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Creating customer delight. 
What does customer satisfaction 
look like in the contact center?
It’s simple: 
<oXr cXstoPers get the ansZers the\ need� throXgh their SreIerred channel� Zith astonishing 
sSeed. :asted tiPe and stress are a thing oI the Sast.

:eEe[� Contact Center gives \oX the tools \oX need to PaNe ever\ cXstoPer interaction a 
delight� ever\ tiPe.
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:eEe[ Contact Center lets \oXr cXstoPers 
connect throXgh their SreIerred channel ² chat� 
te[t� social� ePail� or call. A,�SoZered voice and 
chat virtXal agents PaNe it siPSle Ior cXstoPers 
to coPPXnicate Zhile Sroviding oStions Ior Iast 
and eas\ 2�/� selI�service � Zith a seaPless 
transition to a live agent Zhen desired.

Digital-first

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

(nsXre cXstoPers never have to reSeat 
thePselves E\ giving agents the conte[t the\ 
need Ior ever\ interaction Zith cXstoPer contact 
histor\ right at the agent·s ͼngertiSs. ([Serience 
PanagePent sXrve\s Srovide insight into 
sentiPent and a consistent SXlse on cXstoPer 
e[Serience.

Webex Contact Center Digital-first 4
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• /et toda\·s digital�ͼrst cXstoPer connect   
their Za\ � via chat� te[t� social� ePail�   
or call.

• 1atXral� A,�SoZered voice and chat virtXal   
agents Srovide oStions Ior Iast and eas\    
2�/� selI�service.

• 3roactivel\ connect Zith \oXr cXstoPers and 
ePSoZer theP to easil\ solve SroElePs Iaster 
on their oZn.

• 0iniPi]e interrXStions E\ roXting calls EacN 
to the agent the cXstoPer Zas SrevioXsl\ 
sSeaNing Zith dXring a callEacN scenarios

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

• Agents Eeneͼt IroP coPSlete cXstoPer 
interaction histor\ in a single interIace� 
regardless oI channel ² ePSoZering theP 
Zith IXll visiEilit\.

• Close the IeedEacN looS Zith e[Serience 
PanagePent E\ oͿering Sost�interaction 
sXrve\s delivered to the cXstoPer via te[t� 
ePail� or interactive voice resSonse �,95� to 
caStXre iPPediate IeedEacN and Sroactivel\ 
Panage and PeasXre cXstoPer sentiPent.

• Agents have real�tiPe visiEilit\ into SrevioXs 
cXstoPer sXrve\ resSonses to Sersonali]e 
interactions.

End-to-end customer 
experience management

5
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'igital�ͼrst sXSSort Peans cXstoPers are Iree
to reach oXt throXgh Zhichever SlatIorP sXits
their needs ² Zhether chat� te[t� ePail� social
or call.

Omnichannel

Let customers connect on 
their own terms

SMS
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CXstoPers can connect to sXSSort services 
hoZever the\ liNe� Zhenever the\ liNe� sZitching 
seaPlessl\ EetZeen virtXal and hXPan agents. 

Agent tools Srovide coPSlete cXstoPer histor\ 
in one Slace� at their ͼngertiSs ² ensXring the\ 
are conte[t�aZare and cXstoPers never have to 
reSeat thePselves.

24/7 self-service

Offer round the clock 
customer support with 
AI-powered voice and 
chat virtual agents
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Collect valXaEle cXstoPer IeedEacN Zith 
e[Serience PanagePent Sost�interaction sXrve\s. 

(asil\ create and integrate cXstoP digital sXrve\s 
in Control +XE and Panage theP Zithin \oXr ;oZ 
setXS in :eEe[ Connect. 

AlloZ cXstoPers to give iPPediate IeedEacN 
on their e[Serience and ePSoZer agents to 
cXstoPi]e interactions Eased on their NnoZledge 
oI SrevioXs cXstoPer e[Seriences. 

Customer 
experience 
management
Optimize results and boost 
customer satisfaction
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A,�SoZered assistance and a neZ� Xser�
oStiPi]ed agent desNtoS gives \oXr agents 
ever\thing the\ need to deliver e[ceStional 
cXstoPer e[Seriences.

Agent tools Srovide a coPSlete cXstoPer histor\� 
all in one Slace and at their ͼngertiSs� ensXring 
the\ are alZa\s conte[t�aZare.

Empowered 
Agents
Providing context-driven 
insights – every time

7he\ can also tailor interactions Eased on IXll 
visiEilit\ oI cXstoPer IeedEacN in the e[Serience 
PanagePent desNtoS Zidget. 

Webex Contact Center Empowered agents 9
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• A,�SoZered chat and voice virtXal agents   
de;ect roXtine interactions and Srovide a   
seaPless transition to live agents.

• 9isiEilit\ to cXstoPer IeedEacN and     
coPPXnication histor\ give agents IXll    
conte[t to tailor interactions.

• 5ePote agent sXSSort Srovides a seaPless   
e[Serience no Patter Zhere agents sit.

• Agent AnsZers
 Ior conte[t�driven� tXrn�
E\�tXrn gXidance along Zith Agent Call 
7ranscriStion to aid Zith Iast call ZraS�XS.

AI-assisted,
context-driven agents

• Agents have ever\thing the\ need in a single 
consolidated vieZ Zit the neZ PodXlar agent 
desNtoS.

• 6Part cXstoPer interaction histor\ and 
inIorPation via third�Sart\ aSSlication Zidget 
sXSSort.

• %acNgroXnd noice rePoval ͼlters oXt 
XnZanted distractions so cXstoPers Zill hear 
the agent·s voice� not the noise

• :eEe[ :orNIorce 2StiPi]ation SroPotes   
ZorNIorce engagePent ² inclXding     
ZorNIorce PanagePent� TXalit\      
PanagePent� and ZorNIorce 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 Ne\ insights on 
cXstoPer MoXrne\s across an\ channel or 
aSSlication alloZing theP to taNe real�tiPe 
actions to Srovide the Eest e[Serience. 
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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)

'\naPic schedXling alloZs agents� sXServisors� 
and staffing anal\sts to collaEorate live.

:e NeeS the agent e[Serience Iront and center� Zith soItZare 
designed to sXSSort theP.

2Xr soItZare ZorNs the Za\ \oX need it to� and can adaSt to 
Pan\ EXsiness Podels� sitXations� and organi]ations.

'eveloSPent is ongoing. :e collect IeedEacN and XSdate 
IeatXres to ensXre the Eest SossiEle e[Serience.

Agent-centric:

Flexible:

Iterative and incremental: 

*Optional Webex Contact Center feature
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(valXate agent efficienc\ and SerIorPance throXgh tailored 
evalXation IorPs.

(ngage agents via gaPiͼcation and agent selI�assessPent.

Evaluate and measure

Boost morale

Webex Workforce 
Optimization*

Quality Management (QM)

*Optional Webex Contact Center feature

18
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Anal\]e sSeech and desNtoS actions to gain insights. 
Correlate agent SerIorPance to net SroPoter scores �136�.

one�clicN access to vieZ� consXPe and act on data Zith 
Pore Srecision and less eͿort.

*ive live agents a voice Zith tiPel\ IeedEacN looSs and the 
gXidance the\ need Zith gaPiͼcation� evalXations� coaching 
and training.

)ind conversations TXicNl\. 8se core data and cXstoP 
Petadata inIorPation to EXild \oXr ͼlter and save it Ior 
TXicN 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 management,PSrove agent SrodXctivit\ and 
overall EXsiness SerIorPance E\ 
letting agents sSend Pore tiPe 
interacting Zith cXstoPers and less 
tiPe tr\ing to reach theP.

• ,ncrease sales and XSsells

• ,ncrease cXstoPer retention

• ,PSrove ParNeting caPSaign resXlts

• Call list segPentation

• Agent selection 

• 'ata Podeling 3rioriti]ation

List management

• 0Xlti�Shone contact strateg\ 

• CaPSaign chaining

Campaign runtime
• 6tate/tiPe ]one�sSeciͼc calling ZindoZs

• 6tatXtor\ coPSliance 

• 'o�not�call lists

Compliance

• 0Xlti�sNilling oI agents 

• 3revieZ dialing

Telephony dialing modes

Outbound campaigns*

*Optional Webex Contact Center feature

20

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

Webex Contact Center Empowered agents



Empower agents to work 
anywhere – fast

:hen \oX need to o΂oad e[Sanding call volXPe� 
or agents need to ZorN IroP hoPe� :eEe[ Contact 
Center can Ee TXicNl\ deSlo\ed to alloZ \oXr agents 
to taNe calls IroP an\Zhere.

*ive \oXr contact center staͿ seaPless e[Seriences� 
no Patter Zhere the\ are.

Remote agents

21

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

Webex Contact Center Empowered agents



Effective 
supervisors
Everything you need, 
all in once place

*ive sXServisors the visiEilit\ and insights 
the\ need to ePSoZer agents and helS Peet 
EXsiness goals.

8Son log in� the dashEoard Srovides Ne\ 
Petrics and SerIorPace indicators to helS 
Ering \oXr attention to areas that Pa\ need 
\oXr helS. 3lXs� it·s eas\ to checN in on \oXr 
teaP and coPPXnicate Zith theP individXall\ 
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.

7he dedicated dashEoard oI the sXServisor 
desNtoS Srovides a siPSle sign�in e[Serience 
and a holistic vieZ shoZing iPSortant 
highlights� SerIorPance details� Ne\ insights� 
and agent inIorPation.
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Agent performance
Monitor and measure the work 
of agents.

ClicN into the teaP SerIorPance Zidget to 
vieZ detailed agent inIorPation or silentl\ 
droS�in on calls to Ponitor an interaction� 
Srovide gXidance or sXSSort to an agent� and 
helS resXlt cXstoPer issXes efficientl\.

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

6end TXicN ��� Pessages to select agents 
or Eroadcast Pessages to \oXr entire teaP 
ZithoXt e[iting \oXr sXServisor desNtoS.

25
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7he Zorld·s Post cXstoPer�IocXsed Srovider 
Peets the Post advanced contact center.

2Xr oXt�the�Eo[ read\� \et IXll\ cXstoPi]aEle� 
enterSrise grade SlatIorP alloZs Ior XltiPate 
scalaEilit\ and SerIorPance ²
that·s trXl\ ne[t generation.

Flexible platform
Inspired by customers. 
Built for business.

:ith :eEe[ Contact Center \oX get it all ² 
secXrit\� scalaEilit\� ;e[iEilit\� IroP a Srovider
Zith a collaEoration�IocXsed heritage.

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

6iPSliI\ coPPXnication EetZeen NnoZledge 
ZorNers and contact center agents Xsing 
the 7eaPs aSS or 7eaPs Shone. +elS agents 
TXicNl\ resSond to cXstoPer needs Zith calling 
interoSeraEilit\� director services� Sresence� 
and Pore to create a connected e[Serience Ior 
organi]ations and their cXstoPers.

27

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

Webex Contact Center Flexible platform



Flexible customizable 
platform

� CloXd Srovider�agnostic� Picroservices   
 architectXre Srovides enterSrise�grade    
 hori]ontal scalaEilit\� ;e[iEilit\� and raSid   
 IeatXre innovation and deSlo\Pent.

� 'rag�and�droS ;oZ control EXilder SXts   
 cXstoPi]ation in the hands oI the Xser and   
 Irees ,7 resoXrces.

� 2Sen A3,s alloZ Ior cXstoPi]ation oI A,�   
 data� Pedia and desNtoS caSaEilities Ior   
 XltiPate ;e[iEilit\.

Open and extensible Enterprise-grade
�      ,ntegrate Zith \oXr SreIerred C50 and                                    
 EXsiness aSSlications inclXding 0icrosoIt   
 '\naPics� 6alesIorce� =endesN� and Pore.

� CloXd data anal\tics Srovide historical and   
       real�tiPe reSorting and dashEoards.

� Agents can ZorN IroP an\Zhere Zith IXll   
 rePote agent sXSSort

28
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A neZ drag�and�droS ;oZ control EXilder SXts 
cXstoPi]ation into the hands oI the EXsiness 
Xser and Irees XS valXaEle ,7 resoXrces.

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.

6ingXlar� oPnichannel roXting siPSliͼes 
interaction handling regardless oI Xnderl\ing 
TXeXes� agents� channels� and sNills.

Enterprise-grade 
horizontal scale

,ntelligentl\ distriEXte calls across an\ nXPEer oI 
sites and locations� Zith ease oI integration that 
lets \oX ZorN Zith the channels that sXit \oXr 
EXsiness.

30
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Business 
application 
integrations
Seamless integrations

...SlXs Pore.

Access contact center IXnctionalit\ IroP the 
EXsiness aSSlications \oXr agents Xse ever\da\� 
liNe 0icrosoIt '\naPics� 6alesIorce and =endesN.

Agents Eeneͼt IroP seaPless ZorN;oZs� a 
Xniͼed e[Serience and iPSroved contact center 
SerIorPance � all Zith less coPSle[it\.

31
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(nMo\ interactive� e[Slorator\� and trend anal\sis 
to cross�anal\]e cXstoPer interactions and 
agent activit\ Zith EXsiness and ͼnancial Petrics 
to helS \oX oStiPi]e \oXr EXsiness.

%ringing together data IroP calls �AC'�� virtXal 
agent interactions� and Pore enaEles \oX to 
anal\]e� Xnderstand� and Panage \oXr contact 
center Zhile ͼnding oSerational efficienc\ in neZ 
and innovative Za\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

5eal�tiPe 
sSeech�to�te[t 
transcriStion

5etrieve tasNs� agent 
activities� TXeXe details� 
reSorting statistics

5etrieve Pedia caStXres
Ior a sSeciͼc interaction 
�voice� ePail� chat�

(PEed third�Sart\ 
gadgets and cXstoPi]e 
the agent desNtoS

CXstoPi]e notiͼcations 
and shortcXts

5etrieve historical transcriStion 
oI a conversation EetZeen an 
agent and caller

Webex Contact Center API Gateway
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:eEe[ Pessaging� video� and calling tools let 
agents and sXEMect Patter e[Serts ZorN together 
to oStiPi]e ever\ cXstoPer engagePent.

Complete 
collaboration
Connect agents to your wider 
team of experts

0aNe adPinistration a Eree]e Zith single²Sane�
oI�glass Srovisioning and PanagePent Ior all 
:eEe[ collaEoration services Zith :eEe[ 
Control +XE.

34
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• ,ntegration Zith e[tended calling oStions    
inclXding 3671� :eEe[ Calling� and :eEe[   
devices and endSoints sXSSorts ease oI Xse. 

• :eEe[ Control +XE integration Srovides a 
siPSle Za\ to secXre and Panage all \oXr 
collaEoration aSSlications.

Collaborative contact 
center

� CoPSlePentar\ :eEe[ Pessaging and   
 Peetings tools alloZ agents to engage teaP  
 PePEers and sXEMect Patter e[Serts to give  
 cXstoPers oStiPal sXSSort.

� CoPPon 8, across the IXll SortIolio aids in   
 ePSlo\ee onEoarding and training.

Complete portfolio Enterprise-grade

35
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Complementary 
Webex calling, 
messaging and
meeting tools*

Connect agents to subject 
matter experts

(naEle \oXr teaP to go Ee\ond the Zalls oI 
the contact center� SoZered E\ :eEe[ calling� 
Pessaging� and Peeting tools� E\ connecting 
theP to sXEMect Patter e[Serts to solve 
SroElePs TXicNl\.

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

Integration with Webex Calling plus
Cisco PSTN options

([Serience sXSerior voice TXalit\� accelerated
onEoarding� and eas\ Srovisioning via :eEe[
Control +XE Zith :eEe[ Calling coPEined Zith
:eEe[ Contact Center.

/everage :eEe[ endSoints to receive calls
IroP an\Zhere via the :eEe[ aSS.

*Optional Webex Contact Center feature
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Webex devices*

Cisco can Srovide ever\thing agents and their sXEMect 
Patter e[Serts need� IroP soItZare to hardZare.

(naEle \oXr teaP to e[Serience Zorld�class 
collaEoration no Patter Zhere the\·re located. 7he\ can 
enMo\ iPPersive e[Seriences Zith devices that SoZer 
h\Erid ZorN and oͿer EXilt�in intelligence on an oSen 
SlatIorP alloZing \oXr teaP to ZorN the Za\ the\ Zant.

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

:eEe[ Control +XE oͿers a single�Sane�oI�
glass solXtion that Srovides one central cloXd 
aSS Ior all :eEe[ adPinistrative IXnctions.

Get unparalleled control of your cloud environment 

7he intXitive interIace Srovides a siPSle Za\ to
Panage all \oXr :eEe[ collaEoration aSSlications and 
services� settings� secXrit\� and anal\tics inclXding�

• Connectors Ior EXsiness aSSlications  
and digital channels

• 8sers
• PSTN
• :eEe[ Contact Center A, oStions

39
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Why Webex?

40
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:e·ll Ee \oXr Sartner in great cXstoPer service. 6o 
\oX can oͿer \oXr cXstoPers the sXSSort the\ e[Sect� 
on their terPs� and give \oXr agents the tools the\ 
need to Srovide it.

7he Zorld·s largest e[Serience centers rXn on :eEe[ 
Ior a reason ² EecaXse the\ can rel\ on Xs.

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

Webex Contact Center Why Webex 41
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Cisco is a gloEal leader in contact centers� 
delivering the Post coPSlete contact  
center SortIolio. 

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

:eEe[ Contact Center is an oPnichannel 
contact center�as�a�service �CCaa6� Ior an\ si]e 
contact center that delivers enriched cXstoPer 
MoXrne\s� all SoZered E\ the cloXd and data 
intelligence� driving Iaster and Pore Sersonali]ed 
cXstoPer e[Seriences. 

%Xilt on the oSen and ;e[iEle :eEe[ 3latIorP 
Ior Contact Center� oXr SortIolio integrates 
advanced cloXd services sXch as A, caSaEilities� 
enterSrise�grade cloXd calling� data anal\tics� 
ZorNIorce oStiPi]ation� C50 and e[Serience 
PanagePent aSSlications.

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

Webex Contact Center Contact us 43
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