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FINALLYFINALLY
AI with Real ROI

for employees and your business

Real results, real fast in just 3 months

Get the Guide

Centrical’s AI Performance Experience Platform gives employees real-time 
performance visibility, along with the knowledge, skills, and motivation to 

succeed—while empowering managers with the insights and tools to coach more 
effectively. By driving both frontline and manager success, you build a more 

engaged, high-performing team that delivers better business results.

Elevate contact center performance in an 
AI-driven world. Empower managers and 

future-proof your workforce.

Lowered AHT, 
saving $2M annually

Increased Customer 
Advocacy Score by 15%

2.5X increase in
new savings plans sold

About Centrical

https://centrical.com/resources/reimagining-frontline-leadership-ai/




 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Learn more at: Genesys Cloud
Genesys and the Genesys logo are registered trademarks of Genesys. © 2025 Genesys. All rights reserved.

A full-featured, AI-powered experience platform 
creates a bold new way for personalised CX

The power �of empathy 
in every experience

https://genesys.com/en-gb/genesys-cloud
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https://www.enghouseinteractive.com/products/enghouseai/?utm_medium=Inbound&utm_channel=External Vendor&utm_source=ContactBabel
https://www.enghouseinteractive.com/
mailto:hello@enghouse.com
https://www.enghouseinteractive.com
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Driving cost efficiencies at 
a top three global bank

Faced with managing the performance of over 
30,000 customer care agents supporting its 
consumer banking division, the top three bank 
sought to transform their approach to 
performance management. 

The goal? Boost agent engagement with 
metrics to drive productivity, while making 
the process fun and rewarding.

Leading Global Bank

The company struggled to engage agents with 
their performance because scorecard 
information was often stale and not visually 
engaging. Agents and their supervisors had 
difficulty identifying areas for improvement.

Agents also expressed dissatisfaction with 
lengthy and unengaging training, leading to 
poor knowledge retention and overall 
performance. A lack of recognition and the 
burden of absorbing customer stress decreased 
job satisfaction.

The Challenge

The company introduced gamification and 
personalized goals to help agents track progress 
and encourage friendly competition. Leveraging 
AI, the platform delivered targeted training to 
address each agent’s knowledge and 
performance gaps, driving continuous skill 
enhancement. AI-powered insights enabled 
team leaders to recognize achievements and 
deliver immediate, personalized feedback, 
ensuring every interaction contributed to 
individual and team success.

The Solution

Centrical’s Impact

"Centrical is a game-changer for 
our specialists and team leads. We 

are seeing positive impacts to 
performance within just a few 

months after launching the 
platform. Our team can’t keep up 
with all the different groups who 

want to get their hands on the 
platform. Ten out of ten!“

C-Level Executive, 
Consumer Banking

4%

$2M

AHT Reduction
(within 3 months)

Cost Efficiencies
at Scale

www.centrical.com


INTELLIGENT CALL ROUTING 
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AUTOMATED CUSTOMER AUTHENTICATION  

OPTIMIZING TALK TIME 
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DELIVER EXCEPTIONAL CUSTOMER EXPERIENCE (CX) 
BY UNDERSTANDING THE CUSTOMER’S PERSPECTIVE 

Most organizations presume what customers need, want, and expect, only to realize at 
some point “We don’t know what we don’t know!”. While customers are actually 
very specific about what they engage with your organization, at every step along the 
customer journey. 

An omni-channel contact center, that offers the choice of voice, chat, email, social 
media, and video channels, provides the best approach for gathering the intelligence 
you need to deliver the customer experience your customers expect. The Upside? The 
richness of the data you gather grows every day.

But, this data is only useful if analyzed the right way - objectively. Insight comes from 
looking at every touchpoint along the customer journey. By aggregating and assessing 
all interactions, your organization can develop a more complete view of what your 
customers think.

By analyzing customer verbatims, and their context, along with intonation and 
inferences, insights can be extracted that will clearly tell you how best to engage with 
your customers, helping you to exceed your customer’s expectations.

Their Perception is Your Reality

The Customer Will Tell You What Works, and What Doesn’t 

Just Listen

Leverage Actionable Insights Extracted Using AI

SOLUTIONS THAT DELIVER 
EXCEPTIONAL CUSTOMER EXPERIENCES

Click Here to Learn how to use AI to Deliver 
the Financial Services Experience YOUR 
customers expect

THAT’S WHAT WE DO IT’S IN OUR eDNA

Focus on What Matters
to Financial Services Customers

For More Information visit: enghouseinteractive.com

https://enghouseinteractive.com/
https://www.enghouseinteractive.com/solutions/industry-verticals/financial-services/?utm_medium=Inbound&utm_channel=External%20Vendor&utm_source=ContactBabel%20-%20AI%20%E2%80%93%20FSI
https://enghouseinteractive.com/


REDUCING POST-CALL WRAP-UP 



Four steps to construct 
a business case for AI

1. Strategy: Build consensus and 
alignment among stakeholders

2. Prioritization: Determine which 
use cases make sense now and 
which to save for later

3. Impact: Use metrics to show 
how changes will impact people, 
processes and workflows

4. Value: Quantify the business 
value and tell a compelling story

It’s no longer a question of whether to add artificial intelligence (AI) to your 
technology mix, but when and where. As customer experience (CX) takes 
center stage, stakeholders are increasingly open to AI apps and appreciate 
the potential value. And executives might be actively pushing your teams 
to incorporate AI because they’re hearing how other businesses are 
implementing AI and winning at CX.

Get more from your AI investment  
— and faster results

What makes AI different than other business cases

The power of AI is how it enables genuine transformation of workflows, 
processes and organizational structure. These can fuel many long-term 
benefits, such as improved employee satisfaction and retention, skills 
acquisition, brand enhancement and a higher valuation of the company.

Developing a business case for AI is a journey of discovery that requires 
a mindset of continual optimization. The more you and your teams 
work with AI technology, the more innovative uses you’ll find for it. And 
laying the groundwork for long-term success in a business case is the 
first milestone.

There’s no single roadmap for AI because there are many ways to 
harness its transformative power. Start with the results you and other 
stakeholders want to achieve and tell that story. Make sure that you fully 
understand — and can substantiate — the metrics that support the story 
of your business case.

As a champion for AI, you’ll be challenged to visualize innovation — and 
validate results — in a way you might not be prepared for. 

See our methodology for an AI business case  
and where to focus your efforts. 

Put your focus on how AI will deliver results and what your organization 
needs to do to make those results possible.

How to build your business case for AI

1GENESYS CLOUD
Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be 
trademarks or registered trademarks of their respective holders. © 2025 Genesys. All rights reserved.

Get your guide

https://www.genesys.com/resources/how-to-build-your-business-case-for-ai
https://www.genesys.com/resources/how-to-build-your-business-case-for-ai
https://www.genesys.com/resources/how-to-build-your-business-case-for-ai
https://www.genesys.com/resources/how-to-build-your-business-case-for-ai
https://www.genesys.com/resources/how-to-build-your-business-case-for-ai
https://www.genesys.com/blog
https://www.facebook.com/Genesys/
https://www.youtube.com/genesys
https://x.com/genesys
https://www.instagram.com/genesyscx/
https://www.linkedin.com/company/genesys
https://www.genesys.com/resources/how-to-build-your-business-case-for-ai
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https://www.contactbabel.com/the-inner-circle-guide-to-customer-engagement-and-personalisation/
https://www.contactbabel.com/the-inner-circle-guide-to-customer-engagement-and-personalisation/


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/




 



 

https://www.contactbabel.com/the-inner-circle-guide-to-chatbots-voicebots-and-conversational-ai/
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https://centrical.com/talk-to-an-expert/
https://centrical.com/
mailto:updates@centrical.com
https://centrical.com/industry/finance/


http://www.enghouseinteractive.com/
http://www.enghouseinteractive.com/enghouse-ccaas
mailto:hello@Enghouse.com
https://enghouseinteractive.com/blog/
https://www.facebook.com/EIAmericas
https://twitter.com/EnghouseInterac
https://www.linkedin.com/company/enghouse-interactive/
http://www.enghouseinteractive.com/


http://www.genesys.com/
http://consulting@genesys.com
https://www.genesys.com/campaign/request-a-demo
http://www.genesys.com/
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mailto:info@contactbabel.com
http://www.contactbabel.com/
http://www.contactbabel.com/
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