
As more tools become available to equip customer self-service (bots),

how should we deploy them and which types of requests should we

retain for human contact. On this webinar hear how an “automation

first” approach actually helps your agents to talk to the customers you

want to talk to, and how those conversations can be more effective.

Topics to be discussed include

• Automation first – what is it and why it simplifies your C/X strategy
• Transactional triage – An analysis method to help find what to automate

and what to pass to CSR’s
• CSR’s in a bot world – How should CSR’s and TL’s act differently in a bot-

enabled C/X environment
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Bringing different strands of technology together

1. Natural Language Processing;  
Ability to read or “parse” human language

2. Intent recognition;  
Understand the request – even if strangely phrased

3. Entity recognition;  
Picking out “2nd Feb” as a date or “Aoife” as a name

4. Fulfillment;  
Using 2. & 3. to build sophisticated database queries

5. Anthropomorphism;  
Simulating human emotion/politeness in responses

6. Machine Learning;   Using requests already made to improve 
responses to future requests

7. Contextual Awareness;  
Using the full chat text not just the last request

What is Conversational AI?



1. Relieve the volume on the inbound call queue

2. Faster responses and better engagement when browsing 
prompts questions

3. Deep-linking and navigation from the bot-enabled front page

4. Intelligent and immediate responses to emails

5. Supporting agents within the contact centre in accessing 
complex information

6. Pro-active chat offers (ready to check-in?, 100 units used in last 
hour – more information?)

Where it can be useful



Transaction Request Detail Total
#DBs to access 

80% of requests
Current 

NPS

Current tech 
engagement     
(% of requests)

Conv AI likely 
engagement 
channel

Repairs To Council Houses 44 High -20 Lo IVR interrupt

Housing Customer Care (Code Of Practice) 28 Med -30
Lo

Front page 
deeplink

Gas Repairs in Council Houses 26 High 20 Med IVR interrupt
Applying For A House 13 Med 0 Hi Chatbot reception

Neighbourhood Environment Teams 13 Med 15
Med

Email auto-
response

Rent Arrears 12 Low 25
Lo

Pro-active 
message

Kitchen and Bathrooms  Post installation 11 Low 50 Lo
Anti-social Behaviour 10 High -10 Hi
Domestic Refuse Collections 7 Low 10 Hi
Fly Tipping/litter Hotline 7
Capital Programmes 6
Garden Maintenance Scheme 6
Kitchen and Bathroom Pre installation 6
Dog Foul And Dog Foul Bins 5
Homelessness 5
Customer Service Centre – Telephone Service 4
Housing Benefit 4
Parks, Grounds And Open Spaces –
Management And Maintenance 4
Estate Management 3

How to quickly see where to start



PHONE

EMAIL

WEBFORM

LIVE CHAT

Hi there. I’m EVA your Virtual Agent. How 

might I help you today?

I want to know if I can suspend my 

subscription during the current crisis

Hi, we understand that some customers 

need help with their accounts during the 

current pandemic. Please wait while I 

transfer you one of our live chat advisors. 

I’m moving home

Track a refund request

Change a booking

Make a payment

Reset my password

Intell igent
Virtual Agent

AUTOMATE

DEFER

ESCALATE

Only automate when you can make the experience better than it is today

Where to start
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What is the CSR experience in a CAI world

What are customers doing 
with bots already and how 
might that affect the 
questions they ask me?

What conversations have already 
been had through bots and ho do I 
avoid asking the customer those 
questions all over again

What I the customer bot 
experience like; can I try it?

Why is this request XXXX that I get all 
the time not being offered
(NB: often it may be being offered but 
agents have not been informed)

How can I best guide my 
customers to self-serve next time



Staff: Make and 
deliver promises 

to customers
Anti-role: (Product fanboy, protect each 

other, no risks)

Team Leaders:
Coach Staff

Anti-role: (escalation point and 
administrator of team)

IT: Use 
Conversational AI 

to improve services 
Anti-role: (genericize customers)

Key Roles in a service organisation

Suggest new 
bots and bot 
improvements

Pro-actively 
drive customers 

to use bots

Discover new 
bot candidate    

requests

Refine metrics to 
better align 
behaviour drivers 
with strategy

Refine coaching so common-sense actions 
move things in the right direction 

Deploy
golden

processes

Senior Managers:
Identify wicked 

problems
Anti-role: 

(achieve existing KPI’s any way possible)

Customer:
Solve my 

problems!

fulfil

commit

suggest

Sales & Marketing

Executive:
Build & maintain 

the flywheel
Anti-role: 

(maximise quarterly returns)

Possible role goals in a Conv. AI environment
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Questions?

Cormac Murphy
Ennovate Consulting
www.ennovate.ie
086 2464629

Questions for Cormac

OR

Questions to the general audience

http://www.ennovate.ie/


Case Studies

The following slides are addendums and were not used during the presentation



Operational Impact so farClose the Loop

Call Recording

Optiop for Scoring the Call

Issue identified (Reality)

Goal Set

Opportunity identified

SMART action set

Commitment ( will)

❖ Evidence Sessions are taking place
❖ Visibility on the issues identified
❖ Visibility on SMART Action.
❖ More effective workshops
❖ Better targeted user guides
❖ More effective NHO training
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RESULTS
Increase in productivity
Increase in sales
Engaged Sales Teams

GROW.earth; Conv AI to aid coaching



▪ Single Digital Reception deployed across 7 brand websites

▪ Implemented in 4 weeks including integration with Live Chat channel

▪ 28% reduction in Live Chat traffic within first month

▪ Next stage development targeting an additional 40% automation

▪ Now planning to extend to support Spanish & German languages

Client: The company behind many of the world leading brands in the eGaming sector

Problem: Operational costs continue to grow as the business expands

Challenge: Reduce the number of live customer service contacts across phone & chat

Case Study Highlights

SOLUTION HIGHLIGHTS

28%



▪ Deployed across website & android/IOS apps with integration to Salesforce

▪ First solution implemented within 2 weeks

▪ 30% of all site visitors self-selecting the new channel

▪ 60% of Live Chat conversations deflected and handled by AI Assistant

▪ French & German versions successfully implemented

Client: Online international money transfer business operating in over 50 countries

Problem: Pandemic significantly increased the volume of customers transacting online

Challenge: Make it easier for customers to resolve queries in a more cost efficient way

Case Study Highlights

SOLUTION HIGHLIGHTS

30% ENGAGEMENT 60% AUTOMATED 140K CONVERSATIONS 2 WEEKS

60%



▪ Deployment across 2 international brands

▪ Production ready in 9 weeks including integration into Phone & Live Chat channels

▪ 34% reduction year on year in contacts to live agents

▪ 100% increase in accuracy of documents collected first time through bot v email

▪ Operational roadmap for continuous development of automated solutions

Client: A leading, global payment services and technology provider

Problem: Spikes in service demand (exacerbated by Covid) driving CX & Cost issues

Challenge: Increase the level of self-service for high volume customer requests

Case Study Highlights

SOLUTION HIGHLIGHTS

34%


