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AI Solutions with a Human Focus

Luke DuffellïSenior 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
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Bot 

Supervisors

AI changes roles and career paths
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Consumer Experience
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What Has Been Built to Accomplish a Complete Business Experience
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What Has Been Built to Accomplish a Complete Business Experience
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We have built one unified platform around 5 foundational needs
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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
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Complete
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E N L I G H T E N  A I

ÅVoice

ÅSEO Enhanced Knowledge 

ÅAsync In-app Messaging

Å30+ Channels

ÅProactive Outreach 

ÅAI-Driven Omnichannel 

Routing

ÅContextual Knowledge

ÅUnified Config.& Design

ÅProactive Virtual Agents

ÅResponsive Virtual Agents

ÅKnowledge Presentation

ÅWeb & Mobile Guidance

ÅSelf-service Analytics

Å3rd Party Bot Integration

ÅUnified Agent Experience

ÅContextual Knowledge

ÅKnowledge Presentation

ÅReal-Time Guidance

ÅTask Automation

ÅAI-driven Forecast/Schedule

ÅAnalytics driven Quality 

Performance Mgmt.

ÅJourney & Context Analytics

ÅVoice of the Customer

Entry Points
Journey

Orchestration

Smart

Self-Service

Empowered

Agents

Complete

Performance

¦ƴƛŦƛŜŘ 5ŀǘŀ [ŀȅŜǊ



Resolution

Human Agent

Smart Knowlege

Automation

Targeted Engagement

Digital Channels

DIGITALANALOG

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

ÆÕÎÃÔÉÏÎÌÏÁÄ$ÏÃƽƾ ǅ
ÖÁÒØÈÔÔÐˮÎÅ×8-,(ÔÔÐ2ÅÑÕÅÓÔƽƾƘ
ØÈÔÔÐƚÏÎÒÅÁÄÙÓÔÁÔÅÃÈÁÎÇÅˮÆÕÎÃÔÉÏ

Îƽƾ ǅ
ÉÆƽÔÈÉÓƚÒÅÁÄÙ3ÔÁÔÅˮ ʩˮŸŸÔÈÉÓ

ƚÓÔÁÔÕÓˮ ʧˮʣʣƾ ǅ
ÍÙ&ÕÎÃÔÉÏÎƽÔÈÉÓƾƘ
ǆ

ǆƘ
ØÈÔÔÐƚÏÐÅÎƽʏ'%4ʏƗʏÃÄʍÃÁÔÁÌÏÇƚØÍÌʏ

ƗÔÒÕÅƾƘ
ØÈÔÔÐƚÓÅÎÄƽƾƘ

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 AutoFlowÊ

Your Best GuessDisjointed Technologies

Resolution

DIGITAL

81% Of Consumers Attempt to Self Serve

Chatbot

Better, Faster, Smarter

SmartAssistIVA

SA
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SA

Enlighten XO is the Rocket Fuel for SmartAssist
SmartAssistôsTime to Resolution is Remarkably Accelerated

Time to Resolution

SmartAssistEnlighten XOAutoFlowÊ

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 VerticalSkills 

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



Enlighten

Enlighten AI

Built for CX

Precise
Based on billions of 

customer interaction data

Secured & Compliant
AI with transparency 

for business

Brand-Aligned
Enforcing companyôs 

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 SecurityLevel
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Information Architecture Vector PlatformKnowledge Enlighten Neural Net

CRM HRERP

Case Mgmt Data LakeIVR
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ϥntent Recognition 
Receptors 

Clariɲcation 
Responders 

Multi-turn Dialog 

Situational 
Awareness

Continuous 
ϥmprovement
(Sentient )Escalation 

Management

Knowledge 
& Content 
ϥngestion

Design 
Environment 
(DEB)

Agent Assist and 
Recommendation

Enlighten Autopilot NLU Pipeline

Emotional and 
Sentiment Analysis

Contextual Arbitration Engine

Enlighten Autopilot SubsystemsLearning

ϥntegration and 
Orchestration

Question and 
Answering (FAQ)

Personalization 

Analytics and 
ϥnsight 

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


