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Topics

Global scouting, 
prototyping & 
experimenting

Chat-bots & AI
For CX

Visual 
CX experience

Personalised 
Micro-apps



Global scouting for CX

• Evaluate new and emerging 
digital channels to support our 
customer service operations

➢ AI, Chatbots, Virtual assistants, 
Async messaging. 

• Drive increased engagement on 
digital channels

➢ Personalised Video, Wrap, 
Contact Engine

• Provide new capabilities to 
contact centre staff for better 
customer service

➢ Remote Video support

• Provide better knowledge tools 
for easier support

➢ AI Sat-nav tools for agents



Chat-bots & AI for CX

Informational

Transactional Advisory
Do something for 
me

Advise me or solve 
my problem

Tell me 
something

Types of contact



Chat-bots & AI for CX

Frequency

Complexity

Informational

Transactional

Advisory

Self Service Live Agent Assisted Service / Chat-bot (?)



Chat-bots & AI for CX

Informational

Transactional

Advisory

Intent-Based Search

NATURAL LANGUAGE 
PROCESSING

Personalised Responses

Guided Chat-bot

Active Guidance
(next logical request)

Conversational Chat-bot
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Constraints
• Simplicity v complexity
• Emotional context
• Language - Sarcasm



Chat-bots & AI for CX

Astute Bot BT Contact

Using NLP and semantic analysis:
• Check spelling
• Determine intent
• Ask for more information or 

capture additional information 
from source

• Monitor conversation, determine 
response source based on intent

• Based on user utterances, decide 
next best action using AI 
algorithms and techniques

• Deliver content from multiple 
sources

• Capture information during 
dialogue – CRM, KM, Web



Chat-bots & AI for CX

Analyse customer intent 
across all channels

Define next best action

Automate simple 
transactions

Seamless escalation to the 
best  agent for more 

complex requests

Agent assist from consistent 
source

Machine learning from  
agent selection and 
customer feedback

Deflect routine transaction to 
self service

Reduce time to resolution 

Augment agent capability

Enhance 
Customer 
Advocacy

Decrease 
cost

Intent,
Decision & 

Source 
Engines

Objectives



Chat-bots & AI for CX

Automated, intelligent conversations (across 
multiple channels) between you and your 
customers. 
• Order provisioning and engineering 

appointments (SMS, email, online)

• Contact Response rate increased from 10% to 70%
• Order cancellations (customer driven) reduced by 35%
• 13 FTE currently handle 3500 orders a week
• Net Promoter Score increased by 34%

First year results for broadband provision

• Increase right first time
• Reduce inbound calls
• Better customer experience
• Reduce order cancellations and no-shows
• Complaint avoidance

KPIs



Personalised Micro-apps

• Provides a micro-app experience for the mobile 
Web

• Generate a personalised micro-site for the customer 
they can reference

• Connects with back-end systems to enable 
advanced user interaction and transactions

• Housing use case – New customer on-boarding

https://wrap.co/wraps/9cf41e47-e6bd-4b02-9414-0bb6b21fa077
https://wrap.co/wraps/1704b546-c74d-4ec2-be30-5f6b98619edc


Remote video assistance

Share video 

through phone

Pause & guide 

remotely

Screen share 

document1 2 3 

Agents and customers both can highlight

information by annotating paused video or images  

Agents and customers can simultaneously

Browse documents or files. 

Agents sees video streamed from the phone 

back camera  in live

Agent sees what the Engineer or customer sees and guides them

• Video starts via an SMS/e-mail sent by the agent to the customer

• Agents benefit from a complete set of tools such as remote flashlight, remote zoom and Augmented Reality



Remote video assistance

• Reduced engineer 
appointments by 
60%

• NPS up 30 points



Personalised video




