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Lessons Learned: Embedding AI in 
Cable Customer Exper ience to 
Better  Serve Agents and 
Customers
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Determine your business goals

Measure what matters

Know your tech stack

Choose AI designed for people
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Determine your business goals

Reduce 
Costs

Generate 
More 

Revenue

Increase 
Customer 

Loyalty

Reduce 
Agent 

Attrition
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Measure what matters

Beware of vanity metrics

Who generated these hits?

Are they your target?

Where’d they come from?

How much did each cost?

How do you get more?
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Measure what matters

What goals does containment help meet?
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• Keep conversations “contained” 
from reaching an agent?

• Was customer challenge 
resolved through automation? 

• Was an agent involved in the 
interaction? 

Containment, is a proxy for success in limited situations—complex issues require agents.
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Measure what matters
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Measure what matters

Rules-driven automation has its limitations
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For more complex issues 
customers speak to an agent 
with no automation benefit.  
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Measure what matters

AI can treat automation on a continuum

Complexity of Satisfying Customer Need
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AI-driven automation:
-Helps the agent increasingly
-Continuously learns
-Sees new full automation
opportunities
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Measure what matters

A more meaningful metric for today’s CX teams

Agent HoursCustomer Needs
Addressed
by automation or agent

Organizational
Throughput
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Know your tech stack

Customer
Info Data Lake

NPS/CSAT
Reporting Next Best Action PII Redaction Intelligent ML-Based 

Agent Pairing for Voice

Billing/Provisioning/
Reservation Systems

Voice Call
Recording & Storage Robotic Process Automation Voice-to-Text 

Transcription
Customer Authentication

Voice Call Analytics/
Reporting

Agent Performance 
Management

Intelligent ML-Based Agent 
Pairing for Digital

Call Routing & Distribution

Homegrown Backoffice
Systems Customer Trending Analytics Co-Browsing /

Screen Sharing
Outbound Dialer

Supply Chain Systems Chat Analytics Knowledge Base Chatbot /
Virtual Assistant

Computer Telephony 
Integration

Sentiment
Analysis

Workforce
Management

Messaging
(e.g. Chat, SMS, ABC)

IVR

Payment Handling

Quality
Management

Back Office Analytics Workforce Performance Customer Engagement Voice Systems

CRM

Complex tech stacks are typical in contact center operations
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Know your tech stack

AI Native software for CX streamlines the stack, integrates learning

Machine 
learning 

and deep 
analytics

Integrated Outputs

Independent and directed automation

Agent Performance Management

Buyer readiness prediction

Quality Management

Voice of the Customer Programs

Sentiment, CSAT, NPS

Detailed Intent Analysis

Workforce Management

Agent Training

New Capabilit ies

Inputs

Messaging 
Interactions

Agent actions

Voice
interactions

IVR/Chatbot Results

Additional Customer 
Journeys
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Choose AI designed for people

Think about who will be using your solution
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Choose AI designed for people

Simple.

Hidden Complexities:
• Users and Drivers
• Volume
• Maps and Traffic
• Payment
• Data Science
• Algorithms

Etc…

Push a button,
get a ride.
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Choose AI designed for people

Before you buy:

• Visit your contact center, 
talk to agents about their challenges

• Ask about how the UI is developed 
and tested

• Give your agents an opportunity 
to test it and provide feedback



© 2021 SCTE®, CableLabs & NCTA. All rights reserved.   |   expo.scte.org 19

Summary

Determine your business goals

Measure what matters

Know your tech stack

Choose AI designed for people
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Thank You!
Rachel Knaster, Chief Product Officer

rachel@asapp.com
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