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AI Solutions with a Human Focus

Luke Duffell – Senior Solution Consultant, Digital

  



Cost Centre to Profit Centre

Scale revenue, not headcount1

2

3 Intelligently focus on revenue opportunities

Reduce the mundane, increase the value add



Conversational 

Design

Knowledge 

Design

Prompt 

Engineers

Bot 

Supervisors

AI changes roles and career paths
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Consumer Experience
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Order Status

IVR Voice

Channel

SMS Chatbot Emergency
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What Has Been Built to Accomplish a Complete Business Experience

Billing & Payments CRM

Voicebot

Channels

Data Warehouse

Workforce Optimization Knowledge Management

Cloud Platforms

Microservices Reporting & Analytics

Carrier Networks

Video

Professional Services

NLU

Core Platforms

Live Chat
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Data Warehouse

Workforce Optimization Knowledge Management

Cloud Platforms

Microservices Reporting & Analytics

Carrier Networks

Video

Professional Services

NLU

Core Platforms

What Has Been Built to Accomplish a Complete Business Experience
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We have built one unified platform around 5 foundational needs

Our Answer to the Problem
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These needs encompass the entire CX journey, consumers, agents, and businesses

Our Answer to the Problem

Business Experience

Consumer Experience Agent Experience

Entry Points
Journey

Orchestration

Smart

Self-Service

Empowered

Agents

Complete

Performance
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E N L I G H T E N  A I

• Voice

• SEO Enhanced Knowledge 

• Async In-app Messaging

• 30+ Channels

• Proactive Outreach 

• AI-Driven Omnichannel 

Routing

• Contextual Knowledge

• Unified Config. & Design

• Proactive Virtual Agents

• Responsive Virtual Agents

• Knowledge Presentation

• Web & Mobile Guidance

• Self-service Analytics

• 3rd Party Bot Integration

• Unified Agent Experience

• Contextual Knowledge

• Knowledge Presentation

• Real-Time Guidance

• Task Automation

• AI-driven Forecast/Schedule

• Analytics driven Quality 

Performance Mgmt.

• Journey & Context Analytics

• Voice of the Customer

Entry Points
Journey

Orchestration

Smart

Self-Service

Empowered

Agents

Complete

Performance

Unified Data Layer



Resolution

Human Agent

Smart Knowlege

Automation

Targeted Engagement

Digital Channels

DIGITAL ANALOG

Only 19% Want to Talk to a Human Agent81% Of Consumers Attempt to Self Serve
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Why Bots Fail
The Way It Is Today

Developer Platforms

Not Data Based

Cobbled Technologies

Workshops

Design Thinking

Journey Mapping

Your Best Guess

How much are plans?

For customers who are 

deaf or hearing-impaired, 

we have several 

accessibility features 

available.

Not Purpose-Built

Hand Coded

Limited Chat Bot

function loadDoc() {
var xhttp = new XMLHttpRequest();
xhttp.onreadystatechange = functio

n() {
if (this.readyState == 4 && this

.status == 200) {
myFunction(this);
}

};
xhttp.open("GET", "cd_catalog.xml"

, true);
xhttp.send();

How much are service

plans?

OK, got it. 

Do you want to know 

about Domestic plans or 

International plans?



Build Better, Faster, Smarter Self-

Service with Enlighten XO

Harness conversational 

data across all channels

Apply purpose-built

AI to derive insights

Optimize every digital 

solution

Understand Customer Intents

Identify the Best Automation Opportunities

Optimize Agent Tasks

Design Ideal Conversational Flows

Enlighten XO







Enlighten XOConversational Data AutoFlow™️

Your Best Guess Disjointed Technologies

Resolution

DIGITAL

81% Of Consumers Attempt to Self Serve

Chatbot

Better, Faster, Smarter

SmartAssist IVA

SA
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SA

Enlighten XO is the Rocket Fuel for SmartAssist
SmartAssist’s Time to Resolution is Remarkably Accelerated

Time to Resolution

SmartAssistEnlighten XO AutoFlow™️

AF

Resolution



Why SmartAssist is Better
The Future of Customer Experience

Human Level of Comprehension

No-Code Digital Employee Builder

Supports Rich Media Types

Tracks and Understands Sentiment

Connects to Enterprise Systems

Handling Human Variance

Improvement Analytics 

Pre-built Vertical Skills 

Collaborates with Human Colleagues

Continuous Self-Learning



Why SmartAssist is Better
The Future of Customer Experience

Human Level of Comprehension
Understanding Variance, Context & Intent 

Continuous Self-Learning
Optimized Business Processes

No-Code Digital Employee Builder
Accelerating Time-to-Value

Omnichannel, Affective Connection
Driving User Satisfaction



E n l i g h t e n

Enlighten AI

Built for CX

Precise
Based on billions of 

customer interaction data

Secured & Compliant
AI with transparency 

for business

Brand-Aligned
Enforcing company’s 

business goals

Operationalized
Embedded in 

core CX processes



AI for Individuals AI for Businesses

Conversational Generative AI

Specialized Business Data

Highly Precise Responses

Top Compliance, Security & Privacy

Aligned with Brand Goals

Fully Integrated with Enterprise 

Infrastructure & Applications

Publicly Available Data

Reactive

Everyday Actions 

Public-Domain Security Level
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Information Architecture Vector PlatformKnowledge Enlighten Neural Net

CRM HRERP

Case Mgmt Data LakeIVR
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Moderation 

Endpoint

Brand 

Constitution

Retrieval 

Augmented 

Generation

LLMs

And Others

3rd Party DataCXOne Intelligence Platform Enlighten Orchestration

Autopilot Copilot Actions

Fully Autonomous 

Consumer Self-Service

Continuous Monitoring & 

Recommendations

In-the-Moment Guidance 

to Drive to Resolution

Conversational 

Analytics

Real-time Action

Proactive InsightProactive

Execute

Knowledge Knowledge

Guidance

Sentiment



LLM’s Guardrails Defined by Businesses Corpus of Knowledge 



Expert Finds the Interrelationships of the Knowledge 

Interrelationships

Information Architecture



Organization

Information Architecture

Expert Knowledge is Optimally Structured



Usage of the Knowledge Provides Additional Context

Usage

Information Architecture

yep just let me know if 

you do

yep just let me know if 

you do



The Right Generative Answers at the Right Time

Guardrails

Why do my clothes come

out of my dryer damp

with a bad odor?

This is often due to poor 

airflow to the dryer. 

Please check that your lint 

trap is cleaned after each 

use and that there is no 

blockage of the exhaust 

vent.

Moderation Endpoint

Enlighten

Orchestration Layer

Information Architecture 

Vector Database

Embeddings

Continual 

Updates

Knowledge 

Brand Constitution

Retrieval Augmented 

Generation

LLMs

And Others

IVA

If a Prebuilt Flow Exists



• Conversational Knowledge

• Web & Mobile Guidance

• AI-Driven Proactive Virtual Agents

Consumer-facing conversational AI based on 

trusted company knowledge, aligning responses 

with business goals, creating fully personalized 

experiences.

Enl ighten Autopilot



Centralized conversational AI employee assistance 

that promotes smarter guided interactions, AI-

driven personalized coaching and task automation, 

creating better agent and supervisor experiences.

Enl ighten Copilot

• Conversational Knowledge

• Real-Time Guidance

• Task Automation



Unleashes unprecedented power to orchestrate your 

CX business, proactively uncovering areas for 

AI-driven optimization and carrying out complex 

automation to accelerate execution for all CX leaders.

Enl ighten Actions

• Conversational Knowledge

• Journey Routing & Orchestration

• Scheduling & Performance Automation

• CX Benchmarks
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