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Customer Interaction, Hybrid Chat, EF CC, PCS, 
Outbound Campaigns, Contact Center all-in-one 
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● Structured Information attached to an Interaction that can be used for reporting 
(key-value pairs defined by each company)

● Clients
○ Pre-Chat forms/ Visual IVR
○ Post Collaboration Survey
○ Chat-/Voicebot Forms

● Agent
○ Agent Guidance
○ Call Tagging/ Attached Data

● Supervisors: Quality Assurance with Voice Recording

Forms/ Interaction Attached Data (IAD/ Conversation Metadata)



Secure Mobile Banking App (award-winning bank in 
South Africa)

● Multi-channel communication
● Separate rooms for customer care and private banker (voice, 

video, chat)
● Voice, video, screen share, chat in parallel
● Calendar appointments with banker / callback

Communication context aligned with mobile app



Public website / Social media
UAP insurance, KRA, Housing Finance
or marketing (all industries)

● Voice / Video from Website
● Chat over other channels (Whatsapp, FB messenger, Telegram, 

SMS chat, Viber, …)
● Digital Marketing Solution 

○ Inbound campaigns (tracking / popup)
○ Outbound campaigns (Email, call, chat)

● Social media (FB, Instagram) and engagement (reply to 
comments)

● Customer identification and authentication



Artificial Intelligence
- Lower cost, 24x7 availability with self service

faster resolution and more secure service
better visibility and predictability

● Chatbots
● Conversational IVR with speech recognition
● Voice and Face Biometric authentication
● Agent assistance: Next best action
● Emotion and insult detection
● Transcription
● Coming: topic clustering, Automated Email handling





Artificial Intelligence, Step 2 - predict customer behavior
Example: Raiffeisen, Mobiliar, Swisscom

Which customers are…
… worth calling for a product?
… best served over which channel?
… have which risk profile?
… avoiding taxes?
… have insurance coverage for an incident?

Start with free open-source; pay-per-use POC’s
=> continuous improvement of models with your own data



Raiffeisen Bank Switzerland



AI in a Swiss Bank (3.6 Mio private and 218 k bus customers)





Swiss Insurance
NLU for damages and compensations



Swiss Insurance: Machine Learning is a process
Continuous improvement of prediction models



We are moving to cloud-native
Reduce cost, increase feature deployment speed

● Expertflow will provide software as secure cloud solution, including 
voice (or use Cisco, microsoft Teams, Genesys)

● PII data and (time sensitive) voice located in Kenya or on-prem
● Cost reduction: No servers, pay advanced features as you use (AI, 

Business Intelligence)
● Continuous enhancements, upgrades (managed CI/ CD by 

Expertflow)
● Flexibility: Pay per use, test new features easily
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Thank You!

For more info visit:
www.expertflow.com


