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Finding the right tool

Cambeidgeshire
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Lesson

Look thoroughly into the Al
Suppliers: check their
customers websites and

Looked at Current Analysed data and Gathered comparetoyourrequirements.
; ; Reviewed various compared to requirements for
suppliers with di business cases for Al Voi
N S— case studies . over Voice and
each supplier Chat
Researched Gathered data Found the best
different Al from the Contact supplier for our
Suppliers Centre requirements and

budget



What can Al support us with? .

6 call categories:
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1, Information

Requests (General)
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3, Information

Requests
(personalised)
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2, Information
Requests
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Where. l.e., bin
collection
schedule

Who and
Where. l.e.,
council tax
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Who and
where. l.e.,
followup to a
previous
request

Who and
where. l.e., pay
for a service

Who and
where. l.e.,
specific benefit

enquiry
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4, Information
Requests
(Transactional)

5, Service Request
(transactional/

=

\.

simple)
%
6, Service Request
(case/complex) )




Analysing our data

80k

calls per year

Top 5
Services:

Council Tax
Housing
Environmental Health
Benefits
Planning

Category of call Call %
Information Requests (General) 27%
Information Requests (localised) 17%
Information Requests 2%
(personalised)

Service Requests 5%




Implementation phases
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Phase 3 — Al Voice
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Category Title

®Information requests
@Information requests personalised
® Service request transactional

@ Information requests localised

® Not Categorised

27%
Our aim for
reduction of
calls




Al Voice — Council Tax
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We started with the top 10 enquiries for Council Tax, SAM answers these over the telephone

(and chat) to customers:

18%

of our calls are

relatad o Whattodo ifa
Councittax customer has a
summons?

How can a customer
change their Council
Tax instalment
dates?

Setting up a direct
debit for customers
Council Tax
payments.

How to apply for a
student discount.

What is the
customers Council
Tax banding?

Helping customers
that want to claim for
a Single Person
Discount

Getting acopyofa
customer's Council
Tax bill.

How to pay Council
Tax.

In my area:

Enter your postcode to access

Information that is refevant to your
ea such #s your bin Collection
schedule, planning apolication




Benefits of using Al
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- N N
/ Our aim is to reduce e > o Better customer
calls by 25% to the We can respond and insights, meaningwe
Co.ntaCt B, adapt quickly, giving us can spot,opportunities
PRI ISR i 3 flexibility when it is .
more time on complex e e _ quickly. Y,
cases. ’

\_ Y, - J

f Integration of the \
Voice/Chat Al Assistant
with back-office
systems, meaning we
can offer better digital
\serwces to customersj

/Creating services that\
are interchangeable
between voice and chat
gives us more control
over the service

rovided.
\ i %




Any questions?
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