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Reshaping the role of the contact centre agent.

J ob  De s crip tion: 
Your ta s ks  will inc lude :

▢ Apply cus tome r s e rvice  e xpe rtis e  to  tra in AI mode ls .

▢ Cura te  AI da ta  s e t.

▢ Upda te  AI tra ining  da ta .

▢ Fine - tune  accuracy of AI mode ls .

▢ Re cognis e  AI tra ining  da ta  gaps .

▢ Data  labe ling .

▢ Qua lity che ck da ta  labe lling  s ugge s tions .

▢ Manage  continua l AI tra ining  within contac t ce ntre  workflow.

▢ Authoring  knowle dge  bas e  ans we rs .

▢ Configure  automa te d  virtua l age nt flows .
Cus tome r s e rvic e

AI tra ining  manage r
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Labeling data needs human action, but not a task for data 
scientists. 

Da ta  a nnota t ion
(inte nt c la s s ifica tion)

Ord e r Compla in t Ca nc e lla t ion

Appoin tme ntBilling
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Conta c t  c e n tre  s ta ff c a n  la b e l AI d a ta .
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Using non - technical staff to operationalize AI.
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● Empowe r non- te c hnic a l s ta ff
(age nts  & s upe rvis ors ) to  tra in
AI with  no- c od ing .

● No ne e d for profe s s iona l s e rvice s  e .g . da ta  
s c ie ntis ts . 

● Eas ily ma inta in and  fine - tune  the  a c c ura c y 
a nd  p re d ic t ive  powe r of AI. 

● Re s olve  more  c us tome r c a s e s  through 
accura te  AI- powe re d  automation.

● Fine - tune  AI- powe re d  a ge nt  a s s is ta nc e  tools

Human - in- the - loop technology enables agents to train AI.
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Ord e r

Comp la in t

Ca nc e lla t ion

Ap p oin tme nt

Billing
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Spe e ch- to- te xt

Inte nt  De te c t ion

As s is te d  s e rviceUnas s is te d , s e lf- s e rvice

Virtua l Ag e nt
(Adva nce d  Voic e bot  

& Cha tbot)

Live  Ag e nt
(Supporte d  by AI 
a s s is tance  tool)

Knowle d g e  Ba s e
(Re c omme nd  

ne xt- be s t  a c t ion)

AI- Powe re d  Automa t ion  Tools

Sup e rvis or

Trans c ribe s  
huma n s pe e c h

Inte rp re ts  
cus tome r’s  

in te nt ion

Whe n AI mode l is   not  
c onfide nt  a bout  output

Tra ins  AI mode l to  p roduce  
accura te  output Ag e nt

Confirms  AI
mode l t ra ining

Sugge s ts  AI 
mode l t ra ining

AI Sys te ms

Cus tome r

Cus tome r 
Que ry

Qua lity a s s ura nc e  
a g re e me nt s ys te m

AI Tra ine r
Human- in- the - loop

Re s olut ion

We b s ite  o r Ap p
(Cus tome r s e lf- s e rvic e  

porta l)

Operationalizing AI: how Talkdesk AI Trainer works.
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