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BUYER'’S GUIDE FOR Al SELF-SERVICE
AUTOMATION SOLUTIONS

In today business climate, the search for fast and efficient customer service is a leading force in technology

innovation.

By leveraging such technology as large language models, machine learning, natural language processing, and
other Al technologies, companies can use self-service platforms to help customers resolve their own issues,

make purchases, and find out information without the need for human assistance.

Yet customer experience is just a start. Companies can use the same solutions to provide great employee
experiences for purposes such as onboarding, offboarding, and support for day-to-day issue resolution. These
solutions offer round-the-clock service and provide rich data analytics and insights. Because these solutions
are scalable and repetitive tasks are transitioned away from a human to a virtual agent, they also result in

significant cost reductions.

Since Al self-service solutions come in different models and different sizes, there is no one-size-fits-all solution.
Various industries have different needs, such as adhering to specific compliance and regulatory requirements.
For instance, healthcare companies may need to be HIPAA compliant, or financial institutions may demand

more sophisticated client authentication methods.

With all the potential positive outcomes, poorly implemented and deployed Al driven voice and digital solutions
for self-service can lead to customer and employee frustration. Buyers need to take a thorough inventory of

their needs and research how different solutions can meet those needs.

This guide aims to provide a buyer with a comprehensive plan on how to investigate and determine the best
provider to provide your business with Al voice and digital self-service. This includes understanding the key
features and functionalities, evaluating pricing models and reviewing case studies. Our goal is to equip you with
the knowledge to select a solution that not only meets your current needs but also scales seamlessly to meet

your company’s future plans.

Define A Strategy

As a buyer, first define the strategy of how you would like to deploy a conversational Al solution.

Are you interested in a provider that gives you the platform to build and control the deployment yourself?
If your company has the development resources already available, then a DIY provider may be your

preferred option.
Does your company have the talent or the resources on hand to build a conversational Al design?

Do you want the ability to manage and run it after its built? Perhaps a professional services build with a

combination of pre-configured templates and intents may be a solid route to take.

Are you interested in a provider that will build and also manage the ongoing needs of your Al

deployment?
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Likely a managed services provider would be the best option.

Next, decide what you want to accomplish with your conversational Al self-service. Think about the pain points
you have with voice and digital communications with your customers or employees.

What would you like to improve?

What is costing more than you would like when a live agent has to engage?

What use cases might be better served if they were just automated and agentless?

Third, think about what requirements are critical to make the deployment a success.

What systems and applications must be integrated?
Are those systems able to connect to external (internet-based) offerings?

Which requirements are absolutely needed from the start, and which integrations could be added in
subsequent phases?

Last, determine your available budget ad resources.

What is the budget that the company is designating for this project?
What resources and people do you have to support the project?

What is the desired timeline you have in mind?

This information will serve as a cornerstone as you begin your provider due diligence.

Types of Providers

There are several types of providers that provide Al self-service voice and digital automation:

Stand-Alone Point Provider

A stand-alone point provider is a company who only sells Al automation services. The advantage of using a
stand-alone provider is often simplicity and ease of use, as these solutions can be quicker to deploy and may
have a more robust set of features and options. However, the downside may be the need to integrate other
solutions for additional capabilities, which could become a limitation for organizations looking to create an
integrated and unified technology.

CCaaSs Provider

A CCaaSs provider is a company who provides Contact Center as a Service solutions (CCaaS) for managing live
agents along with an Al self-service solution for agentless interactions for voice and/or digital. They usually have
their Al solution integrated with their CCaaS solution, which may reduce costly professional service charges.
Unfortunately, in some cases, they may not sell the Al solution as a single offering.
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Full Stack Provider

A full stack provider is a company that provides CCaaS solutions to manage live agent, unified communications
as a service (UCaaS) in order to provide employee voice and collaboration services for non-contact center
personnel, and perhaps even communication platform as a service (CPaaS), as well as the Al self-service

solution.

Full stack providers can offer a one-stop shop option, but their Al solution may not be as robust as a stand-
alone provider or may not have the same features. A full stack provider may require the buyer purchase other

products prior to or as part of acquiring their Al solution.

Hyperscalers and Developer Platforms

Hyperscalers are Google, IBM, Amazon, and Microsoft, all of which provide a set of tools and solutions on their
platforms for any company to build their own Al self-service solution. Some may only provide the Al engine,

while others may also provide an orchestration layer to manage state management of the Al interaction.

Types of Deployments

There are several methods that providers use to build and deploy their solutions. Many providers have more
than one option available. Some of the methods require the buyer to source resources. Others will be more
expensive. The choice of deployment option will depend on 1) the available budget; 2) the complexity of the
deployment; and 3) the availability of company and specialized resources.

Managed Service Model

A managed services deployment is when the provider not only builds the buyer’s solution for them but also
manages the solution as a white glove offering. All initial configuration as well as all changes and modifications
going forward are performed by the provider on behalf of the buyer. Managed service deployments can be

expensive and therefore are typically reserved for enterprise-level deployments.

Professional Services Model

A professional services deployment is when the provider will build out the initial deployment for the buyer at an
agreed cost. The provider will ultimately train the buyer on the solution. After the solution goes live the buyer
will perform any ongoing administration of the solution with optional ad-hoc support and services from the

provider. The provider provides a user interface for the buyer to manage either a part or all of the solution.

DIY Model

DIY is where the provider provides an easy-to-use and intuitive user interface where the buyer can build,
maintain, and administer their own deployment. The user interface will usually include pre-built workflows or

use case templates that can easily be modified.

©2023 Remend - All Rights Reserved - Reproduction Prohibited 4



2023 Remend Al Self-Service Automation Report and Buyers Guide

Types of Infrastructure

These are three types of infrastructure most commonly used:

Cloud

The vast majority of providers provide their solution over the internet with the provider managing all the
infrastructure on behalf of the buyer. The buyer just pays for the service, and the provider maintains the

infrastructure by performing upgrades to the solution.

On-premise

On-premise is where the provider’s solution is provided to the buyer to be deployed on the buyer’'s on-premises
or with a buyer-selected host. This type of deployment is usually performed for security purposes or for

government deployments.

Hybrid

Hybrid deployments are a combination of both a cloud and on-premises deployment.

Types of Voice Interactions

These are different types of voice interactions:

Inbound

Inbound calls are voice calls that are initiated by the customer or employee. Frequently driven by a need. FAQs
around the company hours of service, location, or products and services. Resetting of a password, finding out
the status of a loan or application, appointment scheduling, reporting a service interruption, or inquiring about
an account status or balance.

Outbound

Outbound calls are voice calls initiated by the company. To reschedule an appointment, to notify a patient
about test results.

Outbound Al voice calls that can be initiated via a triggered campaign list from an event or list including

announcing concert tickets, a collection call requesting payment, or a notification of a service outage.
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Types of Digital Interactions

These are different types of digital interactions:

SMS

Short messaging service (SMS) is mainly used for providing responses that are difficult to provide over
voice such as an email address or something alpha numeric, long directions, a datasheet, or for two-factor
authentication.

CHAT

Chat interactions are driven mainly from welbsite inquires and can include many of the same service
requisitions that are initiated via a voice call.

SOCIAL MEDIA

WhatsApp is big in mainly international markets and may even be the sole source of customer interaction in
undeveloped countries. Facebook Messenger is the preferred social media platform in North America.

TEXT

Many texts are used in interactions such as two-factor authentication or providing directions when sending or

receiving email is problematic.

EMAIL

Self-service automation via email is becoming increasing popular. It is easy to add Al to self-service email, since
customers are accustomed to using email in their daily lives.

MOBILE

With mobile, many companies will offer self-service embedded in a mobile application via an SDK.

PRICING MODELS

It is important to be knowledgeable of the various pricing models available. In the Al industry, there are
numerous pricing models and price points. Some providers will offer more than one pricing model. Aimost all

providers will discount their pricing based on volume commitments.

Platform Charges

Platform charges are when a provider charges a platform fee on a monthly basis. On top of the platform fee,
there are usage charges per minute for voice and per interaction or unique user for digital. The platform fee
may or may not include a minimum number of minutes for voice and or number of interactions for chat or
social media interactions.
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Per Virtual Agent, IVA, or Channel

In the per IVA or per channel model there is a monthly charge per number of concurrent IVA or virtual agents.
For example, if you want to be able to service 100 customers simultaneously, then the provider would charge
for 100 concurrent virtual agents. On top of this, there will be a charge for per minute voice telephony and per

interaction for SMS.

Per Interaction

The per interaction model means that for every interaction with the customer, be it voice, SMS, or a digital

interaction, the buyer will incur a charge.

Per Unique User

This model is typically for digital interactions. A unique user can be defined differently by each provider. It could be
per conversation, per 24-hour period, or even per 30-day period. For example, if the same customer chats with the

system 14 times during a 30-day period, this is considered to be only one unique user.

Per Minute or Per Call

The per minute or per call model is used for voice interactions. It could be billed via every inbound and
outbound call, or all the aggregated minutes used for all calls, regardless if inbound or outbound. On a per
minute rate, the billing increments can be as low as 1 second, but typically the calls are billed a minimum of
T minute and then in increments of 1, 15, or 30 seconds thereafter. The rates will differ whether the calls are

inbound, outbound, a local call, or toll-free call.

Per CPU

The per CPU model is billed per month per computer processing units. This is the least used billing method and

is used by providers that provide digital interactions.

Success-Based Model

The success-based model is also a seldomly used method. The provider charges fees based on a customer's
success in using the product or service. Often, the provider decides the successful outcome metric. This model

is more of a gain share model where a win for the customer is also a win for the provider.

Contracting and Billing Models

Providers will also use different models for billing. Some providers provide more than one billing model or will

modify their contract to accommodate a larger client opportunity.

Upfront Annually

The client pays for all fixed services upfront, one time, similar to the way many software companies bill.

Telephony, SMS and overage charges are then added on a monthly basis.
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Month-to-Month

Services are billed on a monthly subscription basis.

POC

A proof of concept (POC) is usually a paid engagement when a more formal agreement can be considered only

if the provider meets certain performance criteria.

Trial

A provider offers a trial account that can be converted to a production account. This is more common in digital
interactions than with voice due to telephony costs.

Contract Length

A typical contract length will be 3 years. However, it could be as short as one year or as long as seven years. Most
contracts have a minimum of 30 days' notice to cancel although some have as many as 90 days. Many contracts
have evergreen clauses requiring the client provide notice of cancellation, otherwise the contract automatically
renews. Some contracts, if not renewed, convert into a month-to-month agreements.

Provider Size

When a company is investigating several providers, they will encounter providers of various size related to
revenue, number of employees, and financial resources. It is important to know that there are advantages and

disadvantages to each size of provider.

SMALL PROVIDERS
Advantages of small providers:
Specialized Expertise

Small providers often focus on niche markets and specific industries, allowing them to develop specialized
expertise in those areas. If a company requires a highly tailored solution or a deep understanding of a particular
domain, a small company provider may be the better choice.

Personalized Attention

Small providers typically have a smaller client base, enabling them to provide more personalized attention and
better customer service. Clients may have direct access to key decision-makers and developers, leading to faster

response times and more flexibility in customizing the solution.
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Agility and Flexibility

Smaller providers are generally more agile and can adapt quickly to changing market demands and client
needs. They can pivot their solutions and development processes more rapidly, making them well-suited for
dynamic industries or rapidly evolving technologies.

Cost-Effective

Small providers often offer competitive pricing due to their lower overhead costs and leaner operations. This can

be especially appealing to budget-conscious businesses or startups.

Potential risks of small providers:
Limited Resources

Smaller providers may have limited resources in terms of workforce, financial stability, and infrastructure. This
could lead to slower product development, support, or scalability concerns if the provider experiences rapid
growth.

Less Established Reputation

Smaller providers may not have the same level of brand recognition or reputation as larger, well-established
providers. There could be a risk associated with choosing a relatively unknown company, especially for critical or
large-scale projects.

LARGE PROVIDERS
Advantages of large providers:

Established Track Record

Large providers often have a proven track record with a significant number of successful projects and satisfied

clients. This can provide reassurance to potential clients about the reliability and effectiveness of their solutions.

Extensive Resources

Large providers have more resources, including financial strength, larger development teams, and better-
established infrastructure. This can lead to more comprehensive and feature-rich solutions, along with better

support and maintenance services.

Global Reach

Large providers typically have a broader market presence, which may be advantageous for multinational
corporations or businesses looking to expand internationally. They may offer support and services in multiple

languages and time zones.

Industry Standards and Certifications

Many large providers adhere to industry standards and possess certifications that demonstrate their
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commitment to quality, security, and compliance. This can be crucial for businesses operating in regulated

industries or dealing with sensitive data.

Potential risks of large providers
Lack of Personalization

Large providers may have standardized solutions that might not fully meet the specific needs of individual
clients. Customization options might be limited, and clients may feel like just another number in the system.

Higher Costs

Large providers may come with a higher price tag due to their overhead costs and established brand value. This

could be a deterrent for smaller businesses or those on tight budgets.

Bureaucracy and Red Tape

Large providers may have more complex decision-making processes and bureaucracy, leading to potential

delays in implementing changes or getting support.

Ultimately, the choice between a small company provider and a large company provider depends on the
specific requirements and preferences of the client. Both options have their strengths and weaknesses, and

businesses must carefully evaluate their needs, budget, and risk tolerance before deciding.

Criteria Used to Measure a Potential Provider

There are three essential components to the due diligence process in assessing a provider's capabilities:
1. Provider questionnaire
2. Demonstration of the solution

3. Company solution requirements information for Competitive SOW and pricing
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PROVIDER QUESTIONNAIRE

By asking critical questions from the start, you can speed up your research to find the ideal provider and
platform. Ask questions to assess a prospective provider’s ability to provide the required solution you need.
You can ask these questions informally or in a formal RFI, depending on your needs and timelines. You
may regret time scrutinizing a provider if you discover later that it falls short of essential requirements for a

growth-oriented strategy.

Expertise and Experience

Investigate the provider’s track record of working with conversational and generative Al solutions and how
successful they have been in delivering successful implementations. Peruse their website to learn more about

their capabilities.

Provider Strength

Understand the financial situation of the company. How long has the provider been in business? How long
has the provider been offering Al solutions? Ask about annual sales growth. How much cash on hand does
the provider have? How many customers does the provider currently serve? How many employees does

the provider have? How many of those employees are dedicated to developing and building the providers
solutions? If the prospective provider is a public company much of this information is readily available. If they
are a privately held company, a buyer can ask. All this information speaks to the strength of the provider’s
organization and willingness to share data. A buyer wants a provider that is on solid financial footing and has a

track record of experience delivering the Al solution.

Technology Stack

What type of technology is the provider providing? Is the Al solution being offered their own proprietary
technology, some other company'’s technology, or a combination of both? Where is their technology hosted?
Who is providing the ASR, TTS, and synthesized voices? Understanding the underlying technology is valuable
for a couple of reasons. First, some NLU engines can be customized and tailored for specific industries or can
be general in nature. How does the Provider’s technology align to your strategy? Second, switching providers
often incurs additional costs. If you know what engine is being used, it may be easier to transition to a different

provider in the future, if needed, without having to retrain models from scratch.

Frictionless Interaction

Can the provider's proposed solution interact with your third-party applications and systems to push and pull
information between those systems, your internal applications, and system, and can it incorporate that data into
the customer interaction? Can the provider’s solution seamlessly move between the media that the customer
is connecting with, and can the solution smoothly transition from a virtual media to a live agent interaction
with the customer and escalate that interaction while being able to provide the appropriate context from the
virtual interaction to the live agent? It is critical that a solution manage context during a conversation. During
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an interaction with a customer there can be many turns back and forth, even from channel to channel and
from Al to human and back. How does the solution maintain that context?

Workflow and Use Case Capabilities

Many industries have specific workflows and use cases. Make sure that the provider in question has the
capabilities to support those use cases. Do they have the necessary integrations to industry-specific
applications? Do they have pre-built templates that can be programmed around a particular industry or

industry use case?

Integrations

What third party applications and systems integrate with the provider’s solution? Much of the value in a
conversational Al or generative Al self-service deployment goes well beyond the self-service interaction. The
system must connect to the core systems that a company depends on to retrieve customer history, status, and
personal information. Third party or proprietary tools may house that data. What capabilities does the provider
have to integrate and pass that data onto the self-service experience, and if necessary, to a live agent?

Data Security and Privacy

How does the provider's solution secure data? Is it protecting end users’' PII? What ways does a provider's
solution support end user authentication? How granular is the password and user authentication process for
solution access? Can it be customized?

Scalability

Can the provider's solution handle all of the volume of calls and or interactions that the buyer requires? Can the
provider scale service up or down to accommodate changes in seasonality or demand? Can the provider quickly
provision new capabilities if there is an immediate, unplanned need due to weather events or other unforeseen
circumstances? Can the provider burst its capacity? Do they have not only the adequate solution capacity but
also the telephony capacity to match.?

Customization and Flexibility

Can the user interface be configured and or customized? Can a different Al engine be used, such as one
dedicated to a specific industry? Can the voices be modified? In general, what can be changed and how flexible
is the provider in meeting specific out-of-the-box needs or requirements?

Deployment

How long does it take for the provider to build, evaluate, and deploy a solution for a company your size, with
similar requirements and volume of business? Are they willing to deploy the solution in phases? Ask for
references. If the provider is successful in selling and deploying their services, this should not really be an issue.
Ask to speak to a provider’s current customers so your company can gain valuable insight into how the services
are deployed, what resources you will need to allocate as an organization to be successful, and any pitfalls you

should be aware of while deploying the providers solution.
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Speed to ROI

How long does it typically take for a company like yours to achieve an ROI after deploying the provider’s service?

Support and Maintenance

What kind of support (in terms of both technical support and customer service or success) does the provider
provide? When is it available, and how is it accessed? Does the provider provide enhanced or premium
support?

On maintenance, how is the maintenance done? How often does the provider have to update and upgrade its
services? |s the solution done when the provider is upgrading its services? What is the provider’'s SLA around

maintenance?

Cost

What will be the one-time costs associated with the solution? How are the one-time costs determined? What
will be the monthly cost? Are there any variable costs for usage? How is the solution billed? Is payment
required up front, or can the solution be paid for on a monthly basis? What do you get for the price you will be
paying? What is included and not included in the quoted price?

Omnichannel Compatibility

What channels or media are supported?

VOICE

Inbound - Can the provider support a number of inbound Al self-service use cases?
Outbound - Can the provider support outreach and Al driven outbound calling?

Campaigns - Does the provider have campaign management tools for outbound Al campaigns, such as
DNC software?

DIGITAL

Web - Does the Provider have a chatbot that can be integrated to the buyer's website or online property?
SMS - Is the provider a CPaaS provider or have the ability to provide SMS?
Chat - Can the provider support chat and escalate from agentless chat to live agent chat?

WhatsApp - Can the provider help with WhatsApp integration and campaign management, which is
important in some international locations?

Facebook Messenger - Can the provider support Messenger?

In Application - Self-Service solutions that can be embedded in a company’s online application.
Email - Does the provider support Al triage and resolution of customer emails?

Others - Can the provider support mobile, fax, etc.

Intercompany - Can the provider escalate customers or employees for a channel to a non-contact center

employee in a company's department, such as HR or Finance?

©2023 Remend - All Rights Reserved - Reproduction Prohibited 13



2023 Remend Al Self-Service Automation Report and Buyers Guide

Can all channels be supported by the provider natively, or will the buyer have to source other channels
from another provider?

What other channel solutions does the provider's solution perform with, such as a contact center software
and its live chat solution or its live voice solution?

Can the solution support customer or employee communication through multiple channels?

As a buyer, you want the solution to support the customer’s preferred method or mode of coommunication -
voice, chat, SMS, app, etc. - and be able to move between communication channels without losing context.
Furthermore, you want to centralize data and business logic for consistent customer communications,
communications and to simplify resource allocation, analytics, and operational efficiency.

You will be able to work with fewer providers as the number of channels a provider can support increases.

Multilingual Support

What languages does the provider support, and does it match what the company requires? Some providers
only support a few languages.

Compliance

What type of certifications and levels of compliance has the provider obtained? Do those certifications and
levels of compliance meet the buyer’s requirements?

Training

What type of training is provided by the provider, and in what form is it available? Is there an additional cost
involved in training, or does the provider provide it for free as part of their solution?

Resources Required

What resources are required of the buyer to support the provider solution? How many people from the buyer's
company will need to be involved? The resources the company must provide need to be clearly defined and
allocated to a deployment pre- and post- go live.

Providers Financial Stability

How long has the provider's company been in business? Is it public or private? Is it a new company with some
basic venture capital, or does it have a large cash reserve? Are sales growing? What happens if the company
goes bankrupt? Will you, as a client, have access to the platform or code?

Disaster Recovery and Redundancy

Does the provider operate an active/active or active/passive architecture? What kind of redundancy in the
platform and telephony is provided or available? Are there additional costs associated with establishing
redundancy and disaster recovery protections? What happens if the Provider has an outage? Do they have
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a secondary instance of a customer’s deployment? If telephony fails, can the Provider re-route through
alternative carriers?

Documentation and Resources

What documentation is available on the various services and solutions? Does the provider provide datasheets
about its solution? Is there a library of videos and training materials? Is there a user forum or provider
academy? What resources are available should the buyer wish to educate themselves?

Real-time Analytics and Reporting

What kind of reporting and analytics are available? |Is data available in real-time? What types of dashboards
are available? Can the client access the raw data from the platform via API? What types of audit trails are
available?

Case Studies

Does the provider have case studies or white papers around delivering a solution that is within or similar to the

buyer’s industry? Does the provider have references for delivering use cases or workflows that are similar to or
the same as the buyer’s intended use?

Exit Strategy

If the solution does not work for the buyer, what does an exit from the provider look like? Can any of the prior

work be utilized with a new provider? How will the provider work to help migrate the buyer and should that be

required?
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Additional Questions if you are interested in
Generative Al or Large Language Models (LLM)

What generative Al architecture is the provider using?

You would ask this question to ensure the use case for the generative Al solution matches the type of
generative Al model being offered. There are three types of generative Al: a) Generative Adversarial Network
(GAN), which is mainly used for voice, images, or music, and could be good to use for real-time voice
automation; b) Variational Autoencoder (VAE) is used for mainly images, analysis, and graphics; and c)
Generative Pre-Trained Transformer (GPT), which is the one most people are familiar. GPT is used mainly for

creating content, generative text, and creating translations.

The specific use case and desired output will determine the best architecture. Be careful of someone who just
answers, “Oh, we just use ChatGPT."” If the intent is to generate a voice, GAN may be more appropriate that GPT.

Is the provider’s generative Al model optimized for specific tasks?

With this question you are trying to understand if the provider’'s Al has been trained to optimize the specific
tasks and industry data that your company needs so that you get accurate results. If the training was
specialized it might meet your company’s needs without a tremendous amount of fine tuning. If not, the

provider’s solution might require significant customization that another Provider's solution might not need.

Are the outputs from the provider’s solution in real-time or are they delayed?

The speed at which the generative Al creates and delivers an output is important, especially in applications that
are customer facing like a chatbot or virtual voice agent. If a customer is having to wait a significant amount of
time for a response, then the user experience could suffer.

How is their LLM trained?

LLMs require an initial training phase, often referred to as pre-training, before they can operate effectively.
During pre-training, the LLM is exposed to vast quantities of data to facilitate its learning. As part of due
diligence, you want to know that the source(s) of the training data and how extensive is it relative to your

industry and use cases.
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PROVIDER DEMONSTRATION OF THE SOLUTION

Unless the provider only provides a managed services type of deployment, the buyer should request a
demonstration of their solution, user interface, or orchestration layer. If the provider only utilizes a managed
services model, then they should provide references with whom the buyer can discuss their solution to
understand the capabilities of the technology.

During a demonstration, the provider should be able to show the end user, developer, and administration
experiences. All stakeholders and representative users of the solution should attend the demonstration, even
if multiple demonstrations are needed. Many providers will offer a free, time specific, test account to use the

solution to try the solution out before purchasing.

END USER DEMONSTRATION

Voice Interaction

At a minimum, the provider should be able to demonstrate an end user voice call, both inbound and outbound
if necessary. The voice should include Al natural conversations. The Al should be capable of engaging in natural,
context-aware conversations with users. It should understand the user intent, handle complex queries, and
provide relevant responses to a user’s intent. It may not be the exact flow or use case that the buyer is interested

in, but it should at least be thorough enough to give the buyer a good understanding of what is possible.

Usually. a demonstration will be only available in English, but it may include a second language like Spanish or
even a preprogrammed language (if available) that the buyer is interested in. The provider should be able to
demonstrate a selection of different voices, both male and female. The buyer should pay attention to the quality
of these voice selections. Are they too robotic? Are they too human-like? This will depend on stakeholder
preference. How is a call escalated from an agentless experience to a live agent, and what context is passed on
to the live agent from the agentless interaction?

Digital Interaction

The provider should be able to demonstrate the omnichannel digital interactions that are available. What
will the experience look like from a web chat, social media, or mobile application? It should show how a
digital interaction can be escalated to a live agent while maintaining context. The provider should be able to

demonstrate how the solution offers the end user flexibility in how it interacts with the buyer’s systems.

Sentiment Understanding

The provider should be able to demonstrate how the solution can determine user sentiment and how the
system can use that sentiment for routing or displaying different offers.
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ADMIN DEMONSTRATION

Content Management

Administrators should be able to determine how easy, or difficult, it is to manage and update conversational
content, including intents, utterances, entities, prompts, and dialog flows, without needing extensive technical

skills.

Integration Capabilities

The technology should seamlessly integrate with existing systems and data sources, allowing administrators to
leverage existing data for more meaningful interactions.

Compliance and Security

The provider should show how the solution adheres to data privacy regulations and offers security measures to

protect user data and maintain trust.

Authentication

The demonstration should show how the administrator can configure authentication of users and what options
are available.

Dashboards, Reporting, and Analytics

The orchestration layer should provide administrators with a user-friendly dashboard displaying metrics,
usage data, and insights into user interactions to help them make informed decisions. The demonstration
should include what reports are available out-of-the-box, what can be customized, and how raw report data
can be accessed. As part of the demonstration, a prospective buyer should also learn how dashboards can be
configured and how analytics and reporting can be sent to others in the organization.

DEVELOPER DEMONSTRATION

Customization

Developers should have the ability to customize the Al's behavior, dialogs, and responses to align with the
specific use cases and branding of the buyer.

Training and Tuning

The Al should offer mechanisms for fine-tuning and re-training to improve its performance over time based on

user interactions and feedback.
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Error Handling

The Al should provide clear error messages and handling mechanisms that help developers diagnose and

address issues effectively.

Scalability

The technology should be able to manage varying levels of usage and traffic without compromising

performance, ensuring a smooth experience even during peak times.

APIs and SDKs

The orchestration layer should provide well-documented APIs and software development kits (SDKs) that

developers can use to integrate the Al technology into their applications and services.

Documentation and Support

The provider should provide comprehensive documentation, tutorials, and responsive support channels to

assist developers in implementing and troubleshooting the solution.
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BUYER-PROVIDED DATA

Investigating a provider for a solution and determining if that provider can meet all the buyer’s needs is not a

one-sided conversation.

There is a considerable amount of information the provider needs to be able to determine if the buyer is a
good fit for their services and make sure that the provider can meet the buyer’s needs. The provider will need
detailed information to provide the buyer accurate pricing for one-time and ongoing solutions and services.
The more detailed the information that a buyer can provide, the more accurate the cost estimate will be.

The information you should consider providing, or at least be prepared to discuss with, prospective providers

includes:

Customer Profiles and Personas

Where do your customers come from (online properties, partners, direct business, advertising) and what does
the customer look like (age, channel preference)? Any information you can share about your business and the

people you do business with will be useful for the provider to know.

Customer Journey Mapping

From the start of a customer interaction to the end, what does that customer journey look like? What systems
need to be accessed? Where and when are interactions transferred elsewhere? Who manages those escalated

interactions?

Current Customer Service Metrics

What are the current KPIs around your business - AHT, FCR, CSAT, net promoter, etc.? All the metrics that
measure your call center or internal employees servicing customers should be shared with the provider.

User Behavior Analytics

Provide any data, reports, analytics, or customer journey data that will help the provider. Where are customers
leaving your IVR? How are your customers entering the present solution? If there are customer or employee
complaints, are they categorized and available? How are customers interacting presently with your current

solution(s)?

Current Call and Interaction Volumes

How many calls do you expect the provider’s solution to handle? What does that volume look like today, in a
day, week, month, or a year from now? What is the peak number of calls taken in a one-hour period? Is there
seasonality in the calling patterns? What is the average call time? What are the volumes of emails, SMSs, chats

(live or automated), web inquiries, and social media interactions that your company manages?
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Pain Points

What are some of the challenges that you, as the buyer, are facing in the customer or employee experience
today? Do you have call or digital dispositions that it can provide? What are the top reasons that customers or

employees seek the company’s help?

Channel Preferences

What channels do you support for end user or employee interactions today, and what do you want to support

going forward?

Types of Voice and Digital Interactions

What types of voice interactions are you handling? Is the company receiving inbound requests for information
or services? Is the company doing outbound calling to reach customers? Is the outbound managed via

campaign management?

What digital interactions are needed? Examples include a WhatsApp integration, handling Facebook

messenger, and website and chat interactions or email.

Assets and Headcount

How many people today are managing voice calls, emails, chats, social media, etc.? How many agents do you
have in your call or contact center? Are any calls being handled by non-contact center employees?

Does the call or contact center operate 24/7/365, or are there more limited hours? What does the buyer’s
organization do with customer inquiries when no one is available to handle them? Do they go to voicemail, or
are they distributed to any outside party or parties?

Commonly Asked Questions/Issues

FAQs are one of the easiest ways to start with a conversational or generative Al solution. You can provide
knowledge base documentation, a PDF, or website for the provider to understand how difficult it would be to

manage all the FAQs that the buyer receives from its customers.

Language and Localization Needs

If you are only servicing customers in English, then localization may not be of concern. But if you have a diverse
customer base or have global operations, you need to be prepared to provide the prospective provider with the
languages the prospective solution needs to support with Al, such as text to speech, speech to text, translations,
etc.

Technical Infrastructure

What does your solution architecture look like today? How do you manage telephony? How is your call or
contact center designed? If you are using third party infrastructure share how is it designed, who is it from,
what does it look like, where is it located, and how do you and your customers access it.
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Budget Constraints

We are assuming that your inquiry is for a real project and not just an information gathering exercise. It is
important to be upfront about your budget and budgeting process. Transparency is key. However, that does
not mean you have to disclose everything. First, you can give ranges around what you believe you can get
approved for the project. Second, help the prospective provider understand the budgeting process. Who is the

ultimate decision maker? Is it an individual or a committee? When is the budget cycle?

You want to be clear about any budget limitations or constraints so that the provider can propose a financially

viable and competitive solution.

Short-Term and Long-Term Goals

It is important to clarify what you want to achieve immediately after you implement the solution in conjunction
with long-term objectives for the solution for a point in the future. An example is, “We expect after 180 days

to see a self-service containment rate of X, a reduction in customer service calls routed to an agent of Y or an
increase in CSAT scores by Z." You want objectives that are meaningful to the organization and clear to the

provider.

Compliance Needs

Are there specific types of regulatory compliance that must be met in your industry? For example, in Europe,
GDPR for data protection is required. If you are going to be taking or passing credit card information, PCl is
going to be a requirement. If you are a healthcare provider, insurer, or servicer, the provider should be HIPAA
compliant. You want them to provide the necessary documentation based on their understanding of your

compliance needs uncovered during the proposal stage before you execute an agreement.

Current and Past Providers

If you have collaborated with similar providers in the past, you should share those insights to help the providers
understand what experience you had. Perhaps a proof of concept was unsuccessful. Share what worked and
what did not work, and what you learned in the process. What success or failures did you as the buyer have and

why?

Present Ul/UX Design

What do your present customer-facing interfaces look like? What does your present administration and
agent experience look like? How will the potential provider’s solution be able to integrate seamlessly into your

company’s present digital experience or will there be a difference?

Historical Benchmarks

Provide historical data around the activities of your customers and your past and present solutions.

Privacy/Authentication Considerations

Provide any data around PIl concerns. Have there been any issues around PII? Have there been any issues
around KYC? How are the company’'s employees or customers authenticated today? What would you like to

offer in the way of authentication in the future?
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Metrics for Success

Are there KPIs that need to be met? Are there CSAT attainments or a reduction in headcount that need to
occur? What does success look like for your company, and how does it need to be measured at go live and at
90, 180, and 365 days? If the solution will be done in phases, what does success look like during each phase?

APIs and Integrations

What types of APIs does your business use or has built? What integrations to internal and third-party

applications and solutions does the provider need to account for in its statement of work (SOW)?

Technical Constraints

What technical constraints does your company have? Do you have security challenges or infrastructure
challenges that the provider may need to overcome?

Business/Resource Constraints

Does the business have enough headcount to support the product, or will the provider need to work around
this challenge? Is there a contract terminating with another provider that needs to be considered? Will it be
necessary to integrate with an application that is getting sunsetted or replaced?

Stakeholder Opinions

What are the thoughts of the people involved in these projects? Are they all supportive and on board?

Timing
What is your timing for starting a project? What is driving the company’s timeline? Providers need to know
this so they can capacity plan for their resources to be able to confidently speak about achieving their timeline.

WHAT’'S NEXT

Once A, B, and C have been completed, the provider should have enough information about the company's
solution needs to complete an SOW detailing any initial, one-time professional service charges, as well as
information needed to provide a complete pricing proposal for any recurring costs.

Once the provider has delivered the SOW and pricing, you can use the information from the questionnaire
and the experiences from the solution demonstration to compare the provider with others in the industry. We
recommend that a prospective buyer complete at least three provider reviews before selecting a provider to
begin negotiations. Moreover, wait until you have an agreement in place before notifying the other providers
that they were not selected in case the preferred provider and the buyer cannot execute an agreement.
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BAKE OFF

Bake-offs provide a direct, effective way to evaluate potential solutions for your organization’s needs, particularly
if you are aiming for advanced automation. The quickest method to assess a solution’s suitability is to see if
it tackles the issues you are trying to solve. Comparing the effectiveness of the same concept across various

platforms can guide you to the best fit.

That is not to say traditional methods like extensive request for proposals (RFPs) should be overlooked. Given
that advanced automation projects are often even more complex than traditional tech endeavors, a thorough

approach is crucial.

In a world demanding quick adaptability, adding a bake-off during the provider selection phase can be
incredibly beneficial. It often speeds up the usually time-consuming processes of sending out RFPs, waiting for
responses, and evaluating them. However, for many organizations, bake-offs complement rather than replace

the RFP process.

In essence, any worthwhile platform that is not strictly a managed service should be able to demonstrate its
capabilities through a practical example centered on your specific needs. If it cannot, it is likely not the right

choice for you.
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CONCLUSION AND RECOMMENDATION

The adoption of Al self-service and automation capabilities is a technology decision that has strategic value
given the potential impact to a company's customer and employee satisfaction, and ultimately, on bottom-
line results. Enterprise, mid-market, and SMB companies should engage in a complete assessment of their
organization’s needs, include all stakeholders, and conduct thorough due diligence before making any
commitments to a particular provider's solution.

For smaller businesses that are not familiar with Al technology and are looking for workflows and tasks that can
be easily implemented, an existing UCaa$S or CCaas provider which has an Al self-service solution may offer the
quickest way to deploy and provide value. Larger enterprises with more complex needs or that have existing
technology in place or that are more familiar with Al technology may uncover more value from a stand-alone
point provider of Al solutions which can provide an industry-specific niche solution or a more complex “best of
breed” Al deployment.

By making an informed decision, businesses of all sizes can improve their customer or employee experience,
streamline their operations, and at the same time gain valuable insights and enhance their market
competitiveness.
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USE CASES

Below are some of the common use cases by Industry.

FINANCE & PAYMENTS

PCl Payments and
Transfers

Loan Applications

Balance inquiry

FAQs

Personal Information
Updates

PCI Payment processing
and transfers

Balance Inquiry

Open a Claim

Outbound alerts

Claim Status Notifications

Appointments, Bookings,
and Reminders

PCI Payments Processing
and Collections

Benefit Elections

Lab Results

Eligibility Assessment

FAQs

Password Resets

Voice Biometrics or
Standard Authentication

Outbound Alerts

Pre-Qualify Applications

Fraud Alerts

Debit/Credit Card
Activation

Account Management
FAQs

Open a Case

Loan Servicing

Intelligent Routing

INSURANCE

Personal information
updates

Voice biometrics or
Standard Authentication

Service Activation

Pre-Qualify Applications

Account Management
FAQs

Fraud Alerts

Surveys

Activate User

Password Reset

Renewal Reminders

HEALTHCARE

Surveys

Intelligent Routing

Intelligent Callbacks

Post Service Satisfaction

Password Reset

Prescription Reminders/
Refills
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Support Tickets/Updates

Service Activation

Device Installations Follow

Up
Authentication/Voice Bio

Workforce Clock in/Clock
out

PTO Tracker

Surveys

Renewal reminders

Activate User

Name Directory

Name Directory

Intelligent Routing

Personal Information

Updates
Medical Triage

Medical Information
Delivery

Vaccine Availability

Vaccine Testing App

Name Directory
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RETAIL

PTO Shift Bid/Absence

Intelligent Routing Check Inventory Reporting/Leave Request Post Service Satisfaction

Outbound Promotions Track Packages/Trace élrlfdc;?de Routing/Location Time Off Balance

In-store Paging Integration Appointments Subscription Reminders Installation Follow Up
Service Appointment

Customer/NPS Surveys Password Reset Employee Surveys
Follow Up

BOPIS (Buy Online Pickup .

Product Recalls In Store) Pay slip requests FAQs

Look Up Orders PCI Payment Processing Service Activation Ngme/Department
Directory

PCl Payments and Personal Information Intelligent Routing Nf':\me/Department
Transfers Updates Directory
Password Resets Emergency Notifications High Usage Notifications

Service Activation Surveys Timekeeper/Log Service

FAQs Interruption Notices Outage Alerts

EDUCATION
PCIl Payment Processing FAQS Class Schedules Notifications
Pre-paid Card Activation/ Personal Information Benefits Enrollment N.ame/Department
Balance Updates Directory
Password Resets Activate User Intelligent Routing

GOVERNMENT
PCIl Payment Processing Personal Information 2 Factor Authentication Notifications
Updates
Password Resets Open a Case/Claim Renewal Reminders Outage Alerts
Intelligent Routing Parking Ticket Payments License Renewals Nfame/Department
Directory

Municipalities/Court Date

RO Reminders

On Call/Cascade

©2023 Remend - All Rights Reserved - Reproduction Prohibited 27



2023 Remend Al Self-Service Automation Report and Buyers Guide

Reservations

HOSPITALITY

Outbound Promotions

Employee Authentication

Name/Department
Directory

Virtual Concierge

Back of Office/House
Communication

Building Access

Hotel Finder

Support Tickets

Password Reset

FAQs

Intelligent Routing

Support Tickets
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INDUSTY TERMS AND DEFINITIONS

On the following pages there are some of the common industry terms and
definitions, as well as some that are specifically used in this report.

10DLC

10DLC (10-Digit Long Code) refers to a new standard in the United States for business messaging via SMS (Short
Message Service). It represents a shift from using shared short codes to a system where businesses are assigned
a unique 10-digit phone number for sending messages to consumers. The implementation of 10DLC is aimed at
enhancing the transparency and accountability of business messaging by creating a registered and dedicated
pathway for messages. This helps to prevent spam and other fraudulent messaging practices, thereby
increasing consumer trust. With the 10DLC system, businesses must register their campaigns and use cases
with mobile network operators and pay for a dedicated 10-digit number. This process often involves providing
information about the business, the nature of the messages being sent, and adhering to specific compliance

guidelines.

ABP Framework

ABP (Asp.Net Boilerplate) is a modular application framework that aims to automate common development
tasks and provide best practices to developers working with ASP.NET Core. It is designed to simplify the starting
process for new projects, offering a flexible and extensible base. The ABP framework can be a good choice

for developers who want to quickly start a new ASP.NET Core project with a robust, scalable architecture that

incorporates best practices and common development patterns.

Agent Assist

Agent Assist refers to the use of artificial intelligence (Al) to support human agents, especially in customer
service environments. By leveraging machine learning and natural language processing, Al Agent Assist can
provide real-time guidance, suggestions, and information to human agents during customer interactions.
Agent Assist is a growing trend in customer service technology, allowing businesses to blend the strengths of Al
(such as speed, accuracy, and scalability) with the empathy, understanding, and nuanced communication that

human agents provide.

Al

Artificial Intelligence (Al) refers to the simulation of human intelligence in machines that are programmed to
think like humans and mimic their actions. The term may also be applied to any machine that exhibits traits

associated with a human mind, such as learning, problem-solving, perception, and language understanding.

Alphabet

The parent company of Google.
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API

Application programming interface (API) serves as a collection of rules, protocols, and instruments that assist
in software construction. It functions like a toolkit for developers, offering the essential components needed to
assemble a program.

AQM

Agent quality management (AQM) refers to the processes, tools, and strategies used to monitor, evaluate, and
improve the performance and quality of interactions between agents (customer service representatives) and
customers. AQM aims to ensure that agents deliver a high level of service, maintain professionalism, and meet
predefined quality standards during customer interactions.

ASR

Automatic speech recognition (ASR) is. a technology that converts spoken language into written text. ASR
systems use advanced algorithms and machine learning techniques to analyze audio input, such as speech
from a person, and then transcribe that speech into written words

Authentication

Authentication is the process of verifying the identity of a user, system, or entity to determine if they are who
they claim to be. In the context of computer security and digital systems, authentication is a crucial step in
ensuring that only authorized individuals or entities can access certain resources, systems, or information.
Authentication typically involves the use of credentials or factors to establish identity. These factors fall into
three main categories:

Something you know - This factor involves using knowledge-based information, such as a password, PIN,
or answers to security questions.

Something you have - This factor refers to possessing a physical or digital item that is linked to your
identity. This could include a smart card, security token, or a mobile device.

Something you are - This factor is based on biometric characteristics unique to an individual, such as
fingerprint, facial recognition, voice recognition, or iris scan.

AWS

Amazon Web Services (AWS) is a comprehensive and widely used cloud computing platform provided by
Amazon. AWS offers a wide range of cloud services that include computing power, storage, databases,
networking, analytics, machine learning, security, and more. These services are designed to help individuals,
businesses, and organizations build and scale applications and services without the need to invest in physical
hardware and infrastructure.

AZURE

Azure refers to a cloud computing platform and a suite of services offered by Microsoft that enables the
development, deployment, and management of various Al-driven applications, including those focused on
conversational interactions. Azure provides tools and services that empower developers to create sophisticated
chatbots, virtual assistants, and other conversational interfaces such as bot framework.
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BARD

Bard is a generative Al chatbot created by Google that engages in conversations and generates responses. It
was first built using the LaMDA series of large language models and later transitioned to using the PaLM series

of language models

Bl

Business Intelligence

BPO

Business Process Outsourcing

BYOA

Bring your own Al (BYOA) means you bring your own artificial intelligence engine.

BYOC

Bring your own carrier (BYOC) means you bring your own telephony or SIP connections

CAPEX

Capital Expenditure

CCaasS

Contact Center as a Service

CCaaS Stack

A CCaaSs stack is a provider that provides cloud contact center as a service (CCaaS), as well as conversational and

generative Al voice and digital self-service interactions

CCAl

Google CCAIl, or Google Cloud Contact Center Al, is a solution offered by Google Cloud aimed at revolutionizing
the customer experience in contact centers. Some features include Virtual Agents: It allows businesses to
deploy Al-powered virtual agents that can conduct human-like conversations with customers. These agents can
manage a range of tasks from answering common questions to complex problem-solving. Google's Dialogflow
is the underlying conversational platform used to design and implement voice and text-based chatbots. CCAl
leverages Google's state-of-the-art NLP techniques, making it easier for the system to understand and process

human language.

CHATGPT

ChatGPT refers to versions of OpenAl's generative pre-trained transformer (GPT) models that are used for

conversational Al purposes. The “chat” in the name emphasizes its utility in generating human-like text in
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a conversational format. The underlying technology, GPT (generative pre-trained transformer), is a type of
machine learning model that is particularly good at understanding and generating human-readable text. It is
trained on vast amounts of text data to understand patterns, grammar, facts, reasoning abilities, and even some

level of humor.

Claude

Claude is an advanced Al assistant developed by Anthropic, stemnming from their efforts to create Al that

is beneficial, truthful, and safe. Users can interact with Claude via chat or through an API provided in the
developer dashboard. Claude excels in numerous chat-based and text processing functions, ensuring consistent
and dependable outcomes. Among its applications are text summarization, search functions, assisting in
creative writing projects, answering questions, aiding in coding tasks, and several other capabilities.

Cognitive Search

Cognitive search is an advanced type of search that provides more relevant results by understanding the intent
and contextual meaning of the terms being searched. It leverages Al technologies such as natural language
processing (NLP), machine learning, and semantic search to analyze the content in more depth and to provide
results that are contextually relevant to the query.

Conversational Al

Conversational Al refers to technologies that enable machines to understand, process, and respond to human
language in a way that is both meaningful and contextually relevant. It powers interactions between humans
and computer systems through text or voice conversations. The primary objective of conversational Al is to

create a more natural, interactive, and human-like interface for software applications, making them feel more

intuitive and easier for users to engage with.

CPaasS

Communications platform as a service (CPaaSs) is a cloud-based platform that enables developers to add real-
time communication features to their own applications without needing to build back-end infrastructure and
interfaces. This can include voice, video, SMS, chat, and other communication methods.

CPU

Central Processing Unit

CRM

Customer Relationship Management

CUSO

Credit Union Service Organization
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CX

Customer Experience

CXM

Customer Experience Management

Data Store

Data store is a centralized repository or storage system that is used to store and manage data in a structured
manner. It serves as a reliable and organized location where data can be stored, retrieved, and managed by
applications, systems, or users. Datastores are an essential component of information systems, databases, and
software applications.

DialogFlow

Dialogflow, formerly known as API.Al, is a cloud-based platform developed by Google that enables developers
to create conversational interfaces, including chatbots and voice assistants, for various applications and devices.
It provides tools and features that help developers design, build, and deploy natural language processing (NLP)

capabilities into their applications, allowing users to interact with the application using natural language.

DID

Direct inward dial is the number that a user dials or texts it can be a long or toll free number or a SMS number

DIY

Do IT Yourself

Drag and Drop

Drag and Drop is a common user interface interaction that allows a user to “grab” an object by clicking on it
(usually with a mouse or touchpad) and then “dragging” it to a different location or onto another object, and
“dropping” it by releasing the click. Many conversational Al builder tools use drag and drop functionality to
enable users to create workflows and IVR flows by dragging elements like nodes, blocks, or buttons into place

without having to write any code.

DTMF

Dual-tone multi-frequency signaling (DTMF) is a technology used in telecommunication systems, particularly
in voice telephony. It is the signal that your phone sends to the other end of the line when you press the keys on

your telephone’s keypad.

Entities

Entities represent the specific details, data, or terms that a virtual assistant (VA) requires to fulfill a user’s
request. These could include various elements like dates, times, locations, descriptions, or any other information
needed to complete the task at hand.
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EU

European Union

EX

Employee Experience

FAQ

Frequently Asked Question

FedRAMP

The Federal Risk and Authorization Management Program (FedRAMP ©) is a. U.S. government initiative
designed to unify security evaluations, approvals, and ongoing scrutiny of cloud services and products. It
enables government agencies to confidently adopt contemporary cloud technologies, focusing particularly on
safeguarding federal data. Through this program, the adoption of secure cloud solutions is streamlined and

expedited.

Full-Stack Provider

In terms of this report, a full-stack provider is a provider that owns all its own intellectual property providing

UCaas, CCaas, and its own voice and digital automation services.

GCP

Google Cloud Platform

GDPR

General Data Protection Regulation (GCDPR) is a European Union law implemented in 2018 to protect citizens'
personal data. It mandates clear consent for data collection, grants individuals various rights over their data, and
imposes heavy fines for non-compliance. Even organizations outside the EU must adhere if they deal with EU

residents’ data. This regulation has significantly influenced global data handling practices.

Generative Al

Generative Al allows users to swiftly produce fresh content from diverse inputs. These inputs can range from
text and images to sounds, animations, 3D designs, and more. By recognizing patterns in existing data through
neural networks, Generative Al can craft new, unique content. By utilizing various training methods, like
unsupervised or semi-supervised learning, organizations can effectively harness vast amounts of untagged data

to build foundational models.

GSl

Global system integrators (GSls) are organizations that specialize in bringing together various technological

components into one system. They collaborate with different providers to design and integrate IT solutions
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that meet the specific needs of their clients. This can include everything from implementing new software
and hardware to coordinating complex, multi-system installations that span across different regions or even
countries. Some well-known GSls include companies like Accenture, IBM, Deloitte, and Capgemini. These
firms often partner with technology providers like Microsoft, Amazon Web Services, SAP, and others to deliver
end-to-end solutions that may include consulting, system design, implementation, support, and ongoing
management.

GUI

Graphical user interface (GUI) refers to the visual interface that allows users to interact with a software
application or system through graphical icons, visual indicators, and point-and-click actions rather than solely
text-based commmands. A GUI is designed to be user-friendly and intuitive, making it easier for users to navigate

and operate software or systems.

HIPAA

Health Insurance Portability and Accountability Act (HIPAA) was enacted by the U.S. Congress in 1996. It ensures
health insurance continuity during job changes and aims to combat healthcare fraud. A major component
establishes standards for the privacy and security of patients' health information. Non-compliance can result in
significant penalties.

HL7

HL7, short for Health Level 7, represents clinical guidelines and communication patterns designed to streamline
the sharing and access of electronic data across various healthcare platforms. These standards are maintained
by Health Level Seven International, an entity focused on healthcare norms. The primary objective of HL7 is to
foster improved compatibility among health information systems that adopt these standards

Hyperscaler

Hyperscalers are significant cloud service entities capable of offering computing and storage solutions on a
grand scale. Although there is not a set benchmark for categorizing a provider as a hyperscaler, leading cloud
giants like Amazon Web Services, Google Cloud, Microsoft Azure, and IBM Cloud are typically considered

examples.

Integration

Integration refers to the process of configuring and connecting different cloud-based (and sometimes on-

premises) systems and services to work together cohesively.

Intent

Customer intent refers to the desired outcome or action a customer aims to achieve. Companies can employ Al-
driven chatbots to recognize this intent and swiftly deliver appropriate solutions.
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Interaction

An interaction is the dialog between a unique user and a voice or digital bot or agent

ISO

Independent Sales Organization

IVA

Intelligent Virtual Agent or Intelligent Virtual Assistant

IVR

Interactive Voice Response

JSON

JavaScript Object Notation (JSON) is a textual format used to represent and transfer data. Often chosen for its

simplicity, it is commonly used in web applications to exchange information between servers and clients.

LLM

Large language models (LLM) are advanced machine learning models designed to understand, generate, and
work with human language. These models, often based on deep learning architectures like transformers, are
trained on vast amounts of text data, enabling them to produce coherent and contextually relevant text, answer

guestions, offer recommendations, and more.

LUA Script

Lua is a lightweight, high-level scripting language known for its embeddability and simple syntax. Often
integrated into software and games for added customization, its design prioritizes portability and performance.
Lua can be easily extended with languages like C, making it versatile. Its straightforward design and speed have

made it popular in various industries.

Machine Learning

Machine learning is a subset of Al that provides systems the ability to automatically learn and improve from
experience without being explicitly programmed. This learning process is based on the recognition of complex
patterns in data and the making of intelligent decisions based on them.

MAU

Monthly active users (MAU) is a commonly used metric in the technology. It refers to the number of unique

users who engage with a product within a 30-day period.

Meta

Meta is the parent company of Facebook.
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MRC

Monthly Recurring Charge

MSP

Managed Service Provider

MVP

MVP is a product by Ring Central

NLP

Natural Language Processing (NLP) involves the ability of a computer to understand, interpret, generate, and
respond to human languages in a valuable way. It enables the machine to understand and respond to spoken

or written language just like a human.

NLU

Natural-language understanding (NLU) is a branch of artificial intelligence that focuses on the interaction
between computers and humans through natural language. The ultimate objective of NLU is to read, decipher,

understand, and make sense of human languages in a manner that is valuable.

Nodes

Nodes refer to specific points or stages within the call flow where a caller is presented with options or actions.
These nodes often guide the interaction, leading the caller through a series of prompts and choices to achieve
the desired outcome, such as reaching a particular department, obtaining information, or completing a
transaction. Nodes in an IVR system are connected in a logical flow, creating a roadmap that navigates the
caller through the system. They are essential in designing an efficient and user-friendly IVR experience, allowing

organizations to automate interactions and efficiently route callers to the appropriate resources or information.

OCP

Omilia Cloud Platform

OEM

Cloud service providers may offer OEM licenses to other businesses. This allows the licensee to incorporate the
cloud service into their own products and solutions, often under their own branding. This can help the licensee
to enhance their offerings without having to develop the underlying technology themselves. OEM relationships
in the cloud service domain can enable synergies between different providers, helping them to deliver more

comprehensive and integrated solutions.

OKTA

Okta, Inc. is a U.S.-based company specializing in identity and access management. They offer cloud-based
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solutions that assist businesses in handling user access to applications securely. Developers also use Okta to
integrate identity features into apps, websites, services, and devices. A notable offering from Okta is their Single
Sign On (SSO) product.

On-Premise

On-premise refers to software, systems, or infrastructure that is physically located on a company’s own
property, often within their own data centers, as opposed to being hosted on a cloud-based platform. When
an organization uses on-premise solutions, it is responsible for the maintenance, updates, and security of the
software or hardware. This is in contrast to cloud-based services, where the infrastructure or software is owned,
managed, and hosted by a third-party provider. In essence, on-premise means that a company uses and
manages its own IT resources in-house

OPEX

Operational Expenditure

Orchestration Layer

An orchestration layer functions as a coordinating mechanism within a broader system, managing and
organizing various tasks or services. Serving as a bridge between different components, it streamlines their
collaboration. This layer simplifies the complexities of syncing multiple parts by centralizing control, managing
the order, timing, and integration of tasks. This way, developers can concentrate on crafting individual
components without stressing over their interactions

Partner Stack

In context to this report, a partner stack is one or more providers coming together or partnering to create a full
stack solution of UCaaS, CCaaS,CPaaS, and Conversational ai voice and digital interactions.

PCIl Compliance

The Payment Card Industry Data Security Standard (PCI DSS) guidelines are a set of requirements for
companies to process, store, and transmit credit card information securely.

Point Provider

In the context of cloud services, a point provider or point solution provider refers to a provider or service provider
that offers a solution addressing a specific need or a single problem area.

Private Cloud

Private cloud provides dedicated cloud computing resources to a single organization, allowing for greater

control, customization, and security compared to shared, public cloud solutions.

Prompts

A prompt refers to a voiced menu choice in an interactive voice response (IVR) or intelligent virtual agent(IVA)
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system. IVRs and IVAs are the initial systems in numerous call centers that welcome callers and vocally provide
them with a list of selections. These vocalized selections are termed as prompts.

R&D

Research and Development

REST

In the context of cloud integration and web services, REST stands for Representational State Transfer. It is an
architectural style for designing networked applications. REST uses a stateless, client-server communication
model, where web services are treated as resources that can be identified by their URLs.

ROI

Return On Investment

SDK

Software Development Kit

Single Panel of Glass

In the context of cloud services, especially within network and system management, a single pane (or panel) of
glass refers to a unified management console or dashboard that provides a comprehensive view and control
over multiple systems, services, or tools. Instead of having to jump between different interfaces or systems to
monitor, analyze, or act upon information, users can do so from this one centralized interface.

SIP

Session Initiation Protocol

SIP REFER with Replaces

SIP REFER with Replaces: The Replaces header is used in conjunction with a SIP REFER (or directly in an INVITE)
to provide an explicit mechanism to replace an existing call with a new call. It is used for call transfers where you
want the transferred call to take the place of the original call. The Replaces header will contain the Call-ID, the
From tag, and the To tag of the call being replaced. This ensures the new call seamlessly takes over the session
of the previous call.

SIP REFER

SIP REFER: This is a method where one user agent requests another to send a SIP request on its behalf. It is
most commonly used for third-party call controls like call transfers. When a user agent receives a REFER, it is
expected to initiate a new SIP request (usually an INVITE) to the target specified in the Refer-To header.
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SLA

A Service Level Agreement (SLA) is a formal contract between a service provider and a client, detailing the
quality and scope of services to be provided. It sets clear performance metrics, such as system uptime and
response times, and outlines both parties’ responsibilities. The SLA also specifies acceptable downtimes,
remedies for service lapses, and potential penalties for unmet standards. Furthermore, it often includes
provisions about support availability and contract termination conditions. Essentially, an SLA ensures both the

provider and client have clear, aligned expectations.

SLED

State, Local, and Education

SLM

Small Language Model

SMAL

Security Assertion Markup Language (SAML) is an open-standard protocol that utilizes XML to exchange
identity information between two entities: 1) an identity provider (IdP) and 2) a service provider (SP). Essentially,
the ldentity provider takes on the role of authenticating users and subsequently transmits their identity and

access permissions to the service provider.

SMB

Small and Medium sized Business

SMS

Short message service (SMS) is a text messaging service component for most telephone, mobile device, and
web-based communication systems. SMS uses standardized communication protocols to allow fixed line or
mobile phone devices to exchange short text messages.

SOAP

Simple Object Access Protocol (SOAP) is a protocol for exchanging structured information in the
implementation of web services in computer networks. SOAP relies primarily on XML (Extensible Markup
Language) for its message format and can be carried over a variety of lower-level protocols, including HTTP and
SMTP.

SOC 2

System and Organization Controls 2 (SOC 2) is an auditing procedure that ensures service providers securely
manage data to protect the interests and privacy of their clients. SOC 2 is specifically designed for service
providers storing customer data in the cloud, which means that it is applicable to nearly every SaaS company,

as well as any company that uses the cloud to store its customers’ information. SOC 2 requires companies to
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establish and follow strict information security policies and procedures, encompassing the security, availability,
processing integrity, confidentiality, and privacy of data.

SOwW

Statement of work (SOW) is a formal document that captures and defines the work activities, deliverables,
and timeline a provider or service provider will execute in performance of specified work for a client. The SOW
typically accompanies a contract or purchase agreement and serves as a guide to manage work expectations,

timelines, costs, and outcomes.

Speech Transcription

Speech transcription refers to the process of converting spoken language into written text. This can be done
manually by a person listening to an audio recording and typing out what they hear or automatically using
specialized software, which is known as automatic speech recognition (ASR).

SSO

Single sign-on (SSO) provides users with secure access to various applications using a single set of credentials,

streamlining the login process, and enhancing security.

Standalone Provider

Standalone provider refers to a service or product provider that operates independently without the need for

integration with other systems or products.

STT

Speech to text refers to the technology that converts spoken language into written text. This technology can be
used in a variety of applications, including transcription services, voice assistants, real-time subtitling, and more.

STT works by capturing the audio signal of spoken words and using algorithms to interpret the speech.

TTS

Text to speech (TTS) converts written text into spoken language. There are many TTS engines available,

ranging from simple and robotic-sounding systems to highly advanced ones that can generate speech

almost indistinguishable from a human voice. More advanced systems may use deep learning and other
artificial intelligence techniques to provide more natural intonation, rhythm, and expressiveness. TTS is a vital
technology for improving accessibility, allowing content to be accessible to those who may have difficulty
reading or interacting with text-based interfaces. It is also an essential part of the voice interaction systems that
are becoming increasingly common in modern devices and applications.

Two-factor

Two-factor authentication (2FA) combines two or more authentication factors to enhance security. For example,
using both a password (something you know) and a one-time code sent to your smartphone (something you
have) provides an additional layer of protection.

©2023 Remend - All Rights Reserved - Reproduction Prohibited 42



2023 Remend Al Self-Service Automation Report and Buyers Guide

UCaa$sS

Unified Communications as a Service

Utterance

An utterance is whatever a user communicates to the virtual assistant (VA). So, if a user enters the command

“Book me a room in Los Angeles for next Tuesday,” that entire statement is recognized as the user’s utterance.

VA

A virtual agent or assistant (VA) sometimes referred to as a bot or chatbot, serves as a smart go-between
connecting individuals, digital platforms, and devices that are connected to the internet. By employing
technologies such as machine learning and natural language processing, along with other sophisticated
software, VAs have the capability to manage intricate human dialogues. They can learn from previous
engagements and progressively enhance their responses over a period of time.

VARs

In the business and technology world, a value-added reseller (VAR) is a company that adds features or services
to an existing product, then resells it (usually to end-users) as an integrated product or a complete turnkey
solution. This can enhance the product’s value.

Voice Biometrics

Voice biometrics is a technology that uses an individual's unique vocal characteristics to identify and
authenticate them. Just as fingerprints and facial features can be unique to each person, the voice also has
distinctive qualities such as pitch, tone, cadence, and accent. Voice biometrics is used as a form of personal
authentication over the phone as voiceprints are unique and difficult to imitate.

VPAT

A Voluntary Product Accessibility Template (VPAT) is a document that provides information about how a
specific technology product or software application conforms to various accessibility standards and guidelines.
VPATs are commonly used in the context of procurement, where organizations evaluate and select products
based on their accessibility features. VPATs were originally developed by the Information Technology Industry
Council (ITl) in collaboration with various organizations and government agencies, including the US federal
government's Section 508 program. Section 508 of the Rehabilitation Act requires federal agencies in the
United States to make their electronic and information technology accessible to people with disabilities.

VX

Provider Experience

VXML

Voice Extensible Markup Language(VoiceXML or VXML) is a standard for specifying interactive voice dialogues

between a human and a computer. Essentially, it allows for the creation of voice applications VoiceXML is often
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used in conjunction with other technologies and standards to create a complete voice interaction system, and it
is supported by many different platforms and tools designed for developing voice applications.

Out-of-Wallet Question

Basic questions for identification such as the last 4 numbers of your social security card, mother’'s maiden
name, your date of birth, your driver's license number, etc. - slang for security questions where the answer could
possibly come from ones wallet.

Watson

Watson is a suite of artificial intelligence (Al) services and applications developed by IBM. Watson's technology
utilizes natural language processing, data analytics, and machine learning to process and analyze large
amounts of unstructured data. It can understand human language, answer questions, recognize patterns, make
predictions, and even provide insights and recommendations. Some of the well-known services and tools under

the IBM Watson umbrella include:

Watson Discovery - A tool to search, analyze, and interpret data across various documents and websites.

Watson Assistant - A chatbot and virtual agent builder that allows for sophisticated conversation design

and automation.

Watson Studio - A collaborative environment for building, training, and deploying machine learning
models.

WebRTC

Web Real-Time Communication (WebRTC) is an open-source project that provides web browsers and

mobile applications with real-time communication capabilities via simple APIs. It allows audio and video
communication to work inside web pages by allowing direct peer-to-peer commmunication, eliminating the
need to install plugins or download native apps. WebRTC is commmonly used for voice and video calls. WebRTC
enables real-time voice and video calls directly within web browsers.

WFA

Workforce Analytics(WFA) focuses on analyzing employee performance and behavior data. It helps in
identifying patterns and insights that can lead to better decision-making about workforce planning, talent
management, and organizational effectiveness.

WFM

Workforce Management (WFM) is primarily concerned with scheduling and labor planning. It aims to align the
workforce with the demands of the business, ensuring the right people are in the right place at the right time.

This can include managing schedules, tracking time and attendance, and complying with labor laws.
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WFO

WorkForce Optimization (WFO) combines elements of both WFA and WFM. It takes a broader view to combine
and optimize both aspects of workforce planning and management. It aims to balance operational efficiency
with employee satisfaction and performance, taking a holistic view of the workforce to optimize both day-to-
day operations and long-term planning. This includes everything from scheduling and training to performance

management and analytics.
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LEGAL DISCLAIMER

“This research paper and buyers guide (the “Document”) is purely informational. While the information,
data, and content within the Document come from sources deemed trustworthy during its creation, there
is No guarantee regarding its accuracy, completeness, or current relevance. Remend does not vouch for any
companies, products, or services mentioned in this material, nor does it guarantee the content’s accuracy or

comprehensiveness, including its suitability for any specific purpose.

This Document should not be taken as legal, financial, or any other type of specialized advice. Do not use
it as such. The perspectives in the Document belong to the writer(s) and do not necessarily represent any
organization's official stance.

Neither the publisher, writer(s), nor their associates, workers, or representatives are responsible for any
damages, be they direct or indirect, including lost profits, due to reliance on the Document’s contents. Before
making any decisions, especially in business, provider selection, or investments based on this Document, you
are advised to do your own research and consult with industry experts.

This Document might point to third-party sites or resources. These are only for your convenience and do not

indicate any affiliation, endorsement, or accountability for their content.

Remend does not specifically back any company, product, or service in its research works and does not suggest
users to only choose highly rated providers. The opinions in Remend'’s research works are just that—opinions
and shall not be considered statement of facts. Remend holds no responsibility for this research, including its
applicability for specific purposes.”

This material contained within cannot be shared, loaned, sold, or revealed to those who have not purchased
this report without written consent. Also, copying, storing, or transmitting this content in any manner, including
digitally, mechanically, or through photocopying or recording, is prohibited without the publisher’s explicit
permission.”
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