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Contact Center Al, Kundeninteraktion auf allen Kanalen
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Nuance fuhrt eine neue GPT-gestutzte Funktionalitat fur Kl-basierte Contact Center ein.
Damit kénnen Unternehmen ihre bestehenden KI-Self-Services verbessern und eine
grolRere Bandbreite entsprechender Services anbieten, wahrend sie gleichzeitig Kosten
einsparen und Umsatzsteigerungen erzielen.

The worldwide buzz surrounding the release of ChatGPT makes it clear that we are at a crucial point in the
development of artificial intelligence. As a pioneer in contact center Al, it's all the more exciting for Nuance
to see how advanced, open Al models emerge that can complement our existing innovations with
powerful new capabilities.

We are now taking a first step with the expansion of our market-leading Al platform Nuance Mix by
introducing Conversation Boosters based on GPT. These complement our digital and voice bots and thus
increase the scope of self-service services offered. The extension is already available as a preview.

In addition to our conversational Al platform Nuance Mix, the GPT-powered feature is also based on the
Azure OpenAl service (available due to Microsoft's close partnership with OpenAl). This gives our
customers access to solutions that combine the most advanced open Al, a proven cloud provider, and
responsible Al infrastructure on a platform that draws on decades of contact center Al experience.

Unsere neue GPT-gestlitzte KI-Funktion fiir Contact

Center

Mit der steigenden Zahl an Kontaktaufnahmen und der strengeren Priifung von Kosten in Contact Centern
stehen die Verantwortlichen flr das Customer Engagement vor der Aufgabe, mit geringeren Mitteln mehr
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zu erreichen - und dass, ohne dabei das Kundenerlebnis zu beeintrachtigen.

To overcome this challenge, many executives are expanding their self-service offerings by using virtual
assistants and conversational IVR (interactive voice response) systems. While bots like these can automate
repetitive, transactional tasks, they are not suitable for answering complex customer questions that
require consideration and conclusion.

The Copilot feature Nuance Mix Answers now works with the latest GPT version as part of the Microsoft
Digital Contact Center Platform and complements the capabilities in Microsoft's low-code bot creation
platform, Power Virtual Agents. This provides companies with a selection of features to meet their
individual needs. These can now also be used directly by Nuance customers in Nuance Mix, enabling bots
to understand a wider range of topics and find better answers. The Nuance Mix solution, enhanced by
GPT, can thus quickly collect domain-specific information and provide precise and meaningful answers in
a conversational manner. This increases the number of tasks that can be handled via self-services,
improves the customer experience and promotes automation at the same time.

Die Vorteile fiir Contact Center

Die Kombination unserer dialoggesteuerten KI-Lésungen mit einer generativen Kl schafft einen deutlichen
Mehrwert fiir Contact Center. SchlieRlich kénnen dank des Angebots von Self-Services die
Kundenzufriedenheit verbessert, Kosten gesenkt und die operative Effizienz erhéht werden. Nicht zuletzt
stellen Self-Services auch eine Entlastung fur die Mitarbeitenden dar, sodass sie mehr Zeit fur Falle oder
Kund*innen mit hoher Prioritat oder Vertriebsaktivitaten haben.

Durch die Bereitstellung intelligenter GPT-Self-Services kdnnen Unternehmen aulerdem sowohl die
Lésungsquote bei der ersten Kontaktaufnahme erhéhen als auch die Eskalationsrate senken. Selbst bei
ungewohnlichen und anspruchsvollen Anfragen kénnen Kund*innen schneller zu hilfreichen Antworten
gelangen, ohne dazu auf die Beratung durch Mitarbeitende warten zu mussen.

Die KI-Revolution im Contact Center beginnt jetzt

The latest developments in the field of open Al open up limitless application possibilities. This makes it all
the more exciting to turn the promising possibilities of this revolutionary technology into reality for our
customers. To learn about the benefits of our new GPT-powered functionality, register for the preview.
Since these functionalities will be made available globally in phases, please contact us directly to check
availability in the countries of your choice.

To learn about the benefits of our new GPT-powered functionality, register for the preview. Since these
functionalities will be made available globally in phases, please contact us directly to check availability in
the countries of your choice.
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