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Retningsgivende forretningsstrategi

Strategiske lgfte

VI hjzlper vores medlemmer staarkt videre | alle arbejdslivets overgange

Fra ledighedsforsikring
Fem bevaegelser til arbejdslivsinvestering

AKADEMIKERNES A-KASSES STRATEGI 2020 - 2025

Sterkere
partnerskaber
med flere
samabejdspart-
nere

Sammen- Ekspert
Teettere pé Farerposition heengende og i fremtidens
medlemmet pé teknologi helhedstenkendefll arbejdsmarked-
organisation og liv

Strategier/Strategiske projekter Skalerbar via

Akademiet HR Strategi Trendspotter tekn Ologiske Og digitale
Brandstrategi :1:::5&5“:::: Projekt m uligh eder

Veekststrategi IT strategi Projekt Projekt
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Den digitale rejse

Only a few weeks of

Implementation v' Multiple languages

m Chatbot
v' Several integrations,
incl. to CRM

©
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SUPCHAT CHATBOT VOICEBOT VOICE ANALYZER
Go-live: Go-live: Go-live: Upcoming
November 2020 March 2021 December 2022

During peak:
Supporting agents by A
handling 56% of incoming Easy top-up with Voicebot, F |

chats. Emailbot and more Aka%elr(nikernes
—Kasse



LIVE CHAT



Chat som afsaet for Al

* Fa indfgrt chat som en del af kommunikationskanalerne: Medlemmerne skal begynde at
bruge den, tone of voice, kanalstrategi, undervisning: Agenterne skal lzere at bruge den)

* Data: Inddsamles via chat, bruges til at tage beslutninger om, hvad og hvordan der skal
automatiseres

 Feature: Customized translations: Agenter, som kommunikerer pa et sprog, kan supporte
medlemmer pa flere forskellige sprog

N




CHATBOT



En chatbot er ikke bare en chatbot

* Integrerer ind i eksisterende systemer
* Vi skal sikre, at chatbotten svarer korrekt og svarer det, vi gnsker
* Tilpasset til virksomheden og brugerne (sprog, ord osv.)

* Identificer trends og knowledge gaps via detaljerede indsigter og statistikker for derefter at
opdatere svar og endre pa ting

* Fa indsigt i det chatbotten ikke kan. Og hvad vi ggre den bedre?
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Hvordan arbejder mennesker og Al
sammen?

 Chatbotten aflaster agenterne ved at besvare spgrgsmal pa egen hand
* Pget tilgaengelighed for medlemmerne 24/7
* Medlemsundersggelser i Akademikernes A-kasse

* Hvad er mennesker bedst til — og hvad er robotter gode til?
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Voicebot — Q2 2022

Det samme som chatbot — men blot med tale.

. h SOMmer 2023
. 6.0 1 telefonopkald
000 Valgte VOicebot

Udgangspunkt: Teknologi ud mod medlemmerne — 24/7 service

Hvor mange foretreekker at tale med en voicebot

Internt stor veaerdi — seerligt | hgjseesoner med mange gentagende henvendelser
Skal integreres i tale-/telefonisystemer

Kan omstille til medarbejdere

Al-motoren skal treenes til det specifikke domanesprog — pa sigt ogsa pa engelsk

60 sek. — tilstraekkelig til klassificering
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Voiceanalyzer - Q2 2023

 Samtaler mellem medarbejdere og medlemmer optages og analyseres

* Dashboard med avanceret indsigt, leengde, rating — kan anvendes som kvalitetsparametre
(operationel data)

e Alarmer og SMS
» Al-baseret til dybdeforstaelse — ikke bare nggleord — kan se skjulte tendenser og mgnstre
 Anvendes til datadrevne beslutninger - en fast struktur for videndeling

 Traening af nye medarbejdere
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Digital omstilling

Strategi - Teknologi - organisation

R

Forankret i strategien
og hos topledelsen
(Sponsor og
gevinstejer)

Etablering af tydelig
og stabil
driftsgovernance

Ledelsesmaessig
prioritering af
gkonomi og
ressourcer

Roller Opgaver

Processer Teknologi

Ledelse

Der er forskel pa
transformations-
ledelse og
forandringsledelse
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Al powered

Enhancing
existing
solutions

Personalized
& Proactive
Service

CHATBOT
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How does SupSearch work?
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Articles

Knowledge base,
website, ...

Q
A2

Agent
article usage

In chats, tickets, ...

“Traditional”

Baseline
Al Search+
Keywords
SupWiz 11.6x
Predictive Al

All accuracies based on real-world
data from SupWiz customer

SupWiz combines all
approaches + adapts
to end-user
interactions



Generative Al + SupChat: Response generation
from relevant articles

SupChat identifies topic
based on user query and
generates answer based on
relevant articles
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Presenting results in chat-based tool

Please hold on while | try to
find an answer for you in our
help center. This may take a
few seconds.

Please have a look at the
following help center article,
which may answer your
question.

Getting started with Backup &
Restore

What is Backup & restore?

How do | activate it?...

Send relevant link

IT Service Desk

| have found the following article, that can
perhaps help you:

Title: How do | use Software Center
Summary:

To use Software Center follow the steps
below:

Access Software Center: Go to
www softwarecenter.com using a web
browser.

Log in: You should be automatically
logged in if you are using your work PC.

Browse the available software: Once you
have accessed the software portal, y...

Read more here

IT that article cannot help, then perhaps
one of the following can:

How do | order a mobile wifi

Enter chat message

SupWiz summarizes article

Conversation with Service Bot »

ot

Welcome to customer-support

How may | help you?

I would like to cancel

I'm sad to hear that. What account do you want to cancel
your subscription for?

test@gmail.com
Robot
Thank you. Hold on a second while | look up your account.
| have found your details in our customer database. | can see
that your account is still in its trial period, so you can cancel

for free.

| have sent an e-mail with details on how to cancel your
account to your mail. Please refer to the step-by-step guide.

Did | solve your problem?

Send a 4
Status: ready
s [ ] X
Node path: Initialization Welcome — Issue sufficiently long+ —
Cancel subscription flow = Cancel subscription - Ask for mail —

Carefully Designed
Answers

Conversation with

SupSearch demo bot

Welcome. How may | help?

Where can | find my invoice for test.com?

Please hold on while I look for an answer in
our knowledge base. Be aware that this may
take a few seconds.

Here is an answer for your question. Be
aware that this is autogenerated by Al.

Log in to the control panel, click on
My account, select Invoices, and click on the
invoice number to download or open it in
PDF. You can filter by domain to display
nvoices associated with a specific domain.

Did this answer your question?

Autogenerated answer

(SupGPT or ChatGPT)



From one-way to two-way communication

15
10
mprovements Errors Hygiene checks Co (&
0 3 o 4 1
3
This section analyzes the most recent conversations and displays various suggested improvements to improve the automation rate of the bot.
Compute improvements based on data from  last 7days ¢
14 12
. . . 6
C' While checking the bot, 205 improvements were found.
9
o Flows with many transfers
13
Below is a list of "flow nodes” that most commonly led to a transfer. The higher the number next a node, the larger number of 2
conversations were transferred. 5
You should investigate whether it is possible to automate these conversations by using the automated exploration of the logs as well as
reading through examples of conversations.
These suggestions are based on the nodes specified in the statistics settings on the statistics page 8
1"
Theme 1 254 (69.0%) g,
Theme 2 R 2%
5%
Theme 3
10%
Theme 4 Marginal topic distribation

Theme 5 58 (62.4%) e
Delete visualization
e Nedes with many fallbacks

IEEP Options without matching configured




Conversation Insights

e Most common
topics

 Best calls vs.
worst calls.

. In -depth Insights
Correlate duration
with categories and
more
“Which topics give
long conversations?”

« Correlate ratings with
categories and more
“Which topics give bad
ratings?”

Conversation Insights

]

2121
2571
2272
2618
2225
2339

2626
2275

2077

2406

Top agents per topic

Tepic Agents

Conversations Average conv, score Agents
515 34.61 24
451 17.47 A&
Topics B Top conversations

First message

Score per topic

Name

Score

83.67
71.27

Departments

169

N/A

Avg. score  Topic
97.20
96.29
96.04
95.90
9347
2463
2451

04.48

92.99

92.91

Score
3933

62.39



Call Center Software Integration

Automated

tagging,
categorization, etc.

%_ Phone Call from: Call...

#562

Organization (create)

Assignee
& Support/supwiz-dev

CCs

search name or contact info

x

+ Add

Caller +46 73 464 58 64

) Incident #562

Tags

password X

Type Priority

——

Linked problem

®

SupWiz dev 2 Jan 25 13:54 (assign

Transcript (details attached):
1: Hej og velkommen til supporten. Hvad kan jeg hjalpe med.
2: Ja hej.

2: Jeg har et problem med at logge pd min konto eller p3 e mail adresse.

2: Er der noget. | kan hjzelpe mig med?
1: Ja, det kan vi helt sikkert.
1: @jeblik.

D

call_transcription_36...

\
Automated

transcript for easy
handling of task,
training of agents,
and more.

®

supwiz-dev Jan 25 13:53 (assign

Inbound call from +46 73 464 58 64

P 000/0:22 e—————————— ) delete recording

Call Details

Call from: +46 73 464 58 64

Call to: +1 (256) 472-8876

Time of call: January 25, 2
Location: Sweden

Answered by: supwiz-dev
Length of phone call: 35 seconds
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