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The truth is that the future (of 
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always built in the present
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5 predictions
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The hype around generative AI will continue.
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The knowledge gained from the establishment of contact center, generative AI use 
cases will help solve challenges in other areas of business



To really profit from these developments, organisations will need to get their data house in 
order and focus on both integration challenges and reducing their technological 

complexity.



R.
O.
I.

Many organizations will struggle to prove the RoI 
of their generative AI investments



Despite the excitement and possibilities surrounding generative AI, 
employee experience will remain the C-Suite’s number-one priority
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Today: Most experiences still leave a lot to be desired

“Clunky robotic experiences"



“DPD disables AI chatbot after it goes 

rogue and swears to customer”

Today: Most experiences still leave a lot to be desired

“Clunky robotic experiences"



Before jumping in, let’s take a step back
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We have taken a step back and decomposed 
the human-to-human interactions of today



Two key metrics to consider when you plan the automation journey using data

Categorize interactions based on duration. 
Typically, shorter conversations can be 
efficiently managed by Artificial Agents.

Determine whether the inquiry requires a 
system to resolve it. Inquiries that do not 
require system intervention are ideal for 

automation with Artificial Agents.

Conversation durationSystem integrations



High-complexity 
automation

Medium-complexity 
automation

Low-complexity 
automation

Conversation durationSystem integrations

Yes

No

No

Short + Long

Long

Short Start here!

Categorization for automation with Artificial Agents



Commercially important 
conversations

High complexity

Medium complexity

Low complexity

All 
conversations

Conversations 
with automation 
potential

• Retention calls
• Sales calls
• Repeat calls

Typical share of conversations

Avg. Telecom News
Broad-
casting

Internet Energy Retail

31% ~30% ~25% ~35% ~35% ~25% ~35%

57% ~60% ~65% ~55% ~50% ~60% ~55%

4% ~5% ~0% ~5% ~5% ~5% ~0%

8% ~5% ~10% ~5% ~10% ~10% ~10%

The automation potential across categories



Initial focus should be on the 10-15% 
of conversations that can easily be automated



Think about what 10-15% time saved could mean for you?



Inspiration:

How knowledge from your current customer 
conversations can also help ensure successful

AI automation



Knowledge 
Build knowledge from thousands or even millions of previous conversations



Verification
Use and verify the knowledge in the frontline



AI Agents: 
Launch AI answers for answers verified by the frontline



3 Things 
& 

A Reminder
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Thank 
you!
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