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Evolution of Al

Chatbots

Individual productivity

Agentic
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Engaging with a brand should be like engaging with your favorite person

[ dZaG2YSNBR ¢l yid (2X

@ © @ 3 O

Expect you to Beheard at any Never repeat Engage how Have their issues
know them time antwhere themselves they want resolved fast
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Beleggen v  Ondernemen v Geld v AI&Tech v Beleid Opinie Events v

Belgié€ loopt voorop in AI-adoptie bij bedrijven,
maar dreigt vast te lopen op uitvoering

Belgium @ ) guzioane o0
puilt to lead

Al adoption A
Top 2 in EU enterprise :] REAL ECONOMY
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1. Huidige Cijfers & Gebruik 2. Belangrijkste Drempels

A SRNX 2 &S yBijta§0%vaa de Wlaamse bedrijven AGebrek aan kennisRuim72%van de Belgische
gebruikt anno 2026 minstens één-lAIS OKY 2f 2 3A S ® h Yddripvdld gdeft Haf dat een gebrek aan
schommelt de adoptie rond d&6% tot 35%afhankelijk van de vaardigheden en ervaring het grootste obstakel is
grootte en sector van de onderneming. voor een bredere Aliitrol.

Aopulairste toepassingenAl wordt voornamelijk ingezet voor KOnzekerheid Bedrijven vinden het vaak moeilijk
administratieve ondersteuning, marketing, verkoop en om concrete toepassingen in te schatten en
tekstanalyse. stuiten op juridische vraagstukken (zoals/de

: , Acf) en datakwaliteit.
MBottom-up: De adoptie start vaak dabc. In bijna de helft van

de gevallen wordt het initiatief genomen door individuele
werknemers in plaats van door het management of IT
afdelingen.

3. Toekomst & Investeringen

AGeavanceerde AHoewel bedrijven enthousiast
experimenteren met basismodellen, is slechts een fractie
(ongeveer 22%) klaar voor de integratie van complexere
vormen zoal#\gentic Abf Physical Al
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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

Al Is transforming every industry
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Transportation S Healthcare Retall |
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Airports & Entertainment
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Why Al in Customer Experience as the

executive priority?

Top GenAl Use Cases

Customer service chatbots
Automated IT testing

Audio/visual content generation
Customer service support

HR support

Customer communications

Business process workflow management
Documentation creation

IT security

Marketing text/graphic generation
Billing and invoicing

Market researchicustomer insights
Marketing content management
Fraud detection

Software code generation/translation
Ttact center management/monitoring

In which departments are Al technologies being
used most actively today?

~N

Customer Service

IT Management

R&D B Most Common Use Case

i

B
Q
R
xR

5G, 2024, Generative Al Use Case Study. m=201; Multiple Responses Allowed
Sales & Marketing

https://isg-one.com/articles/index-insider--
generative-ai-use-cases---where-s-the-top-line

N
®
X

Logistics & Supply Chain

w
-
R

Finance

Legal & Compliance

Human Resources

https://mww.linke din.com/pulse /whyai-wins-ove-chatbots
customerservicee-commercemustknow/
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Highest Investment Use Case

Al TRENDS & USE CASES IN CUSTOMER SERVICE

Market Growth

The market for Alin

customer service is

projected to reach

nearly $1.9 trillion by
0.

Chatbot

language models to
respond to inquiries
accurately.

. Information
Alin Sales Gathering

Alwill play a vital role in sales
by assisting support teams to
enter the sales pipeline. it wil
engage with prospects at
crucial touchpoints and
prevent cart abandonment.

ull

https://unity -connect.com/ous
resources/bpelearningcenter/use
casefor-ai-in-customerservice/

10 CURRENT & FUTURE USE CASES
OF Al'IN CUSTOMER SERVICE

39%

Generative Al for writing to customers

Agent assist tools 34%

Self-service (e.g., chatbots, voice bots)

Quality and cor 29%

L d ion and 26%

Personalization 25%

Call routing optimization 24%

Call

ion and

Real-time sentiment analysis

Process automation

Predictive analytics

Proactive issue resolution

@ Current

Future

https://www.nextiva.com/blog/futureof-customerservice.html

Advancements

Chatbots will become more
powerful, leveraging large

Alwill transform how brands
gather customer feedback.
itwill analyze comments to
identify common pain points,
clarifying customers voices
for actionable insights.

Agent
Efficiency

Alwill enhance agent
efficiency significantly by
providing real-time guidance
during customer interactions,
reducing time wastage.

Data-Driven
Decision-Making

Alwill make customer data
insights more accessible.
itwill help businesses allocate
resources effectively and
convert weaknesses into
strengths through informed
decision-making.

WAYS Al IMPROVES
CUSTOMER SATISFACTION

Reduced friction

Lower handle and response time
More accurate predictions

24/7 support

Bulk customer replies

More context for customer inquiries

afraln
cisco



But every customer journey is different

& Email
Q@ Phone ® In-person ¢ °
~ 88 Web / App Q Live Chat
[
® Q& Phone
=] Bot O Live Chat
P (3 Video
S @ Phone

Time

JOURNEY



LdQa 2dz2NJ 220 (2 KSfL)I @2dz RSt AC
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Across all

Butif a call is channels
/ needed \ / \'

Po active actions for zero Offer alwayson Al Contextual hand ToHumtin AgiTts with Improve First Call Resol
call resolution Agents over SUPPOITIIQM time & NPS
Assistants

N p———

& If a human agent is
required to
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Customerexperiencas the
ultimate applicationof Al

webexone=



Webex Al Agent for Contact Center



Webex Al Agent
for Contact Center

Always on 24/7 selervice

Hi! How can we help you today?

FU”y aUtOnOmOUSVOICG & dlgltal | need flowers delivered tomorrow.

| don’t know what they’re called.

multi-agent orchestration

No problem! Just tell me the look you

have in mind, and I'll find some great

50+ global languages options for you.

Enterprise grade security

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



New Enhancement#\l agents

a languages for Expanded
nts global reach Integrations viaA2A
P



World-class voice
experiences

Webex Al Agent Voice Enhancements

Reduced latency

Intelligent turn prediction

Improved bargdn

< General Availability )

webexone=




Expanded global
language support

Multi-lingual support for Al Agents

50+ new languages (beta)
Global scalability

Contextual understanding

Beta )

© 2025 Cisco an

C
©
Greek ;CES)
%) % Portuguese (Portugal)
Korean ' T Tagalog % Czech
- . CG . . .
Japanese 2 Swedish & Croatian = Hindi

e

rinnish © German?? [talian @ Polish
Hinglish ish=
g i French DanlshN

Swiss German—s

Kk

© Tamil C Russian
Welsh ¢ \alayalam = -
. O = Taglish @3 Singlish
Arabic g : <
Norwegian X Buclgtarllan lfg))(;U Hebrew Portuguese Brazilian
! alalan (Ca Thai Flemish
Serbian e

Chinese Traditonal ROManian .§ Slovenian
Chinese Simplified '@ Turkish
Bahasa (Malaysia)> Icelandic

Latvian

Bahasa (Indonesia)

Vietnamese
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s B
Documents & files

Knowledge connectors

( KnOV\lledge } Historical conversations

An agentic
platiorm for ~ __ O
delivering

R < Context } Recent interactions
" ] Q Org policies & settings
exceptional °© e ‘ ,
o

CUStO mer © Webex Al Agent < P~ } cr salesforce
experiences —3

Ticketing servicenaw
P
A2A
< Interop >—
MCP

Channels

~







Applying a safety and security first approach

WEBEX CUSTOMER EXPERIENCE

Al agents i\/j
Input .
/ > Input guardrails =~ —— Iﬁ] —_—
. > < Output Guardrails

Output
Secure LLM

proxy
Integrations & Contact center
workflows

[ )
N\
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Human Agents for Contact Center



Make agents effective

Customer Information

Michael Linlefood &/

Cantacts and Activities [ )

; o o
e o (Lo
- Eveot Tyoms s - [y
’j‘»-w . Contacts and Actrity Tams ° :
o = s s
= e ° el
P L - oo (it e g e
. R o o
Intuitive omnichannel agent desktop Complete customer context, retime Integrated collaboration tools to access  Business application integrations for
that provides a unified view of the interaction history & journey data experts without leaving the desktop simple, easy access

customer journey

webex © 2025 Cisco and/or its affiliates. All rights reserved. Cisco Confidential
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Empowering agents & supervisors with Al

Suggested Responses

IVR transcript Live transcript Label

3 May I have your name and account
number to get started?

(ML)
Sure, it's Michael and 45392984,

Al Agent context transfer
summary

Precall

Dropped call
summaries

Greeting

Customers

Real time transcription

Conversation

a
o
°
Bl
°
“
©

.

«oQonver

Sentiment Insights

Consult/Transfer
Summary

During call

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

O Ready to pause and recharge?

T RELTERTEETS

L3

Agent Wellness Breaks

Wrap up summaries &
wrap up codes

Postcall work

Analyzed for... 10,146

Notanalyzed 4

Topic Analytics

Auto CSAT (voice) and Coaching
Highlights

Postcall analytics



Al Agent Transfer Summary

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

Includes the contact
reasontransfereason and
conversation context, enabling
the human agent to seamlessly
continue the discussion and
guickly provide resolution.

Total con
Interact
Hold dwn
Handie !
Start iy
Wait im

Wrap- g

Interact
Contact
Active p
Consulti

Confere

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

(0 Here’s the AI Agent transfer summary

The reason for the call was renting electric
bikes.

The call was handed off when the caller
requested to be transferred to an agent.

« The caller inquired about the process of
rending electric bikes.

e The caller asked about the rates for
renting electric bikes.

e The caller asked if they needed to bring
their own helmets.

11:26 « & P O

I can make mistakes, so check my responses.




Drop Call Summary

IVR transcript Live transcript

Customers find it frustrating to Yo atarteds chat WitiM
repeat themselves, especially after

a call drOp. NOW, agentS can pICk up @ Thank you for calling Acme Customer Support. My name

is Nat.

where the call left off, reducing
frustration and handling time. @

I see that your previous call was disconnected—I'm sorry
about that. I also understand that your recently booked
flights haven't had points allocated to your account, even
though they meet the criteria. Let me help you with that
now. Could you please provide your mobile number and
date of birth for verification?

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

Customer

Time meti

Timein¢
Total co
Interact
Hold dui
Handle t
Start tinr
Wait tim

Wrap-ug

Interactio

Interact

Contact

(0 The customer’s last call ended unexpectedly.
I've prepared a summary for you.

Before proceeding, confirm the customer’s
identity for security

« Points for recently booked flights have
not been allocated to the customers
account

« Confirmed that points have not been
allocated and that confirmed flights
meet the criteria for points allocation




¥ Suggested Responses

Webex Contact Center 0 Cisco AI Assistant

Ok, G e
Accept
IVR_Queue_1 - 00:01 W 00:05

Michael Littlefoot Phone Number +1(310) 3412 9901 DNIS
Accept
IVR_Queue_1 - 00:01
Queus 12 IVR Path

Queue Name IVR_Queue_1 Alternate
+1(412) 288-3782

Ensure agents provide consistent, D o cuoues

compliant responses in a timely T —— O Tmhere to hetp! it keop listening and

suggest responses as the conversation

manner with realtime suggested _ evolves.

IVR Transcript (® Contact History & Live Transcript

responses and next best action. R Transeript © Michael Litttefoot said:

“I see a charge of $523.45 that I didn't make”
Virtual Agent 11:22 AM

Hello, how may | help you today?
Y Here's how I suggest you respon

Customer 11:23 AM
Acknowledge their concern

Inform that as per the bank's policy,
customers are not held liable for
unauthorized transactions if reported
+1 (500) 432-3498 7 Ok, we can definitely help with that. Let me transfer you to our transaction monitd Within. 1 Welek

department. Explain you'll document the fraudulent
charge
Ask when they first noticed the
+1(500) 400-3466 & transaction
Confirm if their card is still in their
possession

Hi, | wish to report what appears to be a fraudulent transaction on my account.

Sentiment: 1

Virtual Agent  11:24 AM

Service group... | ® 00:10
L i i | c

Service group... 12:32 PM

+1(500) 432-3498 > Source 01:12 = o GP
Service group... 00:10

(¥ Add context to refine suggestions

Jason Welsch

Service group... | z £ I can make mistakes, so check my responses.

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



Realtime Transcription

webex Contact Center

e My workspace < . - -
t, Michael Littlefoot 00 <) Consult # Conference > Transfer #) Pause recording ° (o]

Phone number: +1-4

Eliminate manual note taking
and allow agents to focus on the | et S i
conversation at hand with real N SR T e

m Email ID:

time transcripts W onwols - 2

Nat Smith
; ,

Conversation Customer journey

ust . at for y 1OW SCrif Live transcript IS { Interaction data

You started a chat
Time metrics

Time in contact status:
Total contact duration:
Interaction duration:
Hold duration:

Handle time:

Start time:

Wait time:

Wrap-up time:

Interaction details

Interaction ID:
Contact status:
Active participants:
Consulting agents:

Conferencing agents:

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



Agent Wellbeing

+1 (412) 288-3782

%, 00:01

Phone Number +1-408-555-0001

Queue 12

Queue Name IVR_Queue_1

Address 3772 AVE NE Sierra Road, Long Long

¢ Qh & ¥ Engaged © ~
@ Cisco Al Assistant: Wellbeing break
Hold Consult R
o o . 4 Hey Rockstar, you are on a roll! Would you
like a wellbeing break to recharge?
DNIS 1 Accept Decline
IVR Path IVR_Path1
Alternate Number 00083472385

County, San Francisco, CA 94001, Unit...

Reduce agent burnout and agent attrition
with proactive stress management and iy Onetiny - Blees
suggested breaks. Personalized for each agent VR Transcript

and customized based on team capacity and
schedules.

Flight Booking | Confidence: 0.6 IR B

Source Boston
Destination Seattle (&
Date 22nd of August
Number 2
Er
Flight Booking | Confidence: 0.9 L2anh

Source Seattle
Destination San Jose c
Date 29th of August

1:24 PM Gy

Flight Booking | Confidence: 0.9

Source Seattle

Destination San Jose

© 2025 Cisco and/or its affiliates. Date 29th of August

Virtual Agent  1:13 PM

Hello, how may | help you today?

Customer 1:14 PM

Hi, | want help in booking a flight from Boston to Seattle on the 22nd of August.

Sentiment: 1

Virtual Agent  1:24 PM

0Ok, | can definitely help with that. Do you have any special requests?

Flight Booking | Confidence: 1

Custormer  1:17 PM

| want to book another flight from Seattle to San Jose on the 29th of August.

Sentiment: 1

Virtual Agent  1:24 PM

Yes, | can book that as well. Any special request for this one?

Flight Booking | Confidence: 1




Wrap-up Summaries

webex Contact Center

e Tasks 0 .
%Interaction label®

W S o

Phene number: +1-4

%Conversation® € %Customer journey% €
on to wrap up

IVR transcript Live transcript #%Contacts and activities®

Additional contact reason(

Save agents time in post call work and ensure — FAciviy Nam
. . . Wrap up interaction
context is maintained for the next customer

Choose a code, and click the summary to edit it if

interactionwith auto generated summaries. | needed.

Choose a reason to wrap up

Q arch topi

4 Summary of your conversation € 3 Complete wrap-up

Initial contact reason: Help activating a new Webex
%CustName/Email/GE plan.
Additional contact reason(s): Inquiry about
transferring meeting history from a previous Webex
account.
Additional context: Customer also asked about
transferring meeting history.
Key Actions Taken:
« Guided activation via browser
« Linked plan to correct account
Outcome: Activation complete. Meeting history
transfer pending sync fix (unsolved).
Next Steps:
« Support team resolving sync issue (48 hrs)
« Customer will get email + SMS once done

ustName/Email/G|

ctivity Nam

Al-generated + 5 ®

Complete wrap-up

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



Topic Analytics

() Dashboard Topic Analytics

lil Topic analytics m Manage topics Configuration

&3
o Al agents () Last 30 days

Highest interaction volume € Longest average Handle Time € Highest average CSAT score €

|dentify key, emerging trends hitting the
. . 4500 00:10:20
contact center with reatime, e
comprehensive and automated topic w210 G175 0231 ©250 B
analytics' Enable admins to respond to Top 5 topics € Top topics by CSAT score € Top topics by averge handle time €
emerging trends with actionable insights. \ R - N -

Flight status 4.4 Booking changes
Itinerary info 4.3 Itinerary info 00:07:14
Frequent flyer 4. Document check 00:06:50

@ Booking changes Booking changes Baggage help
@ Refund request Itinerary info @ CSAT score Avg CSAT B Avg Handle Time

Trending topics

Topic Interactionvol.. = Average handl... = Average CSAT... = Sample contac... = Actions

Flight status 4500 (18%) © 00:03:45 I 1.0 | Flight status requeste View

Booking change 4200 (16.8%) © 00:08:30 | 4.0 ' Booking modified or @ View
Bagage help 3600 (14.4%) © 00:06:15 |30 Baggage details requ¢ View -
Refund request 3200 (12.8%) © 00:10:20 ‘ 4.0 | Refund requested

Itinerary info 2800 (11.2%) © 00:07:14 [ 4.0 | Itinerary details

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



AUtoCSAT

@ & L @ide 00:03/25:23 ("\. b
Actions
Coutactsiisss. Average CSAT @ % Average handle time - Voice

Gain comprehensive insight into overall 12 4/5*** el 00:13:07

contact center performance, and drill down B omee o comrsm o
into agent and team performance with 100% ® Customize
of interactions scored for customer e * e e
S at | Sf a Ctl On i n Voice Inbound Sales Cell Cell & Addn 4.2 Standard (x months) (ERE
mn Voice Inbound Sales cell Cell D Jogn 38 Standard (x months) [ v}
n Voice Loans Cell Cell ™ Jay Permanent O Y 8
n Chat Fraud prevention  Cell Cell @ nalc 4.8 Trashed [
n Voice Inbound Sales Cell cell & e Standard (x months) Y g
n Voice Loans Cell Cell € «a +é Standard (x months) 25 2 (g
n Voice Inbound Sales cell cell 0 s 36 Standard (x months) [
n Voice Loans Cell Cell ©® ankr Standard (x months) [
m Voice Outbound Sales  Cell Cell @ safr 4.1 Standard (x months) > Y9
n Voice Outbound Sales  Cell Cell & Midk 42 Trashed [P A v
lows per table: 10 v 101-10 of 600 < >
36
2.5
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Improving Agent Performance with Webex Al
Quality Management

Unified framework and experience for
performance management

Built on the existing Al Assistant capabilities

Supports reatime as well as post
interaction analysis

Multilanguage Beta Q2 CY26



Webex Al Quality Management

Solution overview

* Weeklyinsights

Evaluations

Completed ;3 Leadin smmevsalishc!ionJ”:V”mww‘; ?{omeuposxu\lsurvey"s p—
LI
S
Completed | d
2 Coi @ v Strong greeting etiquette
© With greeting custome
/5 (- B
) Agent performance insights for Al Agent performance insights F :
Automated & humarassisted gentp it g gentp g Personalized co_achlng
Y recommendations

interaction scoring

Screen Dashboard, reporting and analytics

Sentiment Analysis Alpowered evaluation form designer >
Recording@2 CY 26
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( ANNOUNCING )

webex Contact Center o & ®
@ < March first half forecast [ ot | B3
a, = . . % Queues: 3  Timeframe: Mar 2-15, 2026  Interval: 1 hour
Intuitive forecasting & scheduling . L.
@ - yalty Program
0l Overview & : Forecast data &
. i . £ + Summary (i) l Period Week Day Compare to: | No comparison v
Predict and Plan with Confidence i : |
W, Call volume declining -2% per week
Totals €
9 6 Fridays 14% busier than weekly average
% © Handle time steady at 7.9 mins avg Mo, Mar 2 - Su, Mar 15, 2026
0 Total interaction volume 1,030,132
. . . @ fl{ Volume adjustments L] Al Agent interaction coverage 5 211,059
Native forecasting and scheduling, purpose- e e

built for the expanded workforce of Al and 2ok

New AI Agent skill: booking

+5% Al agent coverage Mar 2-15, 2026
u I I l an ag e ntS Interaction volume ®
.

Campaign: Easter weekend sale live x

+2% total volume Mar 6-15, 2026 3/2 313 3/4 3/5 3/6 3/7
1000
s 800
S
/A Historical anomalies (1] S
£ 400
2 anomalies excluded E 20

Booking system outage

0 “.I.Ju..llfl||||1|..I...‘I.u.l.|IIII|II|.....I...,\|.|.1|||“”i...l...l..l|.|I|”||||I|.‘.I...[..“IIII””H“I..L..I“|1.|.[[Ix|||n...J
84,523 91,528 88,724 82,593 81,648
+33% increase in volume Jan 2, 2026 7-11 AM

90,608

Totalvolume [l AI Agent coverage

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



Q3 CY 2026

( ANNOUNCING )

= webex Control Hub Q. search v £ o B @

Al Routing

Main menu

Al Features

CONTACT CENTER

Al Feature Configuration Help & Learning

From static routing, to real
time impact

MER EXPERIENGE Global  Queues Agents

55 queues = Filter v

51queues selected  Select all queues 3= & Edit Al Features = X Cancel

You can run up to 50
optimization checks at
a time. Deselect some
queues to continue

Queue Name 4 Direction Media type

Sales_Inbound01 | Optimi ogress Inbound Voice

Intelligent, contextaware call i g
routing to dynamically match o
customers to the bessuited
agents, every time.

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



C ANNOUNCING )

Translation agent for Contact Center Q@

Conversations that feel local, yet global.

Dynamic translation for moreauman connection

Natural sounding, authentic conversations

Realtime translation

Instantly scale your talent pool without intensive mtlitigual

resource demands
Customer Agent

Native Spanish speaker Native English speaker

( iBuen dia! > ( GoodMorning!)

Unlock cost efficiencies by rethinking hiring and training

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



Extensible Platform



Boxes are

meant to be closed.




Webex Contact Center Ecosystem

Powerful partnerships and integrations

servicenow salesforce
B Microsoft VERINT
zendesk

Py
t [ 1 { al b a hw9 X

webexone»

aWs 2RING

\/‘7

Google X
upstreamworks
elevéo eGain
CONS?L [UM
y - SpinSci
ltec @SpinSci
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