
MESSAGING CONTACT CENTER

Give customers the answers they need 

with humans and AI teamwork



FOR CLIENTS FOR EMPLOYEES

Contact center

Unified support for your clients on web-sites, 

portals, mobile app, in messengers, 

social networks and other channels

Helpdesk

One door for employees support in a chat 

to get help and to open tickets

HR

Free up your HR professionals from 

basic day-to-day tasks

+сross-messengers exchange between clients and employees
Let your clients in any messengers contact your employees in Teams



1. CLIENT CONTACT CENTER 



CLIENT CONTACT CENTER 

Handling multiple channels in one place. Queues for automated agents load distribution.

Workplace for employees with access to the knowledge base and integrated AI-assistant. 

All-in-one solution for contact center in chats

with help of AI-powered assistants

Built-in knowledge base collects company knowledge and data for machine learning 

from human agents. This enables full automation of up to 70% of requests while 

keeping full control over machine learning



OUR CASE

Migration to CraftTalk from Genesys

6000 support topics, 450K request/month in peak2 WEEKS

2.0x
2.0x more requests are processed in a month by 

the same number of agents as in Genesys

57%
Requests are fully automated without 

escalations to live agents

4.6x
4.6x more conversations handled 

with the same number of agents



CONTACT CENTER

Chat to receive quick help with 

your banking activities

Customer service



WHAT YOU GET

One location for all company knowledge.

• Versioned knowledge base for human agents and AI

Workplace with access to a knowledge base and AI Assistant. Efficient contact center-level solution 

to work with text messaging: from chats to emails. 

• Workplace for agents

Control requests distribution, agents load and route requests to appropriate agents.  

• Smart queues management

Knowledge base also stores data for machine learning that is always under your control and is the key to enable efficient AI.

• In-time AI training under humans supervision

One place to process messages from web-sites, mobile apps, messengers, social networks, email and other channels. 

• Merge multiple channels into one



Multiple chats 
simultaneously

Current chat, history, 
full client profile, 

tabs with CRM & service desk 
integrations

Access to 
a knowledge base 

Customizable short 

client profile

Omnichannel:
option to choose 

appropriate channel

Quick replies templates

Suggestions from 
AI Assistant & 

results of search in the 
knowledge base 

Option of co-
browsing with client

KPI tracking

Auto-replies 
offered

WORKPLACE FOR AGENTS



KNOWLEDGE BASE



2. HELPDESK 



HELPDESK 

Employees can ask whatever they need on a portal or in messenger

should be easily available

and prompt

AI Assistant will answer a question automatically or help open a ticket. 

It will forward you to a support agent if needed

Telegram Web portal



HELPDESK

Unified workplace for support 

agents with access to a 

knowledge base and AI Assistant

One door for all requests – chat on 

a portal on in a messenger

(Teams, Telegram and others)

Automated answers to 

repetitive questions and 

informing on massive problems

Automated ticket 

classification and opening

Prompt answers with help of AI 

Assistant and knowledge base

Tracking and visualizing metrics. 

Insights about customers’ requests. 

Keeping histories Automatic notifications on 

ticket status, in chat 

communication within a tickets



HELPDESK



Human 
agents

38%

Bot

62%

OUR CASES

National postal service support line

1. LOGISTICS SUPPORT LINE

Public retail company

2. HR BOT

-26%
calls to contact center 

on monthly payroll topics

after 1 week since bot launch



3. HR BOT 



HR BOT 

Comfort and manageable way to communicate with candidates

Candidates screening 

onboarding, surveys and help for employees

Help new employees get onboard.

Quick answers about payrolls, forms, vacations

Telegram Web portal



HR BOT

Actual 

information

Comfort way to 

communicate with 

candidates

Surveys 

Employees 

onboarding

Standard forms 

Better way to get in touch 

with employees

Answers to repetitive 

employees questions



4. MICROSOFT TEAMS

ENHANCE YOUR TEAMS EXPERIENCE



CRAFTTALK for MICROSOFT TEAMS

Enables customers in any channel like Telegram get connected with a company employee in Teams. 

Smart messages routing between Teams and any other channels

Connect clients and employees

get help directly in Microsoft Teams

Get helpdesk support, HR services directly  in Teams



HOW IT WORKS



CHANNELS
AI

ANALYTICS WORKPLACE

AI chatbot & AI assistant 

Powered by deep learning 

Learn from human interactions

Company’s knowledge base

Single source of knowledge 

for humans and machine 
learning

All together
Messengers, social networks, 

chat on website, emails:

for clients and employees

Employees

Workplace 

powered by AI assistant

and technology to eliminate waiting time

BI analytics

Track what is happening

leading to increased cost efficiency and enabling the highest quality of service

CRAFTTALK PLATFORM COMPONENTS



Knowledge base constantly collects data from humans to 

build up datasets to be used for machine learning and stores 

data for humans and bots 

Our machine learning algorithms using 

the knowledge base 

handle up to 70% of requests with a bot

Traffic not handled by a bot is routed to humans. 

The algorithms allow humans to handle requests up to 30% faster,

constantly learning from humans to increase bot efficiency

Messaging 
platform

WhatsApp

email

webchat

API
KNOWLEDGE 

BASE

integrations (API)

(pass the request to bot)

Client / Employee sends a request 

through any of the channels

Automation of chatbot 

skills – not just answers

HOW IT WORKS

30-70% 
of requests, 

24x7

CHATBOT

1

2 3

4



• Humans and AI teamwork within one platform

• Built-in knowledge base

• AI – powered

• Easy integrations of chatbot skills

• Full control over AI behavior

• Provides with BI-analytics

AI learns from human. Humans are superpowered with an AI-Assistant and chatbots’ integrations

For AI and humans, including complex conversation scenarios

AI is trained on real conversations based on deep learning technology 

Integrate chatbot with internal IT platforms of your company

No need in Linguists and AI developers for evolving and training

Multiple 

languages

WHY CRAFTTALK? 



ABOUT US



RUSSIAN POST

National postal operator of Russia

390,000 employees | 42,000 offices

ROSSELKHOZBANK

5th bank by total assets in Russia

26,000 employees | 73 branches

IT DEPARTMENT OF MOSCOW CITY

Responsible for Moscow IT systems, 

online city services

COMFORTEL

Outsourcing contact center 

2000 employees

NEW CONTACT

Outsourcing contact center 

3000 employees

FRONTLINE

Outsourcing contact center 

1200 employees

MAGNIT

Public retail company 

300,000 employees | 15,000 stores

OUTSOURCING 

CONTACT CENTERS:

AND CLIENTS

MARKED AS TOP 

SOLUTION IN 2 

SEGMENTS*: 

• Contact centers and 

voice technologies

• Chat bots

* Source: TADVISER, 2019

MARKET RECOGNITION

WE ON THE RUSSIAN MARKET OF INFORMATIONAL 

TECHNOLOGIES FOR BANKS



Denis Petukhov Michael Sbitinkov Oleg Karenkikh

CEO CTO Co-founder

10 years as CEO of 

outsourcing contact center

Over 15 years in 

software development

in multinational companies

MBA, over 15 years as 

C-level executive in Telecom



MESSAGING CONTACT CENTER

To get access to your client’s heart - get settled in his phone!

Let’s do this with CRAFTTALK ! 

Denis Petukhov, CEO

dp@crafttalk.ru

Michael Sbitinkov, CTO

ms@crafttalk.ru

craft-talk.com

https://craft-talk.com/


65%

Requests were fully automated within 2 weeks when 

working with over 6000 topics

Requests were fully automated when traffic increased 10x 

after COVID-19 limitations came in place

30%

Migration to CraftTalk from Genesys2 weeks

50% Cost reduction per one request

2.5x 2.5x more requests were processed in a month by the same 

number of agents as in Genesys

MOS.RU: The official website 
of the Mayor of Moscow

CASE: CUSTOMER SERVICE FOR MOS.RU

Appendix: Successfully realized projects



• Customer service:

• In mobile applications

• on website of the Russian Post

• Pilot AI-chatbot

+ Detailed reporting

+ Different service scenarios on the website and in apps

+ Integrated postal tracking chatbot

RUSSIAN POST

National postal operator of Russia

390,000 employees | 42,000 offices

Over 1.5 B mails and parcels per year

Appendix: Successfully realized projects
CASE: RUSSIAN POST



*

ROSSELKHOZBANK

5th bank by total assets in Russia

26,000 employees | 73 branches

CASE: ROSSELKHOZBANK 

Appendix: Successfully realized projects

• Customer service

Chat on the website, Viber, emails, forms

• AI chatbot

24x7 fast service: answers to repetitive questions, assistance in choosing bank         

products, information about bank’s products and services

• Knowledge base for the chatbot



• Knowledge base for city contact centers

• Multiple editors, history of changes

• Source of data for multiple city contact centers

• Situation center for smart city

• Real-time dashboards with hot issues in the city

• Available for PC/TVs and mobile

IT DEPARTMENT OF MOSCOW CITY

Responsible for Moscow IT systems, open 

government services, online city services

12 mm citizens

Appendix: Successfully realized projects

CASE: Department of Information Technologies of Moscow


