Voice Agents ' ' | et WA 3 W ‘ { - WHERE ARE WE HEADING?




> 001/ THE SIZE OF THE JOB

1in 200 employed people world
work in a contact center.

SOURCE: GARTNER (~17M CONTACT CENTRE AGENTS, 2022), ILO (GLOBAL EMPLOYMENT.




> 001/ THE SIZE OF THE JOB

Thejobis
two things.

001 // KNOWLEDGE 002 // ACTIONS

Know the Take the
answer action

Summon the right fact. The agreement, Write to the CRM. Create the follow-up
the rule, the price, the history. ticket. Book the callback.




You don't get
to the moon
with a bigger
ladder.




> 002 / DIFFERENT IN KIND

Today's agents hold
a real conversation.

> THEN - A DECISION TREE u > NOW - A CONVERSATION u

WELCOME

1

' | need to move my Thursday appointment.

1
v T v T i
1 1 1
1 1 1
' ' ' | need to move my Thursday appointment.
| | |
1 1 1

PRESS 1 PRESS 2 PRESS 3 Of course. Your last invoice was paid on the 3rd.
1 1 1
1 1 1
1 1 1
' ' ' Great. Then Friday at 10.
! ! !
r==-=== "====" 1 r——===""====-- 1 r-—=—=-="7>" =—-==-=-- 1

Done. You'll get a text to confirm.




> 002 / DIFFERENT IN KIND u

Voice in.
Voice out.

> ANATOMY OF A VOICE AGENT

THE AGENT

VOICE IN
------------------------- L-p SPEECH TO TEXT

ACTIONS

CUSTOMER

VOICE OUT U KNOWLEDGE BASE

KNOWLEDGE

M NEW - CHILDREN OF THE TRANSFORMER (2017)




> 002 / DIFFERENT IN KIND

Everyone gets the same platform.
Your data is the difference.




> 003 / PEOPLE PREFER QUALITY > SELF_CHECKOUT

People prefer Most people
whoever does
the job better.

Chose it

MILK 1L
BREAD
COFFEE 500G
APPLES 1KG
PASTA

WINE 75CL

> ID CHECK

)
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l’ﬁ/chqoﬁgy question is'easy. However, as we are
area

-

iated in the EU, we as developers have an ever increasing
/here we need te stay knowledgeable and to ensure
that security practicesareupheld. =




> 002 / DIFFERENT IN KIND

The bank is
open 9 to S.

> A 24-HOUR DAY

YOUR BANK

A Voice Agent

OPEN - 09:00 - 17:00

AT WORK - 09:00 -

ALWAYS ON

EVERY LANGUAGE

17:00




> 003 / PEOPLE PREFER QUALITY

Fix it once instead of
training ten thousand.

1 FIX




> 004 / HONEST ABOUT THE HARD PARTS | > DATA LAYER

What's still A good data layer.
hard.

Your main value add.
It takes real engineers.

> MULTIPLE LANGUAGES

Supporting multiple languages.

Speaking the language is solved.
Having your knowledge in it is not.

> VOICE ONLY

No links or lists in voice.

You can't show a table on the phone.
Send the link by text or email instead.

> REAL CALLERS

Knowing your usetr.

Some use cases only show up when real callers start calling.
Observability keeps the loop fast.




> 004 / HONEST ABOUT THE HARD PARTS

Solved by maturity.
Not by a breakthrough.




> DOING IT RIGHT / TEKNIQ

Start where vou
can only add.

> TEKNIQ - A 24-HOUR DAY

BEFORE - ONE SHIFT

AFTER - THE AGENT ADDED, NOTHING REMOVED

AGENT - ADDED

STAFFED - 08:00 - 16:00

STAFFED - 08:00 - 16:00

AGENT - ADDED




> DOING IT RIGHT / TEKNIQ

Every call ends with
someone who owns it.

NEEDS A HUMAN ANSWERED FROM THEIR

E.G. A LEGAL QUESTION OWN AGREEMENTS DONE - 24 / 7

RECOGNISE THE MEMBER

IN THE CRM NOT IN THE 08 - 16 - TRANSFERRED

KNOWLEDGE BASE TO A HUMAN V

CALL IN

TEKNIQ
WHAT HAPPENS ON EVERY CALL

v

A QUESTION -~ WHAT TIME IS IT?

CLOSED - CRM TICKET, THE MORNING TEAM
WE CALL YOU BACK V GETS A SUMMARY




> DOING IT RIGHT / TEKNIQ

It wasn't great on day one.
That's the point.

-> DAY 1 > DAY 90

You can't buy day ninety.

13 WEEKS - 13 FIXES

Live through day one.

Read the transcripts every week. Fix
things once. Good cooking takes time.

DAY 01




> DOING IT RIGHT > 001 > 002 > 003

SIX thlngs to The r.1ght human to Start GDPR and Know how your
own it. compliance early. customers want

get r lght. to use it.

Understand how people actually call you before

Someone who knows the service, knows your It runs in parallel with the build.
you decide how the agent should behave.

company's knowledge and owns the agent long- Left late, it blocks your launch.
term, through development and iteration. Not IT.

> 004 > 005 > 006

Build evals before Treat your knowledge Think additively.
the agent. base as a product.

A mantra at heyra.ai. Define the most common Give it an owner and some love. Don't Real users at low risk. Don't replace something
questions, set the answers, and put a number on skimp. It is your biggest value add. that exists; add something new and let it learn in

how well you answer them. the wild.




Start where you can
only add.

A
1 IN 200 EMPL!YED PEOPLE
)
3
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