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Future of collaboration

People & People People & AI AI & AI



Evolution of AI

Chatbots
Individual productivity

Agentic
Workflow automation
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Connected Intelligence
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CX Journey
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Engaging with a brand should be like engaging with your favorite person

Have their issues 
resolved fast

/ǳǎǘƻƳŜǊǎ ǿŀƴǘ ǘƻΧ

Never repeat 
themselves

Engage how 
they want

Be heard at any 
time antwhere

Expect you to 
know them
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3. Toekomst & Investeringen

ÅGeavanceerde AI: Hoewel bedrijven enthousiast 
experimenteren met basismodellen, is slechts een fractie 
(ongeveer 22%) klaar voor de integratie van complexere 
vormen zoals Agentic AI of Physical AI.

1. Huidige Cijfers & Gebruik

Å.ŜŘǊƛƧǾŜƴ Ŝƴ YahΩǎ: Bijna 60% van de Vlaamse bedrijven 
gebruikt anno 2026 minstens één AI-ǘŜŎƘƴƻƭƻƎƛŜΦ hƴŘŜǊ YahΩǎ 
schommelt de adoptie rond de 16% tot 35%, afhankelijk van de 
grootte en sector van de onderneming. 

ÅPopulairste toepassingen: AI wordt voornamelijk ingezet voor 
administratieve ondersteuning, marketing, verkoop en 
tekstanalyse. 

ÅBottom-up: De adoptie start vaak ad-hoc. In bijna de helft van 
de gevallen wordt het initiatief genomen door individuele 
werknemers in plaats van door het management of IT-
afdelingen.

2. Belangrijkste Drempels

ÅGebrek aan kennis: Ruim 72% van de Belgische 
bedrijven geeft aan dat een gebrek aan 
vaardigheden en ervaring het grootste obstakel is 
voor een bredere AI-uitrol. 

ÅOnzekerheid: Bedrijven vinden het vaak moeilijk 
om concrete toepassingen in te schatten en 
stuiten op juridische vraagstukken (zoals de AI 
Act) en datakwaliteit.

https://www.vlaio.be/nl/nieuws/vlaamse-bedrijven-versnellen-ai-adoptie-maar-strategische-verankering-blijft-beperkt
https://www.vlaio.be/nl/nieuws/vlaamse-bedrijven-versnellen-ai-adoptie-maar-strategische-verankering-blijft-beperkt
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AI Is transforming every industry

Airports & 
Maritime Ports

Transportation Financial

Public Safety

Government

Manufacturing

Retail
Education

Sports & 
Entertainment

Healthcare
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Why AI in Customer Experience as the 
executive priority? 

https://www.linkedin.com/pulse/why-ai-wins-over-chatbots-
customer-service-e-commerce-must-know/

https://isg-one.com/articles/index-insider--

generative-ai-use-cases---where-s-the-top-line

https://www.nextiva.com/blog/future-of-customer-service.html

10 CURRENT & FUTURE USE CASES

OF AI IN CUSTOMER SERVICE

https://unity-connect.com/our-
resources/bpo-learning-center/use-

case-for-ai-in-customer-service/

AI TRENDS & USE CASES IN CUSTOMER SERVICE
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But every customer journey is different

Time 

J O U R N E Y

Bot

In-person
Web / App

Email

Live Chat

Video

Phone

Phone

Email

Live Chat

Phone
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LǘΩǎ ƻǳǊ Ƨƻō ǘƻ ƘŜƭǇ ȅƻǳ ŘŜƭƛǾŜǊ ϧ ŘŜƭƛƎƘǘΣ ǇǊƻŦƛǘŀōƭȅ

Po active actions for zero 
call resolution

ToHuman Agents with 
support from AI 
Assistants

Offer always-on AI 
Agents

Improve First Call Resolution 
time & NPS

²Ŝ ƘŜƭǇ ȅƻǳΧ

But if a call is 
needed

& If a human agent is 
required

Across all 
channels

Contextual hand-
over

Which allows you 
to
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Customer experience is the 
ultimate application of AI
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Webex AI Agent for Contact Center
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Webex AI Agent 
for Contact Center

Fully autonomous -voice & digital

50+ global languages

multi-agent orchestration

Enterprise grade security

Always on 24/7 self-service
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50+languages for 
global reach

Expanded 
integrations via A2A 

& MCP

Voice 
Enhancements

GA Beta GA

New Enhancements -AI agents
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World-class voice 
experiences

Reduced latency

Intelligent turn prediction

Improved barge-in

Webex AI Agent Voice Enhancements

General Availability
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Expanded global 
language support

50+ new languages (beta)

Global scalability

Contextual understanding

Multi-lingual support for AI Agents

Beta

French

German S
p

a
n
is

h

Italian

Portuguese Brazilian

D
u

tc
h

Polish

Danish

Swedish

Norwegian
Bulgarian (bg)

Catalan (ca)

Chinese Simplified

Chinese Traditional

Croatian

Czech

Finnish

H
u

n
g
a

ri
a
n

Japanese

Korean

Romanian

Russian

Portuguese (Portugal)

Serbian

S
lo

v
a
k

Slovenian

Turkish

U
kr

a
in

ia
n

Singlish

Tagalog

Bahasa (Indonesia)

Bahasa (Malaysia)

Thai

Z
u

lu

Hindi

Hinglish

K
a
n

n
a

d
a

Malayalam

M
a
ra

th
i Tamil

T
e

lu
g
u

Swiss German

Arabic

Welsh

Hebrew

Taglish

V
ie

tn
a
m

e
s
e

Flemish

Greek

Latvian

Icelandic

Georgian
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An agentic 
platform for 

delivering 
exceptional 

customer 
experiences

C
h

a
n
n

e
ls

Webex AI Agent
Actions

Proprietary systems

Ticketing

CRM

Interop
MCP

A2A

Knowledge

Documents & files

Knowledge connectors

Historical conversations

BYO ς data source

Customer journey

Recent interactions 

Org policies & settings

Context



© 2025 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 23



24© 2025 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 24

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
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Human Agents for Contact Center
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Complete customer context,  real-time 
interaction history & journey data

Intuitive omnichannel agent desktop 
that provides a unified view of the 
customer journey

Integrated collaboration tools to access 
experts without leaving the desktop

Make agents effective

Business application integrations for 
simple, easy access
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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

Empowering agents & supervisors with AI

Agents

Customers

Sentiment Insights
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AI Agent Transfer Summary

Provides agents with a concise 
summary of recent interactions 
when a call is transferred from 
an AI agent to a human agent. 

Includes the contact 
reasontransfer reason and 
conversation context, enabling 
the human agent to seamlessly 
continue the discussion and 
quickly provide resolution.
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Drop Call Summary

Customers find it frustrating to 
repeat themselves, especially after 
a call drop. Now, agents can pick up 
where the call left off, reducing 
frustration and handling time.
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Ensure agents provide consistent, 
compliant responses in a timely 
manner with real-time suggested 
responses and next best action. 

Suggested Responses
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Eliminate manual note taking 
and allow agents to focus on the 
conversation at hand with real-
time transcripts

Realtime Transcription
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Agent Wellbeing

Reduce agent burnout and agent attrition 
with proactive stress management and 
suggested breaks. Personalized for each agent 
and customized based on team capacity and 
schedules. 
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Save agents time in post call work and ensure 
context is maintained for the next customer 
interactionwith auto generated summaries. 

Wrap-up Summaries
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Identify key, emerging trends hitting the 
contact center with real-time, 
comprehensive and automated topic 
analytics. Enable admins to respond to 
emerging trends with actionable insights. 

Topic Analytics
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Gain comprehensive insight into overall 
contact center performance, and drill down 
into agent and team performance with 100% 
of interactions scored for customer 
satisfaction. 

AutoCSAT
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For Human and AI Agents

Improving Agent Performance with Webex AI 
Quality Management

Unified framework and experience for 
performance management

Built on the existing AI Assistant capabilities

Supports real-time as well as post-
interaction analysis

Multilanguage- Beta Q2 CY26
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AI-powered evaluation form designer

Webex AI Quality Management
Solution overview

Dashboard, reporting and analyticsScreen
Recording (Q2 CY26)

Agent performance insights for 
supervisors

AI Agent performance      insights Personalized coaching 
recommendations

Automated & human-assisted 
interaction scoring 

Sentiment Analysis
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CY2026

Predict and Plan with Confidence

Intuitive forecasting & scheduling 

Native forecasting and scheduling, purpose-

built for the expanded workforce of AI and 

human agents. 

A N N O U N C I N G
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From static routing, to real-
time impact

AI Routing

Intelligent, context-aware call 
routing to dynamically match 
customers to the best-suited 
agents, every time. 

Q3 CY 2026
A N N O U N C I N G
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Translation agent for Contact Center

Dynamic translation for morehuman connection 

Natural sounding, authentic conversations

Instantly scale your talent pool without intensive multi-lingual 
resource demands

Unlock cost efficiencies by rethinking hiring and training 

Conversations that feel local, yet global. 

Beta H2 CY2026

A N N O U N C I N G

Customer 
Native Spanish speaker 

Agent
Native English speaker 

Real-time translation

Good Morning!¡Buen día!
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Extensible Platform



Boxes are 
meant to be closed.

Platforms are 
meant to be open.
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Webex Contact Center Ecosystem

t[¦{ a!b¸ ahw9Χ

Powerful partnerships and integrations


