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INTRODUCTION

Every day, more and more articles are written about 

artificial intelligence (AI), the various forms it takes 

and its applications in the business world.

The experts all agree on one thing: AI can greatly improve 
operational efficiency, enhance customer experience (CX), and 
significantly increase business value.

But how does AI impact contact centers? After all, a key 
objective is to deliver an outstanding CX — resolving issues 
when customers want efficient and effective solutions. AI can 
play a role in this effort by making it easier to process data 
quickly and personalize experiences. But can a computer deliver 
a truly humanistic interaction? Can it provide the empathy so 
many customers associate with a good CX? And, at a more 
strategic level, can it determine what types of patterns are 
important enough to merit a change in strategy?

In this ebook, we’ll answer these questions by looking at some 
of the most eye-opening statistics regarding AI and contact 
centers, defining the various forms of AI that could be used in 
a contact center setting, and discussing how AI can be blended 
with human interaction to deliver an optimized CX.
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AI IN CONTACT 
CENTERS:  
THE NUMBERS

There’s no doubt that when used appropriately, AI has  

the potential to be a powerful tool for many industries.

Gartner, the reknowned technology analyst organization, predicts that by 
2021, 70% of organizations will integrate AI to assist employees’ productivity. 
And by 2022, AI is expected to drive $3.9 trillion in business value.[1]

These statistics illustrate just how significant an impact AI is making. And 
given AI is uniquely suited for contact center applications, it’s no surprise 
that this sector is a front runner for the adoption of various AI technologies. 
In fact, the use of specific forms of AI that support customer service, 
such as virtual customer assistants and chatbots, is projected to increase 
significantly from 2% in 2015 to 25% in 2020.[2]

Gartner also states that the hype of AI has led to unreasonable 
expectations from businesses. And that, “change is outpacing the 
production of competent professionals, which means that AI is more an art 
form than a science”.[3] Essentially, automation alone is not scalable, nor 
conducive to providing the best balance between technology and human 
interaction, and finding the right way to implement AI, by combining new 
skills with AI-based automation, will unlock the true potential for value.

[1] https://www.gartner.com/newsroom/id/3872933

[2] https://www.gartner.com/newsroom/id/3858564

[3] https://www.gartner.com/smarterwithgartner/gartner-top-strategic-
predictions-for-2019-and-beyond/

https://www.gartner.com/newsroom/id/3872933
https://www.gartner.com/newsroom/id/3858564
https://www.gartner.com/newsroom/id/3858564
https://www.gartner.com/newsroom/id/3872933
https://www.gartner.com/newsroom/id/3858564
https://www.gartner.com/smarterwithgartner/gartner-top-strategic-predictions-for-2019-and-beyond/
https://www.gartner.com/smarterwithgartner/gartner-top-strategic-predictions-for-2019-and-beyond/
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Additionally, AI enhances self-service 
functionality. Given the preferences of the 
Millennial generation, this is a powerful 
trend.[4] On top of that, 73% of consumers 
want easier and more convenient customer 
service — something AI can help facilitate 
through greater efficiency.[5]

Nevertheless, too much AI in contact centers 
can backfire when it results in interactions 
that are purely transactional or frustrate 
already upset customers. Consider the 
following statistics: 42% of consumers would 
pay more for a warm welcome, which is 
something a robot can’t offer.[6] Moreover, 
58% of consumers still prefer human 
interaction when it comes to getting a quick 
answer, and 73% want to deal with a human 
when service issues arise.[7]

Given that the global cloud-based contact 
center market is expected to reach $20.93 
billion by 2020, it is critical to leverage the 
right blend of human and AI solutions to 
remain competitive.[8]

[4] https://www.salesforce.com/blog/2017/08/how-millennials-are-redefining-customer-service.html

[5] https://newsroom.accenture.com/news/us-companies-losing-customers-as-consumers-demand-
more-human-interaction-accenture-strategy-study-finds.htm

[6] https://www.forbes.com/sites/blakemorgan/2018/05/14/the-future-of-customer-experience-people-
plus-technology/#270ff9b1bc1e

[7] http://customerthink.com/digital-customer-service-or-a-human-touch-what-do-customers-want/

[8] https://www.prnewswire.com/news-releases/cloud-based-contact-center-market---global-forecast-
to-2022-300632955.html

https://www.salesforce.com/blog/2017/08/how-millennials-are-redefining-customer-service.html
https://newsroom.accenture.com/news/us-companies-losing-customers-as-consumers-demand-more-human-interaction-accenture-strategy-study-finds.htm
https://www.forbes.com/sites/blakemorgan/2018/05/14/the-future-of-customer-experience-people-plus-technology/#270ff9b1bc1e
http://customerthink.com/digital-customer-service-or-a-human-touch-what-do-customers-want/
https://www.prnewswire.com/news-releases/cloud-based-contact-center-market---global-forecast-to-2022-300632955.html
https://www.salesforce.com/blog/2017/08/how-millennials-are-redefining-customer-service.html
https://newsroom.accenture.com/news/us-companies-losing-customers-as-consumers-demand-more-human-interaction-accenture-strategy-study-finds.htm
https://newsroom.accenture.com/news/us-companies-losing-customers-as-consumers-demand-more-human-interaction-accenture-strategy-study-finds.htm
https://www.forbes.com/sites/blakemorgan/2018/05/14/the-future-of-customer-experience-people-plus-technology/#270ff9b1bc1e
https://www.forbes.com/sites/blakemorgan/2018/05/14/the-future-of-customer-experience-people-plus-technology/#270ff9b1bc1e
http://customerthink.com/digital-customer-service-or-a-human-touch-what-do-customers-want/
https://www.prnewswire.com/news-releases/cloud-based-contact-center-market---global-forecast-to-2022-300632955.html
https://www.prnewswire.com/news-releases/cloud-based-contact-center-market---global-forecast-to-2022-300632955.html
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A CLOSER LOOK AT 
VARIOUS FIELDS OF AI

While new applications for AI are constantly being developed, the 

following forms of AI are most relevant to the contact center industry:

• Natural Language Processing (NLP) utilizes complex algorithms that enable 
computers to analyze and process human language.

• Virtual Customer Assistants (VCAs) are based on advanced automation, which 
uses an A-B process of input (A) and response (B).

• Customer Service Chatbots or “live chats” use automation to handle many 
routine inquiries a customer may have without calling an agent. In fact, 53% of 
consumers say they would prefer to use online chat before calling a company for 
customer support. Among millennials, this figure is even higher because of the 
convenience of online chat. 

• Robotic Process Automation (RPA) is a technology application that automates 
business processes and is governed by business logic and structured data 
input.[9] With its capacity to quickly process vast amounts of data, RPA is 
becoming increasingly important in legacy back office processes.

• AI Pattern Recognition and Machine Learning is a technology based on 
algorithms, heuristics, neural networks, and machine learning techniques that 
identifies patterns, rhythms, or irregularities in structured or unstructured 
data.  It is often used for predictive analytics and data analysis.

[9] https://www.cio.com/article/3236451/business-process-management/what-is-rpa-
robotic-process-automation-explained.html

https://www.gartner.com/newsroom/id/3858564
https://www.cio.com/article/3236451/business-process-management/what-is-rpa-robotic-process-automation-explained.html
https://www.cio.com/article/3236451/business-process-management/what-is-rpa-robotic-process-automation-explained.html
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HOW AI CAN BLEND 
WITH HUMAN 
INTERACTION  
TO ENHANCE CX

When appropriately deployed, AI can be combined  

with human interaction to deliver a superior CX.

Capable cognitive systems enable:[10]

• Deeper human engagement through personalization.  
AI can help deliver personalized experiences by providing more 
individual context for each interaction. Because it gathers data  
and continuously learns, it delivers greater value.

• Enhanced expertise and knowledge processing.  
Because AI continuously collects and processes data, it provides 
quick access to the latest information, making it easier to deliver  
relevant experiences.

[10] Medium Corp
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• The ability to use AI for high-level 
decision making. AI can process vast 
amounts of data, resulting in higher levels 
of expertise and optimized decision-
making abilities.

• The ability for products and services 
to sense and think. Smart cars, smart 
home automation, and other AI-enabled 
products and services provide companies 
with data they can use to learn more 
about their customers’ preferences.

• Improved business processes and 
operations. AI can monitor operations 
and adapt to changes as necessary. It also 
offers improved predictive capabilities, 
which can be leveraged to proactively 
adjust processes and strategies.

• Accelerated discovery and innovation. 
With its powerful computing capabilities, 
AI can identify patterns in large datasets, 
which in turn can accelerate research and 
development (R&D).
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THE STRATEGIC 
APPLICATION OF 
AI WITH HUMAN 
INTERACTION  
WITHIN THE 
CONTACT CENTER

29% of companies already use or plan to use AI in their  

call center service and support.[11]

Here are some ways NLP, VCAs and RPA are being used:

• Natural Language Processing enables humans to interact 
with computers using text or voice input. It’s increasingly used 
in interactive voice response (IVR) systems and creates more 
humanistic interactions than simply presenting a static menu.

[11] Gartner Tech Growth & Innovation Conference, Summit 2018,  
PTP – Gartner Conference Highlights
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• Virtual Customer Assistants are most often used online, where 
they take the form of guided searches or chatbots supported 
by Natural Language Processing. Once the consumer inputs 
data, the VCA or chatbot predicts the best possible answer 
and responds accordingly. Assuming it has sufficient data to 
draw upon, it can solve a large number of customer issues 
before human intervention is needed, thereby streamlining 
the CX. This area holds a lot of potential for automating time-
consuming and repetitive tasks — in fact,  in fact, it’s estimated 
that 25 percent of brands will use VCAs by 2020.[12]

• Customer Service Bots can perform tasks ranging from 
simple, such as an automatic email response, to highly 
complex tasks, such as processing a loan application or 
recognizing patterns regarding consumer behavior. 

So how can you leverage these technologies in a contact 
center setting — without losing the crucial human touch?

Natural Language Processing-based IVRs and VCAs are primarily 
used as front-end service applications to get consumers to a 
certain point. They can help customers resolve uncomplicated 
issues while also route more complex interactions to human 
agents who are able to deliver the empathy that consumers 
expect. When these human agents can rely on an AI-driven 
platform, they also have all the context they need about each 
individual customer to deliver a consistent CX. One challenge can 
be training human staff to trust the outcomes of AI-driven CX, so 
tasks such as authentication are not repeated. 

When it comes to Robotic Process Automation, there are several 
possible applications. For instance, a consumer might complete 
a loan application using a VCA, but then the bulk of the actual 
approval process is performed by an RPA robot before going to a 
human for the final validation and decision. The RPA can conduct 
several tasks related to the application process, including credit 
assessment, underwriting, and fraud detection. They can access 
multiple internal and external sources to gather information, 
improving the efficiency and effectiveness of human staff.

Pattern Recognition can be used to find patterns in large 
datasets. This is particularly useful to learn more about your 
target audiences so you can adjust your strategies if necessary. 
For example, a large international shipper needed an analysis 
of its customers to see which segments merited discounts. Our 
algorithm revealed that one segment — high-discount, high-value 
customers who weren’t meeting existing rate scales — generated 
a lot of service tickets and requests, sapping resources.

Without the pattern recognition analysis, this company wouldn’t 
have known that this segment did not generate the revenue 
needed to validate the discounts.

Nevertheless, it is important to realize is that it still takes a human 
to recognize which patterns are truly meaningful. Not all patterns 
carry the same value, so they need to be evaluated by a human to 
assess their importance for the business.

[12] http://www.technologyrecord.com/Article/25-of-brands-will-use-virtual-
customer-assistants-by-2020-says-gartner-63441

http://www.technologyrecord.com/Article/25-of-brands-will-use-virtual-customer-assistants-by-2020-says-gartner-63441
http://www.technologyrecord.com/Article/25-of-brands-will-use-virtual-customer-assistants-by-2020-says-gartner-63441
http://www.technologyrecord.com/Article/25-of-brands-will-use-virtual-customer-assistants-by-2020-says-gartner-63441
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FINDING THE 
RIGHT BALANCE

It can be helpful to picture the balance between AI and 
human interaction as a slider. On one side, you have the 
data-based, logical actions of AI that drive expertise and 
higher decision making. On the other side, you have the 
human capabilities, which are empathy, judgment, and 
deep expertise. To deliver the best possible CX, both 
should complement the other. This is best accomplished 
creating a balanced synergy that uses the strengths of 
both to effectively meet customer needs as they arise.  
The evolution of AI in CX has been a slow process of 
moving the slider to the right, ever closer to imitating true 
human interactions. 

To learn more about leveraging AI in your contact center, 
contact PTP. 

By looking at your organization, processes, technology, 
and people and learning about your business objectives, 
we can help you realize the blend of AI and human 
interaction that’s right for your company.

https://www.ptpinc.com/contact-us/
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