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Agenda

✓ Introduction to TTEC Digital + Genesys

✓ How to think about AI in your organization

✓ How AI and Genesys + TTEC Digital solutions are 

revolutionizing the modern contact center

✓ Member Experience Gains

✓ Agent Experience Gains

✓ Management Experience Gains

✓ How to get started with AI in your credit union contact 

center
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14X
2022 Cloud Migration 
Partner of the Year

2021 Global Partner 
of the Year

2009-2020 North 
America Partner 
of the Year

400+
Genesys Certifications

350+
Dedicated Genesys 
Resources

250+
Genesys Cloud 
Implementations

120+
Genesys Premise to 
Cloud Migrations

The Power of Partnership: Genesys

125+
Certified Support 
Engineers Providing
24x7 Support

100%
Participation on all 
Genesys Cloud 
Beta Releases

No Cost Sandbox
TTEC Cloud Invitation:
Deep Dive into Key Existing and 
New CX & AI Use Cases

PureConnect
Expertise second to none (including Genesys)
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✓ Core Integration: Jack Henry Symitar, Corelation Keystone, Fiserv DNA, 
Fiserv XP2, Fiserv Spectrum

✓ Authenticate: Automated member identification / authentication

✓ Proactive Info: Play balance while waiting in queue

✓ Screen Pop: Core, CRM, Collections etc.

✓ OTP: One Time Passcode / 2FA

✓ Fraud Prevention: Real-time fraud alerts & authentication data

✓ Voice Biometrics: Embedded AppFoundry integrations with Daon, Illuma 
Labs, Nuance Gatekeeper

✓ AI & Smart Bots: Knowledge Base, Bank by Bot / Teller, Voice and Web 
Messaging
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AI is Finally Smart Enough To Contribute 
The language capabilities of AI systems now exceed human performance
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AI Capability Model
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AI Governance: This is what we’re NOT doing

Replacing agents Automatically responding to 

members with no human option

Impacting agents’ ratings/comp 

without human review

AI will not solve everything. We are leaning into uses that make 
sense with the proper human-in-the-loop approach.
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Example Use Cases:
The Member Experience
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Examples of Member-facing AI

• Conversational AI:

• Knowledge Bot

• Transactional Bot

• Voice Bot

• Digital Bot

• Predictive Engagement

• Predictive Routing
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Bots Providing Service 
– Smart Bot

✓ Human-like Conversational interface –

Voice & Digital

✓ Prebuilt intents for accounts information 

and transaction self-service

✓ Easily configure processes, conversation 

flows and queues to support changing 

member needs

✓ Bots should run on the contact center 

platform, leveraging the same AI and 

learning for both Members and Agents
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Example Use Cases:
The Agent Experience
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Genesys confidential and proprietary information. Unauthorized disclosure is prohibited.

Employee Engagement: Value Realization Example

Empower front and 
back-office

• Agent assist - insights and tools 

• Leverage Cloud / Lex - delivers knowledge 
at point of impact during conversations

• Journey view - full context history displays

Upskill at the right 
time and on-demand

• GPR / speech & text analytics - analytics as 
a service, makes jobs easier

• Monitor – surveys / third party integrations 

• Train - gamification, speech analytics, dx

• WEM – people - the key element in great CX
Coach, motivate & 
retain

• Employee. Turnover

• E.Sat.

• First Call Resolution

• Dial Transfer Rates

• Efficiency Ratios

• Best Place to Work

• Brand Health

Financial Services Needs Genesys Focus Metric Impact

Deliver tools and services that improve workflows, efficiency and employee satisfaction across the front, middle and back-office

15
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Examples of Agent-facing AI

• Agent Assist

• Call Summarization (Generative AI)

• Voice Biometrics
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Featured Solution: 
Agent Assist

✓ Real-time knowledge 
with specific answers 
to Member questions

As Members ask questions 
on live calls or chats, 
answers surface in Agent 
interface. 

✓ Feedback loop for 
continuous 
improvement

Agents provide feedback 
on suggested answers.
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Conversation 
Summarization

✓ Reduce effort, improve 
consistency

Ensure data is captured 
consistently. Reduce stress & 
time after call to summarize 
the conversation.

✓ Reduce ACW, increase 
productivity

Increase productivity by 
reducing ACW (after call 
work). Bring consistency and 
quality to summaries while 
reducing agent stress.
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✓ Streamline 
Authentication

Combine SmartApps 
member identification with 
voice biometric 
authentication to 
streamline member ID 
processes

✓ Reduce authentication 
layers

With voice biometrics 
passively listening and 
authenticating members, 
reduce the authentication 
layers requiring manual 
intervention

Voice 
Biometrics
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Example Use Cases:
The Management Experience
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Examples of Management & Analytics AI

• Conversation Analytics:

• Voice Transcription

• Sentiment Analysis

• Acoustic Analysis – Mood & Attitude

• Topic Mining

• Contextual Searching

• Conversation Trending

• AI powered Evaluation Assistance

• Agent Performance Insights / Trends

• Learning Recommendations

• Occupancy-driven Session Scheduling
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Supervisor 
Overview

✓ Single and centralized view
See an overview of all the 
information needed to better 
manage, grow and engage with 
employees.

✓ Stay informed
Supervisors will receive summary 
information on evaluations for 
review, upcoming events and 
outlying performers.

✓  Drive engagement
Focus on each employee’s 
personalized needs to improve 
engagement and performance.
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Conversation
Analytics

✓ Full call transcription of voice 

interactions

✓ Transcript and content search

✓ Sentiment analysis: markers and search

✓ Topic manager and tagging spotting

✓ Acoustic analysis: over talk, silence, 

markers and search

✓ Analytics views and dashboards
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Conversation 
Trending

✓ View emerging or expected 
topics of conversation

Discover unexpected topics and see 
those along with known topics to 
see if new topics of conversation 
are emerging. Drill down in those 
areas to understand more and do 
root cause analysis.

Create topics based on discoveries.
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Evaluation Assistance

✓ Improved efficiency
Expedite quality management 
processes with the assistance of 
speech and text analytics. 

✓ Recommended answers
Through topic identification the 
system can pre-populate answers in 
quality management forms. 

✓ Full or semi automation
Use form design to mix automation 
with human in the loop questioning 
for evaluation outcomes. 

✓ Measure agent empathy
Measure agent empathy/unhelpful 
behavior towards customers
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AI in Action
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How To Get Started with AI in 
Your Contact Center

• Schedule a in depth demonstration with TTEC Digital @ ttecdigital.com/contact

• Leverage TTEC Cloud Invite to deep dive with speed

Reduce 

Cloud Hesitancy

Shorten 

Migration Timeline

Lower 

Implementation 

Costs

Accelerate 

Platform Mastery

https://ttecdigital.com/contact
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Questions?

28©TTEC Digital 2023
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Thank you!
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To get started visit ttecdigital.com/contact

https://ttecdigital.com/contact
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