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Al FOR SERVICE

Reimagine Customer Service with Agentic Al

Emma Johnson
Gaold Customaer

@ Order Status
Delivered

Transform customer service from a cost-intensive support function
into an intelligent, proactive and experience-driven operation.

lssue Resolved

Order delivered
successfully,

Al for Service brings together Al agents, intelligent contact-center
capabilities, real-time agent assistance, enterprise search, quality
intelligence and proactive customer engagement on a unified
Al-powered platform.
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From Answering Questions to Taking Action

Al-powered service goes beyond traditional chatbots and scripted automation.
Intelligent Al agents understand customer intent, retain context, engage naturally

across channels and execute service tasks—delivering fast, personalized and
always-on support.
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Al Agents Agentic Agent Al Search & Quality & Proactive
Contact Center Assistance Knowledge Al Conversation Customer
Intelligence Engagement

Deliver human-like,
contextual self-service
across voice and digital
channels. Al agents
understand intent, maintain
conversation context and

Create seamless customer
journeys by intelligently
connecting customers
with the right resources,
channels and human
expertise.

Empower human agents
with real-time intelligence
that helps them resolve
issues faster and work
more effectively.

Turn enterprise knowledge
into instant, conversational
answers. Give customers
and service teams fast
access to relevant
information across

Move beyond sample-based
quality monitoring. Analyze
interactions at scale to
identify sentiment, topics,
intents, performance gaps

Move from reactive support
to proactive service,
Launch personalized
outbound interactions for
reminders, notifications,

and opportunities for
continuous improvement.

follow-ups, promotions

autonomously execute
and customer engagement.

routine service tasks.

business knowledge

SOuUrces.
Real-Time Guidance

Nt Bot Aok Automated Quality Scoring

100% Interaction Analysis

v 24x7 Support v Intelligent Routing

v Conversational Search v Targeted Campaigns

v Context-Aware
Conversations

v Omnichannel Journeys
v Skills-Based Matching
v Seamless Handoffs

Dynamic Playbooks

v Contextual Answers v Voice & Digital Cutreach

Sentiment Intelligence
Performance Insights
Al-Powered Coaching

Automated Summaries

v Enterprise Knowledge v Personalized Engagement
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Recommendations

v Personalized Results
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- v Scalable Automation
«  Autonomous Actions

THE Al-POWERED SERVICE LOOP
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UNDERSTAND RESPOND ACT RESOLVE ANALYZE ENGAGE

Every interaction becomes an opportunity to deliver a better customer experience,
empower service teams and continuously optimize operations.
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FOR CUSTOMERS FOR SERVICE TEAMS FOR THE BUSINESS
v Faster problem resolution v Reduced manual effort v Greater self-service
: automation
v Personalized, contextual v Real-time intelligence ¥3 y _
experiences and guidance v cm:r service operating
v Consistent 24x7 support v Faster issue resolution v/ Improved first-contact

v Seamless movement
between Al and human
agents

v Automated interaction resolution

summaries v Higher customer retention -.
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and satisfaction [y
More
autonomous

SErvice.

v Continuous coaching and

v Service on the channel .
performance improvement

of choice

More
satisfied
CUstoOmers.

More
intelligent
operations.

More
capable
agents.

+ Actionable intelligence
from every interaction

Transform every customer interaction into an

intelligent opportunity to serve, resolve and grow.
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