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Agentic Al Empowered
Experience Centre:

Envisioning a New Era in Customer Experience

Current Trends and Emerging Needs

The demand for effortless digital experiences is skyrocketing. Customers now expect seamless
transitions between channels like online banking, mobile apps, and contact centres without losing
context. Providing this effective digital self-service while reassuring the adequate human support,
remains an obstacle. This often leads to fragmented experiences and customer dissatisfaction.

Customers have become more digitally literate, expecting quick resolutions and personalised
interactions. This shift in expectations has put tremendous pressure on traditional contact centres to
evolve and adapt to the digital age. The integration of Al and automation is no longer a luxury but a
necessity to meet these emerging needs.

By embracing Al customer technology, banks can drive differentiated, value-generating experiences
through every customer interaction. The reimagining of contact centres involves integrating Al-driven
tools that provide a holistic view of the customer journey allowing to anticipate customer needs and
deliver proactive solutions.



Agentic Al: The Catalyst for Change

Agentic Al is revolutionising contact centres by providing service agents with comprehensive customer
views and real-time guidance. This technology empowers the customer service team to handle inquiries
efficiently and offer personalised solutions, thus enhancing both empathy and efficiency. Research
conducted by Cognizant and Oxford Economics predicts that “Al-friendly” consumers will be responsible
for 55% of economic activity by 2030. This underscores the need for contact centres to integrate Al and
automation effectively.

The implementation of Agentic Al in contact centres has several benefits for customers, agents
and businesses:

For Customers

« Seamless, personalised experiences:

Al-driven interactions provide tailored
solutions, ensuring customers feel
valued and understood.

. Efficient issue resolution:

Al agents quickly address routine
inquiries, reducing wait times.

« Enhanced satisfaction and loyalty:
Consistent and positive experiences
build trust and foster long-term
relationships.

For Businesses For Service Agents

- Improved operational efficiency: Comprehensive customer views:
Streamlined processes and automation Access to detailed customer profiles
reduce operational costs and enhance enables agents to provide informed
service delivery. and empathetic service.

« Reduced costs: Real-time guidance and support:
Al-driven solutions optimise resource Al-driven tools offer real-time
utilisation, leading to significant cost assistance, helping agents handle
savings. inquiries.

« Enhanced regulatory compliance: Reduced manual tasks and increased
Al tools ensure that all interactions adhere productivity:

to regulatory standards, minimising Automation of repetitive tasks frees
compliance risks. up agents to focus on complex issues,
boosting overall productivity.
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The Al-driven Experience Centre represents a significant leap forward in customer service. It combines
the best of human and machine intelligence to create an environment where customer needs are met
proactively and efficiently. This vision aligns with the broader trend of digital transformation, where
businesses leverage Al to enhance their competitive edge.

At Cognizant we foresee a new era of Contact Centres - intelligently orchestrated through cutting edge
technologies jointly pioneered by Cognizant and AWS - creating a self-learning multi agent ecosystem
that intuitively routes, responds, and evolves with every moment of the customer journey.

Our Solution for the Experience Centre

Solution Overview

Cognizant’s in-house engineering suite, built with AWS services,
offers plug-and-play toolkits that integrate with clients’ CX
ecosystems and can significantly accelerate Amazon Connect
implementations. Cognizant Intelligent Interactions (Cll) leverages
reusable code, assets, and frameworks to help clients start quickly
and reduce build costs by up to 60%.

Our solution includes:

GenAl-driven experience centres: Utilising
generative Al to create dynamic and
personalised customer experiences.

« Al-powered CX personalisation and
optimisation: Delivering customised
interactions based on customer data
and preferences.

Advanced analytics and real-time
decision-making: Providing insights and
recommendations to improve customer
service outcomes.

Cll Solution Elements
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Intuitive Ul

Manage the
configurations
with ease

Modular

Plug-n-Play
solutions for
different needs
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Harness the
power of
platform APIs

Al at Core

Leverage GenAl
for better CX
and Agent
efficiencies

Affordable

Best in class
solutions at
an affordable
price




Foundations: Six layers driving
outcome-centric Agentic Al transformation
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Intent Interpretation Layer - Captures signals
and infers intent from voice, text, context.
- LLMs + NLP to decode customer goals.

Memory & Knowledge Layer - Applies past
interactions and knowledgebase to guide
agent decisions.

- Contextual continuity and personalisation.

Routing & Orchestration Layer - Coordinates
tasks, personas and touchpoints contextually.
- Mission centric workflows, not linear journeys.

Action Execution Layer - Drives actions : assist
agents, fulfil tasks, surface knowledge.
- Triggering high-value outcomes.

Monitoring & Explainability Layer - Ensures
compliance, auditability, trust and transparency.
- Trustable, Explainable Al decisions.

Feedback Loop & Learning Layer - Learns from
every outcome - real-time feedback, agent input,
NPS insights. - Closed-loop learning systems




Capabilities of Al Driven Experience Centre

Agent Experience
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Customer Experience
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Agent Desktop

Translation &
native responses

Al Chat Assist

Real-Time Script
Guidance

Case
Management

Automated
Conversation
summarisation

Post call next
best actions

Knowledge
Management

Knowledge Assist

IVR/Voice
Authentication

Agentic Al Chat
Humanised
Conversations

Customised
Comms

Personalisation

Knowledge
Management

Knowledge Assist

Translate agent-customer interactions/
responses into native language to
enable contextual personalisation.

Generate real-time script
suggestions and prompts based on
the conversation context.

Interaction summarisation clearly
defining issues, resolution, and
summarising next steps for

field agents.

Recommend next steps, after-
call work, and case creation and
categorisation for faster resolution.

Generate responses to customer from
top ranked articles based on context
from live transcripts.

Prevent fraud in contact centre by
generating scores / dynamic questions
for agents to confirm authenticity.

Multi-data, Multi-system, Multi-intent
humanised conversations driven by
prompt engineering.

Hyper-personalised cross-sell and
up-sell across email, web, and social,
based on CX journeys and interactions.

RloC is a virtual customer twin that
learns and anticipates behavior to
deliver a tailored experience.

Average
Handling
Time (AHT)

Average
Handling
Time (AHT)

Average
Resolution
Time (ART)

Agent
Utilisation
Rate

Improve Fraud
Detection Rate

Increase
Self-service
Containment
Rates

Improve
CSAT score

Improve
CSAT score




Why Cognizant?

Cognizant can help you in your journey to transform your customer service irrespective of your CX
maturity. Whether you've just started, or your transformation is underway, Cognizant offers expertise
and experience in all aspects of a modern contact centre.

The Cognizant service portfolio includes:

. Building out your conversational
5T Al leveraging natural language

processing (NLP)

= Building full-fledged contact
i) centres in the cloud

Oﬁi& Engineering personalised

user experiehces

@ Injecting agility, intelligence, and

automation into your business processes

Importantly, all of this starts from our close collaboration with you, to understand your needs.

Cognizant adopts a comprehensive and integrated strategy for contact centres, a method increasingly

recognised by modern businesses as more effective than focusing on a single element. By drawing
on diverse, interconnected perspectives, Cognizant constructs robust contact centres that provide
actionable insights for agent workflows, customer experiences, and overall business performance.

This approach starts from the fundamentals, carefully analysing the expectations of each stakeholder

group to ensure the contact centre meets their needs from the ground up, literally the ABCDs:

A for Agent Experience

Agents are typically looking for remote
solutions that reduce operational challenges,
track performance metrics, offer access to
reliable and user-friendly knowledge tools
and resources, and build a 360-degree view
of the customer to resolve customer issues at
first contact.

C for Customer Experience

Customers want prompt and personalised
attention to their inquiries and concerns,
consistent and reliable communication
across multiple channels, and efficient
and effective issue resolution with minimal
wait times.

While this approach ensures the build out of experiences for each type of stakeholder, it also connects

B for Business Experience

Business owners seek efficient and cost-
effective operations that help meet business
goals and targets, high levels of customer
satisfaction and retention, and effective use
of data and analytics to inform decision-
making and optimise performance.

D for Developer Experience

Developers would like access to modern
tools and resources (like low- and no-code
capabilities) to build and maintain contact
center applications; opportunities for
innovation and experimentation.

them all through various touchpoints to create a unified and streamlined service.
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Case study

Money well spent

Challenge:

Cognizant addressed key issues faced by a US-
based bank following a large implementation by
a global system integrator. This bank needed to
reduce their high total cost of ownership from
old legacy hardware platforms, and remove
roadblocks to enable better digital function

Results:

9000

agents migrated

72%

VR containment rate

Ready to get started?

Solution:

Through the digital enablement of Amazon
Connect as their next-generation contact centre
platform on AWS, they improved operations and
customer experience and became future-ready
with conversational IVR.

45%

reduction in infrastructure cost

15%

reduction in average handle time

To learn more about Cognizant solutions for regional and community banks, visit

https:/cognizant.com/au/en/cmp/community-banks

or to get started, book a workshop with our team by emailing contact_au@cognizant.com

cognizant

agin

at www.conizant.com [
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