BRKCCT-1030 
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Post Interaction Insights
• Supervisors can filter recordings based on a date & time range (no more than 30 days).

• Review and Playback call recordings from Supervisor Desktop for agent analysis and training.

Recording Management module should 
be enabled for the supervisor profile

61BRKCCT-1030 
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Post Interaction Insights..But wait there’s more!
• Supervisors can filter recordings based on a date & time range (no more than 30 days).

• Review and Playback call recordings from Supervisor Desktop for agent analysis and training.

Recording Management module should 
be enabled for the supervisor profile

BRKCCT-1008: Empowering Agents 
and Supervisors for Customer Service 

Excellence

Janani Ramakrishnan
62BRKCCT-1030 



Reporting
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Stock: Reports and Dashboards

Stock Reports 
and 

Dashboards

Business 
Metrics

Historical 
Reports

Real-Time 
Reports

Transition 
Reports

• 100+ Stock reports and 25+ stock dashboards

• Table, Chart and Card Formats

• Run, Create a copy, Schedule, Download 
options

• The timestamps on all the reports are shown 
as per the browser or Tenant time zone.

• Editable and Locked Definitions

• 36 Month data retention 

64BRKCCT-1030 
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Analyzer
• Analyzer mines real-time and historical data from Webex Contact Center data 

sources to generate specific business views.

• 4 different tabs: “Home”, “Visualization”, “Dashboard” and “Variables”
• 4 types of data repositories:

Customer Session Records Agent Session Records
Customer Activity Records Agent Activity Records

BRKCCT-1030 65
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Inbound Dialed 
number

Entry Point

IVR

Queue

Team

End

Ringing

Connected

Login

Idle State

Available

Wrap-up

Idle State

Logout

Available

Ringing

Connected

C
S

R

A
S

R

CAR

AARAAR

CAR Customer
• Customer Session Record (CSR)
• Customer Activity Record (CAR)

Agent
• Agent Session Record (ASR)
• Agent Activity Record (AAR)

Analyzer RepositoriesAnalyzer Repositories
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Transition Reports
• Cisco provides a smoother transition for 

UCCX customers with a set of stock 
reports that resemble the look & feel of 
major UCCX reports.

• In total, 9 stock reports are available:

• Abandoned Call Detail Activity Report

• Agent Call Summary Report

• Agent Detail Report

• Agent summary Report

• Application Summary Report

• CSQ Activity Report by Window Duration

• CSQ Agent Summary Report

• CSQ All fields Report

• Multi Channel Agent Summary Report

• The reports are now enabled by default.

BRKCCT-1110: Webex Contact 
Center Analyzer – Data, Analytics, 

Reporting

Jerad Cockraft
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Webex Contact 
Center APIs

For access to the latest API 

developments, click below for the 

link to the Webex customer 

experience developer portal:

https://developer.webex-cx.com/

68BRKCCT-1030 
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APIs Available today

Configuration

Agent/Supervisor

Reporting

Contact Control

Events
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APIs Available today

Configuration Agent/SupervisorReporting Contact Control Events
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APIs Available today

Customer Experience:User Management:Desktop Experience:

Configuration Agent/SupervisorReporting Contact Control Events
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APIs Available today

Customer Experience:

• Entry Point
• Dial Number
• Contact Service Queue
• Business Hour
• Holiday List
• Overrides
• Audio Files
• Flow
• Global variables

User Management:

• Site
• Skill
• Skill Profile
• Team
• User Profile
• Users

Desktop Experience:

• Multimedia Profile
• Outdial ANI
• Contact Number
• Desktop Layout
• Dial Plan
• Address Book
• Desktop Profile
• Auxiliary Code
• Work Types

Configuration Agent/SupervisorReporting Contact Control Events
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APIs Available today

Search API: 

GraphQL endpoint to query declarative data fetching.

• Verbosely query data

• Return only the data you need

• Can return 

• value of 

• aggregation 

• a combination of both

Configuration Agent/SupervisorReporting Contact Control Events
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Make agents, supervisors, and businesses more 
effective with the Webex Assistant

Coaching highlights 
for supervisors

BETA Q4 CY24

Proprietary agent 
answers & suggested 

responses

BETA Q4 CY24

Automatic conversation 
summaries & recommended 

next actions

BETA Q3 CY24BETA Q1 CY24

Agent wellbeing with 
agent burnout detection
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Make agents, supervisors, and businesses more 
effective with the Webex Assistant

Automatic conversation 
summaries & recommended 

next actions

BETA Q3 CY24BETA Q1 CY24

Agent wellbeing with 
agent burnout detection

BRKCCT-2030: AI for the contact 
center

Arunabh Bhattacharjee
Padmini Krishnan
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Scheduling a callback

Use case: 
Agent wants to schedule a callback for a customer.
Customer wants to schedule a callback for a different day instead of 
waiting in queue.

Features used:
Webex Connect Webhook
Digital Flow Builder

APIs used:
Task
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Scheduling a callback

• Webhook accepts 

• Caller’s name

• Callback Time

• Callback Number

• Delay

• Holds flow until callback time is reached

• Call Task API

• Callback Number

• Caller Name as attribute

• Entry Point ID to execute flow from
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Scheduling a callback

• The user fills out the information

• The form data gets parsed, and the date is 
formatted to be accepted by the webhook

• The request is sent to the webhook
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Update emergency close via IVR

Use Case:

In the event of an emergency, supervisors need to update the welcome 
message and/or update callers in the queue with a message.

Features Used

• Business Hours

• Calling APIs from a flow

APIs used in demo

• Overrides 

81BRKCCT-1030 



© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLive

Update emergency close via IVR
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Update emergency close via IVR

• Check for auth pin
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Update emergency close via IVR

• Check for auth pin

• Check Current Status
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Update emergency close via IVR

• Check for auth pin

• Check Current Status

• Offer Menu options

• Turn on emergency mode

• Turn off emergency mode

• Hang up

• Check Status Again
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Update emergency close via IVR

• Check for auth pin

• Check Current Status

• Offer Menu options

• Turn on emergency mode

• Turn off emergency mode

• Hang up

• Check Status Again

• Turn on or off emergency mode
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Update emergency close via IVR

• Check for auth pin

• Check Current Status

• Offer Menu options

• Turn on emergency mode

• Turn off emergency mode

• Hang up

• Check Status Again

• Turn on or off emergency mode

• Confirm status
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Update emergency close via IVR

• Check for auth pin

• Check Current Status

• Offer Menu options

• Turn on emergency mode

• Turn off emergency mode

• Hang up

• Check Status Again

• Turn on or off emergency mode

• Confirm status
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Update emergency close via IVR
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Update emergency close via IVR

• Emergency changes will take effect 
on new calls
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Update emergency close via IVR

• Emergency changes will take effect 
on new calls

• Plays a different message

• Follows the closed flow
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Update emergency close via IVR

• Emergency changes will take effect 
on new calls

• Plays a different message

• Follows the closed flow

• Emergency changes will take effect 
on calls that are in the queue
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Update emergency close via IVR

• Emergency changes will take effect 
on new calls

• Plays a different message

• Follows the closed flow

• Emergency changes will take effect 
on calls that are in the queue

• Plays a special message

• Forces calls to the callback flow
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SKY IS THE LIMIT
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Desktop ExperienceConnectivity Robust APIs
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Complete Your Session Evaluations

Complete a minimum of 4 session surveys and the Overall Event Survey to be 
entered in a drawing to win 1 of 5 full conference passes to Cisco Live 2025.  

Earn 100 points per survey completed and compete on the Cisco Live 
Challenge leaderboard. 

Level up and earn exclusive prizes!

Complete your surveys in the Cisco Live mobile app.
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Continue 
your education

• Visit the Cisco Showcase 
for related demos

• Book your one-on-one
Meet the Engineer 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

97BRKCCT-1030 

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


Thank you

#CiscoLive



© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLive

Defining Webex Contact Center

Webex Contact Center is a microservices based, cloud software 
solution that allows business to manage customer interactions. 
The solution offers a robust set of tools allowing customers to 

connect with businesses through their preferred channel. It aims 
to improve CX by leveraging insights to drive efficiency across 

the agent, supervisor and admin personas.
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Customer Journey Data Services - Resources

JDS APIs - https://developer.webex-cx.com/documentation/journey

JDS Overview more on Vidcast - https://app.vidcast.io/share/889c2cbf-51b2-4cc9-94f8-

9143078dca83

JDS Use Case and example Vidcast

- https://app.vidcast.io/share/b90e50f4-d085-416c-9aae-29426fa18f53

- https://app.vidcast.io/share/0052e897-6d7a-4de5-8795-8926f0516503

- https://app.vidcast.io/collections/share/a3d5d3c9-faf8-4773-a16d-1abc27361113

CloudEvent Spec Details - https://github.com/cloudevents/spec/blob/v1.0.2/cloudevents/spec.md

JDS Widget GitHub Link - https://github.com/CiscoDevNet/cjaas-widgets

Cisco Momentum Design (icons) - https://momentum.design/icons
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High-level architecture

Journey event 
storage
(NoSQL)

Journey event 
processor

Journey 
event receiver

Real-time 
event 

streamer 
with 

export
capability

Progressive profiles 
with user-tailored data

REST APIs

API-first, programmatic Multi-Cloud
Hyper-scale event 
processing

Data governance

Web 

components

Journey

APIs

HTML

JS

CSS

Pre-built 

integrations

AI/ML 
plug-in

Action triggers 
(Programmatic + manual)

Webex Contact Center

Webex XM

Digital touchpoints

Listen

1

Identify/Analyze

2

Act

4

Events Tracking Dynamic Profiling Orchestration

REST/JSON

.NET SDK

.PHP package

Java Lib
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Enabling Customer Journey Data Services

Activate on Control Hub Manage Journey Projects

Activate Native 
WxCC Connector
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Viewing Customer Journey Data Services

Events Stream

• Localization
• Chronological journey
• Customizable data fields
• Clickable URL’s
• Custom Icons and Colors
• Mark Events Hidden
• Filter by tags
• Support for emoji’s
• Dynamic default filter
• Insert events from any platform
• Lookup Identity toggle

Desktop View (CJDS Widget)

Embed via Desktop layout
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Greater than the sum of their parts!
• Using flow logic to create a specific experience

• Using APIs to extend the functionality of a call flow

• Reporting

• Global Variables

• Business Hours

• Using Webex Connect to extend the functions of a call flow

• Utilizing the whole suite of products to reach your desired outcome

• Using Webex Calling to route calls to non-contact center team members

• Adding Journey Data Services

• Connecting external services to enhance the customer experience

• Data dips

• Outbound Campaigns

• Contact Center AI
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Cherry Picking Calls

• Use Case:

• To move a call which is in queue to a specific agent

• Features Used

• Flow Designer

• Business Hours node

• Queue to agent node

• Analyzer (Display UI)

• APIs used in demo

• Overrides 
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Cherry Picking Calls

• Configure Business Hours 

• Create and link an Override

• Note the Override ID

• Create an analyzer report

• Needs to include the SessionID

• Should include the ANI

• Create the flow
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Cherry Picking Calls
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Cherry Picking Calls

• Normal Flow
• Call gets queued
• Music in Queue played for 

caller
• Check Business Hours

• If an Override is not active 
loop queue music

109BRKCCT-1030 



© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLive

Cherry Picking Calls

• Check Business Hours
• An Override is active

• The Override name 
does not include the 
current SessionID
• Loop queue music
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Cherry Picking Calls

• Check Business Hours

• An Override is active

• The Override name does 

include the current 

SessionID

• (<SessionID>__<AgentL

ogin>)

• Parse the agent 

information and 

queue to that agent
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Cherry Picking Calls

• Copy the Session ID from the analyzer 
report

• Paste the Session ID as the first part 
of the name field followed by the 
double underscore delimitator

• Paste the agent login name after the 
double underscore delimitator

• The call will be queued to the agent 
the next time the music in queue 
loops
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Cherry picking Calls - Demo
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Catching and handling a potential duplicate callback

• Use Case:

• Query new inbound call ANI to see if there is a callback pending and if there was a recent 
missed callback attempt/recently ended call (10 minutes)

• If there is a Pending callback

• The caller will be given their position in queue and informed that they will receive a callback when it is their 
turn.

• If there was a recent missed callback attempt/recently ended call (10 minutes)

• The caller will be moved to a P1 in the queue as it is still their turn.

• If neither is true, the call will be placed in the queue treatment.

• Features Used

• Calling APIs from a flow

• APIs used in demo

• Search API
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Catching and handling a potential duplicate callback
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Catching and handling a potential duplicate callback

• Query Search API filtering on isCallback
and ANI for both inbound and outbound 
calls

• Returning 
• id
• Status
• endedTime
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Catching and handling a potential duplicate callback

• If the Status is parked or connect 
(in case of RONA)
• Query Search API for all calls in 

queue
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Catching and handling a potential duplicate callback

• If the Status is parked or connect 
(in case of RONA)
• Query Search API for all calls in 

queue
• Return a list of tasks
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Catching and handling a potential duplicate callback

• If the Status is parked or connect (in 
case of RONA)
• Query Search API for all calls in 

queue
• Return a list of tasks
• Split the list on the id of the existing 

callback and count how many tasks 
are ahead if the existing callback
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Catching and handling a potential duplicate callback

• If the Status is parked or connect (in case of 
RONA)
• Query Search API for all calls in queue
• Return a list of tasks
• Split the list on the id of the existing 

callback and count how many tasks are 
ahead if the existing callback

• Read back the position in queue
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Catching and handling a potential duplicate callback

• If the timeEnded is less than 10 

minutes ago
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Catching and handling a potential duplicate callback

• If the timeEnded is less than 10 

minutes ago

• Play a message that the call is 

being prioritized

• Set the queue priority to 1

• Place the call in the queue
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Catching and handling a potential duplicate callback

• If neither case is true

• The call is new

• Place the call in the queue
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Channel Shift - Voice Deflection to WhatsApp from 
IVR

Use Case

• Call queue has reached maximum capacity, and the 
business wants to leverage digital channels for self 
service.

Features Used

• Flow designer (HTTP Node)

• Flow builder (webhook flow)

• Bot builder and real agents if necessary

• Can elevate back to voice if necessary
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Channel Shift – Voice to WhatsApp from Queue

• Components

• Webex Contact 
Center

• Voice Flow

• Webex Connect

• Webhook Flow

• WhatsApp Flow
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Channel Shift – Voice to WhatsApp from Queue

• Webex Connect

• Webhook Flow

• Webhook URL will 
be used in Voice 
flow.

• Use a WhatsApp 
template for initial 
outbound message.
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Channel Shift – Voice to WhatsApp from Queue

• Webex Connect

o WhatsApp flow to handle customer 
interactions
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Channel Shift – Voice to WhatsApp from Queue

• Webex Contact center

o Voice Flow
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Channel Shift – Voice to WhatsApp from Queue

• Webex Contact 
Center

o Voice Flow

o Use Menu node to 
offer deflection
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Channel Shift – Voice to WhatsApp from Queue

• Webex Contact Center

o Voice Flow

o Customer presses one 
on their phone.

o Use HTTP node to 
send request 
to Connect webhook 
flow created above.

o Tell customer what has 
happened in a 
Message Node.
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Channel Shift – Voice to WhatsApp from Queue

• Webex Contact center

• Voice Flow

• Tell customer what 
has happened in a 
Message Node.
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Channel Shift – Voice to SMS from Queue
Demonstration
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Supervisor - Voice Flow changes from Desktop

Use Case

• Change Messaging including ad-hoc messages

• Put Contact center into Emergency Mode

• Control Surveys

• And much more...

Features Used

• Global Variables APIs (read/write)

• (Glitch) webpage

• Supervisor Desktop Layout
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Supervisor Voice Flow changes from Desktop

Standard Functionality

Create Global 
variables (Boolean 
and String types are 
currently 
supported)- naming 
convention required

1

Add Global 
Variables to your 
inbound routing 
flow

2

Create Glitch 
website to run in 
the Desktop

3

Use WxCC APIs 
within webpage to 
read and update 
global variables 
used in the Flow.

4

Add webpage to 
your 
Agent/Supervisor 
Desktop profile

5

Enhanced Functionality
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Step 1 – Create 
Global Variable(s)

Use the WxCC (Legacy) Admin Portal to create either 
Boolean or String Global Variables that can be used in 
your voice flow.

This example will add an ad-hoc message (Message of 
the Day) to the Voice Flow.

• Prefix your global variables with your name

o e.g. Adam_Message_Day

• Give your Global Variable a Description – this is what 
will be shown in the webpage in the Desktop

• Choose either Boolean or String as the type of the 
Global variable

• Set a default value

• Save

• Repeat with a String Global Variable to contain the 
actual message to be played.
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Use the WxCC Flow Editor to add the Global Variable to your Voice Flow.

Step 2 – Add Global Variables to your Voice Flow

We will build on the Call Deflection Flow from the previous example.

Add the Global variable before the queue node. (Note: you can add the Global Variable anywhere that is relevant)

We will place the Global Variable here
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From Flow Designer

• Edit your flow.

• Select the Global Flow 
Properties Cog

• Scroll down to Global 
Variables and select Add 
Global Variable

Step 2 – Add Global Variables to your Voice Flow
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From Flow Designer

• Select the Global Variables added above

• Select Add

Step 2 – Add Global Variables to your Voice Flow

BRKCCT-1030 141



© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLive

From Flow Designer

• Now, add to the main Flow:

• Condition

o {{Adam_Message Day}}

• Play Message

o If Condition True

o {{Adam_Adhoc_Message}}

• Validate and Publish

Step 2 – Add Global Variables to your Voice Flow
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• From developer.webex-cx.com, 
create a new WxCC API App

o Secret

o Client Id

• Create an Access Token 
mechanism to provide access token 
in your website

o Details available in Cisco github 
repository.

Step 3 – Use WxCC APIs to read/write Global Variables
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• Browse to Glitch.com

• Create a new Project

• Optional (rename project 
to something other than 
the random 3 words that 
Glitch defaults to)

Step 4 – Create (Glitch) website to enable 
view/update Global Variables
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• From webpage javascript file, use 
the APIs to list the current status of 
the global variables.

• Get an access token

Step 4 – Use WxCC Apis to read/write Global Variables
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• Use the Global Variables API to retrieve a list of all Global variables with the prefix 
added to the search.

Step 4 – Use WxCC Apis to read/write Global Variables
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• Parse the results of the search to create an HTML table of results

Step 4 – Use WxCC Apis to read/write Global Variables
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• Add some listeners

Step 4 – Use WxCC Apis to read/write Global Variables
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• If anything changes and the Apply button is clicked, use the Set Global variable API to 

update the Global Variable.

Step 4 – Use WxCC Apis to read/write Global Variables

BRKCCT-1030 149



© 2024  Cisco and/or its affiliates. All rights reserved.   Cisco Public#CiscoLive

• Edit Desktop JSON File

• Add the following code to the 
Navigation section

• Use the User and orgId
parameters to pass data to the 
script.

• Save and use Control Hub to 
upload to your Desktop Profile

Step 5 – Add webpage to Supervisor Desktop
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Supervisor - Voice Flow changes from Desktop

Refresh or log in as your 
supervisor. You should see a cog on 
the Navigation bar.

Select the cog and you will see your 
Global Variables created above.
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