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Call Center Helper

The Agent of the Future.
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Reshaping the role of the contact centre agent.

Job Description:

Your tasks will include:

Apply customer service expertise to train Almodels. E

Curate Aldata set. *

Update Altraining data.

Fine-tune accuracy of Almodels. '

Recognise Altraining data gaps.

Data labeling.
Quality check data labelling suggestions.
Manage continual Al training within contact centre workflow.

Authoring knowledge base answers.

Customerservice
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Configure automated virtual agent flows. Al training manager
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Labeling data needs human action, but not a task for data
scientists.

Contact centre staffcan label Aldata. C laint
Order [[B ompiaim Cancellation

Billing =

@ Appointment

Data annotation

l ‘ (intent classification)
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Using non -technical staff to operationalize Al.

Confidence
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Human -In-the -/oop technology enables agents to train Al.

Al Trainer

Quality check

e Empower non-technicalstaff
(agents &supervisors) to train
Alwith no-coding.
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e No need for professional services e.g. data
scientists.
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Quality check Hi, | would like to know if you can have a will share available
for a traveler”
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e Easily maintain and fine-tune the accuracy
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® Resolve more customer cases through B 0 oo e e

accurate Al-powered automation.

e Fine-tune Al-powered agent assistance tools
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Operationalizing Al: how Talkdesk Al Trainer works.

Quality assurance
agreement system

B

Al Trainer
Human-in-the-loop

Confirms Al
model training

Suggests Al
model training

When Almodelis not
confident about output

Trains Almodelto produce
accurate output

Supervisor Agent

AlSystems

Speech-to-text

Transcribes
human speech

Interprets Intent Detection
customer’s
intention

| l

Al-Powered Automation Tools

Virtual Agent
(Advanced Voicebot
& Chatbot)

Website or App
(Customer self-service
portal)

Live Agent
(Supported by Al
assistance tool)

Billing

Order
@ Complaint

@ Cancellation
@ Appointment

Knowledge Base
(Recommend
next-best action)

Customer Resolution

Query

Unassisted, self-service Assisted service
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TALKDESK PROPRIETARY & CONFIDENTIAL



	The Agent of the Future. 
	Reshaping the role of the contact centre agent.

	Labeling data needs human action, but not a task for data scientists.   
	Using non-technical staff to operationalize AI.
	Human-in-the-loop technology enables agents to train AI.
	Slide Number 6

