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Contact Center AI (CCAI) portfolio

Agents are empowered with real-time support to improve accuracy and reduce 

handle time. LLM-driven Summarization automates call wrap-up.

Insights
Contact Center Managers improve outcomes with key call drivers surfaced 

from all customer self-service and live agent interactions. 

Agent Assist

Customers access 24/7 conversational self-service, using predictive and generative 

AI, with seamless handoffs to live agents for more complex issues.

Virtual Agents with Dialogflow

CCAI Platform 
Enterprises accelerate contact center capabilities with an AI-powered 

end to end solution built for the digital age. (Routing, IVR, Agents, etc)

Contact Center 

Platform



Proprietary + Confidential

Generative AI is 
transforming how we 

interact with technology



4

RepresentationCancer screening Flood detection Fraud detectionTranslation Crisis support Speech accessibility 

AssistantSearch Health Search & Maps Lens Google Pay Waymo

Transportation Productivity

Photos Workspace

Leading in Applied Responsible AI
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Gemini is the most capable and general model 

we’ve ever built, and is the result of a large-scale 

collaborative effort by teams across Google, 

including Google DeepMind and Google 

Research.

NEEDS ART

The next chapter of Generative AI innovation
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Gemini marks the next phase on our journey to making
AI more helpful for everyone

State-of-the-art, natively 
multimodal reasoning 

capabilities

Highly optimized while 
preserving choice

Built with responsibility 
and safety at the core
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Feel human

Problem solvers

Low effort

Generative

A new wave of conversational assistants powered by LLMs



Dialogflow CX
Scalable Virtual Agents since 2014

Informational flows, private and public, intent 
based

Transactional flows, private and public, intent 
based

100% integrated with GCP and GenAI

Data, analytics, CI/CD

Dialogflow CX

Backend integrations

Multichannel and OOB connectors

Best in class STT/TTS (wavenet voices)

Voice biometrics (speakerID)

Sentiment analysis and Multilingual



Dialogflow CX: Generating responses with a LLM
A.K.A. Generators

Generative interactions for a part of the user flow

Context and limits defined by prompting and optionally by fine tuned models



Dialogflow CX: Grounding responses from a dataset 
A.K.A. Data Store

Answer questions from a corporate knowledge base including citations

Fully managed RAG service



Retrieval-augmented generation (RAG)

Knowledge library

Embedded language model

Vector database

Agent search and retrieve 
correct information



Dialogflow CX: Custom connections 
A.K.A. Build your own RAG or call your own model

Full flexibility to connect to custom and external services

Leverage external APIs for private data integration
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On Prem
Google Cloud
Other Clouds

CCAI OEM Partners

● Telephony 
● MediaVoice
● SMS, Mobile, 

Web

Omnichannel 
Customer Service

Customer Experience

Dialogflow Agent

CCAI Platform

Google Cloud

Google CCAI 
Platform

LLM
with Generators

Data 
Store

Custom



Vertex Agents: Building with natural language
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Gracias
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