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‘Agent Ask’ and ‘Al Suggest’ Coaching

Agent Ask @,; Al Suggest
s=> Al-powered Coaching J¢” Al-powered Coaching

Agents ask guestion during the ,- @) M\ Al listens to the call and delivers

call and get Al-powered answers wgsl’ guidance and next best action

- IVA for Agents AVe ) Coaching Bot

« Knowledge Automation Bot

This combination provides the most effective coaching solution on the market



Coaching Bot Outcomes

Proven Al Business Outcomes With the Coaching Bot, Now
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Automated Post-Interaction Summarization
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Wrap Up Bot - Al Business Outcomes, Now

Increase Agent Capacity With A Shorter Wrap Up Time:
« Al automatically creates summaries, reducing call duration.

« Summaries automatically posted into your system of record.

Increase Agent Capacity With Better Summary Quality:
e Accurate, consistent, unbiased summaries.

» Customers don’t need to repeat themselves when they call back.



An insurer reduced average call length . Improve wrap-up
by 30 seconds using Al for wrap-up time & quality

Initial deployment across 300 agents.
Expanded deployment to 30,000 agents.

 Wrap Up Bot
saves $70M

Targeting $70M in agent capacity

Assumptions: Average call length = 5 minutes, average cost per call = $5



Automated Quality Management
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Quality Bot Delivers Al Business Outcomes, Now

QM provides a robust process and workflow
Bots Automate Manual Agent Evaluations and Manual Compliance Evaluations

Save Money Enhance Quality Program Reduce Compliance Risk

Reduce supervisor cost Avoid evaluation errors Avoid compliance risks
related to manually caused by sampling — resulting from sampling -
evaluating agents 100% call coverage 100% call coverage




Quality Bot Increases Supervisor Capacity
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A healthcare brand
automated 100% of
evaluations, increasing
supervisor capacity by 33%

Saving $1.5|\/| annually

An auto and life insurer
automated 100% of
evaluations, increasing
supervisor capacity by 30%

Saving $1.1m annually

A telecommunications
company evaluated 1.8m
Interactions without adding
resources

SEVIe $4m annually

Assumptions: Average supervisor cost = $75,000
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Will Al Augment or Replace Agents?




Getting Started with Al

1. Create a working committee of 5 or 6 employees, including 1 from IT, who are
strategic, technically knowledgeable, and understand the business

2. Draft a contact center Al strategy, along with a couple of specific objectives that can
be achieved in 3 to 6 months, e.g., enhance self-service, increase FCR, reduce post-
interaction wrap-up time

3. ldentify solutions that will address the identified strategic goals

Establish a baseline for comparison by benchmarking the existing system and
processes prior to conducting the Al pilot

5. Assign an individual from the Al working committee to coordinate and facilitate the
pilot

6. Decide on the timeframe and success criteria for each phase of the pilot

7. Select a contact center team or function to participate in the pilot

8. Communicate and explain the pilot to all employees who are part of the team/group
so they are on board with the effort

9. Conduct the pilot
10. Build a business case to obtain funding for additional contact center rollout
11. Deploy the solution throughout the department
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Continue the Conversation

.
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Join us for the premiere customer engagement event!

Here are five reasons you need to attend:

1. Get fresh insights from 4. Experience innovations from us
amazing speakers. and our partners all in one place.
Learn customer engagement secrets from Dive into products during breakout
some of the world’s most iconic brands. sessions and check out the terrific

_ demos in the exhibit hall.
2. Look into the future.

Discover how CX automation, Al, and bots 5. Network, network, network.

can help you tackle business challenges. Take advantage of opportunities to
o exchange ideas with peers, thought
3. Fill'in the blanks — fast. leaders, and industry experts, all in
Gain even more value from your Verint one place.

solutions through breakout sessions and
customer success stories.

Rosen Shingle Creek Orlando | September 23 — 25, 2024

Learn more and reqister here. Questions? Contact us at engage @verint.com.



https://www.verint.com/events/engage/
mailto:engage@verint.com
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Thank you

6 Crestwood Drive, West Orange, NJ 07052
tel 973.325.2954 | cell 973.493.0120 | fax 973.325.2071 | donna.fluss@dmgconsult.com
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