
Intelligent automation: 
what’s in it for you

Deliver 24/7 customer service at 
scale with self-service options

Deflect lower value Tier 0 and 
Tier 1 interactions

Let associates focus on the higher 
value, more complex interactions

Reduce AHT without a loss in 
resolution quality

Increase associate speed to 
proficiency and confidence by 
utilizing next best action
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Technological advances in robotic process automation (RPA), artificial 
intelligence (AI), and machine learning (ML) are changing the face of 
customer care. However, just because you can automate processes in 
the contact center doesn’t mean you should. To know which tasks to turn 
over to an AI and or an associate is a challenge.

Mastering this balancing act is what we call “intelligent automation,” an 
innovative collaboration of humanity and technology bringing out the 
other’s strengths. Learn how your contact center can impactfully deploy 
meaningful intelligent automation with these 3 strategies.  

Utilize customer assist capabilities 
Automatically connect customers to a system of records via chatbots 
and voice assistants in the channels customers prefer. It removes 
communication channel barriers, speeds up resolution, and eliminates  
the manual associate responsibility to resolve issues. Customer assist  
also uses automated intelligence so customers can act autonomously,  
self-serve, and interact directly with the internal systems without  
human intervention.

For your contact center operations, this can be beneficial by deflecting 
lower value Tier 0 and Tier 1 interactions, while also delivering 24/7 
customer support at scale. At the same time, the faster resolution times 
chatbots can accomplish for less complex issues can help improve  
overall contact center KPIs such as average handle and customer 
satisfaction ratings.

Avoid technology for technology's sake 
It’s important to train your AI about what interactions are best to 
automate and what to keep under human control. This leverages the 
institutional knowledge of the contact center staff to augment services 
in new, innovative ways, while maintaining the quality and tone of 
traditional interactions. Employees are needed to help the AI learn, 
reason, and optimize different types of customer interactions.

In the competitive contact center space, employees are a company’s 
differentiator. They are brand ambassadors and often have the “secret 
sauce” of what makes a customer interaction successful.  
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It could be a certain inflection, phrasing, or cadence, or knowing when to 
push and when to pull back. These are all insights that human associates 
can help teach the AI systems to be more thoughtful.

Let AI be a virtual co-worker  
Use automation and AI behind the scenes to help associates. Connect 
them with the information in the systems of record more quickly and 
effectively. They can interpret information and data accessed in real time 
and scale to help customers resolve issues. The intelligence can then 
serve associates the right information at the right time.

This thoughtful automation approach in the contact center marries 
human intuition, creativity, and empathy with a computer’s brute-force 
ability to remember and calculate a staggering number of options  
and outcomes.

Embrace the best of both worlds 
Intelligent automation applies the best of both humans and technology 
to develop and improve interactions for enterprises at scale. The result is 
a contact center designed to operate quickly, accurately, and enable the 
fantastic customer experiences that had previously been out of reach.

Contact Us
TTEC is invested in 
automation that provides 
customer self-service 
that enhances associate 
experiences and efficiency.

ttec.com

+1.800.835.3832

CX@ttec.com

LEARN MORE  
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About TTEC
TTEC Holdings, Inc. (NASDAQ: TTEC) is one of the largest global CX (customer experience) technology and services innovators for end-to-end, 
digital CX solutions. The Company delivers CX technology and operational CX orchestration at scale through its proprietary cloud-based 
CXaaS (Customer Experience as a Service) platform.  Serving iconic and disruptive brands, TTEC’s solutions span the entire enterprise, touch 
every virtual interaction channel, and improve each step of the customer journey. Leveraging next-gen digital and cognitive technology, 
the Company’s Digital business designs, builds, and operates omnichannel contact center technology, conversational messaging, CRM, 
automation (AI / ML and RPA), and analytics solutions.  The Company’s Engage business delivers digital customer engagement, customer 
acquisition & growth, content moderation, fraud prevention, and data annotation solutions. Founded in 1982, the Company’s commitment to CX 
excellence has earned its leading client NPS scores worldwide. TTEC’s nearly 59,000 employees operate on six continents and bring technology 
and human ingenuity together to deliver happy customers and differentiated business results. To learn more, visit us at www.ttec.com.
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