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Webex Contact Center Introduction

Creating customer delight.

It’s simple:

Your customers get the answers they need, through their preferred channel, with astonishing
speed. Wasted time and stress are a thing of the past.

Webex® Contact Center gives you the tools you need to make every customer interaction a
delight, every time.

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO



Webex Contact Center Digital-first

Digital-first

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

Webex Contact Center lets your customers Ensure customers never have to repeat

connect through their preferred channel - chat, themselves by giving agents the context they
text, social, email, or call. Al-powered voice and need for every interaction with customer contact
chat virtual agents make it simple for customers history right at the agent’s fingertips. Experience
to communicate while providing options for fast management surveys provide insight into

and easy 24/7 self-service - with a seamless sentiment and a consistent pulse on customer
transition to a live agent when desired. experience.

Benefits ®

© 2023 Cisco and/or its affiliates. All rights reserved. v webex by CISCO




Webex Contact Center Digital-first 5

Digital-first customer
experiences

Built for digital-first End-to-end customer
customer experience experience management

Let today’s digital-first customer connect
their way - via chat, text, social, email,
or call.

Natural, Al-powered voice and chat virtual
agents provide options for fast and easy
24/7 self-service.

Proactively connect with your customers and
empower them to easily solve problems faster
on their own.

Minimize interruptions by routing calls back
to the agent the customer was previously
speaking with during a callback scenarios

© 2023 Cisco and/or its affiliates. All rights reserved.

Agents benefit from complete customer
interaction history in a single interface,
regardless of channel - empowering them
with full visibility.

Close the feedback loop with experience
management by offering post-interaction
surveys delivered to the customer via text,
email, or interactive voice response (IVR) to
capture immediate feedback and proactively
manage and measure customer sentiment.

Agents have real-time visibility into previous
customer survey responses to personalize
interactions.

webex by CISCO



Webex Contact Center Digital-first 6

Omnichannel

Let customers connect on
their own terms

Digital-first support means customers are free
to reach out through whichever platform suits
their needs - whether chat, text, email, social
or call.

Cumubus Motorcycn @ v

M, | need to order some air
fiters for my bike.

Hi, my name is Viera and I'm

By ol Like Q happy to help. | can check the
existing inventory. Can | have
the part number please?

YA-2506XD s the air lihes
replacement | need. e

Cumulus Motorcycle @

pCumuius Motorcycle

Thank you for choosing Cumulus
Motorcycle. Have a nice day!

About ﬁ Create Post

HIL I

0 Cumuius Motorcycies 15 50 provide a complete

Hi. My name is Veraand I'm QUAlty Service 1o make YOur rding eapenence o Photo/Video o Check i " !
hoppy 10 assist with your needs. |
can check existing inventory, May

| have the part number?

the best e con e

1h 541,000 peopie e this ncluding 2 of your

nends

Cumubus Motorcycle @
W

“’ Why Changeg your i R i mporiant

P2 541448 people foliow ths

Sure. Let me check the
ventory shortly.
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Webex Contact Center Digital-first

24/7 self-service

p Lindsay Mann Jose Toeres
° ) U £3 Corference
.’ 2

Contact History

Offer round the clock
customer support with
Al-powered voice and
chat virtual agents

Customers can connect to support services
however they like, whenever they like, switching
seamlessly between virtual and human agents.

Agent tools provide complete customer history
in one place, at their fingertips - ensuring they
are context-aware and customers never have to
repeat themselves.

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO



Webex Contact Center Digital-first

Customer
experience
Mmanagement

Optimize results and boost
customer satisfaction

Collect valuable customer feedback with
experience management post-interaction surveys.

Easily create and integrate custom digital surveys
in Control Hub and manage them within your flow
setup in Webex Connect.

Allow customers to give immediate feedback

on their experience and empower agents to
customize interactions based on their knowledge
of previous customer experiences.

© 2023 Cisco and/or its affiliates. All rights reserved.

Create a new survey

Digital surveys

Survey name *

Y

0

Summary

IVR surveys
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Webex Contact Center Empowered agents

Empowered
Agents

Providing context-driven
Insights — every time

Al-powered assistance and a new, user- They can also tailor interactions based on full
optimized agent desktop gives your agents visibility of customer feedback in the experience
everything they need to deliver exceptional management desktop widget.

customer experiences.

Agent tools provide a complete customer history,
all in one place and at their fingertips, ensuring
they are always context-aware.

Benefits ®

Y
%
A
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Webex Contact Center Empowered agents 10

Al-assisted,
context-driven agents

Intuitive agent experience Super agent intelligence
Agents have everything they need in a single - Al-powered chat and voice virtual agents
consolidated view wit the new modular agent deflect routine interactions and provide a
desktop. seamless transition to live agents.
Smart customer interaction history and - Visibility to customer feedback and
information via third-party application widget communication history give agents full
support. context to tailor interactions.
Background noice removal filters out - Remote agent support provides a seamless
unwanted distractions so customers will hear experience no matter where agents sit.

the agent’s voice, not the noise
Agent Answers* for context-driven, turn-

Webex Workforce Optimization promotes by-turn guidance along with Agent Call
workforce engagement - including Transcription to aid with fast call wrap-up.
workforce management, quality
management, and workforce analytics.

*Expected CY 2023

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO



Webex Contact Center Empowered agents 11

G' Webex Contact Center

Agent desktop

Everything agents need in one place

Omnichannel task list view

Customer information

Customer experience journey

Mid-call features

Agent profile

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO



Webex Contact Center Empowered agents 12

Agent desktop

Contact History

experience 9

Customer Service

March 21, 2020
Jason Welch

. . . 03:12
Single view for all inbound channels o con 2
\ ncel Order
o Terry Rowland 10:13 Santdra Anderson « Queue _Voice _EP
Twitter Chat
© Inbound channels Q) Cencel Orcer
+1 (408) 555-0001 13:24 Sandra Anderson « Queue _Voioe &P

Customer Service

©® Contact history

March 27, 2020
miittlefoot@gmail.com

Customer Service

] 13:24

Cancel Order
<

Sandra Anderson « Queue Yoioe EP

o % O < B

Cancel Order
<

Jason Welch 12:32 PM Sandra Anderson « Queue Voice P

VR_Queve_1 ® 00:10

March 21, 2020

|
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Webex Contact Center Empowered agents 13

Agent desktop
experience

Intelligent seamless handoff

IVR Transcript 0

. Virtual Agent 1:15 PM
Flight Booking Confidence: 1 Ixican. G .

Hello, how may | help you today?

Source Boston
Flight Booking Confidence: 1
Destination Seattle
Customer 1:14 PM
_ . Date 22nd of August ¢ ' - . .
0 VI r'tual age nt (IVR) trans Crlpt Hi, | want help in booking a flight from Boston to Seattle on the 22nd of August.
Number 2

Sentiment: 1

Virtual Agent 1:15 PM

1:24 PM G
Flight Booking ' Confidence: 0.9 Ok, | can definitely help with that. Do you have any special requests?
Source Seattle Flight Booking = Confidence: 1
Destination San Jose Customer 13:14 PM
C
Date 29th of August | want to book another flight from Seattle to San Jose on the 29th of August.
Sentiment: 1
1:24 PM
Flight Booking Confidence: 0.9 G Virtual Agent  1:15 PM

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

& PGS L
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Webex Contact Center Empowered agents 14

g E E t : I3 {+% Webex Contact Center \ N © Engaged ¢
|
I | I ‘ ’ ¢ +1(412) 288-3872
eX p e I e Ce \ | 1 (f12) 288-3782 01 % {) Consult R Transfer (w) Pause Recording

Customer journey data

3772 AVE Nt Sierra Road, Long Long
County, San Francisco, CA 94001, Unit

Agents have access to key insights on
customer journeys across any channel or
application allowing them to take real-time
actions to provide the best experience.

Customer Information

Michael Littlefood _/\

Contacts and Activities

1 Activity

— Filers Al Time v 7 All Chanrels

Today 11/15/22
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Webex Contact Center Empowered agents 15
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Webex Contact Center Empowered agents 16
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Webex Contact Center Empowered agents

Webex Workforce
Optimization

Workforce Management (\WWFM)

Dynamic scheduling allows agents, supervisors,
and staffing analysts to collaborate live.

Agent-centric:
We keep the agent experience front and center, with software
designed to support them.

Flexible:
Our software works the way you need it to, and can adapt to
many business models, situations, and organizations.

Iterative and incremental:
Development is ongoing. We collect feedback and update
features to ensure the best possible experience.

*Optional Webex Contact Center feature

© 2023 Cisco and/or its affiliates. All rights reserved.
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Webex Contact Center Empowered agents 18

Webex Workforce

Contact 11200  E5J amiys Owens Q12019 120

. . . * e
Optimization

Quality Management (QM)

Evaluate and measure
Evaluate agent efficiency and performance through tailored
evaluation forms.

Boost morale
Engage agents via gamification and agent self-assessment.

Organization

*Optional Webex Contact Center feature . -

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO



Webex Contact Center Empowered agents 19

Webex Workforce

Analytics : Main Dashboard

Mot fqees: Megwmy

O i iZ i ¥ ‘Sienna Creek’ ‘s .
pt m at On '“” ’ 5'9T‘fafreekneéuth

Quality Management (QM)

! 1 1 t 181 ' s 1e.0a

Workforce Optimization Analytics S
Analyze speech and desktop actions to gain insights.
Correlate agent performance to net promoter scores (NPS). S Ospetumares 1 You

Holistic view:
one-click access to view, consume and act on data with

more precision and less effort.

>

© upgrade your sebac © nrual corr ® ne estis cant
moar ly plan ling Issues

Powerful streamlined contacts filter:
Find conversations quickly. Use core data and custom

metadata information to build your filter and save it for
quick retrieval later.

Engage your employees:
Give live agents a voice with timely feedback loops and the
guidance they need with gamification, evaluations, coaching

and training.

*Optional Webex Contact Center feature

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO



Webex Contact Center

Outbound campaigns

Improve agent productivity and
overall business performance by
letting agents spend more time
iInteracting with customers and less
time trying to reach them.

Increase sales and upsells
Increase customer retention

Improve marketing campaign results

*Optional Webex Contact Center feature

© 2023 Cisco and/or its affiliates. All rights reserved.

Empowered agents

20

Outbound campaign management

List management

- Call list segmentation
- Agent selection

- Data modeling Prioritization

Campaign runtime

- Multi-phone contact strategy

- Campaign chaining

Telephony dialing modes

- Multi-skilling of agents

- Preview dialing

Compliance

- State/time zone-specific calling windows
- Statutory compliance

- Do-not-call lists

webex by CISCO



Webex Contact Center Empowered agents

Remote agents

Empower agents to work
anywhere - fast

When you need to offload expanding call volume,
or agents need to work from home, Webex Contact

Center can be quickly deployed to allow your agents
to take calls from anywhere.

Give your contact center staff seamless experiences,
no matter where they are.

© 2023 Cisco and/or its affiliates. All rights reserved.
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Webex Contact Center

Effective
SUPErvIsors

Everything you need,
all in once place

Give supervisors the visibility and insights
they need to empower agents and help meet
business goals.

Upon log in, the dashboard provides key
metrics and performace indicators to help
bring your attention to areas that may need
your help. Plus, it’s easy to check in on your
team and communicate with them individually
Or one on one.

© 2023 Cisco and/or its affiliates. All rights reserved.

Effective supervisors

Webex Contact Center

(d Hi Rick, Welcome !

Contacts in Progress

35

Average Service Level - Voice

95%

Contact Details in Queue

Credit Card
Marketing
Credit Card Sales

Sales Outbound

Channel Type

Al

Contacts in Queue : Longest Contact Currently

25

in Queue

00:15:20

Average Handle Time - Voice

00:13:07

Agent State Report

00:00:10

00:02:12

v Avadable

Managed Teams

Total Contacts Handled

42

Total Contacts Abandoned

22

22
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Webex Contact Center Effective supervisors

A customizable

dashboard designed
for supervisors

Access a fully customizable
view with the data you need.

The dedicated dashboard of the supervisor
desktop provides a simple sign-in experience
and a holistic view showing important
highlights, performance details, key insights,
and agent information.

© 2023 Cisco and/or its affiliates. All rights reserved.

Webex Contact Center

(d Hi Rick, Welcome !

Contacts in Progress

35

Average Service Level - Voice

95%

Contact Details in Queue

Credgant Card
Marketing
Credit Card Sales

Sales Outbound

Contacts in Queue

25

Average Handle Time - Voice

00:13:07

Longest Contact Currently
in Queue

00:15:20

Agent State Report

v Avadable

Total Contacts Handled

42

Total Contacts Abandoned

22

23
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Webex Contact Center

Agent performance

Monitor and measure the work

of agents.

Click into the team performance widget to
view detailed agent information or silently
drop-in on calls to monitor an interaction,
provide guidance or support to an agent, and
help result customer issues efficiently.

© 2023 Cisco and/or its affiliates. All rights reserved.

Effective supervisors

Webex Contact Center

Adam Jones

N 4522 B Monitering - 00:02

Team Performance Details

Agent Name

2
"-,' Adam Jones

-
| ? Joanna Wang

m Jane Roosevelt
_a John Doe

:’u Ken Adams
f_:' Klara Lawrence

n Sam Weismann

Ao i sl s

Agent State

Available

Available

Avallable

Available

Available

Available

Avallable

Agent State Duration

00:42:20

00:42:20

00:42:20

00:42:20

00:42:20

00:42:20

00:42:20

Phone Number

+ 180046702789

+ 180046702789

+ 180046702789

180046702789

+« 180046702789

+ 180046702789

+ 180046702789

s10/AMAETANTOO

Site

Austin

Austin

Austin

Austin

Austin

Austin

Austin

il Pause Monitoring

Team

Accounting

Accouming

Accoumting

Accounting

Accouming

Accouming

Accoumting

{3 Whisper Coach

Contact Status

Connected

Connected

Connected

Connected

Connected

Connected

Connected

24

:£» Barge In ( End Monitoring

{3 Customize

Time in Contact Status . Actions

00:26:27

00:18:42

00:10.06

00:10:01

00:08:42

00:05:07

00:04:42

Being Monitored

webex by CISCO



Webex Contact Center

Effective supervisors

ollaboration

with Webex

Send messages without ever
leaving your dashboard.

Send quick 1:1 messages to select agents
or broadcast messages to your entire team
without exiting your supervisor desktop.

© 2023 Cisco and/or its affiliates. All rights reserved.

Webex Contact Center

Team Performance Details

Agemt Name

.
-

& Adam Jones

( .
' ? Joanna Wang

™ Jane Roosevelt
John Doe
Ken Adams

Kiara Lawrence

‘ ‘ Sam Wetsmann
ﬁ‘ Amanda Blevin

Sarah Jarvins

\
‘,‘ Rebeca Chen

Nevaeh Jones

‘:,' Michael Cloutie
'1

' Xuewed LI
‘. Ram Kumar

f Richard Stone

,b' Bryan Kredit

Agemt State

Avadable

Avadable

Available

Avadable

Avadable

Avadable

Avadlable

able

able

Availlable

Avadable

Idle

Lunch Break

Idle

Professional

Agent State Duration

Phone Number

+ 180046702789

+180046702789

+« 180046702789

+ 180046702789

+180046702789

« 180046702789

« 180046702789

+« 180046702789

« 180046702789

+180046702789

+ 180022314560

+ 180022314560

+ 180022314560

« 180022314560

Austin

Austin

Austin

New York

New Yor

New Yor

New York

New Yor

Team

Accounting

Accounting

Accounting

Accounting

Accounting

Accounting

Accounting

Accounting

Accounting

Accounting

Accounting

Retention

Retention

Retentic

Retentic

RetentiK

Comact Status

Comnecled

Connected

Conmnected

Conmnectled

Connected

Comnected

Comecled

Connected

Connected

Comnected

Comnected

) Reset

Time in Comact S

vailable

00:26:2

00:18

00:10

00:10:0

00:08:4

00:05

00:04

00:03

00:03

00:02

00:01

21

06

AISTOMIZe

-
J

25

Export

Review and Monitor
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Webex Contact Center Flexible platform

Flexible platform

Inspired by customers.
Built for business.

The world’s most customer-focused provider With Webex Contact Center you get it all -

meets the most advanced contact center. security, scalability, flexibility, from a provider
with a collaboration-focused heritage.

Our out-the-box ready, vet fully customizable,

enterprise grade platform allows for ultimate

scalability and performance -

that’s truly next generation.

Benefits ®

© 2023 Cisco and/or its affiliates. All rights reserved.




Webex Contact Center Flexible platform

Certified for
Microsoft Teams

Frictionless tools,
simple communication.

Simplify communication between knowledge
workers and contact center agents using

the Teams app or Teams phone. Help agents
quickly respond to customer needs with calling
interoperability, director services, presence,
and more to create a connected experience for
organizations and their customers.

© 2023 Cisco and/or its affiliates. All rights reserved.




Webex Contact Center

Flexible platform

Flexible customizable

platform

Open and extensible

Cloud provider-agnostic, microservices
architecture provides enterprise-grade
horizontal scalability, flexibility, and rapid
feature innovation and deployment.

Drag-and-drop flow control builder puts
customization in the hands of the user and
frees IT resources.

Open APIs allow for customization of Al,

data, media and desktop capabilities for
ultimate flexibility.

© 2023 Cisco and/or its affiliates. All rights reserved.

Enterprise-grade

Integrate with your preferred CRM and
business applications including Microsoft

Dynamics, Salesforce, Zendesk, and more.

Cloud data analytics provide historical and
real-time reporting and dashboards.

Agents can work from anywhere with full
remote agent support

28
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Webex Contact Center Flexible platform 29
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Webex Contact Center Flexible platform 30

23
28
25
i1
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A
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Enterprise-grade
horizontal scale

Microservices-based, cloud-provider ol . i
agnostic platform enables dependable \\
scalability and rapid feature innovation N4

and deployment.

Singular, omnichannel routing simplifies Intelligently distribute calls across any number of

interaction handling regardless of underlying sites and locations, with ease of integration that

queues, agents, channels, and skills. lets you work with the channels that suit your
business.
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Webex Contact Center Flexible platform

Business
application
Integrations

Seamless integrations

Access contact center functionality from the
business applications your agents use everyday,
like Microsoft Dynamics, Salesforce and Zendesk.
Agents benefit from seamless workflows, a

unified experience and improved contact center
performance - all with less complexity.

/“ Microsoft Dynamics :[endeSk

...plus more.

© 2023 Cisco and/or its affiliates. All rights reserved.
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X
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Arcme

+ Follow
Edit New Case New Note v

Account Name
Arcme

Close Date
3/1I9MK

\ Phome

0 ® Amistie ™

€ sa12)288-782

Hello, how may | he'p you todey?
s Custiomer 1.14PM

HL | wanrt Bofp It Dooking @ Sight from Boston

Stage: Prospecting
ACTIVITY CHATTER

Opportunity Owner

0 Mark Cane

Opportunity Name

Arcme

Account Name

Arcme

Type
Existing Business

Primary Campaign Source

v Additional Information

Lead Source
Word of mouth

Next Step

Need estimate

DETAILS

31

D222 O

v Mark Stage as Complete

Close Date

J173/2021

Stage

Prospecting

Probability (% )

109%

Amoumnt

$20,000.00

I©] Contact Roles (2)
Products (1)

'] Notes & Attachments (0)
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Webex Contact Center Flexible platform

Reports and
dashboards

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

Enjoy interactive, exploratory, and trend analysis
to cross-analyze customer interactions and
agent activity with business and financial metrics
to help you optimize your business.

Bringing together data from calls (ACD), virtual
agent interactions, and more enables you to
analyze, understand, and manage your contact
center while finding operational efficiency in new
and innovative ways.

© 2023 Cisco and/or its affiliates. All rights reserved.
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Webex Contact Center

Flexible platform

Fully customizable

API-first for a next-generation platform

Next-generation
platform architecture

© 2023 Cisco and/or its affiliates. All rights reserved.

Webex Contact Center APl Gateway

Agent

Embed third-party
gadgets and customize
the agent desktop

Media

Retrieve media captures
for a specific interaction
(voice, email, chat)

Data

Retrieve tasks, agent
activities, queue details,
reporting statistics

Al

Real-time
speech-to-text
transcription

Ul/Platform

Customize notifications
and shortcuts

Historical
transcription

Retrieve historical transcription
of a conversation between an
agent and caller
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Webex Contact Center Complete collaboration

Complete
collaboration

Connect agents to your wider AR |
gm |
team of experts AR
B
=
Webex messaging, video, and calling tools let Make administration a breeze with single-pane- =
agents and subject matter experts work together of-glass provisioning and management for all ==
to optimize every customer engagement. Webex collaboration services with Webex '=
Control Hub. -
o5
[
— 5
‘o
=
= _
Benefits ®

© 2023 Cisco and/or its affiliates. All rights reserved.
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Webex Contact Center Complete collaboration 35

Collaborative contact
center

Complete portfolio Enterprise-grade
Complementary Webex messaging and - Integration with extended calling options
meetings tools allow agents to engage team including PSTN, Webex Calling, and Webex
members and subject matter experts to give devices and endpoints supports ease of use.

customers optimal support.
Webex Control Hub integration provides a

Common Ul across the full portfolio aids in simple way to secure and manage all your
employee onboarding and training. collaboration applications.

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO



Webex Contact Center Complete collaboration

Complementary
Webex calling,
messaging and
meeting tools’

Connect agents to subject
matter experts

Enable your team to go beyond the walls of
the contact center, powered by Webex calling,
messaging, and meeting tools, by connecting
them to subject matter experts to solve
problems quickly.

*Optional Webex Contact Center feature

© 2023 Cisco and/or its affiliates. All rights reserved.

Weekly meeting topics

Contact Support

5. Connect to a device

|

Contact Center Green Team General Questions @

Messaqges

| have an online retail customer who's expenencing xngmfn(.m? growth, They're already using contact center
for call, chat and social media services, but are now interested in adding chatbots to speed up chat queuing

times and answer FAQSs Can someone help with their technical questions?

v: ¢ @

Siera can you help John out with this?

4

Sure! Send me a message with the details. This resources page is also helpful for FAQs

N Reply 10 thread

D C‘C..SAEconf, notes.doc ° °

Sarah here’s the presentation notes you asked me for. All I'm shanng in the space in case anyone else is

interested, It's from a talk | gave last month on trends in customer experience KPls,

36

webex by CISCO



Webex Contact Center Complete collaboration

Extended calling
options for Webex
Contact Center

Integration with Webex Calling plus

Cisco PSTN options | . | -
Experience superior voice quality, accelerated _ - | '  . | 4 — \ S TNE

onboarding, and easy provisioning via Webex
Control Hub with Webex Calling combined with
Webex Contact Center.

Leverage Webex endpoints to receive calls
from anywhere via the Webex app.

*Optional Webex Contact Center feature

© 2023 Cisco and/or its affiliates. All rights reserved. webex by CISCO




Webex Contact Center Complete collaboration 38

Webex devices

Cisco can provide everything agents and their subject
matter experts need, from software to hardware.

Enable your team to experience world-class
collaboration no matter where they’re located. They can
enjoy immersive experiences with devices that power
hybrid work and offer built-in intelligence on an open
platform allowing your team to work the way they want.

*Optional Webex Contact Center companion products

© 2023 Cisco and/or its affiliates. All rights reserved. . . - . Webex by CISCO




Webex Contact Center Complete collaboration

Effortless management
from anywhere with
Webex Control Hub

Get unparalleled control of your cloud environment

Webex Control Hub offers a single-pane-of- The intuitive interface provides a simple way to
glass solution that provides one central cloud manage all your Webex collaboration applications and
app for all Webex administrative functions. services, settings, security, and analytics including:

Connectors for business applications
and digital channels

Users
PSTN

Webex Contact Center Al options

© 2023 Cisco and/or its affiliates. All rights reserved.
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Webex Contact Center Why Webex

More than just
a vendor

We’ll be your collaborator too.

We’ll be your partner in great customer service. So
you can offer your customers the support they expect,
on their terms, and give your agents the tools they
need to provide it.

The world’s largest experience centers run on Webex
for a reason - because they can rely on us.

© 2023 Cisco and/or its affiliates. All rights reserved.




Webex Contact Center

Why Webex

The contact center
market leader

Cisco is a global leader in contact centers,
delivering the most complete contact
center portfolio.

© 2023 Cisco and/or its affiliates. All rights reserved.

Webex Contact Center is an omnichannel
contact center-as-a-service (CCaaS) for any size
contact center that delivers enriched customer
journeys, all powered by the cloud and data
intelligence, driving faster and more personalized
customer experiences.

Built on the open and flexible Webex Platform
for Contact Center, our portfolio integrates
advanced cloud services such as Al capabilities,
enterprise-grade cloud calling, data analytics,
workforce optimization, CRM and experience
management applications.

1. Synergy Research, 2020

H1

Market share cloud
/ hosted contact
center installed base'

36K

Contact center
enterprises

3.0M

Agents

1.5K

Global partners

42

webex by CISCO



ttttttttttttttttttttttttttt

Find out how

Webex Contact Center
can elevate your
customer experiences.

Contact your Cisco authorized partner today @

webex by CISCO


https://www.cisco.com/c/en/us/partners/partner-with-cisco.html

webex.com
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