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AI Becomes Real Through Tools



Tools need something to act on: Data



How do you get from chaos to consistency?



9

POLICY CONTEXT
WHAT IS PERMITTED AT THIS 

MOMENT — AND WHAT IS NOT?
WHO IS THIS CUSTOMER, AND WHAT 

DO WE KNOW RIGHT NOW?

PROCESS
WHAT ARE WE TRYING TO DO, AND 

IN WHAT ORDER?

Autonomy Only Works When It’s Grounded



Where Most Organisations Stop, And Why ?

Coaching Agent Quality Agent

Analytics Agent Silo Buster Agent



11

MEET COLIN
THE CONTACT CENTER COACH 

Coaching Agent 

From reactive supervision… 
to proactive coaching with 
instant escalation when 
support is needed
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MEET QUENTIN 
THE QUALITY ASSURANCE SPECIALIST 

Quality Agent 

From sampling a few… to 
evaluating what matters, 
every time.



The Quality Agent Team
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SENTIMENT EMPATHY COMPLIANCE INTENT

Emotional tone expressed 
during the interaction from 
both customer and CSR

Observable empathy 
behaviours demonstrated 
by the CSR

Regulatory or policy risks, 
violations, and mandated 
triggers

Whether the customer’s 
intent was correctly 
identified and resolved
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MEET ALFRED 
THE ANALYTICS MANAGER

Analytics Agent 

From hidden insights… to 
actionable intelligence for 
every manager
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MEET MAX
THE MIDDLE-MAN

Silo Buster Agent 

From disconnected silos… 
to keeping work flowing, 
whatever gets in the way
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Pick your favourite!!
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Questions
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