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Why contact centers need
an Al multivitamin
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Contact centers are barely keeping up

Not meeting them can lead to customer churn
& damaged brand

Rising customer expectations for service

High resource costs, limited effectiveness

Agents burdened with repetitive & manual processes .
g P P & agent attrition

Undue time spent on achieving bare minimum results Missed revenue opportunities

Higher costs & wasted time
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Al-powered
modern

customer service
Is the edge your
business needs.
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Grow customer lifetime value

Engage with your customers anywhere, any time,
across any channel with personalized,
context-driven support.

Operate more efficiently

Reduce your cost per interaction with Al and
automation that increases self-service resolution,
boosts workforce productivity, and extracts
insights from your valuable customer data.

Maximize technology investments

Consolidate, integrate, and customize your
technology in ways that reduce costs and IT
overhead, while increasing business agility.
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So....why Al ?
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Business Challenges S

Automate Empower llluminate
Interactions Agents Conversations

e Get customer service right e Improve agent productivity e Seek out new ways to

the first time route interactions

e Guide agents to

e Offer more self-service resolutions e Improve quality
o . management
e Drive digital channel e Accelerate onboarding
adoption ramp & reduce attrition e Uncover agent training

gaps
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EXTERNAL

Key Impact Zones

PROCESS

Grow Your Business s S

—_

“My goal is to acquire new
customers and expand
current customer spend.”

Differentiate with ®

Exceptional CX

“My goal is to exceed
customer expectations.”

“My goal is to unlock cost
saving opportunities within
the organization.”

“My goal is to enhance agent
engagement and impact.”

Make Teams O
More Effective il

INTERNAL

PEOPLE
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3 Essential Al vitamins for a healthy CX

tﬂé Automate Resolve more interactions through self-service.

°nn°n Empower Help agents serve customers quickly and accurately.

-O- Illuminate Extract valuable insights from every interaction.
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Al for every day.

Interaction Analytics Al Training
ldentify issues causing contacts Al data with Human-in-the-loop

(i)
Identify Quality Management
& Agent performance

Authentication

Virtual Agent Agent Assist

CoPilot

Next-best action recommendation

Autopilot
Digital Chat/ Voice

Cost per
interaction
Voice: $8
Cost per HIGHER
interaction COST OF .-
Digital: <$1 RESOLUTION T
LOWER T i
i
Self-service automation Agent assisted automation
CUSTOMER AGENT
with a query - — @ * g - — (2 * g assisted by automation

Knowledge Management

Resolving correctly and quickly
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Al for every day.

Quality Management

Identify Agent performance

Interactions
Virtual Agent

Autopilot
Digital / Voice S

Cost per
interaction
Voice: $8
Cost per HIGHER
interaction COST OF .-
Digital: <$1 RESOLUTION T
LOWER =T a
i
Self-service automation Agent assisted automation
CUSTOMER AGENT
with a query - — @ * g - — (2 * g assisted by automation

Knowledge Management

Resolving correctly and quickly
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Automate customer interactions

IDENTIFY & AUTHENTICATE AUTOPILOT - (SELF SERVICE) AUTOMATED INTERACTIONS
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The Al Value...
Automate customer interactions

g EII InN I IE IS S S O S O S . -

’ \\

! Auth Time N i

Automate Customer Poor or nonexistent | :
Identification identification > automated, | AHT N |
secure, & connected | |

. CSAT 71 [

9

. Containment Rate /
Direct customers to Lack or limited self-service >

the right service first agentless interactions &
resolution

AHT 7/

©

= EEE B . S S S . . . E—
- S S S e e e e .

Agent Costs N

]
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(m

Identify
&
Authentication

CUSTOMER
with a query

Al for every day.

Al Training
Al data with Human-in-the-loop

Interaction Analytics
|dentify issues causing contacts

S

Cost per
interaction
Voice: $8

Cost per HIGHER

interaction COST OF .-

Digital: <$1 RESOLUTION JPL e

LOWER T o
e =

Self-service automation

-+ 4@0 > -+ A(;é;o >

Quality Management
Agent performance

AGENT
assisted by automation
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llluminate customer issues and uncover new insights

Speech & Text Analytics Al-powered Quality Management

SEN N ERIEREWES
Topic and intent detection
Keyword and phrase search
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The Al Value...
llluminate customer issues and uncover new insights

r &3

Al Training
Human-in-the-Loop

o

—

Interaction Analytics
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Get Customer Service Lack of confidence & clarity on

Right the First Time

Accelerate Agent
Ramp Time

issues = Resolution within first
contact

Long training times & decreased
TTV - agents on the phone
faster

g EII InN I IE IS S S O S O S . -

FCR 71

o Em Em Em EE EE o o o o E—
- e s e e e e e e .

- s - - - - - S S S S e .

———————————————

Ramp Time N

Onboarding Costs N

o Em Em Em o EE EE EE o o E—
- e e s e e e e e e .

Time to Value N

- s - - - - - O S S O e .
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Al for every day.

(m

Identify
&
Authentication

Quality Management
Agent performance

Agent Assist
CoPilot

Next-best action recommendation

Cost per
interaction
Voice: $8
Cost per HIGHER
interaction COST OF .-
Digital: <$1 RESOLUTION T
LOWER =T a
i
Self-service automation Agent assisted automation
CUSTOMER AGENT
with a query - — @ * g - — (2 * g assisted by automation

Knowledge Management

Resolving correctly and quickly
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Empower agents to resolve issues faster
KNOWLEDGE MANAGEMENT

AGENT COPILOT

FRAUD PREVENTION
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The Al Value...
Empower agents to resolve issues faster

@ (Q) D
Agent Assist
Copilot
L 4
4 D
Quality Management
L 4
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Guide Agents to
Resolve Customer
Needs

Improve Quality
Management

Disparate sources of customer
data & slow decision making -
Al-driven resolutions quickly &
effectively

Inaccurate & inconsistent agent
performance - scored &
informed agents

———————————————

[

. AHT N :
|

| |

i Transfer Rate N i

| |

. CSAT 7 |

Non-agent Costs N

Agent Satisfaction 2

oom EEm Em EE o o . E—
_— e s e - e . .

- e e e e e o o o e e o -
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Consider an Al Multivitamin to enrich your contact center

An Al-powered
contact center



Proven Results!

Automate Empower llluminate

e Get customer service right e Improve agent productivity e Find new ways to route

the first time , , interactions
e Guide agents to resolutions

e Do more with self-service e Improve quality management

e Accelerate ramp time & reduce
e Drive digital channel adoption attrition e Uncover agent trainings needs

6 9 0/ gsgrr‘ze:)snement 2 4 O/ Reduction in Avg, 47 O/ reduction in avg.
(o] O Handle Time O timetoanswer

rate
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Thank you

Connect with me >
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