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• Needs Event

59% of customers prefer to resolve their issues without contacting a customer service rep. 

But only 13% of customers are successfully contained within self-service, because their 

problem resolution journey breaks down.

59%

Customer Expectations and Outcomes

3
Source

Needs Event

Self-Service

13%
Contained 

in Self-Service

https://www.gartner.com/en/customer-service-support/trends/css-leaders-top-priorities-leadership-vision?utm_source=eBook&utm_medium=collateral&utm_content=0002163&utm_campaign=ttps://www.gartner.com/en/customer-service-support/trends/css-leaders-top-priorities-leadership-vision
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Seamless 

Self-

Service

• Understand WHAT to automate based 

on customer behaviors

• Use AI and Data-Driven Self-Service 

Design

Build effective self-service – 

without the guesswork

• Customers do not want to repeat 

themselves

• Give “everyone“ access to “everything”

• Easier using a single platform

How to 

make it seamless

• Use Knowledge Management for 

smarter Interactions, boost 

containment

• Ensure consistency between virtual 

and live agents

Make the right answers 

easy to find

• Resolve customer issues 

before they happen

• Immediately address friction 

Be proactiveRetain context Be proactive



Retain Context Throughout the Journey
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Data

History

Agent

Virtual Agent

Customers

Knowledge



Address Friction, Be Proactive
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• Reach out when 

your customers need help

• Provide contextual support 

throughout the journey

• Reach out before friction occurs



Use integrated KM for better answers
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• KM enables richer, more satisfying 

interactions and increases 

containment

• Proactively provide the logical next step, 

add context 

• Guide consumers to the next step for 

achieving resolution

• Support your agents with everything the 

customer knows plus additional content 

if available

Knowledge



Build smarter self-service easier and faster
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A more modern approach

• Start with data, not a 

workshop 

Take the guesswork out of self-

service development; 

leverage conversational data 

• Automate effective 

resolution faster 

Prioritize the most impactful 

opportunity

• Increase self-service 

success Valuable insights, 

effective results

Payment Arrangement

11,438 of 37,926 interactions 

can be automated

Automation Score
64.2

%

Potential ROI $581,350

Average Duration 00:04:51

4.32Average 

Sentiment



9



© 2023 Verint Systems Inc. All Rights Reserved Worldwide. 10

Jason Valdina

Senior Director, Engagement Channels

Go-to-Market Strategy

VERINT

© 2023 Verint Systems Inc. All Rights Reserved Worldwide.

CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



© 2023 Verint Systems Inc. All Rights Reserved Worldwide. 11

The Customer Engagement Company™
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The Engagement Capacity Gap

12

Staff shortages and 

labor challenges54 %

Top Customer Engagement Challenges 

Impacting Organizations in 2023

Budget cuts and pressure to 

reduce costs associated with 

customer engagement
51 %
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Customer Engagement Historically Relied On A Big Workforce

However, brands cannot “hire their way to better CX”

Note: We estimated our total addressable market for customer engagement software, the market growth rate, the number of knowledge workers and labor costs using data from the US Bureau of Labor Statistics, McGee Smith Analytics, Pelorus 

Associates and Gartner as well as company estimates of $150 to $200 per month for software that is spent on each knowledge worker in the contact center and half that amount for knowledge workers in other customer engagement touch points.

Industry Technology Spend:

 $65 Billion

Industry Labor Spend:

 $2 Trillion
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CX executives are continually forced to choose between 

improving customer experience while reducing costs

Improve

Customer

Experience

PRIORITIES:

Satisfaction

+ Retention

Reduce

Engagement

Costs

PRIORITIES:

Cost Reduction 

+ Efficiency

Lack of balance between the two can lead to further CX challenges
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The CX-Cost Equation™

Balancing the delivery of exceptional customer 

experiences while lowering the cost to engage.
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How can organizations solve it? 

The CX-Cost Equation

• Embrace data-driven solutions

• Find the right balance between 

automation and human interaction 

to improve CX while lowering 

operational costs

• Share analytics and insights 

to break down silos across 

the company

The CX-Cost Equation™

The need to deliver exceptional 

customer experiences while 

also lowering the cost to serve.
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• Two-thirds of respondents are 

"highly confident" they can deliver 

exceptional CX

• Increased spending on key 

solutions and strategies contributed 

to higher confidence ratings

Highly Confident vs. Less Confident CX Leaders

67%

33%

Ability to Provide High Quality CX

Highly Confident* Less Confident

* Highly confident = rating of 8, 9, or 10
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Lowering cost-to-serve through CX automation

 

What’s Driving High Confidence? 

• Highly confident business leaders are 

3x more likely to say or believe they 

have used chatbots and messaging 

effectively

• Automation enables volume to grow 

significantly without requiring a huge 

budget increase or lowering 

engagement quality

24%

72%

How effective* have your efforts been to utilize 

chatbots and messaging channels over the 

past two years? 

Highly Confident Group

(8,9, or 10)

Less Confident Group

(1 to 7)

* Highly effective = rating of 8, 9, or 10
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Balance automation and human interaction to 

improve CX while lowering operational costs
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Cost Reduction

1:1 - Exemplary CX 

Budget-buster

1:Many - Cost Efficiency
Engagement-crusher

Hybrid Approach
CX Automation 
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Seamless handover to 

live agents to handle 

more complex inquiries

A Conversational CX Strategy with One Workforce 

of Bots and Agents Will Close the Gap

Increasing Interactions + 

Elevating Expectations

Budget & 

Resources

Integrated bots enable 

in-channel automation 

for common inquiries
The balance of work 

between human + 

virtual assistants allows 

One Workforce to increase:

• Capacity

• Flexibility

• Agility

20

Time
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Upon escalation, agents 

can initially see the prior 

transcript with the bot.
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AI Powers Applications to Deliver 

CX Automation Throughout the Enterprise

Examples of AI-Powered Workflows

Interaction 

AnalyticsHiring

Quality 

Management

Call Risk 

Scoring

Transcription

Channel 

Automation

Forecasting

Agent 

Coaching

Conversational

AI

Knowledge 

Management
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Customer received a proactive notification stating that their unaccompanied 

minor flight was delayed by more than 30 minutes. The customer stated they 

are concerned they are going to miss connecting flight and requested 

further assistance. Option to rebook via WhatsApp was presented but the 

customer requested help from an agent.

A self-service transfer 

bot provides a synopsis 

of the prior virtual 

assistant interaction on 

WhatsApp without 

requiring the agent to 

read the entire transcript.
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As the conversation 

progresses and 

sentiment begins to shift, 

Workforce Orchestration 

can use that as a trigger 

to better guide the agent 

on how to respond.
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How Engagement Data Can Shape 

your Conversational CX Strategy
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Engagement Data Maximizes CX Automation Impact

Understand the 

drivers behind 

Sentiment, CSAT 

and NPS

Enables you to assist 

and coach your agents 

in real time

Identify the next customer 

transaction that you can 

automate in self service

Enables you to train 

GPT on real 

customer data

Understand best 

practices that lead to 

high performance 

employees

Understand historical 

performance and 

rapidly identify 

anomalies

Identify 

opportunities to 

reduce cost and 

improve efficiency
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The right data can point 

towards topics that have 

the most negative impact 

on sentiment and high 

volume of interactions.



© 2023 Verint Systems Inc. All Rights Reserved Worldwide. 

Solving the CX-Cost Equation

• Reduce costs and inefficiencies through wider bot deployment 

across the customer journey

• Share tasks between humans and bots in a hybrid workforce to 

effectively manage an increasing number of interactions 

• Support digital-first engagement to orchestrate customer 

journeys with a connected experience across the channel or 

channels of choice

• Create meaningful connections across all channels, breaking 

down silos and using analytics to transform data into insights

Leverage Channel Automation + Workforce Orchestration to Close the Gap
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Verint Open CCaaS Platform 

Built to Close the Engagement Capacity Gap with CX Automation 

Open Ecosystem

Open Engagement Data Hub

Open Verint Da Vinci AI

Open Best-of-Breed

Open Enterprise



Thank You



Owen B. 
Robinson

With over 20 years in the industry, my passion is 

helping customer service and workforce 

planning professionals use their contact center 

technology to deliver the experience that their 

customers and agents deserve.

ABOUT

VP, CX Strategy 



Building Your Brand

Strong brands elicit an 
emotional response from 
consumers and add value to 
the products and services they 
represent.
- Encyclopedia Britannica

CX

EX

DX

BRAND



Applied Artificial Intelligence

High-value, complex 
interactions 

Digital self-service for 
transactional interactions

Conversational AI that 
emulates human interaction

Consistently Meaningful Experiences

Human

Digital

Virtual

Workforce 3.0



CX Modernization Done Right

Workforce 3.0



AUTOMATE LOW-
VALUE

CONTACT

LEVERAGE
HIGH-VALUE

CONTACT

Agent & Bot Workforce Management

BOT STRATEGY

Use Cases

Forecasting

Planning

CONTACT STRATEGY EXPERIENCE DESIGN EXPERIENCE DELIVERY EXPERIENCE ANALYTICS

CONVERSATION DESIGN

Design

Usability

Persona

AI IMPLEMENTATION

Auto ID & Personalization

Reason for Contact

Channel Deflection

Authentication

Self Service

BOT ANALYTICS

Performance Reporting

Interaction Analytics

AGENT STRATEGY

Skill Groups

Forecasting

Scheduling

Intra Day Management

AGENT ENABLEMENT

Learning Management

Knowledge base

Process Automation

Agent Assistance

AGENT INFRASTRUCTURE

Routing

Queue Experience

CTI

Agent Desktop

AGENT INFRASTRUCTURE

Speech Analytics

Desktop Analytics

Quality Management

Performance Management



One Brand

CX

EX
DX



What We Do
For over 40 years, we've combined 

service design, strategic consulting, 

technology platforms and 

operations excellence to deliver 

transformative contact center 

experiences that dramatically 

improve the total cost to serve. We 

help companies reduce customer 

effort, enable contact center 

employees, and continuously 

optimize business outcomes 

through digital CX transformation.

➢ Every year, we design, deliver, and deploy thousands of complex CX 

technology projects. 

➢ We integrate massive CRM systems, develop complex automation 

algorithms, architect seamless self-service applications, and create next-gen 

functionality with our proprietary IP. 

➢ We hold and manage hundreds of thousands of SaaS licenses that route 

billions of omnichannel interactions daily.

➢ We operate a dynamic learning environment for our global team of full-

stack engineers to enable them to earn hundreds of certifications across the 

most attractive CX technology platforms. 

➢ And as a result, we have continually been recognized as Partner of the Year 

by some of the largest global enterprise CX tech players in the market. 

CX Strategy CX Technology CX Outsourcing



Thanks!
Owen B. Robinson
VP, CX Strategy

262.707.8183

Owen.Robinson@Waterfield.com
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