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AI trends in
Customer Operations



Our relationship with technology

http://www.simonweckert.com/about.html
https://youtu.be/k5eL_al_m7Q

http://www.simonweckert.com/about.html
https://youtu.be/k5eL_al_m7Q
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Oct 2019

Source: Deloitte 2019
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Generating Natural Language… 
but not yet conversations

fired a missile in the air.

Russia said it had “identified the missile’s 
trajectory and will take necessary measures to 
ensure the security of the Russian population 
and the country’s strategic nuclear forces.” The 
White House said it was “extremely concerned 
by the Russian violation” of a treaty banning 
intermediate-range ballistic missiles.

The US and Russia have had an uneasy 
relationship since 2014, when Moscow annexed 
Ukraine’s Crimea region and backed separatists 
in eastern Ukraine.

Russia has declared war on the United 

States after Donald Trump                  

accidentally…

https://www.technologyreview.com/s/612960/an-ai-tool-auto-generates-fake-news-bogus-tweets-and-plenty-of-gibberish/

https://www.newscientist.com/article/2220438-deepmind-ai-beats-humans-at-deciphering-damaged-ancient-greek-tablets/

Fact
Fiction

https://www.technologyreview.com/s/612960/an-ai-tool-auto-generates-fake-news-bogus-tweets-and-plenty-of-gibberish/
https://www.newscientist.com/article/2220438-deepmind-ai-beats-humans-at-deciphering-damaged-ancient-greek-tablets/
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The Value Irritant Model

Simplify the process

Useful or important to the 
organisation but high effort / low 

value for the customer

Resource the process

Important to have verbal contact 
between the customer and the 

organisation to be effective

Eliminate the process

Unnecessary contact for the customer 
and for the Organisation

Automate the process

Useful for the customer but repetitive 
or  high workload for the organisation 

with little benefit

Value

Irritant

Irritant
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To the customer

Remove 

“Avoidable 

contact”

Invest in 

self-service

Invest in lean 

process & 

innovation

Invest in 

people

Value

www.Humanotics.ai/valueirritant

http://www.humanotics.ai/valueirritant


Mapping AI to customer contact strategy

Value

Irritant

Irritant

Value

Smart contact wrap-up

Smart email response

Live agent assistance

Compliance Automation

Planning & Recruitment

Campaign modelling

Sales Performance Profiling

Quality Monitoring

Predictive/ NBA models

Communications Design

Predictive outbound contact

Chat, voice and video bots

Cognitive agents

Knowledge curation

Simplify

Eliminate

Resource

Automate

Smart Robotic Process Automation (sRPA)

Augmented reality

Predictive routing

ID and biometrics

Automated insight 

generation and reporting

Conversation, Speech and 

Interaction Analytics

www.Humanotics.ai/valueirritant

http://www.humanotics.ai/valueirritant


Poll - What is the biggest driver for 
applying AI in your customer operations?

Customer 
Satisfaction

Cost 
reduction

Contact 
reduction

Revenue 
growth



Listen & 
Understand

Classify
Respond/ 
Request

Listen & 
Understand

Recall

Evaluate

Classify

Respond/ 
Request

Learn / 
Adjust

• Words
• Tone
• Facial expressions

• Sentiment
• Stress
• Compliance

• Context
• Data

• Language
• Mirroring

• Exceptions
• Procedures

• Personalisation

Automate

Conversational Bot Cognitive Agent

Predictive
Auto-adaptive



Video 
emotional 
insights

Resource

Automate



Proactive ‘pre-complaint’ 
resolution

Agent emotion and 
sentiment training

Resource
Real time speech analytics

Eliminate



Machine learning predictive models

7
phrases used in 

successful loan 

sales calls

A/B
teams ‘blind’ 

testing over 2 

weeks

27%
uplift in sales 

performance“I can immediately 

activate the credit 

for you”

ResourceEliminate



Mazaru Insights®
Improving our communication

Eliminate Resource

Spelling
Grammar



Journey 
simplification -
mortgage 
application

Complete online application form

Print and sign

Get additional ID certified

Post all documents

Open, scan and distribute post

Manage queue for processing

Initial triage of submission

Request more info by email/letter

Gather and post additional info

Case officer assigned

Credit and AML checks

Approval criteria evaluated

Decision letter prepared and posted

Etc…!Referral

Company Customer

SimplifyAutomate



Customer evaluates needs and product features

Customer photographs ID documents and securely uploads

Personal details extracted from ID and prepopulates fields

Customer receives summary of application details and confirms or edits in the bot

Opening Banking allows access to account history

KYC and AML checks conducted and approved

Application reviewed in real time

Decision communicated

Account access ID set up

Funds transferred

Company and/or Broker Customer

Appt. scheduled or real-time 

discussion with case referral 

representative (<20%)

Secure chatbot

AI visual data extraction search

Machine Learning

Machine Learning

BiometricsBot appointment scheduling or live 

hand off with case information

Robotic Process Automation

Smart RPA
Mobile Applications… in 15mins

SimplifyAutomate



1900 French World Exposition, Jean-Marc Cote

1900 prediction for Year 2000



Our future in hyper-augmented reality?

https://www.adobe.com/uk/insights/5-realworld-examples-of-augmented-reality-innovation.html

https://www.adobe.com/uk/insights/5-realworld-examples-of-augmented-reality-innovation.html
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More info

Dr David Naylor
David.Naylor@Humanotics.co.uk

@DrDavidNaylor

+447824397097

www.humanotics.ai/valueirritant

mailto:David.naylor@Humanotics.co.uk

