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Challenges in Customer Service

“ We're on the brink of an AI revolution, and chatbots are just the 
beginning of what's possible.”

Sundar Pichai

Min 2 mins Max 85 mins

Average waiting time for a CS call is 12 mins*

MS research

Average churn rate in Telecom* in US is 20-31%*

paddle.com

Average cost of CS personnel per hr. in US is $30-40*

idiomatic
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Service Delivery excellence is a huge challenge for Enterprises 

REPETITIVE QUERIES
Service Reps are stretched and fatigued 
answering repetitive queries.

CONSISTENCY
Monitoring and ensuring consistency 
across reps is a challenge.

TRAINING
Training new workforce and staying
up to date on new business processes.

ESCALATION
Continuous increase in wages and 
overhead.

24/7 AVAILABILITY
The support center is expected to be available 

at the customer's call anytime.

ACCESS ACROSS MULTIPLE CHANNELS
Expected to be at all the places the 

customer wants to get in touch.

TEXTING OVER VOICE AND MULTIMODALITY
Influence a users' perception of coaching 
chatbot's usability, performance and risk.

INSTANT AND PERSONALIZED RESPONSE
The support center is expected to provide 

instant and personalized solutions every time.

Support Center Challenges Changing Customer Expectations

INTERNAL  
CHALLENGES

EXTERNAL 
CHALLENGES
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Why AI agents in Customer Support?
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24/7 Availability and Scalability: AI agents can provide instant support anytime, anywhere. This is particularly 
beneficial for businesses operating globally or wanting to offer extended support hours. They can handle a high 
volume of inquiries simultaneously, reducing wait times and improving customer satisfaction.

Reduced training overhead: Ai Agents act as a centralized information hub, allowing agents to access the most up-to-
date information quickly and easily. This eliminates the need for agents to spend time searching for information or 
relying on potentially outdated resources. Also, due to AI agents, faster changes to processes can be implemented 
easily.

Personalized responses: AI agents connect with CRM to understand customer journey and behavior. This allows 
them to tailor their response in a personalized manner. Advanced systems can converse with customers showing 
corresponding empathy and thereby enhancing the customer experience.

Faster Response Times: For frequently asked questions or basic troubleshooting steps, AI agents can provide quick 
and consistent answers, following defined scripts and knowledge bases. This can significantly improve response 
times compared to traditional methods relying solely on human agents.

Cost-Effectiveness: Compared to human agents requiring salary, training, and breaks, AI agents offer a more 
cost-effective solution. They can manage a high volume of inquiries without additional staffing needs, leading to 
significant cost savings in the long run.

Improved Efficiency: AI agents can automate repetitive tasks such as answering FAQs, collecting basic customer 
information, or directing users to relevant resources. This frees up human agents to focus on more complex issues 
requiring critical thinking and problem-solving skills, improving overall support efficiency.

Data Collection and Analysis: AI agents can collect valuable data from customer interactions, including frequently 
asked questions, areas of confusion, and sentiment analysis. This data can be used to improve the AI agent's 
knowledge base, identify areas for improvement in customer support processes, and personalize future interactions

Economic Impact of AI in 
CS in close to USD 400 
billion1

40% functional spend in 
CS to be impacted by AI1

46% CxOs believe 
competitors are using AI 
agents2

57% CxOs believe 
efficiencies and ROI will 
be improved through AI 
Agents2

53% CxOs believe AI 
agents will disrupt 
Customer Support2

1-Mckinsey Research
2-Accenture Survey
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Proven track record of technical expertise & delivery

• ~ 40-member technical and delivery team with AI 
experience 

• 50-member strong organization

AI Team

• Dallas TX - HQ

• SFO, NYC - Sales and Customer 
Engagement

• Hyderabad India - Development Center

Close to Customer and Talent

The AWS Competency Program identifies and validates 
partners with demonstrated technical expertise.

AWS Conversational AI Competency Partner

Incubated and supported by a ~500+ people strong, IT 
Services  company with deep experience delivering 
enterprise IT services and solutions to 
US customers

Backed by a Strategic Investor

Proven Solutions Delivered to Customers

6 Years of research in Dialogue and 
Conversation management technology
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SmartBots AI: Who we are ….
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SmartBots AI is a 
Validated Conversational 
AI Competency Partner
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RETAIL FINANCIAL INSURANCE TELECOM TRAVEL
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Multiple Use cases for Amazon Lex

about:blank
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Co-authored blogs
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Co-authored blogs

https://aws.amazon.com/blogs/machine-learning/build-conversational-experiences-for-auto-insurance-using-amazon-lex/
https://aws.amazon.com/blogs/machine-learning/build-conversational-experiences-for-auto-insurance-using-amazon-lex/
https://aws.amazon.com/blogs/machine-learning/deliver-natural-and-efficient-customer-service-experiences-to-mobile-subscribers-with-amazon-lex/
https://aws.amazon.com/blogs/machine-learning/deliver-natural-and-efficient-customer-service-experiences-to-mobile-subscribers-with-amazon-lex/
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OUR MISSION
Our mission is to provide tools that fundamentally transform 
human interactions with enterprises by combining advanced 
AI technologies with enterprise specific technologies.

9www.smartbots.ai

What Drives Us?
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• Easily create GenAI 
apps for vast range 
of use cases

• Utilizes unique 
process 
augmented 
approach to build 
conversational 
solutions

• Human-like, 
enterprise specific 
non-linear 
conversations and 
workflows

• Knowledge graph, 
Custom ML and 
advanced 
language 
processing based 
to decide next 
actions

• Analytics and Logs 
that provides 
insights into 
customer journeys 
and behavior

• Review and audit 
mechanism for 
processes that 
need attention.

Process Studio AI Agent Data Studio

• Pre-built 
templates, 
configurations, 
channels and 
systems for 
various use cases.

• Release 
Management, 
Version control, 
user management 
and organization 
settings.

Resource
 Studio

GenAI Platform

10www.smartbots.ai

• Streamline and refine 

the sequence of 

interactions with the 

bot to enhance 

efficiency and 

satisfaction through 

optimization..

• Continuously analyze 

customer interaction 

data to identify and 

categorize emerging 

inquiry patterns.

Training
 Studio
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OUR SMART PLATFORM:
The outcome of 120+ man-years 
of research
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SmartBots AI Studio in action…

DEVELOPER STUDIO

KNOWLEDGE STUDIO

PROCESS STUDIO

INSIGHT STUDIO

11www.smartbots.ai



Create human-like 
conversational 
experiences faster 
with the power of 
Generative AI.

BUILD DEPLOY

Quickly publish and 
test prototypes 
across multiple 
channels. Deploy to 
production 
effortlessly.

MONITOR

Analyze bot 
interaction post-
deployment & make 
necessary changes 
or train the bot with 
added information.

SCALE

Discover customer 
interests and add 
them to the 
knowledge base.

Helping enterprises deliver extraordinary experiences for their customers, 
agents, and employees.
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Development of an AI Agent is as easy as 1-2-3-4…

12www.smartbots.ai
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How it gets built?

• Version control

• Release steps

• Deployment in 
various channels

DeploymentProcesses

• BPMN

• Process Feature

• Documents 
Feature

• Links Feature

• Integration 
Feature

Build

• Welcome

• Small Talk

• Fallback

• Closure

Dialog

• Create process 
flows

• Define 
inputs/outputs

• Set up rules and 
conditions

• Design Flows

Processes

• Building of FAQ 
library

• NLP for Accuracy 
of question 
matching

• Precise and 
relevant answers

Knowledge

• One click 
integration

• Integrations with 
CRM and ITSM

• Set up actions

Integrations

13www.smartbots.ai
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Architecture

Interact

Build Analyze

Optimize

Configure

Configuration
LLM Configuration 

Language Configuration
 Enterprise Language configuration 

Environment configuration 
Release Management

Integration with Third Party BI Systems. 
Performance Analysis 

User Analysis 
Customer Insights 

Improvement Areas

Data Studio

Training
Optimize conversation paths

Train for new customer inquiry types

Graphical User interface 
Configure Process Flows
Import BPMN Processes 

Configure Knowledge Bases 
Configure Welcome/Fall Back Messages 

Configure Channels 
Test Environment

Enterprise Systems

IVR SMS E MailCHAT ON WEB

CHANNELS

Process Studio

14www.smartbots.ai

Training 
Studio



Low Code Platform
CHAT CHANNELS IVR CHANNELS

Studio

Pre-built Customer Journeys Insights  UI Widgets Knowledge AI

Process Studio Conversation Designer  Version Management Channel Configuration Enterprise system configuration Logs

Channel Integrator   Dialog Manager Contextual Intelligence Conversation Summary Enterprise Intelligence

State Manager           Live Agent Transfer Response Manager

Enterprise Integrations  RAG  NLU Orchestrator LLM Orchestrator       Guard Rails     Governance

Enterprise Systems Knowledge Sources LLMs

1515www.smartbots.ai



Benefits of AI Studio
Simplicity

Smartbots AI Studio simplifies the process of building conversational bots by providing an intuitive console that allows users to 
define conversation flows without requiring specialized knowledge of deep learning or NLP.

Ready to use templates

Smartbots AI Studio offers a variety of pre-built templates that users can use as a starting point for their bots, further 
simplifying the development process and accelerating time-to-market.

One click integrations

Smartbots AI Studio allows for seamless integration with popular chat platforms like Facebook Messenger, making it easy to 
deploy bots across a wide range of applications and reach a larger audience.

Seamless deployment and scaling

Smartbots AI Studio provides a hassle-free deployment process and automated scaling capabilities that ensure bots can 
handle high volumes of traffic without compromising on performance or user experience.

Cost-effectiveness

Smartbots AI Studio offers a cost-effective solution for building sophisticated Bots that incorporate advanced NLP and ASR 
features, enabling users to create highly engaging user experiences without breaking the bank.

16www.smartbots.ai
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What makes SmartBots AI Unique

17www.smartbots.ai

RAPID

Rapid deployment 

in weeks and ROI in 
months

NON-LINEAR 
Conversations

Flexible, human like, 
non- linear 

conversations

PROCESS STUDIO

Non-AI specialists can 
define and monitor 

their processes

CONTINOUS 
Improvements

Discover unmet 
customer needs with 

AI driven insights 

PAY AS 
YOU GO

Pay only for the 
conversations that 

happen



CONTROL

Zero Hallucination 
100% control on 
system and LLM 

integrations

LLM AGNOSTIC

Choice to plugin 
LLM’s of enterprise 

choice

GUARD RAILS

Guard Rails to 
protect data and 
deliver enterprise 

controlled 
conversations

PAG

Proprietary Dialogue 
Policy that 
seamlessly 

automates workflows 
and processes

SECURITY

ISO 27001 AND SOC2 
Certified. Hosted on 

compliant cloud 
environment. Private 

Links for Enterprise 
Integration

18

Key Technology Differentiators

18www.smartbots.ai
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Thank You

SAND I L YA@SMARTBOTS .A I
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