
Smart Knowledge Base supported

 SELF-SERVICE PORTAL

GEN AI assisted

AUTO ANSWER

Conversational AI supported

 CONCIERGE BOTS

Human assisted

 FRONT & BACKOFFICE

20%

20%

20%

40%

Customer inquiries that can be answered, resolved, closed by GEN 
AI without further interaction needed. Typically questions about 
products or services, status inquiries, other information requests, 

etc.

Customer cases that can be easily resolved trough portal 
functions like Web Forms. Typically, changes on customer data 

and statuses, request forms, document uploads, etc.

Customer inquiries, questions, information requests, change on 
customer data, submitting orders, requesting documents, filing 
claims, etc. that needs multiple interaction through a process 

both on customer and business side.

Customer cases, claims, issues that requires sophisticated 
interactions and/or exception handling that can’t be done 

through concierge bots without making the process too difficult 
to customers. Cases when the resolution is faster and more cost 

efficient with human assistance.

ALL OMNICHANNEL CUSTOMER
SERVICE INTERACTIONS

RESOLVE

DEFLECT

ASSIST

GUIDE

ECCENTEX
BUSINESS 
AUTOMATION 
FRONTEND

Automate ~60% of 
customer 
interactions before 
they hit your 
limited resource 
pool

DIGITIZE - SIMPLIFY - AUTOMATE



Use Smart Rule Engine to 

 AUTO ASSIGNMENT

Leverage AI Analytics for real-time

AUTO CLASSIFYCATION

Use Generative AI to auto create

 AUTO RESPONSE PROPOSAL

Remaining Processes that needs 

VALUE ADDED HUMAN TOUCH

30%

20%

30%

20%

Analyze and understand the sentiment, urgency, severity and 
context of the incoming interactions (regardless from the used 
communication channel) to make educated decision on their 

priority, importance and value, then determine what set of skills 
required to handle them.  

Gain efficiency, decrease frustration, and shorten reaction and 
handling times by automatically make prioritization, routing and 
resource assignment decisions based on interaction content & 

context analytics.  

Shorten Agent Response time and decrease average handle time 
significantly by employing Generative AI to create a 

comprehensive response proposal for any inquiry on any 
language that may embed media & links. 

Satisfy your valued customers by spending enough time and 
effort to manually manage those processes that may require 

exception handling or where human touch can add high value 
either for the customer or for the business.

OMNICHANNEL INTERACTIONS 
THAT REQUIRE HUMAN ASSISTANCE

ANALIZE

ASSIGN

HANDLE

PROPOSE

ECCENTEX
BUSINESS 
AUTOMATION 
BACKEND

Automate fully or 
partially ~80% of 
interactions that 
requires some level 
of human assistance 

DIGITIZE - SIMPLIFY - AUTOMATE
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