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Experience. A better way.

Transform your 

contact center with AI.

learn more

Aubrey Luna

Hello! I would like to swap my part-time shift
Submitted at Thu, 5 Mar at 11:00 AM

Agent request list

https://www.talkdesk.com/cloud-contact-center?utm_source=ContactBabel&utm_medium=Paid-Advertising&utm_campaign=CSN-2024-ContactBabel-AI-for-Agent-Productivity&utm_term=ContactBabel-CSNFY25Q3


 



 

UJET leads the way in AI-powered contact center 

innovation, delivering a future-proof, cloud 

platform that redefines the customer experience 

with cutting-edge AI, true multimodality, and a 

mobile-first approach. We infuse AI across every 

aspect of your customer journey and contact 

center operations, to drive automation and 

efficiency. UJET's AI solutions empower agents, 

optimize customer journeys, and transform 

contact center operations for elevated 

experiences and actionable insights. Built on a 

cloud-native architecture with a unique CRM-first 

approach, UJET ensures unmatched security, 

scalability, and prioritized data insights (without 

storing PII). Designed for effortless use, UJET 

partners with businesses to deliver exceptional 

interactions, smarter decision-making, and 

accelerated growth in the AI-driven world.

ALL-IN-ONE

AI-Powered CX for 
Organizations of Any Size

Intelligent
Omnichannel

Mobile &
Multimodal

CX

Workforce
Management

Reporting &
AI Insights

APIs &
Integrations

Self Service &
Virtual Agents

AI-Powered CCaaS, 
WFM & Analytics 

Conversational AI, 
Generative AI, ML, RPA

Agent AI & 
Automation

© UJET Inc. 2024 All rights reserved

https://www.ujet.cx


 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



With AI, your agents can focus on what matters most: building genuine 
customer connections. Our solutions enable seamless, personalised 
support by offering real-time insights and intelligent routing—all while 

keeping the human touch at the centre.

Empower every interaction with
AI insights and human compassion

Frustration

Overwhelmed agents

SMART ROUTING

REAL-TIME 
INSIGHTS

ENHAN
CED 

EMPAT
HY

Discover how AI can transform productivity and 
connection in your Contact Centre - contact us now!

https://info.ipintegration.com/ai-for-agent-productivity


Net Promoter Score (NPS)
23%

Customer satisfaction score
22%

Overall revenue / sales
22%

Cost per service interaction
12%

Customer retention rate
11%

First contact resolution rate
4%

Customer Effort Score
3%

Quality score
3%

CX metric upon which the Board / senior management most judges the success of 
the CX program
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Your question / issue is solved first-time

Short wait time for response

Polite and friendly employees

U.S.-based employees

Issue handled by one employee

A choice of channels

Short call / web chat times

Long opening hours

What’s most important to you when contacting an organization? 
(top 3 choices)
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Historical average speed to answer & call abandonment rate, 2012 - 2023

Mean average speed to answer (seconds) Call abandonment rate
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 To learn more: Talk to an Expert Today

“
Kevin H.
Vice President of Engineering

UJET shares our commitment to ensuring that 
support issues are being resolved with minimal 
touchpoints and in record time.

ALL-IN-ONE

AI-Powered CX for 
Organizations of Any Size

Intelligent self-service, seamless omnichannel 
transitions, personalized interactions at scale.

AI-Powered Customer Experiences

Real-time guidance, automated tasks, 
streamlined workflows, AI-driven 
performance analysis.

Empowered Agents

AI-powered forecasting, real-time dashboards, 
data-driven decision-making for cost 
reduction and efficiency.

Optimized Operations

Cloud-native architecture, CRM-first 
approach minimizing PII storage, seamless 
scaling with business growth.

Unmatched Security & Scalability

Real-time sentiment analysis, trend 

identification, proactive issue resolution, and 

data-driven product innovation.

Actionable Insights

© UJET Inc. 2024 All rights reserved

https://ujet.cx/request-a-demo?&cls=MKTG&clp=Affiliate&utm_source=contactbabel&utm_campaign=request_demo&utm_asset=request_demo
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INTELLIGENT CALL ROUTING 
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AUTOMATED CUSTOMER AUTHENTICATION  
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Average ID&V time (seconds) Proportion of calls requiring ID&V



https://www.talkdesk.com/cloud-contact-center?utm_source=ContactBabel&utm_medium=Paid-Advertising&utm_campaign=CSN-2024-ContactBabel-AI-for-Agent-Productivity&utm_term=ContactBabel-CSNFY25Q3
https://www.talkdesk.com/cloud-contact-center?utm_source=ContactBabel&utm_medium=Paid-Advertising&utm_campaign=CSN-2024-ContactBabel-AI-for-Agent-Productivity&utm_term=ContactBabel-CSNFY25Q3


OPTIMIZING TALK TIME 
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https://www.contactbabel.com/the-inner-circle-guide-to-fraud-prevention-and-pci-compliance/
https://www.contactbabel.com/the-inner-circle-guide-to-fraud-prevention-and-pci-compliance/
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Transforming contact centers: how AI is shaping the future of agent productivity 

As customer expectations soar, the role of contact center agents is becoming ever more critical—and demanding. Artificial 

Intelligence (AI) has emerged as a powerful tool for reimagining the contact center, shifting the focus from just managing 

calls to empowering agents to deliver optimal customer satisfaction. But the promise of AI isn’t just about automation; it’s 

about helping agents to bring compassion, empathy, and expertise to every interaction. 
 

Beyond automation: the rise of augmented intelligence 

AI in contact centers is often associated with chatbots and automated voice assistants, but the real potential lies in its 

ability to augment rather than replace agents. Technologies such as natural language processing and real-time sentiment 

analysis enable AI to "listen" for indicators like tone, urgency, and emotional state. This lets AI help agents to respond 

with compassion and empathy in real-time, even guiding them through de-escalation techniques when needed. 
 

Imagine an AI that can detect signs of frustration in a customer’s language and prompt an agent to take specific, calming 

actions. This kind of support streamlines calls and fosters customer loyalty, while also easing the emotional load on 

agents working in high-stress environments. 
 

Intelligent routing: matching customers to the right agent 

Traditional call routing often misses the opportunity to align customers with the agents best suited to their needs. With 

AI-powered routing, queries are matched not only by agent availability but by expertise, skills, and even personality fit. 

For instance, a customer with recurring issues could be routed to an agent who has the technical expertise and 

compassionate approach to handle their case effectively. 
 

By ensuring the right agent is assigned from the outset, AI-driven routing leads to faster resolutions, greater customer 

satisfaction, and higher agent morale. 
 

Knowledge on demand: empowering agents with real-time insights 

Agents can lose valuable time searching for answers, which affects both productivity and the customer’s experience. AI-

powered knowledge bases change this by presenting relevant information instantly as needed. For example, AI could 

surface recent policy updates or recommend best practices during a billing inquiry, saving time and allowing the agent to 

remain fully engaged with the customer. 

This immediate access to information not only boosts efficiency but also enables agents to deliver personalized, high-

quality service. 
 

Shaping the agent of the future 

AI is not about replacing agents; it’s about enhancing their role. As AI manages repetitive tasks, agents can focus on 

higher-value work that requires problem-solving, creativity, compassion, and empathy. Tomorrow’s agents will no longer 

be just responders—they’ll be strategic contributors to customer loyalty and brand reputation. 

Organizations will need to provide upskilling to ensure agents can work effectively alongside these technologies, fostering 

"AI literacy" that enhances their ability to interpret and act on AI-driven insights with emotional intelligence. 
  

Final thought: a new era for agent productivity 

AI is ushering in a new era of productivity for contact centers, with its most profound impact being its potential to 

enhance and humanize customer interactions. By augmenting agents with real-time insights, personalized 

recommendations, and intelligent routing, AI can help contact centers move from reactive to proactive service. Ultimately, 

the success of AI in contact centers will be measured not by how well it automates tasks but by how well it empowers 

agents to connect with customers with empathy and compassion. 

 

Contact Us 

mailto:enquiries@ipintegration.com
http://www.ipintegration.com/
http://www.ipintegration.com/


 

REDUCING POST-CALL WRAP-UP 



 



 



 

https://www.contactbabel.com/the-inner-circle-guide-to-first-contact-resolution
https://www.contactbabel.com/the-inner-circle-guide-to-first-contact-resolution
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https://ecxccaas.ipintegration.com/?utm_source=cloud-contact-centre-report&utm_medium=supplier-directory&utm_campaign=contactbabel
https://ipintegration.com/
mailto:enquiries@ipintegration.com
https://ipintegration.com/
https://www.linkedin.com/company/ip-integration
https://x.com/ipiltd
https://www.youtube.com/channel/UCmNZDRArePHDodbnM6RBsDQ


 

 

 

 

 

https://www.talkdesk.com/cloud-contact-center?utm_source=ContactBabel&utm_medium=Paid-Advertising&utm_campaign=CSN-2024-ContactBabel-AI-for-Agent-Productivity&utm_term=ContactBabel-CSNFY25Q3
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https://ujet.cx/contact-sales/?cls=MKTG&clp=Affiliate&utm_source=contactbabel&utm_campaign=contact_sales&utm_content=na&utm_medium=na
mailto:CCaaS3.0@ujet.co
http://www.ujet.cx/
http://www.ujet.cx/
https://www.linkedin.com/company/ujetcx/
https://twitter.com/UJETcx
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