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Contact Center architecture for automation of complex
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Chat Translation assistance architecture
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Voice Transcription&Translation assistance architecture
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Updating the firmware.

number is 328 79 56 328, Thank you, have a nice day. ...
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Voice Translation echoing architecture
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Agent Assistance
Services:

Knowledge base look
up
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Cisco ANSWERS agent assistance
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Cas d’usage Assistant Virtuel - Vocal
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Cas d’usage Assistant Virtuel - Vocal
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Contact Center Al

Built with Google’s human-like conversational Al

Dominiqu»le Pfeffer,
CCAIl Technology Partners
Lead



Our products are how we innovate

1997 2008 2015
Search Maps Android Play Photos

G A gy » 2 Ml

Search ranking Street View image Keyboard input Recommendations Photo search
Speech recognition Popular times Assistant Developer mode Smart sharing
o

M @ €6 &

2004 2006 2008 2012
Gmail YouTube Chrome Drive

Smart Reply Recommendations Hack detection Quick Access
Spam classification Better thumbnails Translation Data Loss Prevention Machine Learning
Powered

¢ Google Cloud



Introducing Cloud Al
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Providing a o
CO n S I Ste nt, h Ig h . Average cost/call = $10-15

. . Agent turnover/churn & training challenges
q U a ‘ Ity . Lost upsell opportunities
experience Is

expensive




But you’ve had to make a
tradeoff between great
customer support and
operational efficiency.

Until now.



Think of the
core

as the ‘brain’
Understand

e Speech-to-text Conversational core

e NLP/NLU
2] \7‘/ »

Talk
Insights

o Text-to-speech
Interact

o Dialogflow



Contact center architecture

Agent
Dashboar

d

) | go/ccai-cloudhub




IVR purgatory

Greeting
For English Language For Spanish
PRESS 1 Selection PRESS 2
I I I | I I
To activate your If you are an If you are an U@ elneEliitne To get information
L : . status of your For an operator
card existing credit card existing loan apolication on products and
customer customer PP services PRESS 0
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I I
Balance Message
Entergourtﬁard Personal Business
N ORESS i PRESS * TO Loan Loan
REPEAT PRESS 2 PRESS 2
| |
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IVR

Problems

Navigating a complex IVR tree is a terrible
customer experience.

Customers may drop off before completing
their request.

Customers learn to find the escape route
(“Operator”) to talk to a human anyway.

The agent often doesn’t have the context from
the IVR so the customer has to repeat the
information.

Companies often have 10s, 100s or 1000s of
different numbers - which one to call?

Trained human agents provide the best
customer experience, but they're expensive.



Solution

Vi rtual Age Nt Gives customers 24/7 access to
immediate conversational self-service,

with seamless handoffs to live agents for
more complex issues.



Contact Center Al architecture

Virtual Agent

Agent

Dashboar
d

éd | go/ccai-cloudhub




Agent Issues

Problems

o Agents don't have context from the caller

e Relevant information can be scattered across
documents, CRM systems, databases, etc

o Every extra second an agent spends looking up
information increases costs

e Products & services change frequently, and
agent training often doesn'’t keep up

e Training agents is expensive

o Call center staffing turnover is significant



Solution

Agent Assist Empowers agents with continuous
support during their calls by identifying

intent and providing real-time, step-by-
step assistance.



Contact Center Al architecture

Virtual Agent
!

%
Agent Assist
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Visibility Issues

Problems

Companies have little insight into customer
concerns
o Emerging problems
o Market changes
o Customer sentiment, positive or negative
o Product interest

Companies also have little insight into their call
center attributes
o Agent performance: Who's doing better?
o What makes customers happy or
unhappy?
Companies need to track compliance: Are
agents saying the right things?



Solution

Insights Uses natural language processing to
identify call drivers, sentiment and other
KPIs that help contact center managers
learn about customer interactions to
improve call outcomes.



Contact Center Al architecture
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Dialogflow

-
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Virtual Agent &
NLU for Chat and

Voice

§§ '

GA for over 2 years
1.2M Dev signed up

32 languages for Voice
1300+ paying Enterprises
187 Voices (92 Wavenet)

Agent Assist

Live call
transcription
Doc suggestions
Agent assistive@

X

Q"

v

@&

Just launched GA in Nov
Sold via CCAIl Telephony Partners
eg Cisco

- J

Insights Al

Call search, scoring,
and sentiment
analysis
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In design phase

. Scheduled for 2020




Prisha Aggarwal
Call ID: CC1-421764



http://drive.google.com/file/d/1IjU5VxEmzoOJpXZw7myxon6okVJl1CWe/view

MARKS
SPENCER

o Routed +6M calls
About Marks & Spencer Within 9 months
A leading U.K.-based multinational retailer with nearly 1,000 stores.

Challenges o Saved +10 sec AHT
Receives millions of customer calls per year about thousands of different With automated call disposition that
topics. Understanding, routing, and responding appropriately to each and mean advisors no longer had to record

every one is critical for customer satisfaction and operational efficiency. the Reason for Contact (RFC)

How Google Helped

text

intent detection Dialogflow Enterprise Edition
Google Cloud Contact Center Al

2


https://cloud.google.com/dialogflow-enterprise/docs/detect-intent-text
https://cloud.google.com/dialogflow-enterprise/
https://cloud.google.com/solutions/contact-center/
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[IA ET RELATION CLIENT
REPENSER L'EXPERIENCE CLIENT
A L'ERE DE L'AUGMENTE

Intervention de Stephane Schoder
22 janvier 2020




IA ET RELATION CLIENTS

[Repenser I'expérience client a I'ere de 'augmente - Facteurs de réussite

Penser « métier » ... et « technologie »

Anticiper les « attentes clients »

Appréhender tout le potentiel de I'lA

|dentifier les « bons » cas d’'usage

Penser « omnicanalité » des parcours

’ Accompagner les changements



http://www.activeo.com/

IA ET RELATION CLIENTS

Anticiper les « attentes clients »

L'HYPER SIMPLICITE

L'IMMEDIATETE

L'HYPER CHOIX

LA RELATION VRAIE

[A]

Activeo

LES 7 ATTENTES CLIENTS | Lime

Help me  Surprise

do more me
Value me Trust me
Give me choice Make it easy for me

Know me, Remember me


http://www.activeo.com/

IA ET RELATION CLIENTS L'lA au service de I'expérience clients
et I'efficience opérationnelle

[Appréhender tout le potentiel de I'lA

Client « augmente »

* Any Time Any Where Any Device
* Autonomie
* |nnovation

—] . , 00,00 i oo
Conseiller « augmente » 1 | o

* Polyvalence, FCR WAAN
 Valeur ajoutée ‘ . :
* Intelligence émotionnelle 4 11117

Analytics

* Personnalisation

e Prédiction
[A] * Proactivité

Activeo


http://www.activeo.com/

THE BEST

Identifier les « bons » cas d'usage SERV|CE |S
NO SERVICE

* HOW TO LIBERATE YOUR CUSTOMERS
FROM CUSTOMER SERVICE,
>- KEEP THEM HAPPY & CONTROL COSTS
2 . =
EEE ol SIMPLIFY LEVERAGE
o (learn, cut (improve underlying (spend more
O | costs, increase rev) : . .
o operations) time/exploit)
L
=
o
-
Irritant ELlMlNATE AUTO MATE
(do not want
Interaction) (root cause analysis) (customer self service)
Irritant Value
(no need for interaction) (save money, get support and advice)
[A) TO THE CUSTOMER

Activeo



http://www.activeo.com/

IA ET RELATION CLIENTS

[Penser « omnicanalité » des parcours

L'lA n'est pas une finalité

Parcours clients VS.
User experience

Expérience client
« sans couture »

Amaelioration continue
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IA ET RELATION CLIENTS

[Accompugner les changements

PLUS D'INTELLIGENCE ARTIFICIELLE,

C'EST PLUS D'HUMAIN

.. QU sein de l'organisation

... aupres des collaborateurs

.. aupres des clients

.. dans la durée


http://www.activeo.com/

IA ET RELATION CLIENTS

Une realité opérationnelle

SERVICES
CONSEIL INTEGRATION MANAGES
Cas d’usages Pilotes
Parcours clients Généralisation

Conduite des changements

Accompagner nos clients vers I'excellence relationnelle

Expérience Client Performance
Multicanal Opérationnelle



http://www.activeo.com/

Merci pour votre attention

Nous suivre:

www.activeo.com
www.logepal.fr

Nous contacter .

info@activeo.com



