
“Customers prefer 
agent assistance”

“Customers prefer 
to help themselves”

“AI is the way of 
the future”

“We will always need 
people”

“Progress Forward”“Step Back”



Stepping Back
to Progress Forward

A dialectic in AI



“Sunny B was 
outstanding in 

resolving my issue. 
She is a great asset to 

your company! 
One of the better (if 
note best) chatbot 

experiences I've had 
in customer service!”

“Sunny B was 
frustrating; she was 
not able to capture 

specifics around that 
fact that two of my 

meals were damaged. 
When I was put in 

touch with a human, 
my issue was handled 

quickly and 
completely.”



<3%

Vision for Digital Service Growth

63%
Dec
‘17

Dec
‘20



2018 The Journey Begins



2018 -19 Making Waves



2020 And beyond
Expanding Self Service Complexity

Improving Internal  Data Integration

Next Level of Complexity Automation

NLP Integration into Sunny B

SMS Automation



2020 Recognition



2020 Realization

“Sunny B is a great asset            
to your company!” “Sunny B was frustrating!”



2020 Realization

No QA

No Development feedback
No CX analytics



Stepping Back



Progressing Forward, The New Path

Automation Quality Management

Improving Internal  Data Integration

Stop “Non-performing” Automation Paths

Relaunch Sunny B to Chat  with NLP Integration

Integrate Sunny B into SMS 63%
Sept 7th ‘20



Learnings

Your customers continually 
adjust their expectations with 

your AI staff based on the 
best AI experiences they are 
having with other companies

Budget and ringfence 
continual improvement 

resourcing into your AI staff 
roadmap

Apply the same level of 
experiential rigor to your AI 
staff as you do you agents

“Step Back 
to Progress Forward”
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