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Cisco Webex App

BRKCCT-2031

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 13, 2025.
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https://ciscolive.ciscoevents.com/
ciscolivebot/#BRKCCT-2031

Enter your personal notes here

2



© 2025 Cisco and/or its affiliates. All rights reserved.

-

Meet With Us @ SDCC Meeting Zone!

BRKCCT-2031 3

Meet the Engineer
Meet 1:1 with the best Cisco engineers, 

distinguished engineers, and senior development 

engineers to help ensure your unique business 

challenges and questions get answered.

Meeting Zone
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Pedigree: Years of investment in creating customer 
engagement as a service

2017
|

2018

2019

2021

2000

Contact center 
technology

Cloud contact center 
and cloud calling

Experience 
management 

AI capabilities

Enterprise CPaaS
Digital channels

Workflow automation

2020

Next generation 
Public Cloud platform 

launched

Private Instance 
CCaaS launched  

2016

#1 Market 
Share in North 

America –
Synergy
Research

2007

IVR capabilities

Analytics reporting

AI capabilities

2023+

Webex 
AI Agent and 
AI Assistant

BRKCCT-2031 6
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Cisco contact center portfolio

Webex Contact Center (Multi-tenant 
Cloud)

Webex Contact Center Enterprise 
(Dedicated Instance Cloud)

Express: SMB-midsize, up to 400 
agents

Enterprise: Large enterprise, up to 
48,000 agents

Digital 
interactions 
and journey 
orchestration

Artificial 
Intelligence

Workforce 
Optimization

Analytics and 
Insights

Common Cloud

Components

BRKCCT-2031 7
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Cisco’s Contact Center Portfolio

Multi-Tenant Cloud

Webex
Contact Center

Dedicated Instance

Webex
Contact Center 

Enterprise

Reporting & 
Analytics

Administration

User Experiences

Offering Core Services

Routing and 
Queuing

On-Premises

Call Control

Cisco Cloud 
Services Integration

AI Services 
Integration

BRKCCT-2031 8
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Cloud and AI Services Integrations

Webex AI Agent

Journey Data Services

Experience Management

Webex Connect

Google CCAI Integration

Cisco Cloud 
Services Integration

AI Services 
Integration

Webex Control Hub

3rd Party AI Integration / BYO-AI

BRKCCT-2031 9
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Wx/CCE Catch Up*

Q1CY25 … … … May 2025 Q2CY25 H2CY25

Digital

• WhatsApp, Facebook Messenger

• ECE + WxConnect coexistence

• Apple Messages for Business

CCAI

• Regionalized Media Support

Platform 

• 48,000 concurrent agents

• Custom code isolation for VXML

Platform 

• IPv6

• Digital and Outbound scale

Digital

• WebRTC for Agents

• Co-browse 

CCAI

• Live Agent call transcription

• Cisco ASR & TTS

CCE 15 GA

Platform

• Win 2022/SQL 2022, Alma Linux for VOS

• Webex Common Identity

• TLS 1.3

• Licensing updates

CCAI (Trials)

• BYO AI

• AWS Lex

• Native AI for VA Call Transcription 

• Native VA call summary

*Features and timelines subject to change

BRKCCT-2031 12
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Webex Conversational IVR

Self-serve 
Request

⬆️ FCR ⬆️ CALL DEFLECTION, ⬇️ AHT

Cisco Gen AI 
Agent

Customer Contact Center 
Voice Portal

Contact Center Agent Virtual Agent Chat

CVP

Tier 2 
Support

Escalate 
To Agent

High Value Customer

New Customer

13BRKCCT-2031
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Conversation Transfer Summarization 

BRKCCT-2031 14
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Last Intent 
Match

Customer Sentiment
Customer’s Query

Bot’s last response

FiltersPartition for IVR and 
Live transcription

Updated Transcription Gadget

BRKCCT-2031 15
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Integrate your choice of AI 
feature service, one we 
already integrate to, or use 
ours!

Virtual Agent / AI Assist

Bring your own AI (BYO-AI) Feature Provider

BRKCCT-2031 16



© 2025 Cisco and/or its affiliates. All rights reserved.

-

Webex Common Identity

Unified Identity Framework
Webex CC
Webex CCE 
U/PCCE

Centralized user Identities, Authentication and authorization

Simplified access to 
Webex Services

Enables seamless 
collaboration with hybrid 

and cloud services

Control Hub

Integrated with

Provides

Enables Enables

User/feature 
Management

Why????

• Single Sign On

• Enhanced User Experience

• Streamlined user provisioning

• Consistent User Management

• Enables Hybrid features

• Support for Compliance

• Reduced IT overhead

• Data Security

• Integration with customer IdP

BRKCCT-2031 17
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WebRTC for CCE agents

Agent Leg (Initial)

• Answer, end, Hold, Transfer customer 

calls

• Compliance recording will be supported 

• Supervisor features like Monitoring, 

barge and intercept

WebRTC Phase 2 

• WebRTC for customer leg

• Video for agents and customer

BRKCCT-2031 18
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Q1
CY24

Q2 
CY24

Q3 
CY24

Q4
CY24

Q1 
CY25

CCE 15

Q3
CY25

Q4
CY25

Q2
CY26

Q1 
CY26

Q3
CY26

Q2
CY25

CCE 12.5(2) /12.6(2)

Q4
CY26

Q1 
CY27

19

Contact Center Enterprise Timeline*

Note
• EOL cycle applies to the entire CCE 12.6 solution (Windows 

and VOS components)
• CCE 12.5(2)/12.6(2) is compatible with CUCM 15

Q4 
CY27

Q2 
CY27

Q3 
CY27

CCE 12.5(1) /12.6(1)

General Availability

End of Sale

End of Software Maintenance (No bug/security fix)

End of Support

End of Life (EOL) Announcement

*Dates subject to change

BRKCCT-2031
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Wx/CCE Roadmap* 

BRKCCT-2031 20

Q3Y25 Q4CY25 Q1CY26 Q2CY26 And Beyond…

Next 6-12 months

Platform 

- WebRTC Phase 2

- Increased Orchestration Scale

CCAI:

- GA: Agent Transcript

- GA: Agent Summary

- GA: Call Drop Summary

- GA: Mid-Call Summary

CCAI

• Trials: Webex AI Agent for Voice

• Trials: Webex AI Agent Summary

• Trials: Webex AI Agent Transcript

Platform 

- WebRTC Phase 1

- Webex Common Identity

CCAI:

- Trials: Digital AI Agent 

- Trials: Digital AI Summary and Transcript

- GA: Webex AI Agent for Voice

- GA: Webex AI Agent Summary

Platform 

- Webex Campaign

- PQ Scale Enhancement

CCAI

- AutoCSAT

- Agent Wellness

- Topic Analytics

*Features and timelines subject to change

Platform

- TLS 1.3

CCAI

- Trials: Agent Call Transcript

- Trials: Agent Call Summary

- Trials: Suggested Responses 

- Trials: Mid-Call and Call Drop Summary

- Bring Your Own Virtual Agent



© 2025 Cisco and/or its affiliates. All rights reserved.

-

Roadmap On-Demand

https://help.webex.com/en-us/landing/ld-v6m1dl-What'snewinWebex/Features#Hybrid-services

BRKCCT-2031 21



© 2025 Cisco and/or its affiliates. All rights reserved.

-

What’s new / Coming Soon

BRKCCT-2031 22
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Contact Center Services Architecture

Calling

Desktop

Experience
Management

Cloud Services
Admin/Config

IVR

CPaaS

Customer
Journey

Reporting & 
Analytics

Translation Transcription

Answers
and AssistAI/Bots

Administration

Premise

Routing &
QueueingVoice

Digital 
Channels

AI Services
Integration

Cloud Services
Integration

24BRKCCT-2031
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Wx/CCE Services Architecture

CUCM

Finesse

Experience
Management

Webex
Control Hub

CVP

Webex
Connect

Journey Data
Service

CUIC
Reporting

Translation Transcription

AI Assistant
AI Agent

CCE Admin

Premise

CCE
RoutingVoice

Digital 
Channels

AI HarnessCloud
Connect

25BRKCCT-2031
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Wx/CCE Services Architecture

CUCM

Finesse

Experience
Management

Webex
Control Hub

CVP

Webex
Connect

Journey Data
Service

CUIC
Reporting

Translation Transcription

AI Assistant
AI Agent

Signaling
Journey

CCE Admin

Premise

CCE
RoutingVoice

Digital 
Channels

AI HarnessCloud
Connect

26BRKCCT-2031
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What is Cloud Connect? (Service View)

NODE 1 NODE 2

CloudconnectMgmt CloudconnectMgmt

DataconnInventory Inventory

API API

APIAPI API

CLI CLI

Admin UI Admin UI

Webex Control Hub

DR API DR API
API API

BRKCCT-2031 27
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AI Hybrid Services With Cisco AI Universal Harness

Google CCAI

VA AA

CCAI 
API GW

Config

Google 
Connector

Cisco 
Connector

TTS / 
STT

NLU / 
Text

VA Bot

Custom Connector

Gadget/
Widget

Agent Desktop

AI 
Universal 
Harness

Clients Virtual Assistance (VA) 
& Agent Answer (AA). WxCC, 
WxCCE, CCE clients

Answers, Call 
Transcription, 
Sentiment

Billing

gRPC

gRPC

gRPC-WEB

3rd Party AI Provider

Metering & 
Throttling

Control Hub 
(Onboarding)

Service connectors 
for Webex AI, Google 
& others)

Orchestration Data Service API

Provider Cloud

Prem & Cloud Clients

Public Cloud

BYO-AIAI Assistant

BRKCCT-2031 28
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Assistant
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Applying a safety and security first approach

WEBEX CUSTOMER EXPERIENCE

AI agents

Contact 
center

Integrations &
workflows

Input guardrails

Output Guardrails

Input

Output

Secure LLM 
proxy

LLMs

BRKCCT-2031 30
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AI Transparency

AI Agent: https://trustportal.cisco.com/c/r/ctp/trust-
portal.html?search_keyword=webex%20ai%20agent#/19445370048945010

AI Assistant: https://trustportal.cisco.com/c/r/ctp/trust-

portal.html?search_keyword=webex%20ai%20agent#/19496680491489903

BRKCCT-2031 31
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AI-powered Webex platform

Automation

Augmentation

Awareness Enhance the customer, patient, 

and employee experience

Enhance the agent experience

Enhance the supervisor and

administrator experience

BRKCCT-2031 32
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AI Agent and Studio

BRKCCT-2031 33
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AI Agent – Voice Integration

TECCCT-2011 34
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AI Agent – Voice Integration
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New and Updated AI Gadgets!

BRKCCT-2031 36
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New and Updated AI Gadgets!
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Demo
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AI-powered Webex platform

Automation

Augmentation

Awareness Enhance the customer, patient, 

and employee experience

Enhance the agent experience

Enhance the supervisor and

administrator experience

BRKCCT-2031 39
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AI-powered Webex platform

Automation

Augmentation

Awareness AI Agent (self-service)

AI Assistant (agent interactions)

New Data Insights

(Splunk??)

BRKCCT-2031 40
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Windows

CCE 
Router

Windows

Media 
Routing 

PG
MR PIM

CTI Svr
Windows

Agent PG

UCOS

Finesse 
Server

UCOS

Cloud 
ConnectDR API

Finesse with 
Digital Channels 
Gadget (engage)

New Task

Wx/CCE 
Deployment

1 2 3

4

56
7

8

Digital Channel to Agent Routing - Overview

Webex Connect

Webex Connect

a. PG

b. PIM/Routing 
Client

c. DialedNumber

d. CallType

e. Skill Group/PQ

f. Agent

42BRKCCT-2031
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Webex AI BOT builder (AI Agent Studio)

BRKCCT-2031 43

Bot builder cross 
launched from Webex 
Connect admin portal or 
Webex Control Hub
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Building the Knowledge Base

BRKCCT-2031 44
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Building the Knowledge Base: Custom Documents

BRKCCT-2031 45
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Create a Bot

BRKCCT-2031 46
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Create a Bot
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Associate the Knowledge Base

BRKCCT-2031 48
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In The Beginning…

Ingress and Setup Transfer to Queue

BRKCCT-2031 49

Continue Conversation
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In The Beginning…
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Adding Bot to Flow

BRKCCT-2031 51
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Adding Bot to Flow – Get Customer Input

Get Customer Input

BRKCCT-2031 52
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Adding Bot to Flow – Ask the AI Agent

Ask the AI Agent

BRKCCT-2031 53
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Adding Bot to Flow – Ask the AI Agent

Add AI Agent

1

54
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Adding Bot to Flow – Ask the AI Agent

Agent Response

2
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Adding Bot to Flow – Ask the AI Agent

Add Response to 
Stream

3
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Adding Bot to Flow – Create the Loop

BRKCCT-2031 57
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Adding Bot to Flow – Create the Loop

Create the Loop
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Adding Bot to Flow – Create the Loop

Response Decision

1
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Adding Bot to Flow – Create the Loop

Close Session

2
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Adding Bot to Flow – Create the Loop

Journey Data 
Entry

3
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The End

BRKCCT-2031 62
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The End
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Down to the Agent!

BRKCCT-2031 64
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Down to the Agent!
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Digital Channel Gadget- Live Chat

BRKCCT-2031 66
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Webex AI Bot into Live Chat Flow

BRKCCT-2031 67
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Enhanced Cloud IVR

CUCM

Finesse

Experience
Management

Webex
Control Hub

CVP

Webex
Connect

Journey Data
Service

CUIC
Reporting

Translation Transcription

AI Assistant
AI Agent

CCE Admin

Premise

CCE
RoutingVoice

Digital 
Channels

AI HarnessCloud
Connect

69BRKCCT-2031
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Enhanced Cloud IVR

CUCM

Finesse

Experience
Management

Webex
Control Hub

CVP

Webex
Connect

Journey Data
Service

CUIC
Reporting

Translation Transcription

AI Assistant
AI Agent

CCE Admin

Premise

CCE
RoutingVoice

Digital 
Channels

AI HarnessCloud
Connect

WxCC
IVR

CVP
Queuing
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Enhanced Cloud IVR

CUCM

Finesse

Experience
Management

Webex
Control Hub

Webex
Connect

Journey Data
Service

CUIC
Reporting

Translation Transcription

AI Assistant
AI Agent

CCE Admin

Premise

CCE
RoutingVoice

Digital 
Channels

AI HarnessCloud
Connect

BRKCCT-2031

WxCC
IVR

SIP Headers!!

71

CVP
Queuing
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Unlocks Seamless Integrations with CCE and other 3rd party systems

Maintains call context to make informed routing 
decisions and enable integrations with CCE and 
other third-party systems. ("External IVR in-
front" deployments) 

Allows extraction of SIP header information 
directly within WxCC Flow Designer canvas. 

Facilitating customers migrating from on-
premise solutions or retaining their on-premise 
IVR.

Note: Only available with Local Gateway as the 
telephony option to Webex Contact Center.

Extract Custom SIP Headers for incoming contacts

BRKCCT-2031 72
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Pass call context with CCE/CVP or other 3rd Party platforms

Allows the transfer of context data to 
CCE/CVP or other platforms during IVR 
scenarios. 

Ensures continuity of call information, 
supports advanced integrations like 
voice biometrics and fraud detection, 
and enhances call handling by 
maintaining context throughout the call 
lifecycle.

Note: Only available with Local 
Gateway as the telephony option to 
Webex Contact Center.

Exchange SIP Headers with External Systems

BRKCCT-2031 73
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CVP SIP Header Extraction
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Enhanced logic & data parsing with inline code

Embed custom JavaScript code 
directly within flows

Enables complex computations and 
logic that were previously not 
possible out of the box or required 
custom compiled studio element.

BONUS: Direct Custom Code Executions 

BRKCCT-2031 75
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Decision, Decisions

Unified Contact 
Center 

Enterprise 
(UCCE)

Packaged 
Contact Center 

Enterprise 
(PCCE)

Hybrid Cloud Contact Center

Enhanced
Cloud IVR

Digital 
Channels

AI

Webex Contact Center Webex Contact Center Enterprise

Cloud 
Calling

Unified Contact 
Center Express 

(UCCX)
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Unified Contact 
Center Express 

(UCCX)

Unified Contact 
Center 

Enterprise 
(UCCE)

Packaged 
Contact Center 

Enterprise 
(PCCE)

Webex Contact Center Enterprise

Decision tree for on-premises customers (CCE)

Hybrid Cloud Contact Center

Enhanced 
Cloud IVR

Digital 
Channels

AI

Webex Contact Center

Cloud 
Calling
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Final Key 
Takeaways

❑ AI was mentioned only about 56 
times by me this session.  (About 83 
including slides)

❑ Hybrid was mentioned about 21 
times.

❑ Make your own “Supported 
Reference Model” with Hybrid-Cloud 
services

BRKCCT-2031 79
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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.

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 2026.  

Complete Your Session Evaluations

BRKCCT-2031 80
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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

Visit the Cisco 
Showcase for related 
demos

Continue your education

BRKCCT-2031

Contact me at: joewon@cisco.com via Webex App or Email
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Thank you!
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Other Sessions on Contact Center
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Session Code Session Title Speaker

BRKCCT-2345 Boosting Customer Experience with Flow Orchestration in Webex Contact Center Krishna Tyagi

BRKCCT-1024 Webex Contact Center Unleashed: Embark on Transformational Journey of CX 
Carlos Guadamus, Zack 
Taylor

BRKCCT-1025 Webex Workforce Optimization – Built for the modern contact center Rajiv

BRKCCT-2504 10 Steps to Architecting your Webex Contact Center Solution Carles Duz Palau

BRKCCT-2688
Transforming Contact Center Efficiency and Customer Satisfaction Through Enhanced 
Agent Experience

Janani Ramakrishnan,
Chandramouli V

BRKCCT-1512 Transitioning to the cloud Mike Turnbow

BRKCCT-2689 Journey Data Service Tarik Ayadi 

LTRCCT-2296
From Good to Great: Enhancing Customer Experience with the Webex Contact Center 
Flow Designer

Kevin Simpson, 
Chandramouli V
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Sessions on AI Agent and Live Agent Assist
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Session Code Session Title Speaker

BRKCCT-1514 Practical AI for CX Keith Griffin

BRKCCT-1022 Webex Customer Experience Solutions: Unlock the full potential of AI for your CX
Sara Santos & Holger 
Esser

BRKCCT-1513 Cisco on Cisco: AI in the Virtual Demand Center Daryl Thomas

LTRCCT-2014
Using Webex Connect Flow Builder with Generative AI and AI Agent Studio to build 
automated customer interactions

Luca Pellegrini

LTRCCT-2000
Hands-on AI in Action with Webex Contact Center: Enhancing Self-Service, Agent 
Assistance & Customer Insights

Krishna Tyagi, Mykola 
Danylchuk

LTRCCT-2015
Configuring Business Outcome using Proactive Digital Channels with AI Agent and AI 
Assistant

Rue Green,
Preetham Kademada
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Sessions on Digital Channels
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Session Code Session Title Speaker

BRKCCT-2017 Harness the power of AI and digital channels Emerik Giorgetti

BRKCCT-1023 Revolutionizing CX with Cisco's Webex AI Agents: Strategies, Use Cases, and Insights Stefan Zeidenberg

BRKCCT-2018
GenAI in Action! See how we transform Customer Experience with our AI Agent and 
deliver on business outcomes

Ramy Riad

LTRCCT-2016
Extending your Contact Center To the Cloud - Implementing New AI in CCE Version 15 
for Digital Channels and Voice

Joshua Raja, Robert 
Rogier


