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Creating customer delight. 
What does customer satisfaction 
look like in the contact center?
It’s simple: 
o r c sto ers get the ans ers the  need  thro gh their re erred channel  ith astonishing 

s eed. asted ti e and stress are a thing o  the ast.

e e  Contact Center gives o  the tools o  need to a e ever  c sto er interaction a 
delight  ever  ti e.
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e e  Contact Center lets o r c sto ers 
connect thro gh their re erred channel  chat  
te t  social  e ail  or call. A o ered voice and 
chat virt al agents a e it si le or c sto ers 
to co nicate hile roviding o tions or ast 
and eas  2 /  sel service  ith a sea less 
transition to a live agent hen desired.

Digital-first

It’s not just a contact center. 
It’s a customer experience center.

ns re c sto ers never have to re eat 
the selves  giving agents the conte t the  
need or ever  interaction ith c sto er contact 
histor  right at the agent s ngerti s. erience 

anage ent s rve s rovide insight into 
senti ent and a consistent lse on c sto er 
e erience.
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• et toda s digital rst c sto er connect   
their a   via chat  te t  social  e ail    
or call.

• at ral  A o ered voice and chat virt al   
agents rovide o tions or ast and eas     
2 /  sel service.

• roactivel  connect ith o r c sto ers and 
e o er the  to easil  solve ro le s aster 
on their o n.

• ini i e interr tions  ro ting calls ac  
to the agent the c sto er as revio sl  
s ea ing ith d ring a call ac  scenarios

Digital-first customer 
experiences
Built for digital-first 
customer experience

• Agents ene t ro  co lete c sto er 
interaction histor  in a single inter ace  
regardless o  channel  e o ering the  

ith ll visi ilit .

• Close the eed ac  loo  ith e erience 
anage ent  o ering ost interaction 

s rve s delivered to the c sto er via te t  
e ail  or interactive voice res onse  to 
ca t re i ediate eed ac  and roactivel  

anage and eas re c sto er senti ent.

• Agents have real ti e visi ilit  into revio s 
c sto er s rve  res onses to ersonali e 
interactions.

End-to-end customer 
experience management
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igital rst s ort eans c sto ers are ree
to reach o t thro gh hichever lat or  s its
their needs  hether chat  te t  e ail  social
or call.

Omnichannel

Let customers connect on 
their own terms

SMS
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C sto ers can connect to s ort services 
ho ever the  li e  henever the  li e  s itching 
sea lessl  et een virt al and h an agents. 

Agent tools rovide co lete c sto er histor  
in one lace  at their ngerti s  ens ring the  
are conte t a are and c sto ers never have to 
re eat the selves.

24/7 self-service

Offer round the clock 
customer support with 
AI-powered voice and 
chat virtual agents
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Collect val a le c sto er eed ac  ith 
e erience anage ent ost interaction s rve s. 

asil  create and integrate c sto  digital s rve s 
in Control  and anage the  ithin o r o  
set  in e e  Connect. 

Allo  c sto ers to give i ediate eed ac  
on their e erience and e o er agents to 
c sto i e interactions ased on their no ledge 
o  revio s c sto er e eriences. 

Customer 
experience 
management
Optimize results and boost 
customer satisfaction
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A o ered assistance and a ne  ser
o ti i ed agent des to  gives o r agents 
ever thing the  need to deliver e ce tional 
c sto er e eriences.

Agent tools rovide a co lete c sto er histor  
all in one lace and at their ngerti s  ens ring 
the  are al a s conte t a are.

Empowered 
Agents
Providing context-driven 
insights – every time

he  can also tailor interactions ased on ll 
visi ilit  o  c sto er eed ac  in the e erience 

anage ent des to  idget. 

Webex Contact Center Empowered agents 9
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• A o ered chat and voice virt al agents   
de ect ro tine interactions and rovide a   
sea less transition to live agents.

• isi ilit  to c sto er eed ac  and     
co nication histor  give agents ll    
conte t to tailor interactions.

• e ote agent s ort rovides a sea less   
e erience no atter here agents sit.

• Agent Ans ers  or conte t driven  t rn
t rn g idance along ith Agent Call 

ranscri tion to aid ith ast call ra .

AI-assisted,
context-driven agents

• Agents have ever thing the  need in a single 
consolidated vie  it the ne  od lar agent 
des to .

• art c sto er interaction histor  and 
in or ation via third art  a lication idget 
s ort.

• ac gro nd noice re oval lters o t 
n anted distractions so c sto ers ill hear 

the agent s voice  not the noise

• e e  or orce ti i ation ro otes   
or orce engage ent  incl ding     
or orce anage ent  alit       
anage ent  and or orce anal tics.

Intuitive agent experience Super agent intelligence

*Expected CY 2023
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Agent desktop 
experience
Everything agents need in one place

1
2

3

4
5

Omnichannel task list view1

2

3

4

5

Customer information

Customer experience journey

Mid-call features

Agent profile
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Single view for all inbound channels

Agent desktop 
experience 1

2

Inbound channels1

2 Contact history
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Intelligent seamless handoff

Agent desktop 
experience 1

Virtual agent (IVR) transcript1
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Customer journey data

Agent desktop 
experience

Agents have access to e  insights on 
c sto er o rne s across an  channel or 
a lication allo ing the  to ta e real ti e 
actions to rovide the est e erience. 
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Context-relevant information 
from external sources

Customer third-party widgets1

1

Agent desktop 
experience
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Customize your desktop: choose 
between light or dark mode

1
Customizable desktop

Agent desktop 
experience
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Webex Workforce 
Optimization*

Workforce Management (WFM)

na ic sched ling allo s agents  s ervisors  
and staffing anal sts to colla orate live.

e ee  the agent e erience ront and center  ith so t are 
designed to s ort the .

r so t are or s the a  o  need it to  and can ada t to 
an  siness odels  sit ations  and organi ations.

evelo ent is ongoing. e collect eed ac  and date 
eat res to ens re the est ossi le e erience.

Agent-centric:

Flexible:

Iterative and incremental: 

*Optional Webex Contact Center feature
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val ate agent efficienc  and er or ance thro gh tailored 
eval ation or s.

ngage agents via ga i cation and agent sel assess ent.

Evaluate and measure

Boost morale

Webex Workforce 
Optimization*

Quality Management (QM)

*Optional Webex Contact Center feature
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Anal e s eech and des to  actions to gain insights. 
Correlate agent er or ance to net ro oter scores .

one clic  access to vie  cons e and act on data ith 
ore recision and less e ort.

ive live agents a voice ith ti el  eed ac  loo s and the 
g idance the  need ith ga i cation  eval ations  coaching 
and training.

ind conversations ic l . se core data and c sto  
etadata in or ation to ild o r lter and save it or 
ic  retrieval later.

Workforce Optimization Analytics

Holistic view: 

Engage your employees:

Powerful streamlined contacts filter:  

Webex Workforce 
Optimization*

Quality Management (QM)

*Optional Webex Contact Center feature
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Outbound campaign managementrove agent rod ctivit  and 
overall siness er or ance  
letting agents s end ore ti e 
interacting ith c sto ers and less 
ti e tr ing to reach the .

• ncrease sales and sells

• ncrease c sto er retention

• rove ar eting ca aign res lts

• Call list seg entation

• Agent selection 

• ata odeling rioriti ation

List management

• lti hone contact strateg  

• Ca aign chaining

Campaign runtime
• tate/ti e one s eci c calling indo s

• tat tor  co liance 

• o not call lists

Compliance

• lti s illing o  agents 

• revie  dialing

Telephony dialing modes

Outbound campaigns*

*Optional Webex Contact Center feature
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Empower agents to work 
anywhere – fast

hen o  need to o oad e anding call vol e  
or agents need to or  ro  ho e  e e  Contact 
Center can e ic l  de lo ed to allo  o r agents 
to ta e calls ro  an here.

ive o r contact center sta  sea less e eriences  
no atter here the  are.

Remote agents

21
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Effective 
supervisors
Everything you need, 
all in once place

ive s ervisors the visi ilit  and insights 
the  need to e o er agents and hel  eet 

siness goals.

on log in  the dash oard rovides e  
etrics and er or ace indicators to hel  
ring o r attention to areas that a  need 
o r hel . l s  it s eas  to chec  in on o r 

tea  and co nicate ith the  individ all  
or one on one.

22
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A customizable 
dashboard designed 
for supervisors
Access a fully customizable 
view with the data you need.

he dedicated dash oard o  the s ervisor 
des to  rovides a si le sign in e erience 
and a holistic vie  sho ing i ortant 
highlights  er or ance details  e  insights  
and agent in or ation.
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Agent performance
Monitor and measure the work 
of agents.

Clic  into the tea  er or ance idget to 
vie  detailed agent in or ation or silentl  
dro in on calls to onitor an interaction  
rovide g idance or s ort to an agent  and 

hel  res lt c sto er iss es efficientl .

24
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Collaboration 
with Webex
Send messages without ever 
leaving your dashboard.

end ic   essages to select agents 
or roadcast essages to o r entire tea  

itho t e iting o r s ervisor des to .
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he orld s ost c sto er oc sed rovider 
eets the ost advanced contact center.

r o t the o  read  et ll  c sto i a le  
enter rise grade lat or  allo s or lti ate 
scala ilit  and er or ance 
that s tr l  ne t generation.

Flexible platform
Inspired by customers. 
Built for business.

ith e e  Contact Center o  get it all  
sec rit  scala ilit  e i ilit  ro  a rovider

ith a colla oration oc sed heritage.

Webex Contact Center Flexible platform 26
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Certified for 
Microsoft Teams
Frictionless tools, 
simple communication.

i li  co nication et een no ledge 
or ers and contact center agents sing 

the ea s a  or ea s hone. el  agents 
ic l  res ond to c sto er needs ith calling 

intero era ilit  director services  resence  
and ore to create a connected e erience or 
organi ations and their c sto ers.
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Flexible customizable 
platform

 Clo d rovider agnostic  icroservices   
 architect re rovides enter rise grade    
 hori ontal scala ilit  e i ilit  and ra id   
 eat re innovation and de lo ent.

 rag and dro  o  control ilder ts   
 c sto i ation in the hands o  the ser and   
 rees  reso rces.

 en A s allo  or c sto i ation o  A    
 data  edia and des to  ca a ilities or   
 lti ate e i ilit .

Open and extensible Enterprise-grade
      ntegrate ith o r re erred C  and                                    
 siness a lications incl ding icroso t   
 na ics  ales orce  endes  and ore.

 Clo d data anal tics rovide historical and   
       real ti e re orting and dash oards.

 Agents can or  ro  an here ith ll   
 re ote agent s ort

28
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A ne  drag and dro  o  control ilder ts 
c sto i ation into the hands o  the siness 
ser and rees  val a le  reso rces.

Flow control 
builder
Customization in your hands

29
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Microservices-based, cloud-provider 
agnostic platform enables dependable 
scalability and rapid feature innovation 
and deployment.

ing lar  o nichannel ro ting si li es 
interaction handling regardless o  nderl ing 

e es  agents  channels  and s ills.

Enterprise-grade 
horizontal scale

ntelligentl  distri te calls across an  n er o  
sites and locations  ith ease o  integration that 
lets o  or  ith the channels that s it o r 

siness.

30
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Business 
application 
integrations
Seamless integrations

... l s ore.

Access contact center nctionalit  ro  the 
siness a lications o r agents se ever da  

li e icroso t na ics  ales orce and endes .

Agents ene t ro  sea less or o s  a 
ni ed e erience and i roved contact center 
er or ance  all ith less co le it .
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n o  interactive  e lorator  and trend anal sis 
to cross anal e c sto er interactions and 
agent activit  ith siness and nancial etrics 
to hel  o  o ti i e o r siness.

ringing together data ro  calls AC  virt al 
agent interactions  and ore ena les o  to 
anal e  nderstand  and anage o r contact 
center hile nding o erational efficienc  in ne  
and innovative a s.

Reports and 
dashboards
Improve efficiency with 
real-time and historical 
operational dashboards 
and reports.

32
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Fully customizable

API-first for a next-generation platform

Next-generation 
platform architecture

Agent UI/Platform

Historical 
transcription

Media AI

Data

eal ti e 
s eech to te t 
transcri tion

etrieve tas s  agent 
activities  e e details  
re orting statistics

etrieve edia ca t res
or a s eci c interaction 
voice  e ail  chat

ed third art  
gadgets and c sto i e 
the agent des to

C sto i e noti cations 
and shortc ts

etrieve historical transcri tion 
o  a conversation et een an 
agent and caller

Webex Contact Center API Gateway
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e e  essaging  video  and calling tools let 
agents and s ect atter e erts or  together 
to o ti i e ever  c sto er engage ent.

Complete 
collaboration
Connect agents to your wider 
team of experts

a e ad inistration a ree e ith single ane
o glass rovisioning and anage ent or all 

e e  colla oration services ith e e  
Control .

34
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• ntegration ith e tended calling o tions    
incl ding  e e  Calling  and e e    
devices and end oints s orts ease o  se. 

• e e  Control  integration rovides a 
si le a  to sec re and anage all o r 
colla oration a lications.

Collaborative contact 
center

 Co le entar  e e  essaging and   
 eetings tools allo  agents to engage tea   
 e ers and s ect atter e erts to give  
 c sto ers o ti al s ort.

 Co on  across the ll ort olio aids in   
 e lo ee on oarding and training.

Complete portfolio Enterprise-grade

35
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Complementary 
Webex calling, 
messaging and
meeting tools*

Connect agents to subject 
matter experts

na le o r tea  to go e ond the alls o  
the contact center  o ered  e e  calling  

essaging  and eeting tools   connecting 
the  to s ect atter e erts to solve 
ro le s ic l .

*Optional Webex Contact Center feature
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Extended calling
options for Webex
Contact Center*

Integration with Webex Calling plus
Cisco PSTN options

erience s erior voice alit  accelerated
on oarding  and eas  rovisioning via e e
Control  ith e e  Calling co ined ith

e e  Contact Center.

everage e e  end oints to receive calls
ro  an here via the e e  a .

*Optional Webex Contact Center feature
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Webex devices*

Cisco can rovide ever thing agents and their s ect 
atter e erts need  ro  so t are to hard are.

na le o r tea  to e erience orld class 
colla oration no atter here the re located. he  can 
en o  i ersive e eriences ith devices that o er 
h rid or  and o er ilt in intelligence on an o en 
lat or  allo ing o r tea  to or  the a  the  ant.

*Optional Webex Contact Center companion products
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Effortless management
from anywhere with
Webex Control Hub

e e  Control  o ers a single ane o
glass sol tion that rovides one central clo d 
a  or all e e  ad inistrative nctions.

Get unparalleled control of your cloud environment 

he int itive inter ace rovides a si le a  to
anage all o r e e  colla oration a lications and 

services  settings  sec rit  and anal tics incl ding

• Connectors or siness a lications  
and digital channels

• sers
• PSTN
• e e  Contact Center A  o tions

39
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Why Webex?
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e ll e o r artner in great c sto er service. o 
o  can o er o r c sto ers the s ort the  e ect  

on their ter s  and give o r agents the tools the  
need to rovide it.

he orld s largest e erience centers r n on e e  
or a reason  eca se the  can rel  on s.

More than just 
a vendor
We’ll be your collaborator too.

Webex Contact Center Why Webex 41
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Cisco is a glo al leader in contact centers  
delivering the ost co lete contact  
center ort olio. 

The contact center 
market leader

Market share cloud 
/ hosted contact 
center installed base¹

#1

Contact center 
enterprises

36K

Agents

3.6M

Global partners

1.5K

e e  Contact Center is an o nichannel 
contact center as a service CCaa  or an  si e 
contact center that delivers enriched c sto er 
o rne s  all o ered  the clo d and data 
intelligence  driving aster and ore ersonali ed 
c sto er e eriences. 

ilt on the o en and e i le e e  lat or  
or Contact Center  o r ort olio integrates 
advanced clo d services s ch as A  ca a ilities  
enter rise grade clo d calling  data anal tics  

or orce o ti i ation  C  and e erience 
anage ent a lications.

Webex Contact Center 42
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Find out how 
Webex Contact Center 
can elevate your 
customer experiences.
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