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Customer service is increasingly hindered WHY AGENTIC Al AND WHY NOW?

by fragmented tools, disconnected

channels and manual processes Potential to Up to 20% Approximately
@@ automate up to 90% 2 @ reduction in 5@ 50% increase in

In an experience-led market, customer service is a growth post-interaction work® handling time? service efficiency?

and loyalty driver - not just a cost center.

Yet organizations may struggle to deliver fast, P> Helps enable customers to resolve challenges faster through P> Advances trusted CX decision-making at scale with unified
personalized, and consistent service at scale, with limited highly personalized self-service across channels, lowering costs insights across the customer journey, powered by BigQuery
visibility into customer context and rising operating costs. and improving experiences, powered by Google Gemini and Looker for faster, confident actions
P Provides intelligent and automated quality insights to P Helps unlock value across the customer journey by
support more actionable evaluations of service performance connecting customer service Al and commerce Al capabilities

THE PROBLEM at scale at enterprise scale

P> Supports service agents with real-time guidance through
agent assist to resolve customer issues faster and with higher

Disconnected service experiences can quality, enhancing the customer experience (CX)
degrade quality and make it harder to

retain customers

Increasing churn

Rising costs DE’.O’ TTE'S ENGAGEMEN TM ODE’.

Reliance on manual and fragmented
customer service capabilities can increase Deloitte’s structured, end-to-end engagement model helps clients move seamlessly from vision to value
operating costs and slow response times

A Al Discovery and Minimum viable Enterprise Scale with the agentic
contact centers’ ability to grow . . . ; - -
. . discovery lab design workshops product deployment Al readiness innovation studio
relationships and revenue

. o RA (=]
Missed revenue growth f I'T!’:l 2N =] @
Limited insights and tools may constrain
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https://www.businessinsider.com/sc/how-innovative-ai-solutions-can-improve-customer-satisfaction
https://news.lenovo.com/pressroom/press-releases/lenovo-hybrid-ai-advantage-with-nvidia-boosts-business-productivity-and-efficiency-with-new-scalable-agentic-ai-solutions/
https://news.lenovo.com/pressroom/press-releases/lenovo-hybrid-ai-advantage-with-nvidia-boosts-business-productivity-and-efficiency-with-new-scalable-agentic-ai-solutions/
https://news.lenovo.com/pressroom/press-releases/lenovo-hybrid-ai-advantage-with-nvidia-boosts-business-productivity-and-efficiency-with-new-scalable-agentic-ai-solutions/

KEY BUSINESS PROCESSES REIMAGINED WITH AGENTIC Al

Intake and
authentication

Auto-capture context
from chats, calls, and
emails

Predict intent and needs

Validate customer
identity automatically

Channel normalization
and case unification

Fraud and anomaly
screening

Self-service
containment

* Present contextual
self-service actions

* Resolve common
challenges
autonomously using
guided workflows

» Confirm issue resolution

+ Confidence scoring
before deflection

» Guided troubleshooting
flows

OUR SOLUTION, TrueServe™

TrueServe™ is a broad contact center platform combining Google Al capabilities with leading technologies and industry accelerators with embedded
governance and controls to support improved service, faster resolution, and greater value. It supports omnichannel engagement and self-service,
intelligent routing, agent assistance, interaction summaries, and actionable customer insights.

Intelligent
routing

* Intent recognition-
driven routing to best-
fit agent

Skill, sentiment, and
priority-based triage

Escalation detection

Capacity-aware routing

Business value-based
prioritization

Cross-queue load
balancing

Al-enabled, human-
led engagement

Automated knowledge
base surfacing

Pre-fill and personalize
response drafts

Next-best-action
suggestions

Live sentiment and
risk alerts

Policy and entitlement
guidance

Post-interaction
work

Generate interaction
summaries for review

Log resolutions and
actions

Trigger satisfaction/net
promoter score surveys

Auto-classification and
assisted dispositioning

Follow-up task
orchestration based
on defined rules

Quality and
insights

Al-enabled quality
assurance and
compliance checks

Sentiment analytics
and risk flagging
» Feedback loop for

strategic and operational
improvements

* Outcome-based QA
scoring aligned to policy

Root-cause trend
analysis

Agentic Al supports continuous, real-time intelligence for faster, better-informed action and improved service outcomes

Containment rate

Average handle time

First contact resolution

Service level agreements

Customer satisfaction

CURRENT STATE

Contact centers often depend on fragmented systems

and manual processes - driving slower resolution,
inconsistent experiences, and limited visibility into
performance and customer needs

Al-enabled

automation and intelligence
orchestrate customer service

FUTURE STATE

Agentic Al helps service issue resolution from self-

service to human-provided service, improving
experience, lowering cost-to-serve, and
strengthening differentiation

Automated information extraction reduced from minutes to seconds
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LET'S TRANSFORM TOGETHER

Deloitte is ready to help you move from strategy to scale, with
demonstration sessions, discovery labs, rapid prototyping, and
solution deployment. Deloitte can also help you with general
enterprise Al readiness through the services of the Agentic
Innovation Studio, a modular “agent factory” that helps clients
industrialize and continuously evolve Al-driven processes.

LEARN MORE

Discover how Deloitte can help you with
your Al-led transformation journey

Scan or click to engage our team and
accelerate your path to enterprise-wide value.

LET'S TALK

Andy Haas

Managing Director,
Deloitte Consulting LLP
andyhaas@deloitte.com

Gopal Srinivasan

Principal,

Deloitte Consulting LLP
gosrinivasan@deloitte.com

Kevin Arnold

Senior Manager,

Deloitte Consulting LLP
kevarnold@deloitte.com

About Deloitte

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited (DTTL), its global network
of member firms, and their related entities (collectively, the “Deloitte organization”). DTTL
(also referred to as “Deloitte Global”) and each of its member firms and related entities are
legally separate and independent entities, which cannot obligate or bind each other in
respect of third parties. DTTL and each DTTL member firm and related entity is liable only for
its own acts and omissions, and not those of each other. DTTL does not provide services to
clients. Please see www.deloitte.com/about to learn more. This communication contains
general information only, and none of Deloitte Touche Tohmatsu Limited (DTTL), its global
network of member firms or their related entities (collectively, the “Deloitte organization”) is,
by means of this communication, rendering professional advice or services. Before making
any decision or taking any action that may affect your finances or your business, you should
consult a qualified professional adviser.


mailto:gosrinivasan@deloitte.com
mailto:andyhaas@deloitte.com
mailto:kevarnold@deloitte.com
https://www.deloitte.com/global/en/alliances/google/collections/ai-and-genai.html/#contactform

	Slide 1
	Slide 2

