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Interesting times are ahead as contact centres cut through the jargon, dispel the myths and embrace new
AI technology to serve customers and agents. Colin Hay at Puzzel takes a closer look at the top three
uses for Chatbots.

This time last year, Gartner predicted that Virtual Customer Assistants (VCAs) or Chatbots will dominate
the contact centre industry by 2020. Already, more than half of organisations have invested in the
technology for customer service
(https://contact-centres.com/gartner-says-25-percent-customer-service-operations-will-use-virtual-customer-assistants-2020/).
However, despite all the hype and discussion about Chatbots and all things Artificial Intelligence (AI),
there is still an element of confusion about their value and a reluctance to adopt this new technology
more quickly.
These are interesting times with exciting possibilities on the horizon for Chatbots as organisations
explore the options and the opportunities ahead. From accelerating response times for customers to
plugging the gaps in agent skills and availability, Chatbots are here to stay but how are they best
used?
Three Top Uses for Bots.
Here are three ways to use bots to enhance customer conversations and boost agent performance for
improved service.
1.Direct transactional contact with customers – these are good old-fashioned Chatbots as we know them
and their function focuses primarily on the customer. Designed as an efficient and cost-effective
addition to any organisation’s self-service offering, they integrate directly into the core contact
centre solution to improve first contact with customers and save valuable live agent time. For contact
centres which already have existing investments in Chatbots, ready-made connectors allow companies to
“Bring their own Bot” and seamlessly link to their contact centre infrastructure.
2.An all-important triage resource – in many ways, Chatbots are a Chat version of IVR by acting as a
smart connector as they transfer customer conversations over to human agents. Chatbots bridge the digital
and human worlds by ensuring live agents have all the information they need, at the time of hand-over, to
deliver a complete and end-to-end satisfying customer interaction.
3.Dedicated Virtual Personal Assistants for Agents – the latest application of Chatbots maximises AI
learning from the contact centre and other parts of the business to provide agents with the real-time
knowledge they need, along with suggested solutions, to solve customer queries. Media archives within the
contact centre solution are a perfect place to create a living library of machine learning and historical
records of previous Chat interactions. Transcribed voice conversations, full of unstructured data, are
transformed into structured data that is easily searchable by text, thanks to the power of AI.A new breed
of “bot buddies” will enable advisors to boost their performance at work and deliver exceptional
customer experience. Agents can engage with them through speech or text communication while the virtual
technology works hard behind the scenes, using inbuilt intelligence to respond to agent enquiries and
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support staff in real-time.
What role will Chatbots play in 2020?
Some might say that “the jury is still out” in terms of the real role that Chatbots will play in 2020
but one thing is sure they will be a part of customer service. According to Gartner, more than 50% of
enterprises will spend more per annum on bots and chatbot creation, than on traditional mobile app
development by 2021
(https://www.gartner.com/smarterwithgartner/gartner-top-strategic-predictions-for-2018-and-beyond/).
It’s just a question of what part those bots will play in contact centres?
To find out more, Puzzel invites you to join an executive breakfast briefing with the UK Contact Centre
Forum on 27th February 2019. To register or to discover what role Chatbots will play in your contact
centre in 2020, https://www.puzzel.com/uk/events/ukccf-puzzel-london/
Colin Hay is VP Sales at Puzzel UK.

About Puzzel
Puzzel builds on over 20 years’ of heritage. It was one of the first pioneers to develop a cloud-based
contact centre. Today, Puzzel combines omni-channel technology with Artificial Intelligence (AI) to
provide complete customer interaction solutions in a digital age. Puzzel can be adapted to accommodate
from one to several thousand agents using any device, in any location and integrates with multiple
applications seamlessly.
Puzzel was named a Challenger in the Gartner Magic Quadrant for Contact Center as a Service, Western
Europe, Report 2018 for the fourth consecutive year for its strong growth, functional capabilities,
strengths in standards and compliance, customer service and support.
Headquartered in Oslo, Norway with offices in the UK, Sweden, Denmark, Finland and Bulgaria, Puzzel is
passionate about delivering innovative customer interaction solutions for contact centres and mobile
environments.
For more information please visit www.puzzel.com
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