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Zoom Customer 
Experience  
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Break down organisational silos to 
deliver exceptional, personalised 
customer experiences at scale 
through intelligent automation and 
human connection. 

We innovate with agility to transform 
every engagement both automated 
and human into a white-glove 
interaction, keeping customer needs 
at the center of everything we do.

Zoom CX
Vision
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The Experience 
Gap is growing

25%
of US brands 

declined

21%
global brands 

declined

© 2025 Zoom Communications, Inc.

2025 Forrester CX 
Index
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AI alone won’t solve CX

Path to 
resolution

No context Inconsistent
handoffs

Self-service

AI-enabled virtual Agent

Live agent

Agent Assist

Back office

AI productivity tools
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Loyal 
customers

Path to 
resolution

Connection-first CX

Self-service

AI-enabled 
virtual Agent

Live agent

Agent Assist

Back office

AI productivity tools

Native AI built in

Zoom CX - Single platform

ConnectedConsistentCustomer first
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2022 2025 & Beyond

Launched WEM suite

Zoom’s journey driven 
by rapid innovation

Core CX and chatbot 
capabilities

Contact Center

Virtual Agent

Launched CCaaS 
AI Companion & Expert Assist

2023 2024

 Total Experience Platform

A Unified CX Platform

AI-first CX Platform

Significant investment in expanding 
depth of capabilities as a single 
end-to-end, multi-channel suite

FedRAMP certification

Natively connected the contact 
center with back offices to deliver 
a consistent total experience

CX first organization where 
virtual AI Agents and 
humans work in harmony to 
deliver personalized, 
efficient and exceptional 
experiences at scale.

AI Agents that deliver 
human-like interactions, 
handle complex tasks and 
are easy to deploy

Direct transfer w/ context summary

Next Best Action

Message auto-translation
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Interaction Recording

Speech Analytics

Text Analytics

Designed to help businesses 
manage and improve the quality 

of their customer interactions 

Quality Management

8

The Zoom CX Platform
All powered by AI

Workforce Management

Forecasting

Scheduling

Intraday Management

Systematic management of 
agents / employees based on 
historical trends, future plans, 

and reactions to unplanned 
events

Analytics and Insights

AI / ML

Fully featured Omnichannel
CCaaS Solution

Video Optimized

Intelligent Routing & Self Service

UC/CC Experience

Open Platform Integrations

Omnichannel

CCaaS

AI Expert Assist

Conversational AI chatbot / 
voicebot solution that uses NLP 

and ML

Digital Engagements

Multiple Language Support

Knowledge Base Integration

Self Service / Integration

Conversational AI Bot (NLP)

Workforce Engagement Management

Ask QM

Auto QM

Screen Recording

Agentic AI



Confidential use only © 2025 Zoom Communications, Inc.

Modern & advanced engagement orchestration

Conversational 
natural language
 

Intelligent IVR & IVAs Advanced Routing

Self service Assisted Service Continuous learning

Queues/Agents Service leaders

SME

Agent

VoC Zoom Surveys)

Quality 
Management

Workforce 
Management

Zoom AI Companion
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End-to-end engagement, customer profile and reporting continuity 

Intent
Customer 

priority

Consumer routing 
profile 

Agent routing 
profile

Skills
Proficiency

identification
Sentiment 
analysis

+
Virtual Agent Chat

Virtual Agent Voice

Team Chat
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Conversational AI:

Virtual Agent
Resolves, not just deflects

Understands intent, reasons and takes 
action to solve issues quickly

Seamless handoff with context

Escalates to live agents with the full story so 
customers never repeat themselves

Voice + chat with natural intelligence

Delivers conversational experiences 
across channels and helps reduce IVR 
frustration
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Agentic AI that coordinates and executes for you
Zoom AI Companion

Task 
action

Diagram

Schedule CustomSearch 

Respond 

Other 
apps

AGENTS →

SKILLS →

Custom 
Agents

Third-Party 
Agents

Specialized 
Agents

Insights

MODELS → Zoom LLM Zoom SLM 3P Model

Orchestrate

Sentiment

Reasoning 

Memory Summarize

Compose 

Workplace
Agent

BYOM

AI Companion knows which agents, skills, and models to tap into to deliver the best outcomes 

*Planned, not yet available 

*
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Autonomously reasons and completes 
complex, multi-step workflows and tasks 
with agent oversight

Session-wide memory and greater 
contextual understanding, retaining full 
agent–customer history for empathetic, 
personalized support

Guided setup and prebuilt templates 
simplify configuration and accelerate time 
to value

Employee Empowerment

AI Expert Assist
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Experience
Showcase
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01
Build AI Voice Bot

02
Customer 

Interaction 

03
Contact Center 
Agent Handoff

Customer Journey Flow

04
Transfer to 
Backoffice

05
Customer Journey 

Reporting





https://docs.google.com/file/d/1S0zRfc4YRbtG4Qkzz7sNxHU6S3XUl-nO/preview
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Virtual Agent Information Sources
CRM RecordKnowledgebase





https://docs.google.com/file/d/1fllqLccl-HXzmOa64cDDQ0axARh37Mvl/preview
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Zoom Virtual Agent

 

Uses natural 
language 

  

Recognizes 
sentiment

Seamlessly 
hands off

 

Reasons and 
takes action





https://docs.google.com/file/d/1x6KOPvRwKQP5l6l4RBejzOAR0Vol1cFS/preview




https://docs.google.com/file/d/1zsHuM3WUjUjLwKsb5rLgMaJoa3v4JfyZ/preview
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