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Amplify Business Outcomes while Transforming Experiences

AI for Contact Centers



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 òJoin the Discussionó

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- 2030

Enter your personal notes here
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How many AI Experts 
here? 



How many plan to use 
AI in Contact Centers?



Any Contact Center 
Enterprise Audience?
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Leverage the Cisco contact center portfolio
Innovation in the Cloud >> Available Everywhere

Webex 
Contact Center

Webex Contact Center 
Multi- tenant Cloud

Webex Contact Center Enterprise 
Dedicated Instance Cloud

Contact Center 

Contact Center Express
SMB- midsize

Contact Center Enterprise
Large enterprise

Digital 
interactions 
and journey 
orchestration

Artificial 
Intelligence

Workforce 
Optimization

Analytics and 
Insights
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AI: Journey Towards Modern AI 

BRKCCT- 2030

AI is Born

Official Field of Study

Deep Learning 

Learning from deep neural 
networks
Hidden Layers

Tons of Data & Associations

Generative AI 

Advancements in Model 
Types including GANs & 
Diffusion Models

AlexNet - ImageNet 

Competition Won by Deep 
Learning

IBM Deep Blue 

AI as a Chess Champion

Demonstration of 
Capabilities

1997 2006 2012 2014 2018 2020

GPT Launch (OpenAI)

Transformer Model

òAttention is all you needó 
(2017) 

GPT- 3 Launch 

LLMs Go Mainstream

1956
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Modern AI: Great at..

BRKCCT- 2030

Language UnderstandingGeneration (Text, Audio, Images)

Classification & Moderation

Language Translation Text Summarization

Text- to- Speech (Human Like)

Predictive Auto - complete Speech & Pattern Recognition

Novel Combinations Recommendations

9
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Modern AI: Great at..

BRKCCT- 2030

Language UnderstandingGeneration (Text, Audio, Images)

Classification & Moderation

Language Translation Text Summarization

Text- to- Speech (Human Like)

Predictive Auto - complete Speech & Pattern Recognition

Novel Combinations Recommendations

And more!
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Agenda

ÅPotential of AI - powered CX & EX

ÅAI for IVR & Self- Service

ÅAI for Agents & Supervisors

ÅAI for Quality Management & Coaching

ÅAI for Analytics

ÅAI Integrations & Ecosystem

ÅBest Practices 

ÅNext Steps



Journey to an 
AI- powered 
Contact Center
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Journey to AI Powered Contact Centers

BRKCCT- 2030

Voice

Webchat

SMS

Email

Social

1800 - HELPLINE Agent 
Engagement

Wrap up
Notes

Knowledge
Context

Self- Service
IVR

Agent Selection
Routing

RECORDINGS & TRANSCRIPTS

REPORTING & DATA INSIGHTS

Collaboration

Escalations
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Journey to AI Powered Contact Centers
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Voice

Webchat
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Engagement

Wrap up
Notes

Knowledge
Context

Virtual Agents

Agent Selection
Routing
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Escalations

Increase Containment
Increase Scale

High Value for Humans
Improve Efficiencies
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Virtual Agents

Journey to AI Powered Contact Centers

BRKCCT- 2030

Voice

Webchat

SMS

Email

Social

1800 - HELPLINE AI Augmented 
Agents

Automate
Wrap Up

Suggested 
Knowledge

AI Powered 
Agent Selection

RECORDINGS & TRANSCRIPTS

REPORTING & DATA INSIGHTS
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Audio
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Collaboration
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Virtual Agents

Journey to AI Powered Contact Centers
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Voice

Webchat

SMS

Email

Social

1800 - HELPLINE AI Augmented 
Agents

Automate
Wrap Up

Suggested 
Knowledge

AI Powered 
Agent Selection

AI POWERED 
TOPIC ANALYSIS

AUTOMATION INSIGHTS

Modes

Audio

Text

Collaboration

Coaching
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Transform All Aspects of the Contact Center

BRKCCT- 2030

Enabling 

Customers to 

Solve 

Problems

Assisting 

Agents & 

Supervisor 

operations

SELF- SERVICE ANALYTICS INTEGRATIONS

AGENTS & 
SUPERVISORS

Deriving 

Insights from 

Interactions for 

Business 

Outcomes

QM & 
COACHING

Assessing & 

Improving the 

Quality of 

Service

AI for Business Outcomes at Every Stage of the Contact Center journey

Leveraging the 

power of 

AI Integrations 

within Existing 

Business Apps

29



AI in Self- Service



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

AI in Self- Service & IVR

BRKCCT- 2030

Enabling 

Customers to 

Solve 

Problems

SELF- SERVICE

Flow Paths

Virtual Agents & Bots Agent Selection

Authentication

Problem Identification Data Collection
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Enabling 

Customers to 

Solve 

Problems

SELF- SERVICE

Flow Paths

Virtual Agents & Bots Agent Selection

Authentication

Problem Identification Data Collection

How would we 
add intelligence 
to Self - Service 
today?

AI in Self- Service & IVR

32
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Transform Traditional IVR & Self - Service with AI 

BRKCCT- 2030

Å Long painful Menus & High IVR Times

Å High Abandons within IVR

Å Customers Performing Excessive Data Entry

Å Use Personalized & Predictive Self - Service

Å Secure Caller Detection & Caller Authentication

Customer
Experience

Problem

Solution

Outcomes
Human Agent 
Transfers

Improve
Containment

33
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Level 1: Personalization using TTS

BRKCCT- 2030

ÅCisco Text - to- Speech with Speech Synthesis Markup support

Play Message

Collect Digits

Menu

Embed Custom Data in 
Responses

34
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Level 1: Personalization using TTS

BRKCCT- 2030

ÅCisco Text - to- Speech with Speech Synthesis Markup support

Play Message

Collect Digits

Menu

SSML for Intonation & Personalization

Naturalize Voices

35



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

Level 2: Self - Service with Cisco Virtual Agents

BRKCCT- 2030

Complex Hardcoded Flows

From This..

36
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Level 2: Self - Service with Cisco Virtual Agents

BRKCCT- 2030

Simple Flows with Virtual AgentsComplex Hardcoded Flows

To This..From This..
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Level 2: Self - Service with Cisco Virtual Agents

BRKCCT- 2030

Drag & Drop 
Virtual Agents
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Design in Bot Builder - Use in Flows

BRKCCT- 2030

Cisco Virtual Agents

Webex Connect 
Bot Builder

Full fledged VA 
Designer

39
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Design in Bot Builder - Use in Flows

BRKCCT- 2030

Virtual Agent IDE with Intent detection & fulfillments

Launched from 
Control Hub

40
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Level 3: Use Generative AI during Design

BRKCCT- 2030

Generate Training 
Phrases to fast -
track build out

41
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Use Cases: Virtual Agents (Bots)

BRKCCT- 2030

Recognize Customer Quickly1

Securely Authenticate2

Assess Problem & Context3

Formulate Resolution & Retro4

Requirements

42
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Use Cases: Virtual Agents (Bots)

BRKCCT- 2030

Recognize Customer Quickly1

Securely Authenticate2

Assess Problem & Context3

Formulate Resolution & Retro4

Requirements

Design Cisco Virtual Agents+

Generative AI Designed+

Conversational Speech+

Outcomes - Transcript - Metrics+

Solution

43
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Outcomes

Eliminate Complexity $

Save Time & Cover Scenarios$

Maximize CX & EX$

Improve Containment$

Virtual Agents for IVR & Self - Service

BRKCCT- 2030

Design Cisco Virtual Agents+

Generative AI Designed+

Conversational Speech+

Outcomes - Transcript - Metrics+

Solution

44
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Use Case: Exchange Custom Data with Bots

BRKCCT- 2030

Perform a 
Data Dip

Customer Name: 
Arunabh

Case ID: 1001

Issue: Replacement

45
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Use Case: Exchange Custom Data with Bots

BRKCCT- 2030

Perform a 
Data Dip

Pass to 
Bot

Ƨ(ÅÌÌÏ !ÒÕÎÁÂÈƗ 
Welcome back!

Your case 1001 is 
ÁÓÓÉÇÎÅÄƨ
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Use Case: Exchange Custom Data with Bots

BRKCCT- 2030

Perform a 
Data Dip

Pass to 
Bot

Perform 
Fulfillment 

in Bot

ƨ4ÈÁÎËÓƗ ×ÅƦÖÅ 
notified the case 
owner about the 

ÃÈÁÎÇÅƨ
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Use Case: Exchange Custom Data with Bots

BRKCCT- 2030

Perform a 
Data Dip

Pass to 
Bot

Perform 
Fulfillment 

in Bot

Extract Exit 
Intent

Ƨ,ÅÔ ÍÅ ÆÉÎÄ ÙÏÕ ÔÈÅ 
ÂÅÓÔ ÐÅÒÓÏÎƚƨ

Last Intent: 
Address Change
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Custom Routing using Exit Intents (Agent Handoff)

BRKCCT- 2030

Custom Routes and 
Rules

49
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Access to Full Transcript with Bot

BRKCCT- 2030

Get Access to Bot 
Transcript within Flow

Cisco Virtual Agents

50
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Handoff to Agents with Virtual Agent Transcripts

BRKCCT- 2030

Transcripts from the 
Virtual Agent Handoff

ÅSentiment Analysis
ÅOverall Sentiment
ÅNamed Entity Recognition

51



AI for Agents & 
Supervisors



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

AI for Agents and Supervisors

BRKCCT- 2030

Enabling 

Customers to 

Solve 

Problems

Assisting 

Agents & 

Supervisor 

operations

SELF- SERVICE

AGENTS & 
SUPERVISORS

Responses

Coaching

Summaries

Wellbeing

53
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An AI Assistant that 
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An AI assistant that 
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and
Agent Efficiency ðwith Summaries

Å Customers repeating themselves on calls 

Å Long hold times leading to lower CSAT

Å Reduced efficiency with longer handle times and after 
call work.

BRKCCT- 2030

Problem

56
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and
Agent Efficiency ðwith Summaries

Å Customers repeating themselves on calls 

Å Long hold times leading to lower CSAT

Å Reduced efficiency with longer handle times and after 
call work.

Å Use AI generated summaries before , during and 
after the customer interaction.

BRKCCT- 2030

Problem

Solution
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and
Agent Efficiency ðwith Summaries

Å Customers repeating themselves on calls 

Å Long hold times leading to lower CSAT

Å Reduced efficiency with longer handle times and after 
call work.

Å Use AI generated summaries before , during and 
after the customer interaction.

CSAT

BRKCCT- 2030

Problem

Solution

Outcomes AHT
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New AI Assistant modal appears

Signs into Contact Center

Time to start my day

Full Time Agent

Introducing AI Assistant for Agents 

BRKCCT- 2030 59
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An AI assistant 
that 

BETA Q2 CY24
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An AI assistant 
that 

BETA Q2 CY24
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An AI assistant 
that 

BETA Q2 CY24
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Full Time Agent

Ask the expert -NatŅs experience

I need help with this customerõs query, 

itõs a little complicated for me

Ok, let me see what I can do to help you

Expert Agent

BRKCCT- 2030 64
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The consult summary saves 
them time telling the expert 
the background to the 
problem.

Ask for a consult

Eli can see what the issue is and 
what I have already tried, so she 
can focus on helping me solve 
the problem faster.

Full Time Agent

Nat sees the summary the expert will receive

BRKCCT- 2030 65
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Expert Agent

Ask the expert -9ƭƛΩǎ ŜȄǇŜǊƛŜƴŎŜ

I need help with this customerõs query, 

itõs a little complicated for me

Ok, let me see what I can do to help you

Full Time Agent
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The consult summary gets Eli up 
to speed quickly on how they 
can support Nat and the 
customer

Accept a consult from Nat

Looks like Nat needs help... 
thereõs a problem with a 
customer not getting their 
points added to their account

Expert Agent

Eli uses the consult summary to understand the situation
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An AI assistant 
that 

BETA Q2 CY24
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A wrap up summary is 
generated for Nat to copy to 
his CRM

Ends call

Ok we are all done, and no 
need for taking notes, AI 
Assistant has my back

Full Time Agent

Auto wrap up and summarize

BRKCCT- 2030 69
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How do Summaries work?
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How to enable Summaries?
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An AI assistant that 

BRKCCT- 2030 72



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

and
with AI generated responses

ÅDelayed response times as Agents spend excessive time searching 
for the correct information to address customer inquiries.

Å Inconsistent responses, reduced productivity and reduced customer 
satisfaction.

BRKCCT- 2030

Problem
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with AI generated responses
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for the correct information to address customer inquiries.

Å Inconsistent responses, reduced productivity and reduced customer 
satisfaction.

Use AI generated responses that can be used by agents, 
ensuring consistency and accuracy.

BRKCCT- 2030
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and
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ÅDelayed response times as Agents spend excessive time searching 
for the correct information to address customer inquiries.

Å Inconsistent responses, reduced productivity and reduced customer 
satisfaction.

Use AI generated responses that can be used by agents, 
ensuring consistency and accuracy.

CSAT
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Problem

Solution

Outcomes AHT
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An AI assistant that 
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with AI -driven stress detection and 
intervention to build a tenured, high performing contact center

ÅAgents frequently face significant stress, leading to burnout.̗

ÅStress impacts agent performance and Customer satisfaction.

Å Persistent stress contributes to Churn̗.

ÅAI powered agent burnout detection to identify moments of 
stress for agents.̗

ÅPro- active actions to manage stress and avoid impact on 
customer satisfaction.

CSAT

BRKCCT- 2030

Problem

Solution

Outcomes AHT Churn
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Problem

Solution

Outcomes AHT Churn
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Midway through his day

The AI Assistant offers Nat suggestions of 
what to do next.

Iõve been busy today - I wonder how I 

am doing? I could do with a wellbeing 

break! Oh, better answer this new call!

Full Time Agent

Schedule a wellbeing break when needed
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Stress levels are rising

Nat is offered a wellbeing break after 
several difficult calls - can be native, 
Thrive Reset or BYO.

Looks like a customer from IVR_ 

Queue_1 needs help... uh oh, their flight 

was cancelled at the last minute and 

they havenõt been reassigned

Full Time Agent

Assistant offers a wellbeing break when needed
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