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Introduction

The era of traditional IVR systems is over. Businesses are now turning to conversational Al to
revolutionize customer interactions. By leveraging advanced natural language processing
and machine learning, conversational Al offers a more personalized, efficient and engaging
customer experience. Gone are the days of frustrating linear paths and touch-tone
responses. With conversational Al, businesses can now provide proactive support, access
real-time information, and handle a wider variety of customer queries in a more intuitive
and human-like manner. This level of intelligence and flexibility has transformed customer
interactions, leading to higher customer retention and loyalty. Furthermore, leveraging
conversational Al can lead to significant cost savings for businesses. By automating and
streamlining customer interactions, conversational Al reduces the need for extensive
human intervention, ultimately decreasing operational costs associated with customer
service. This not only enhances efficiency but also allows businesses to allocate resources
more effectively while maintaining high-quality customer interactions. Consequently, the
integration of conversational Al in IVR systems not only improves customer satisfaction but
also contributes to substantial cost savings for the business.

Citation reference

Businesses are employing artificial intelligence

in numerous forms, including Al-driven chatbots,
automated content creation and gaining deeper
customer insights. Past studies indicate that in the
retail industry, Al implementation has the potential to
engage the top 1% of customers, who are valued at
18 times more than the average customer for retailers.
This significant impact is made possible by offering
highly personalized experiences and enhanced
engagement, tailored using contextual and behavioral
data. Ameen N. Tarhini A. Reppel A. and Anand A.
(2021, January 1). “Customer experiences

in the age of artificial intelligence.”
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Scope

This paper endeavors to explore the critical necessity of

conversation design within the realms of conversational v
Al and IVR systems. Our exploration is rooted in a

fundamental question: Why is conversation design

required in the current technological landscape,

particularly in enhancing customer experience and

operational efficiency?

To answer this, the paper will focus on several key areas.

Firstly, we will examine the principles of conversation

design, delving into its role in making technology

more intuitive, natural and aligned with human

communication norms. We will then analyze how these

design principles apply specifically to conversational

Al, such as chatbots and virtual assistants, and IVR

systems, evaluating the impact on user experience and

engagement. -

This includes its influence on customer satisfaction,

brand perception and the overall customer journey. We k2
will investigate real-world applications and case studies

to illustrate the transformative power of well-executed

conversation design in these systems.

Lastly, the paper aims to provide insights into the future -

trajectory of conversation design. It will explore emerging

trends, potential challenges and opportunities for -
innovation in this field.

The objective is to offer a comprehensive understanding
of why conversation design is not just a feature of
modern Al and IVR systems but a critical component for
their success and relevance in an increasingly
customer-centric world.

Citation reference

Many conversations have more than one intent: The consumer may want to perform multiple
tasks or may see one intent as a path to another intent. For example, “Password/Reset” is a
common intent, but the reason for resetting a password is almost always to perform some other
action. In the retail industry, we have found that the intent “Order/Status” is usually followed by
another intent, such as changing the delivery address, changing order items, switching to store
pickup, canceling the order, asking for a refund or any one of over 20 possible follow-on intents.
To fully automate an interaction, conversation designers must incorporate intent sequences in
their bot design. If the bot is unable to handle the second and subseguent intents, the customer
will have to escalate to a human agent, which increases the cost of the interaction.

And if human agents are not available, the customer is left with a partially complete

interaction which is probably even worse than no interaction at alll.

Nguyen, P. (2019, June 26). “Conversational Al Needs Conversation Design.”
https:/www.cmswire.com/digital-experience/conversational-ai-needs-
conversation-design/
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Background

Conversational design places a strong emphasis on understanding the needs, preferences

and behaviors of customers. By adopting a user-centered approach, businesses can tailor their
conversational Al and IVR systems to better align with the expectations and communication styles
of their customers. This deep understanding of customer needs allows businesses to create more
personalized and engaging interactions, ultimately leading to improved customer satisfaction
and loyalty.

Understanding the users

This involves researching and considering the characteristics of the target user base, including their
capabilities, preferences and the scenarios in which they will interact with the system.

Involvement of users

Users are involved throughout the design and development process, often through methods such
as interviews, usability testing and feedback loops, to ensure the end-product aligns well with their
needs and expectations.

Iteration

Design solutions are not considered final until they have been tested with users and refined based on
that testing. The design process is iterative, with continuous cycles of designing, testing and refining
based on user feedback.

Applying a user-centered approach to the design of conversational Al and IVR systems can improve
the user experience by making it more conversational and aligned with how users naturally
communicate, leading to increased satisfaction and engagement.

Furthermore, conversation design enables businesses to create a more natural and intuitive flow of
communication. Through the thoughtful design of conversational scripts and responses, businesses
can ensure that their conversational Al systems engage customers in a manner that feels human-like
and empathetic. This human-like interaction can enhance the overall customer experience, making
interactions with the IVR system more enjoyable and effective.

Moreover, conversation design also considers the context in which interactions take place.

This includes understanding the various touchpoints where customers may engage with the
conversational Al we call omnichannel presence (voice, web chat, virtual assistant, social media,
internal business tools like Teams, Webex chat). By designing for these different touchpoints,
businesses can deliver a seamless and consistent conversational experience across various
channels, further enhancing the customer journey.
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The role of
conversation
design in business

The science behind
conversation design

Conversation design not only takes a user-
centered approach but also incorporates
the science of human-computer interaction
and psychology to create effective and
impactful conversational Al and IVR
systems.

By delving into the principles of cognitive
psychology and linguistics, conversation
design aims to understand how people
process information, how language
shapes our perceptions and how to
design interactions that align with human
cognition. This scientific approach
enables businesses to craft conversational
experiences that resonate with users on a
deeper, subconscious level, leading to more
meaningful and memorable interactions.

Additionally, conversation design draws
from the field of behavioral economics
to influence decision-making within
conversational interfaces. By leveraging
concepts such as choice architecture and
decision heuristics, businesses can guide
users towards desired outcomes while
maintaining a sense of autonomy and
empowerment. This strategic application
of behavioral economics enhances the
effectiveness of conversational Al in
driving specific customer actions and
achieving business goals.

Touchpoints for complete
conversation design through
omnichannel presence

Web chatbots

These are found on websites and are designed
to assist visitors. They can provide customer
support, answer FAQs, guide users through a
site or assist in the shopping process. Chatbots
like these enhance user experience by offering
instant and relevant responses to queries.

Social media bots

Platforms like Facebook, X and Instagram
use conversational Al to automate responses
to customer inquiries. These bots can
manage a range of tasks from answering
customer queries to providing personalized
recommendations and even handling
transactions.

Internal business tools

Tools like Slack, Microsoft Teams and Cisco
Webex integrate conversational Al to streamline
workflow. They can automate routine tasks,
facilitate team communication, manage
schedules and even integrate with other
business applications for a more

cohesive workflow.

SMS and messaging apps

Conversational Al is also used in SMS-based
support systems or on messaging platforms
like WhatsApp and Telegram. These systems
provide a more direct and personal way for
businesses to communicate with customers.

Interactive voice response (IVR) systems

Used in call centers, these systems have
evolved from simple menu-based options to
sophisticated Al-driven systems that can handle
complex customer queries through natural
language processing.




Benefits of conversational Al in business

Enhanced customer engagement

- Conversation design enables businesses to establish a rapport with customers by creating natural,
empathetic and personalized interactions. This approach plays a crucial role in managing customer
expectations as it ensures that the IVR systems and conversational Al align with the communication
styles and preferences of the customers, thus reducing frustration and enhancing satisfaction.

- Moreover, managing customer expectations through conversation design involves setting clear and
realistic guidelines for what the Al system can accomplish. By providing transparent information
about the system’s capabilities and limitations, businesses can effectively manage customer
expectations, reducing the likelihood of disappointment or misunderstanding during interactions.

- Additionally, conversation design allows businesses to incorporate feedback loops within the
IVR systems, enabling customers to provide input and receive relevant responses. This two-way
communication not only enhances customer engagement but also ensures that expectations are
continuously met and adjusted based on customer interactions.

« In essence, conversation design plays a vital role in managing customer expectations and
maintaining high levels of engagement by aligning conversational experiences with
customer needs and consistently meeting or exceeding their expectations.

Citation reference

Natural interactions: Conversation design aims to make interactions with IVR and Al systems feel as
natural as possible, similar to human-to-human conversation (Hall, 2018) (Explore conversation design,
n.d). Empathy and personalization: By understanding and anticipating user needs, these systems can
demonstrate empathy and offer personalized service, which greatly enhances user satisfaction (Hall,
2018). Clarity and transparency: It's important to set clear expectations for what the system can do by
providing users with transparent information about the system's capabilities and limitations (Hall, 2018).
Feedback mechanisms: Incorporating feedback loops allows continuous improvement based on user
input, ensuring that the conversational experience evolves to better meet user expectations

(Huang et al., 2019).
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Data collection

« In addition to managing customer
expectations, data collection and
personalization are essential components

of conversation design. By leveraging data
analytics and customer insights, businesses
can tailor conversational experiences to
individual preferences, leading to higher levels
of engagement and satisfaction.

Data collection plays a pivotal role in
understanding customer behavior,
preferences and pain points. By capturing
and analyzing data from interactions

with conversational Al and IVR systems,
businesses can gain insights into customer
sentiment, frequently asked questions and
areas for improvement. These insights enable
businesses to refine the conversational
experience, addressing specific customer
needs and expectations.

Personalization in conversation design entails
customizing interactions based on individual
attributes, such as past behavior, purchase
history and demographic information.

By leveraging customer data, businesses

can create personalized responses,
recommendations and pathways within the
conversational interface, enhancing relevance
and resonance with each customer.

Furthermore, data collection and
personalization enable businesses to create
adaptive conversations that evolve based

on real-time insights and historical data. By
dynamically adjusting the conversational

flow and content to align with a customer’s
preferences, businesses can foster a deeper
level of engagement and cater to specific
needs, ultimately driving customer satisfaction
and loyalty.

In conclusion, integrating data collection

and personalization into conversation design
empowers businesses to create tailored,
adaptive and engaging conversational
experiences. By leveraging customer insights
and personalizing interactions, businesses
can elevate the quality of the conversational
experience, ultimately contributing to stronger
customer relationships and business success.

Personalization

« Implementing personalized conversational

experiences is paramount for businesses
seeking to foster deeper connections with
their customers through conversation design.
Personalization involves tailoring interactions
to individual preferences and needs, creating
a sense of relevance and empathy within the
conversational interface.

One key aspect of implementing personalized
conversational experiences is leveraging
customer data to provide contextually
relevant information and recommendations.
By utilizing past interactions and purchase
history, businesses can offer personalized
product suggestions, assistance with previous
inquiries and tailored solutions, enhancing
the overall customer experience and driving
satisfaction.

Moreover, integrating personalization into
conversation design enables businesses

to create empathetic interactions that
resonate with customers on a personal

level. By acknowledging and incorporating
customer preferences, language nuances

and emotional cues, businesses can establish
a more meaningful connection with their
audience, ultimately fostering trust and loyalty.

Additionally, implementing personalized
conversational experiences involves enabling
customers to manage their preferences

and provide explicit consent for data usage.
By giving customers control over their
personalization settings, businesses can
build transparency and trust, ensuring that
the tailored conversational experience aligns
with individual comfort levels and privacy
considerations.

In summary, implementing personalized
conversational experiences through data-
driven insights and empathetic interactions

is a powerful strategy for businesses to build
stronger connections with their customers. By
leveraging customer data, fostering empathy
and empowering customer control, businesses
can create personalized conversational
experiences that resonate with their audience
and drive long-term engagement.
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Cognizant approaches:
Case studies—A guide to
what to expect

Introduction

In the rapidly evolving field of conversational Al, Cognizant
stands out as a leader, pioneering innovative solutions that
reshape how businesses interact with their customers. This
paper delves into Cognizant’s strategic approaches, robust
frameworks and compelling case studies to provide

a comprehensive overview of their contributions to
conversational Al. By analyzing Cognizant’s methodologies
and their practical applications, we aim to illustrate the
profound impact of their work on enhancing customer
experiences and streamlining business processes

through advanced Al-driven interactions.

Cognizant’s journey in conversational Al is marked by a
commitment to excellence and innovation. Their approaches
are characterized by a deep understanding of both
technology and the specific needs of their clients, allowing
them to tailor solutions that are both effective and
cutting-edge. The frameworks developed by Cognizant not
only support the deployment of conversational Al but also
ensure its scalability and sustainability, accommodating

the dynamic need of modern businesses.

Through detailed case studies, this topic will showcase
real-world examples of how Cognizant has successfully
implemented these technologies across various industries,
highlighting the challenges faced and the strategic solutions
employed. These case studies will serve as a testament to
the practical benefits and transformative potential of
Cognizant’s conversational Al solutions, providing

valuable insights into their application and effectiveness.

By focusing on Cognizant's strategies, frameworks and
success stories, this exploration aims to provide a clear
picture of the company’s role in advancing conversational
Al technology, emphasizing its importance in driving

the future of business interactions.
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Approaches

Conversation design: A multifold process

Insightful discovery:
Unearthing core needs

Discovering foundations—This pivotal
initial stage dives deep into the ecosystem
of user interactions and system perfor-
mance by analyzing historical data, con-
ducting insightful interviews with users and

agents, and exploring technical landscapes.

This comprehensive assessment sets the
stage by pinpointing crucial requirements
and aligning them with strategic business
objectives, ensuring that the conversational
Al'is built on a solid understanding of the
existing processes and user needs.

Dialogue creation and
structural blueprinting

Mapping out conversations—With
personas in hand, the next phase focuses
on scripting sample dialogues and
designing comprehensive flowcharts
that outline the sequence of interactions.
This structural mapping not only defines
the pathway of conversations but also
ensures that each dialogue is purposeful
and aligns seamlessly with user intents,
enhancing the flow and natural feel

of conversations.

Rigorous validation:
Ensuring flawless interactions

Persona crafting:
Tailoring bot and user interactions

Designing engaging personas—Armed
with the insights from the discovery phase,
this step meticulously crafts bot and user
personas that resonate deeply with tar-
get audiences. It emphasizes creating a
consistent bot identity, including a distinct
tone of voice and vocabulary that reflects
the brand’s ethos and meets user expecta-
tions. This tailored approach ensures that
each interaction feels personal and au-
thentic, enhancing user engagement.

Expert refinement:
Honing the conversationtions

Refining with precision—Expert input
transforms initial dialogues and designs,
refining them to align flawlessly with
branding guidelines and specific user
scenarios. This crucial rewriting phase
integrates sophisticated repair flows to
manage conversational errors and iterates
based on expert feedback, ensuring the
dialogue is polished and primed

for real-world interactions.

Testing and perfecting—The final stage before deployment puts the conversational Al through
its paces with comprehensive UX and sanity testing. This rigorous validation process scrutiniz-
es the system for usability, manages edge cases, and tests error handling capabilities to guar-
antee a robust and user-friendly conversational experience. Various testing methodologies,
including Wizard of Oz, are employed to simulate and refine every aspect of the interaction,
ensuring the system is intuitive and ready for launch.
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This enriched and vivid depiction of the process not only captures the systematic progression from
concept to execution but also emphasizes the meticulous attention to detail and user-centric focus
that defines successful conversational Al development. Each phase of this multifold process is
crafted to enhance the overall effectiveness and impact of conversational systems, ensuring they
deliver engaging, personalized and seamless user experiences.

Persona power: Sculpting Al conversations for impactful user engagement

Creating and utilizing personas is a cornerstone practice in the development of conversational Al,
serving as a foundational tool that guides the design of both user interactions and bot responses.
These personas represent archetypal users—composite characters crafted from the characteristics
of a target audience. They embody the goals, challenges and expectations these users bring

to interactions with the bot. Here's an overview of how persona design is pivotal in guiding the
conversation design process:

Persona development: Crafting representative archetypes

1 Understanding the target audience:

Personas are detailed representations of
the bot’s intended users. They are
developed through data-driven insights
gathered from user research, including
demographics, behavior patterns, prefer-
ences and engagement history. These per-
sonas are not generic—they are nuanced
profiles that reflect the diversity

of the user base.

3 Challenges and pain points:

Understanding what challenges each
persona faces enables the design of a

bot that can address or circumvent these
issues effectively. For instance, if a persona
is identified as being less tech-savvy, the
conversational Al can be designed to use
simpler language and provide more guid-
ed choices, enhancing accessibility and
user satisfaction.

2 Goals and objectives:

Each persona has specific goals that

they aim to achieve when interacting with
the bot. For a customer support bot, for
example, one persona might primarily seek
quick transactional support (e.g., “Check
account balance”), while another might
look for deeper assistance (e.g., “Resolve

a billing issue”). Defining these goals helps
in tailoring bot dialogues that are not only
relevant but also effective in facilitating the
user’s journey towards resolution.

4 Expectations:

Users come with predefined expectations
on how the interaction should proceed and
resolve. These expectations could range
from the speed of response to the depth

of empathy shown by the bot. Meeting or
exceeding these expectations is crucial for
ensuring user satisfaction and can sig-
nificantly influence the perception of the
brand facilitated by the bot interaction.
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Incorporating personas into the conversation design

Design journey mapping: This involves plotting out the conversation paths that different personas
might take when interacting with the bot. It's a strategic blueprint that anticipates and plans for

various user intents and pathways, ensuring that the bot can manage a dynamic range of
interactions effectively.

Bot prompts and dialogue design: With a clear understanding of each persona’s goals, challenges
and expectations, the conversation design engineer crafts bot prompts and dialogues that are
persona-specific. This ensures that interactions are personalized and resonate more effectively
with users. These prompts are not just functional but are also designed to engage the user emo-

tionally, reflecting an understanding of their needs and expectations at various points
in the conversation.

Iterative refinement: Using personas in the design journey is an iterative process. As real-world
interactions provide new data personas can be refined and the conversation design adjusted. This
on going cycle of feedback and refinement helps in continually enhancing the user experience.

Integration with conversation design: As highlighted in the section on the role of conversation
design in business, the approach to crafting conversations is fundamentally a psychological art.

It requires a deep understanding of human behavior and interaction dynamics. Persona imple-
mentation is the cornerstone of this process, ensuring that each conversational touchpoint is not
only effective but also impactful. By meticulously crafting these interactions based on the detailed

persona outlines, businesses can significantly elevate the quality and effectiveness
of their customer engagements.

In conclusion, the development of personas is not just about creating a user profile but about
building a deep, empathetic understanding of the user as an individual. This approach not only
informs the structural design of the conversational Al but also enriches the interaction quality,
making every conversation feel personally tailored and genuinely engaging. This detailed attention

to persona design underpins the success of conversational Al in creating meaningful
and efficient user interactions.
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Case studies—What was learned
Retail

Customer type:

A legacy DTMF customer migrating to conversational IVR on Google Dialogflow.

Achievements:

Problem statement:

A client in the retail sector faced
challenges with an outdated
DTMF system, leading to inefficient
customer service interactions.

78% improvement in
average handle time
(AHT): Reduced from three
minutes to just 40 seconds
for first contact resolutions.

Our solution:

Implemented a conversational

IVR using Google Dialogflow that

addressed four crucial use cases: 80% intent recognition
status orders, password reset, rate: Demonstrates
reward balance and account high effectiveness in
number inquiries. The system was understanding and
designed to prioritize calls based processing user requests.
on these scenarios and facilitate

smoother agent transfers by

accurately recognizing user intent.

A
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Healthcare

Customer type:
Healthcare providers using Genesys IVR enhanced with Google Cloud services.

Problem statement:

Existing conversational Al was
underutilized and lacking in
features necessary for effective
patient service, contributing to a

high agent-to-patient transfer rate.

Our solution:

Conducted a thorough analysis of
Bl reports and transcripts, leading
to enhanced conversational
features and detailed design

changes. Adjustments were made
to the existing setup to improve
containment and streamline
patient interactions.

Achievements:

19.8%

13 | The importance of conversation design in conversational Al for business

19.8% improvement in
overall containment rate:
Reduced the need for
transferring calls to
human agents.

22% reduction in agent-to-
agent transfer: Indicates
more issues are resolved
on the first point of
contact, enhancing
patient satisfaction.




Banking

Customer type:

A US-based bank transitioning their 24-hour banking IVR from DTMF to a conversational
Al system using Microsoft LUIS and Amazon Lex.

Achievements:

Problem statement:

The bank faced a decline in
authentication rates and customer
satisfaction due to an inefficient
menu structure and suboptimal
design in their legacy system.

Our solution:

Enhanced the IVR system by
integrating NLU capabilities to
create more user-friendly and
empathetic bot interactions.

This involved revising the menu
structure and implementing
engaging copywriting for bot
prompts, grounded in user-centric
design principles.

8%

»
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8% improvement in
authentication rate:
Indicates a more efficient
and secure system.

77% self-service
containment: Significantly
reduces the dependency
on human agents,
allowing more customers
to resolve their inquiries
independently.




Ethical considerations

In addition to focusing on user needs and integrating scientific principles, conversation design
places a strong emphasis on ethical considerations. As conversational Al becomes more preva-
lent in customer interactions, it is essential for businesses to prioritize privacy, transparency, and
fairness in their design and implementation. Ethical conversation design ensures that user data is
handled responsibly and transparently, building trust and rapport with customers. It also involves
addressing potential biases or discriminatory language in conversational scripts and respons-

es, ensuring that interactions are inclusive and respectful to all users. Furthermore, conversation
design promotes the adoption of clear and understandable terms of use and data usage policies,
empowering users to make informed decisions about their engagement with conversational Al
systems. By incorporating ethical considerations into conversation design, businesses not only
demonstrate their commitment to responsible use of technology but also mitigate potential risks
associated with data privacy and user experience. In conclusion, conversation design goes beyond
understanding user needs and preferences. It delves into the science of human-computer interac-
tion, psychology and behavioral economics while upholding ethical principles, ultimately shaping
conversational Al and IVR systems for businesses with depth and integrity. Conversation design
provides businesses with the opportunity to create engaging and personalized experiences

for their customers.

Future trends and developments

Predictions for the future of conversation design in business

As we look to the future, conversation design is poised to play an even more integral role in shaping
the customer experience and driving business success. Here are some predictions for the
future of conversation design in business:

Enhanced personalization and context awareness

« The future of conversation design will see a heightened focus on personalization, where
conversational interfaces will become even more adept at understanding individual preferences
and contextual cues. Through advanced data analytics and machine learning algorithms,
conversational Al systems will be able to tailor interactions in real time, delivering highly
personalized and contextually relevant experiences to customers.

Integration of multimodal interfaces

« With the continuous advancement of technology, conversation design will evolve to encompass
a wider range of modalities beyond traditional text and voice interfaces. We can anticipate the
integration of visual and haptic components within conversational interfaces, allowing for richer
and more immersive interactions. This integration will enable businesses to deliver seamless
conversational experiences across diverse platform and devices, expanding the possibilities
for customer engagement.

Emphasis on emotional intelligence and empathetic interactions

- In the future, conversation design will place a significant emphasis on emotional intelligence,
enabling Al systems to recognize and respond to human emotions effectively. Through natural
language processing and sentiment analysis, conversational Al will be able to detect emotional
cues in conversations and adjust its tone and responses, accordingly, fostering empathetic and
emotionally resonant interactions with customers.

Advancements in natural language understanding and generation

« As technology continues to advance, we can expect substantial improvements in natural
language understanding and generation within conversation design. Al systems will become
more proficient at comprehending complex language structures, idiomatic expressions and
domain-specific terminology, leading to more natural and fluid conversations with customers.
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Integration with augmented reality and virtual reality

« The future of conversation design will extend into the realm of augmented reality and virtual
reality, enabling businesses to create immersive and interactive conversational experiences. By
integrating AR and VR technologies with conversational interfaces, businesses can offer unique
and engaging customer interactions, blending the physical and digital worlds in novel ways.

Ultimately, the future of conversation design holds immense potential for transforming the

way businesses engage with customers, providing personalized, multimodal, empathetic and
technologically advanced conversational experiences that elevate the overall customer journey.

As businesses continue to embrace and innovate within the realm of conversation design, they will
unlock new opportunities for building meaningful connections and driving unparalleled customer
satisfaction. Overall, the impact of conversation design using conversational Al IVR for businesses
is significant. It enables businesses to meet customer demands for conversational experiences that
understand their needs and empower them with convenient service.

Conclusion

Broader implications of conversational Al in business

In conclusion, the future of conversation design holds immense potential for transforming the

way businesses engage with customers, providing personalized, multimodal, empathetic and
technologically advanced conversational experiences that elevate the overall customer journey.
As businesses continue to embrace and innovate within the realm of conversation design, they will
unlock new opportunities for building meaningful connections and driving unparalleled customer
satisfaction. Additionally, conversational Al IVR helps businesses save time and increase

the efficiency of their customer service agents. This can lead to improved customer service,
increased customer satisfaction and even potential cost savings for businesses. Overall, the impact
of conversation design using conversational Al IVR is highly beneficial for businesses. It improves
customer engagement, reduces customer service costs, boosts revenue and bottom-line growth,
increases understanding of customer concerns and enhances the overall customer experience.
Additionally, conversation design using conversational Al IVR allows businesses to gain a deeper
understanding of their customers through the insights derived from thousands of conversations.
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