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The term “agent assist” has become widely known in the CX industry. 
Most vendors use it to describe a feature that reduces agent effort level 
by taking the intent of a call and returning information to help answer that 
request. This is typically delivered as a suggested response or knowledge 
base article, using a combination of basic machine learning  
and lots of manual scripting.

Why that doesn’t drive results

All this basic agent assist does is save agents search  
time. In the challenge to meet contact center metrics,  
there’s no doubt that any time savings helps. However,  
automating a small portion of the workflow fails to have  
a significant impact on agent productivity. In most 
cases, it is just adding another tool and a dash  
of AI to an already outdated system.

A better way to support agents

Basic agent assist barely scratches the surface  
of what’s now available to help CX teams drive  
real productivity gains at scale. Today, sophisticated  
AI-driven solutions use machine learning models 
trained on a company’s own data to provide deep 
insight into what’s working and what’s not and 
support agents with automation throughout their 
workflows. This helps agents work as efficiently 
as possible, serve customer needs better,  
and create more successful outcomes. 

This brief details five ways AI can elevate your 
approach to agent assist, to better support 
agents—and have a meaningful impact  
on your metrics.



01 Dynamically craft responses for the agent

Standard agent assist offers  
basic messaging support. Generic 
response suggestions are typically 
scripted and can address simple 
needs. But, they fall short when  
it comes to the more nuanced 
messaging needed to properly 
address real customer issues.

An AI-driven solution can 
craft messages for the agent 
as the conversation unfolds

Copy and pasting scripted suggestions  
may save a bit of agent time in opening  
or closing a conversation, and in meeting  
simple requests. But, that only serves a fraction  
of customer interactions. Most conversations  
are more complex, especially as simpler needs  
are increasingly being met by automation. Where 
agents really need help is when they get into  
the heart of these more complex needs.

Advanced machine learning enables  
real-time guidance

Basic agent assist typically serves up suggestions 
based on keywords and rules, but has limited ability  
to truly follow the conversation. An AI-driven system  
is much more sophisticated. It will keep up with 
every turn and offer meaningful suggestions 
throughout the conversation to help the agent  
get to resolution. Suggestions are based  
on continuous machine learning from  
every customer-agent conversation.
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01 Dynamically craft responses for the agent

The best systems don’t waste time on copy,  
paste, edit

An advanced system also offers a more 
sophisticated UI, which saves the agent significant 
time over the standard copy, paste, edit. In a typical 
flow, the system will offer a choice of responses 
initially. If one of those serves the need the agent 
can just click it to send it. If not, when the agent 
starts typing the suggestions are updated, with  
the machine learning model predicting the words 
and phrases the agent wants to use. 

The system may also enable individual agents  
to save responses they like to use, and then serve 
them up as suggestions in the right context. Ideally 
it also checks and corrects spelling and grammar 
as it goes.  

The net result is that agents spend far less time 
searching for information and crafting messages, 
which means customers spend less time waiting 
and their needs are well met.
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02 Automate actions for the agent

Agents’ work typically involves a fair  
volume of repetitive tasks. For example,  
they may need to collect customer 
information and put it into other 
systems. Set an appointment for  
a technician to visit. Or check back 
with a non-responsive customer 
multiple times before they drop  
the contact and free up that slot.

An AI-driven solution can 
automate time-consuming 
workflows for the agent 

It’s not unusual for agents to be working across 
multiple systems and cumbersome processes as 
they help your customers. To ship a replacement 
part to a customer’s new address, then set time  
for the technician to install it, for example, the agent  
may need to:

 • Collect the customer’s new address information

 • Get that information into the CRM

 • Check inventory for the replacement part

 • Order the part, entering the customers address

 • In some cases, collect payment for the order

 • Set customer expectations for delivery, based  
  on info from the ordering system 

 • Check technician availability in the customer’s  
  location for after the delivery

 • Work with the customer to set a time  
  that works for them
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02 Automate actions for the agent

Automation can streamline processes, 
keep agents attention on the customer

An advanced AI-driven system can support 
your agents with automation built right into their 
workflows. For example the agent might message 
a change-of-address form to the customer. When 
the customer returns it, it automatically populates 
the CRM. Quick and error-free. Discussion about  
a part might prompt automatic inventory look-up  
for the agent. Discussion of payment could prompt 
the agent to send a secure payment form to process  
payment. Similarly, information already collected 
about location and date could prompt suggestions 
for appointment time that the agent can message 
the customer. AI and agent work together 
seamlessly to get the job done.  

Even simple automation flows save time

Even something as simple as checking back with 
a non-responsive customer multiple times can eat 
up a lot of agent time. An AI-driven system can 
handle that for the agent, automatically releasing 
the contact after a predetermined number of 
attempts—or alerting the agent if it’s time to engage.
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03 Enable the right level of concurrency for the situation

Part of the value of offering support 
via messaging is that (unlike on  
the phone) agents can interact  
with more than one customer  
at a time. But, many companies 
struggle to determine the right 
level of concurrency. They may 
miss out on productivity increases 
if their setting is too low. But, they 
risk providing poor service and 
frustrating both customers and 
agents if they set it too high.

An AI-driven solution can  
dynamically set the concurrency  
level for the situation

When considering concurrency levels, one standard  
setting simply doesn’t serve all situations. An advanced  
system will allow for variation, and use the power  
of AI to determine the right level for each agent  
at that specific time.   

Flexible concurrency helps companies  
optimize agent time

To maximize productivity while also keeping agents 
from being overwhelmed, an AI-driven system can 
dynamically set concurrency levels for each team 
member. Advance algorithms can consider  
parameters such as:  

 • customer intent
 • issue complexity
 • agent experience
 • customer sentiment
 • the tools required to resolve the issue
 • how close each issue is to resolution

More advanced systems can also rank the urgency  
of different tasks in an agent’s queue, showing  
them exactly where to focus their attention.

AI helps increase concurrency 

Companies using AI-driven systems that support  
agents in doing their jobs are able to achieve  
higher overall concurrency levels. Agents are better  
equipped to multitask, addressing the more complex  
needs of one customer while automating routine  
tasks in other chat windows. Plus, AI-driven response  
suggestions reduce the cognitive load required  
to handle multiple conversations at once.
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04 Automate summary notes for the agent

The work isn’t done once the 
customer disconnects. The agent 
still needs to do post-contact work, 
including capturing disposition 
notes. These are important as 
they provide a record of what 
happened—providing both fuel  
for analysis and context for agents 
handling subsequent contact. But, 
they take away from time agents 
could spend helping customers. 
And, too often they aren’t complete 
or consistent enough to serve their 
intended purpose.

An AI-driven solution  
can automatically craft 
summary notes
 
AI can further support efficiency by automating 
tedious post-interaction work, enabling  agents  
to move to the next customer quicker. 

You need both human-readable  
and analytics-ready summaries

An advanced system can automatically produce 
both kinds of summaries with a high degree  
of accuracy and consistency.

 • Human-readable conversation summaries  
  get logged into the CRM or other system  
  of record, so agents interacting with the  
  same customer later can quickly reference  
  this conversation.

 • More structured summaries feed analytics,  
  so leaders can gain valuable insight from  
  all of the company’s customer interactions.  
 

The right approach to summaries can help  
improve agent engagement

Automating the disposition note process not 
only saves agent time, but also increases agent 
satisfaction by allowing them to skip a step most 
dread. Plus, analysis can provide leaders with 
insights they can use to elevate agent training 
efforts and provide more relevant coaching.EX
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05 Self-learning knowledge system

Agent assist tools generally rely  
on manually configured, rules-driven  
knowledge bases that quickly  
grow outdated.

An AI-driven system learns 
from each interaction to create  
an organic, evolving repository  
of intelligence
 
Machine learning can determine what words 
and actions achieve the best outcomes in every 
scenario to offer incredibly precise contextual help, 
which only gets more accurate over time. 

Better insight informs better sales and support

Advanced AI-driven systems train by observing 
customer and agent behavior. Machine learning 
models analyze the activity of every agent to see  
what’s working and identify ways to improve 
suggestions and maximize agent efficiency—
without additional work on their end. As agents 
choose suggestions, the models learn, and the 
relevance and accuracy of suggestions improve. 
The better the suggestions, the more agents use  
them, the quicker each contact comes to resolution,  
and the higher team productivity grows.

Needs change and the system keeps up

Businesses are not fixed in time. Things are constantly  
changing. Shifting market dynamics. New offerings. 
New promotions. New environments where your 
products are being used. CX organizations need 
to ensure the system advising agents how to help 
customers stays current. Reprogramming a rules 
based system requires a significant and ongoing 
investment, both to recognize the need for change 
and to implement changes. No wonder they  
are so often outdated!  

Meanwhile, an AI-driven system evolves with every 
message or call. It does this without asking agents 
to rate recommendations, which takes agent time 
and still requires manual intervention to improve 
what’s offered. Companies using an AI-driven 
system benefit from a repository of knowledge 
that is created across agents and always current.
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Move beyond basic agent assist 

ASAPP can help your organization  
elevate human performance  
to a much higher level.

Let us show you how.  
Contact us at ask@asapp.com.

© 2022 ASAPP, INC.

mailto:ask%40asapp.com?subject=

