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Introduction 
 
Artificial Intelligence is one of the areas of interest that is being studied in 
great capacities this digitalization era. In the sphere of computer science, 
artificial intelligence is used to complement native intelligence inherent in 
every human being for the purpose of bringing perfection to the execution 
of work processes. In other words, artificial intelligence draws heavily from 
the way human intelligence works. Products of automated technology have 
memory, thinking skills and other cognitive components that humans have. 
In fact, there is a branch of AI which focuses on making emotionally-smart 
machines. In that way, a ective, cognitive and psychomotor components of 
the human mental processes are mimicked in the design of Artificial 
Intelligence products. 
The area of customer service is the focus of this paperwork. In other words, 
how customer service can harness the immense potential of artificial 
intelligence’s benefits is the purpose of this write-up. For a long time, human 
agents have been in the business of ensuring customer service delivery at 
o ces, government ministries and other organizations. However, what 
modern technology wants to do with artificial intelligence is to develop 
automations smart enough to ensure the tenets of customer service at an 
e cient level. In this book, you will learn the di erent ways to harness 
customer service for your good.  
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What Is Artificial Intelligence? 

 

The term “artificial intelligence” is one that has become quite frequent in 

usage in the world today. However, it will come as a shock that many 

mistake it for just any product of technological innovation. That is not so; 

however. Artificial intelligence is much more than just any miracle product 

that the advent of technology has come with. It refers to the system endued 

with the ability to receive data, interpret it and make judicious decisions 

with it. Looking at this definition, one can see that this is part of the way 

automated machines perform their duties. They efficiently carry out work 

processes on whatever data they receive concerning job processes. 

Scientists and technologists involved in automation designing are 

responsible for making programmed devices which work according to codes 

to perform specific objectives.  

 

Artificial intelligence follows the human mental process’ framework; hence, 

the similarity it bears with natural intelligence. For instance, automated 

devices are capable of making calculated decisions, denying or accepting 

some commands; depending on the perceived outcome. Machines have 

memory like you do, that is why you can save a file on your personal 

computer and find it there the next day just as you remember events of the 

previous day today. We can go on and on about the similarity that humans 

and artificial intelligences share. You will not be wrong to call artificial 

intelligence – mimicry of humans’ native intelligence. And that is because 

they perform similar task at more efficient levels. Humans involved in 

complex work processes do not give the same amount of efficiency every 

day. Human Resource managers constantly seek new ways to improve 

employee’s work performance through incentives because the nature of the 

human species is fashioned to find repetitive tasks dreary. That cannot be 

said of Artificial Intelligence as they are mechanical equipment 

programmed to run the same set of rules without the capacity to feel tired. 

The only thing that is needed is constant maintenance to ensure that they 

perform at the best capacity possible. 

 

 

It is possible that you wonder at times how artificial intelligence work – how 

manmade equipment are able to think through difficult processes and come 

up with a solution. You have to understand that artificial intelligence is 

programmed by algorithms to make efficiency possible in its work process. 

The state of Artificial Intelligence at the moment makes it possible for 

3



 

 
  

machines to learn from data and discover di erent methods of 
manipulating the information gotten for problem solving. Algorithms are 
instructions or templates meant for the performing of a machine. Simple 
algorithms combine to make complex ones. Programmers of AI think of 
every possible behavior of data that could be allowed into the system and 
develop instructions to handle all scenarios. Harmful data which could be 
threatening to the performance of the machine are avoidable through the 
instructions which will make the equipment detect and disallow it. 
 
In the configuration of a machine in AI, the equipment gets imbued with 
some functions. They include problem-solving skills, learning ability, 
knowledge representation, planning, learning, natural language processing, 
perception, motion and manipulation, social intelligence and general 
intelligence. The above-mentioned attributes are inherent in human beings, 
but in machines, they operate at a phenomenal level. It is for this reason 
that most organizations and companies seek to take advantage of the 
benefits inherent in Artificial intelligence for their profiting.  
 
AI technological 
innovations create 
superfast machines that 
can run several commands 
at a time and handle tons 
of data sent into it. The 
human mind is limited and 
cannot be as productive as 
a machine. It is a relevant 
tool in media, healthcare, 
automotive industry, 
finance and economics, 
cyber security, government, 
law-related professions, 
video games, military, hospitality, audit and art, among other fields. Hence, 
one must not downplay its importance for the rewards that accrue from it. 
 
 
 
 
 
 
 

4 THE POWER OF AI IN CUSTOMER SERVICE



 

 

The Art of Customer Service 

Customer Service as a field of endeavor, concept and practical business is 
one of the most researched areas in the current dispensation. One of the 
reasons for this increase in attention the area it gets is for the dynamic 
nature of human behavior – customer behavior precisely. Human wants are 
insatiable and change is constant in human preferences; hence, there rose 
a need in organization to study these inflexions in tastes as well as the 
needs the customer wants in a product. In other words, successful product 
entry into market is one adjudged by customers to serve the purpose for 
which they require it, aesthetics notwithstanding.  
 
 
Having briefly explained the way customer service came into the job 
process, it is only right that I define it. Although ample definitions are 
available for describing it, one that is quite encompassing of the intricacies 
is necessary for adopting. Customer service is simply the act of servicing the 
customer’s needs prior to purchase, upon purchase and afterwards as well. 
In this definition, several derivations can be made. One of such is that the 
number one drive in this endeavor is the customer. The customer’s need 
must be met to guarantee their chances of returning. Di rent policies are 
necessary if an organization is to go far as far as customer service is 
concerned. One of such is training of employees. Customers react in 
di erent ways; hence employees need to understand how to react in 
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certain situations for loss of clients not to occur. There are other rival 
companies who will be willing to capitalize on the flaws of same-industry 
rivals with employees having poor customer relations. Hence, concepts such 
as emotional intelligence, consumer psychology and other customer 
relation concept is necessary for employees to have. 
 
In addition, feedback from customers is another essential way of measuring 
one’s progress as a brand. The reason is that customers remember 
experiences they had while getting a product much more than the 
product’s e ciency. In fact, they sometimes would ditch a brand where they 
felt a rude approach by employees for another one just as much as they 
would abandon a company with substandard products for a better one. 
And think about it; it is quite understandable. Would you keep going to a 
brand for services when you get demeaning treatments every time? 
Certainly not, I guess.  Hence, a necessary step to avoid losing customers to 
competitors is to get feedback from them and respond with palliative 
measures where customers seem o nded and unlikely to return. For 
instance, if a complaint of incomplete delivery was made, a refund of the 
money or a discount on next purchase is a good response to such situation. 
The chance of the customer coming back for more is higher than it would be 
if overlooked. It is this secret that topflight companies leverage on in 
keeping a vast amount of customers for their profiting. As an organization, 
you must understand that it is the customer that comes first. 
 
The use of Customer Support is one way the bigwigs of industry have been 
able to keep customers closer through getting feedbacks and attending to 
their complaints, issues and recommendations. By definition, Customer 
Support refers to a gamut of customer-oriented services designed for the 
purpose of assisting in the proper use of product to avoid challenges with it. 
Areas covered by this concept include maintenance, training, 
troubleshooting, and planning, upgrading, installation and product 
disposal. In a nutshell, Customer Support deals on the di erent problems 
that customers could face when using their product or trying to get it. The 
arrangement has helped to reduce defection of customers to other brands 
due to product failure. Some brands notable for placing heavy premium on 
customer service include Amazon, Disney Parks, JetBlue, Avon Products, 
Wegmans, Calvin Klein, HEB Grocery Company, Publix, USAA among other 
brands.  
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How AI is used in Customer Service?  
 

Having learned the processes 

involved in Artificial Intelligence as 

well as the intricacies of Customer 

Service, it is essential that you 

have a good grasp of how these 

two areas can work together for 

maximum profiting to follow.  

 

The use of AI in customer service 

sounds cool; having known the 

immense possibilities inherent in 

Artificial Intelligence. Companies 

get bigger in reach, influence and 

range and services, attracting many customers in the process. It is essential 

to understand how these customers can be kept for the benefit of 

organizations. It has been considered for a long time, but fears that AI might 

usurp the position of humans in organization has made many frown at the 

idea of an automated Customer Service arrangement. No one wants to lose 

a source of income to machines, as bad as that can get. But if organizations 

must progress, the needful has to be done.  

 

Automated means of providing customer service implies that customers can 

get their request, challenges and suggestions across to an organization 

with feedback following. The idea behind using automations or products of 

Artificial Intelligence in exercising good customer relations is to make clients 

have a good emotional value before, during and after services rendered. 

Think of it this way: a customer making a complaint through a speech-to-

voice communication medium. He or she will have a feeling of happiness 

and awe, seeing that his or her complaints are met with solutions. It takes 

away the possibility of emotional burden or burnout on human customer 

agents. You may not be aware, but customer service representatives face 

emotional instability and stress-related issues at work such as burnout, 

among other things. The reason is not far-fetched; customers can be every 

enervative in the way they approach human agents; transferring aggression 

to them in the process. However who yells at a machine? You now see 

reasons with why customer service is essential to go the way of automation 
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for making business move faster and better in an organization. 
 
Another reason it is essential to have an AI built Customer Service system is 
that it harnesses the internet which is much in use, this current dispensation. 
There is no use being mechanistic in handling a task as huge as customer 
service when one can have internet options to handle clientele 
management. Ecommerce is of relevance and fast-growing as a 
determinant of market visibility, and companies are harnessing its immense 
potentials with regard to internet marketing of goods and services. If 
Ecommerce can be a success through the internet, more than some physical 
stores, it shows that a technological approach to customer service that 
leverages on the improved customer service and customer support will be 
essential for business. There are some clients who will never get in touch 
with physical o ces of one’s brand. However, through automated customer 
service, one can get in touch with faraway customers; giving them a feel of 
what happens in the physical locations. It is for this reasons that clients in 
faraway countries can give positive feedback on how the company 
performs. It therefore shows that positive feeling available through human 
customer service is available through the artificial intelligence customer 
service structure as well. 
 
Despite the immense possibilities that exist in artificial intelligence based 
customer service, a lot of people express concern about how relatable 
machine will be as compared to humans. In other words, they have 
misgivings about how machines would behave in terms of exuding emotions 
and other things humans are known for. Currently, there are automations 
imbued with the capacity to express emotions as well as read the 
countenance or frame of mind in which clients are. All these innovations are 
not without cause – they are in order that clients’ needs and expectations 
are met with a satisfying response from organizations. When a company 
has a great intercourse of customer service and artificial intelligence, there 
is no limit to what it can achieve. Examples of these customer service 
automations include Siri on Apple Inc. devices, Google Assistant for Android 
products, chatbots, and avatars among others. Siri and Google Assistant 
fall under the category of AI productions called automated online 
assistants. 
 
Can customer service be quantified? Definitely YES! Quantitatively, 
customer service is measured using some tools to know how e cient it is. 
Net Promoter Score is one of the ways of grading its performance, as well as 
the use of customer surveys. Through these tools, the one can also calculate 
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how loyal the relationship between customers and service providers is. 

Things that other forms of assessments focus on while testing for customer 

service efficiency are first response time, total handle time and average 

response time. The scores in each of the above-mentioned scales will tell 

how well or how bad a customer service strategy of a company is – be it AI 

or human-centered. For machines, dropping a review is quite easy these 

days. Through the use of instant feedback strategies, one can drop an 

honest assessment of one’s experience while getting a product or service as 

well as make recommendations. Most AI based customer care makes use of 

this strategy. At the end of services, an option imploring you to choose a 

review between 1-star to 5-star will be recommended. The reason is to find 

out if the strategy was satisfactory in creating room for improvement. Other 

strategies include use of forums and blogs, opinion polls, suggestion box 

and all to get feedback from clients. When customers know there is room for 

improvement in the conduct of certain tasks, they become endeared to the 

organization than organizations that do not show concern for clients? Of 

course you can which of them will be more productive and long lasting as 

the year goes by. 

0How AI improves Customer Service? 

 

Efficiency 

If you are careful to observe, you will discover that some institutions have 

help handles on social media where persons can inquire knowledge on 

certain areas, make complaints, give feedback and get reward. Unknown to 

many, the replies that come through such handle have been programmed 

through automations. That leads to the first example of how AI improves 

Customer Service – it helps in achieving better customer service through the 

use of chatbots. The chatbot technology is such that makes quick response 

to different customers’ requests available immediately. That is one way the 

human social media handler has been helped in the responsibility of 

attending to customers’ needs. Round the clock, people message top-flight 

companies about various matters relating to the product. Having a human 

agent go through all could be quite exhaustive for a human and inefficient 

in overall assessment. Hence, artificial intelligence improves customer 

service in the area of social media through the use of chatbots to get 

information across the customers in time.  

 

Apart from the chatbot example, other AI innovations promise efficient 
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performance when employed in customer service delivery. Where humans 
become incapacitated, Artificial Intelligence continues. Hence, it is no 
wonder that most of the best companies in the world today employ AI, not 
just in operations but in customer service units as well. It is necessary to 
state at this point that when the subject of e ciency is in view, it also talks 
about the quality of the result or output. In other words, e ciency is not just 
about speed. It is also speaks of doing an excellent job within the fastest 
time possible. As long as the AI medium is not faulty in its automation 
design, it has the capacity to produce much more for customer retention, 
loyalty and other things that customer care stands for.  
 
 
 
Cost-Effectiveness 
The property of cost-e ectiveness is essential in organizations. Most 
business establishment is constantly on the prowl for new ways of doing 
things to minimize cost. If you are one of such persons, consider Artificial 
Intelligence as a necessary financial intervention in your company’s 
customer service department. Looking at the market size one’s company 
could have, it would be quite costly to employ sta  members who will 
handle di rent emails or messages through other feedback channels. 
Paying their salaries across all branches would be quite taxing on the 
organization’s revenue. Another problem usually encountered with human 
customer service agents is lack of e cient handling of messages and other 
information. When a client submits feedbacks and does not get 
acknowledged, there is a high chance that he or she would go for another 
brand as a result of dissatisfaction with the organization. Having said this, 
the best solution is to go for artificial intelligence technology in customer 
care of organization.  
 
Considering the cost of incurring equipment or setting up programmable 
devices to carry out customer service functions, it is not a luxury to purchase 
it. Some organizational leaders think it is an ostentatious thing to do – to 
buy gadgets or set up systems which would achieve the goals of customer 
service. But considering that customer loyalty can be won with these 
devices, is it really expenditure or an asset? Of course, it is an asset. 
Inasmuch as it may cost less to pay customer service agents’ salary, the 
cost of losing a customer to rival brand is dangerous to the growth of a 
business. Therefore, having a go at AI customer service packages is quite 
essential if a business is to advance to high positions in a given service 
industry. 
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The Great Connection between Chatbots and 
Live Agents; How Chatbots Empower the Live 

Agents? 

 

 

 

 

 

 

 

 

 

 

In achieving better value for time and money, live agents and chatbots are 

essential in business to make this a reality. Live agents are employed at the 

help desk section of organization’s customer care service. The advantage it 

has over physical chatting is the ability to handle customers who seek help 

in whatever aspect of the product or services of a company. Live chats or 

live agents work in such a way that they take into context the emotions of 

the customers when responding to their enquiries. However, as good as this 

AI software is, it has some challenges. One of these challenges is slowness in 

responding to client’s complaints. Sometimes, clients have to wait on end 

before getting in touch with live chats to express their pleasure or 

displeasure over services rendered. Another pitfall which live agents 

experience is in its inefficiency when it comes to handling complex 

problems. Failure to track customer’s information on the product such as 

delivery details, tracking number and so on is another factor that impinges 

on its use.  

 

Chatbots on the other hand is another customer support tool that 

facilitates quick response to clients’ needs before, during and after getting 

a corporation’s products or services. It is an automation fashioned in such 

an indefatigable way that makes it respond to chats all day long. As far as 

queries are simple, repetitive and homogenous, chatbots would run them 

out with outputs that fit instantly. That way, clients do not have to spend a 

long time before getting response. But the only drawback in its use is that it 

cannot handle queries beyond what it has been fashioned to manage. That 

explains why contextual enquiries seem complex to understand as far as 
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chatbot technology is concerned. Tracking of customer information is very 
fast with chatbot in place; hence, the reason behind its ability to deliver 
answers fast with customers. What makes it unique is its ability to work 
without human supervision. It, thus, means that you can expect an answer 
when chatbot are in place at any time of the day you make a decision to 
chat up the organization’s customer support. That way, you save time, 
energy and financial resources which would have been expended on 
getting human personnel to control their operations. Customer engagement 
is assured with the use of chatbots in a website as far as caring for 
customers and business growth is concerned. 
Both technologies have their pros and cons. Hence, they could be of great 
potential to customer support in customer service delivery when used 
complementarily. The weaknesses of live agent are in slower response to 
clients’ questions due to different customers calling for attention at the 
same time. However, its strength is in being able to answer questions which 
are posed technically. Chatbots, on the other hand, is advantageous when 
there is need for swift response to client’s enquiries and other demands. 
However, its demerit is in being unable to go beyond what it is programmed 
to answer. Hence, there are problems that may arise which are not part of 
the language programmed into it for such situations. When such occurs, it 
could end up giving unbefitting answers to customers, leading to 
dissatisfaction or defection to other companies. Hence, the best use of 
these two technologies is to use them simultaneously in ensuring better 
customer service delivery. 
 

All Benefits for both Business and Customers by 
Using AI for Customer Service 
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For Customers 

Artificial intelligence will do customers a whole lot of good when it 

collaborates with customer service of organizations. Every establishment 

knows that a customer relation is pivotal to success as a brand; however, 

not all know how to ensure efficient customer management. Even in 

organizations running traditional systems of customer service delivery, it is 

nearly impossible to answer queries from customers at all times. That is due 

to the complex nature of human beings. However, with AI-based customer 

service, customers truly come first as they will see their value in the 

organization. Earmarks such as quick responses to queries, swift sorting of 

orders, making orders and other will show clients that they are valued and 

loved.  

 

For Business Brands 

Brands cannot but leverage immense potentials that abound to the use of 

artificial intelligence as a tool for providing better customer service. In an 

age of fierce market competition, businesses that have adopted artificial 

intelligence in their businesses stand a chance of being at the frontline 

position in industry. Another benefit that accrues to brands for their use of 

digitalized customer service methods is customer retention. The behavior of 

consumers in the market place is dynamic. It is so because for every product 

and service, there are other brands involved the same business as well. 

Every brand is advertising and catchy to the eye; however, what will retain 

them is the level of customer service they can get at any time. Some 

organizations give clients the impression that they are all about their 

money. Subtle ways of passing this to the notion of customers is when 

clients get their orders easily but their queries, suggestions and feedback 

remain unattended to for a long while. Hence, when a company has a 

system of automations involved in customer support, clients will have 

enquires met with appropriate replies. It will result in their continued loyalty 

to the service provider. For this reason, good customer service through the 

stables of customer care automations will give businesses efficiency of 

production, customer loyalty and increased revenue.  
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12 Examples of AI in Customer Service You Can 
Start Using Right Away for your Business 

 
 
Chatbots 
The term “chatbot” is used to describe converse with customers or person 
online. It works on the principle of text or text-to-speech enablement. Its 
discovery was in line with the 
increasing demand to meet 
customer’s needs for quick 
response to their enquiries, 
feedback and complaints. As a 
business person, it must be your 
desire to grow financially and in 
population strength. If your 
dreams come to pass and you 
have a wider market reach, it 
becomes taxing to communicate 
with clients over online interface 
through human agents. It would 
not be an easy task responding 
to everyone’s demands in time; hence, inefficiency will set become evident 
in operations. That is why it is essential to take advantage of this 
technological tool for your business in time. That way, you will be able to 
leverage on the privileges that come from the use of chatbot.  
 
Live Agents 
Live Agents refers to human controlled software that assists in 
communication with client for the purpose of meeting their product and 
services need. At times, clients run into trouble in the use of products and 
services bought from a brand, and may want to find out how from the 
company how to handle it. Rather than have them come over to a physical 
location, companies can take advantage of the privilege of technology 
through artificial intelligence to put the clients through, troubleshoot 
whatever problems they have and proffer solutions. Zit ranges in price from 
the affordable to expensive one; hence, companies ought to get live agents 
within their financial wherewithal and enjoy the benefits inherent in it. There 
are live agents with more than 150 support features; including most tasks 
that would usually be expected of a customer service system. Some of 
these features include live agent ticketing, live chat, call center, knowledge 
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base, pricing, among other features. If you consider the fact that it improves 

helpdesk functions, you will understand that its essence in aiding efficient 

customer service must not be underrated in organizations. 

 

Virtual Assistants for AI Customer Service 

Virtual assistants are not new in organizational setting. They are used to 

provide enquiries such as answers to client’s questions, sorting of orders, 

and other such tasks. The relevance of automation to customer service 

comes to bear again through the medium of virtual assistants in business 

establishment. It reduces dependence on human agents who are known for 

such jobs in the traditional system. Their construction can be simple or 

complex, depending on the task it is being used to solve. If a wider range of 

tasks is to be performed using it, the algorithm design in it will differ from the 

setup in virtual assistants of less value. So depending on the strength of 

virtual assistant one can afford, it is okay to put it in place within the 

customer support of the organization for all the gains inherent in it.  

 

Top Natural Language Processing (NLP) are the advanced form in which 

virtual assistance are made. Simpler forms have experiences scripted in 

simple terms for clients to get answers to their enquiry. Depending on the 

kind of business you run, you may decide to run a hybrid model of virtual 

assistant or a front-end bot. One thing is certain: it is not every request that 

bots can handle. In other words, they are limited in function, as they only 

have details on information which are provided to them. However, it is 

advisable to employ their use as they will help lift the weight off human 

agents in providing answers to the endless queries of clients and give them 

customer satisfaction in the end. That way, better customer service is 

assured and more revenue will come to such organization for their effort in 

making their customer retention capacity scale up the heights. Suppose you 

need help on the type of virtual assistance to adopt for your business. I will 

suggest you use a cooperate model like other companies do. That entails 

going for one that is affordable but keeping human agents alongside for 

efficiency to be promised. 

 

Sentiment Analysis for Customer Insights 

In growing as a brand, feedbacks from customers are necessary. One of the 

things they do is to give the organization an insight into what things to 

produce, how and where to produce them. The essence is to ensure that 

they have a good user experience whenever customers want to use their 

products or services. Another advantage is to know what services and 

products attract the clients to their offices most, and know how to place 

ads to constantly remind them of improved products of the same type. 
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Doing this requires the use of Sentiment Analysis software in bringing about 
customer insights. In traditional customer service models, customer insight 
was obtained through the use of feedback forms and other opinion poll 
collection methods. Such method cannot be efficient with brands having 
large customer base; hence, the use of technology is required to get the 
best records of customers’ sentiment data for analysis as quickly as 
possible. 
IBM Watson Tone Analyzer is an example of AI-based software that can do 
the magic. It gets information from customers online and also detects the 
mood from which clients give these reviews. Emails, daily engagements on 
social media, chats, feedbacks from surveys and call logs are measured 
using applications that collect information about product and services 
received by customers for their brand. It is part of change management 
theory in industrial and organizational psychology to inflect areas with more 
customers’ criticisms. One thing it does is that it prevents customers from 
giving their allegiance to close competitors. By analyzing the sentiments 
received, improvements can be made to keep the customers satisfied 
regarding the use of their product. Research shows that customers are more 
attuned to companies who seek their opinions about products and services, 
especially when they put such sentiments into excellent use. 
 
Automated Routine for Streamline Issue Handling 
No one likes queuing. Especially when the business venture has many 
customers, queuing can be quit taxing. Top brands understand that clients 
could be discouraged from coming to their offices because of the stress in 
waiting on end for turns. As a result, they make artificial intelligence 
provisions to remove the propensity of customers to such problems. It is not 
only about the strain of standing in queues. Bigwigs in industry understand 
that some of their customers might have some impairment that could make 
physical appearance at their offices nearly impossible and a lot difficult to 
be on queues. Hence, companies can leverage on the privileges of artificial 
intelligence in handling or reducing the need for queues. Automated Routine 
for Streamlined Issue Handling helps to complete a whole lot of processes 
that would typically require long waits at establishment’s for narrating one’s 
plight. It is programmed by algorithms that make it easy for orders to be 
made at the tap of the finger alongside other benefits. Ranging from 
requesting for refund for failed transaction to other processes like making 
updates on delivery information, recipient details and other such 
information, Automated Routine for Streamlined Issue Handling has got 
customers covered on these and more. It works by making catalogues of 
customer’s plans and makes provisions for such to be met easily. It is one of 
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the immense benefits of technology that has come for profiting of the 

business world in customer retention, loyalty and service at the best quality 

possible. 

 

 

Emotion AI for Increased Customer Satisfaction 

One of the concerns people have expressed over the use of automations in 

customer service delivery is whether or not it would handle emotional 

aspects of communication in its interaction. Well, Emotional AI is 

constructed to perceive emotional cues from customers and respond aptly 

to it. Through media such as facial, textual, body language or voice, the 

machine gives appropriate countenance response to the perceived 

emotional feedbacks it gets from customers. That way, increased customer 

satisfaction is ensured. Even retailers in physical sites can enjoy the 

immense benefit inherent in AI customer support facilities built on emotional 

intelligence. In cases where the emotions seem too strong for the device as 

detected by the machine through the customer’s voice, facial expression or 

texting style, the software refers the client to a physical representative for 

making complaints and getting the problem solved.  

 

The Emotional Artificial Intelligence software is not only applicable for online 

businesses. Physical businesses can also take advantage of the benefits 

that accrue to the software use. Retail companies like Cloverleaf have 

Affectiva’s Emotion AI technology in place for the purpose of ensuring 

client’s satisfaction when they contact their Customer Support unit. It works 

by having LCD display strips of high definition capturing ability to effectively 

capture customer’s engagement during their business stint in the stores. 

You can affect the consumer behavior of your clients with this emotional AI 

display advertisement tools, making clients buy more than they budgeted 

to purchase. The software can also detect client’s interests and products 

that fit such customer by studying his or her socio-demographic data as 

such as age, ethnicity, gender and shopper’s effect. It is one of the blessings 

of technology that has come to humankind as it makes their shopping 

experience rewarding for them as well as for the company in terms of 

revenue. 

 

Facial Recognition for Automated Payment 

The goal of AI software in customer service is to better customers’ 

experience in acquiring a product or service from an organization. Facial 

Recognition for Automated Payment is one way customers can get relief in 

the purchase of goods and services. All it takes is for customers to face a 

screen – the facial recognition software – while it calculates what their cost 

17



 

 
  

of order is. In other words, the software works for physical stores who want 
to have a faster process of identifying client’s levy after adding goods to 
the cart. Facial recognition software for automated payment works through 
studying the history of the client in making fairly accurate predictions about 
what he or she might have bought this time around. Inasmuch as such 
predictions are true most of the time, they could end up being false at times 
due to the fact that human behavior can change with time. Hence, a human 
representative is always nearby to verify the charges and make sure it is not 
below or above what the client ordered. 
It works by asking the client’s to smile at a screen while it scans their face. 
That, in itself, is a good customer service plan as it makes customers feel 
relaxed and think of coming back another time. After they smile, it brings 
out a fee based on calculation of what their purchase history says as well as 
the frequency of such purchases. Wherever it finds out it is wrong, the facial 
recognition software updates its history for more proficiency in making 
orders. That way, clients feel awed and a sense of respect interacting more 
frequently with the company and its software on business terms. Startup 
brands like Kentucky Fried Chicke (KFC) and Alipay have incorporated this 
technology into their businesses with results showing. 
 
RPA Solutions for Reducing Business Response Time 
Most times, customers judge a company on how quickly they respond to 
calls for complaint, enquiries or feedback. This criterion alone has sold many 
customers of businesses to rival brand for their lack of regard for quick 
response time. No one wants to be caught napping in business; hence, 
companies can take advantage of RPA Solutions for Reducing Business 
Response Time for the benefits it has for customers and the business brand 
itself. Robotic Process Automations or RPA makes cumbersome processes of 
responding to clients seem easy. It achieves this by studying how human 
users handle tasks within a workflow, and repeats such processes over 
millions of enquiries received. The software is of immense benefits to 
companies with high customer dealings daily as it would respond to clients 
in different locations while giving each customer the same attention of 
quick business response time. 
Instances where RPA Solutions for Reducing Business Response Time can be 
used include verification of expenses, exposures and credit of applicants in 
ensuring faster credit assessment in reality to avoid fraudulent instances. An 
example of a brand putting this artificial intelligence innovation to good use 
is ICICI Bank in India. It ranks as one of the biggest firms in India in terms of 
market size, and so, there is need for such innovations to be done to make 
replies faster when clients seek enquiries. In view of this, the Indian bank has 
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more than 200 functions of their RPA software including trade, foreign 

exchange, retail banking and HR management. That way, a wide range of 

customer problems can be catered for within the shortest possible time. It is 

60% faster than human agent’s customer response and has no susceptibility 

to error. It ranks among the best innovations that have come to customer 

service by virtue of artificial intelligence for its ability to retain customers 

and maximize profit for organizations.  

 

Anomaly Detection for Reducing Fraud 

In organizations – small or large, it is always difficult to trace the missing 

pieces that exist in account records, number of products or other business 

figures. As a result, most companies resort to hiring auditors to trace out the 

presence of fraudulent activities in their business dealings. Rather than have 

that, companies can now take advantage of the blessings of automations 

in customer service to reduce fraud in the organization, courtesy of Anomaly 

detection software. One of the earmarks of successful companies is the 

integrity of protecting customer’s transactions from potential fraudulent 

upsets. With this software, such is possible as the anomaly detection 

equipment is programmed with algorithms to recognize inconsistencies of 

data immediately. Most times, it is credit card companies that make their 

cards work in such way as to deny transactions which they suspect are 

fraudulent in nature.  

Considering how risky and susceptible businesses are to fraud these days, 

the technology comes quite handy. Fraudulent activities such as false 

declining of successful transactions among other manipulations are quite 

rampant these days. In year 2016, billions were lost in the US e-commerce 

sector as a result of such system failure. However, with anomaly detection 

facilities, frauds are reduced because credit cards will not process payment 

whenever fraud is suspected to have transpired. Most times, when frauds of 

this nature occurs, it is the customer that bears the cost too, because he or 

she would have succeeded in making payments, only to get the “declined” 

signal from the company. Being that businesses are in competition these 

days within the same service industry, repeated occurrences like these send 

wrong signals to customers that the company lacks the ability to protect 

customers from fraud. Hence, taking advantage of this technology is 

necessary to prevent defection of customers to rival business 

establishments. Most credit cards that engage the use of this software are 

Mastercard and Paypal. They study customer’s previous history of payment 

and deny transaction when it is opposite what the client is known for 

transacting, as a suspected fraudulent activity. 

 

Contextual Analysis to Increase Retail Sales Volume 
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The idea behind this Artificial Intelligence operates in such a way that 
customer preferences can be predicted as well as the time they need 
certain commodities. In other words, when your last purchase is about to 
get exhausted, you could get a notification that an order has been placed 
for another purchase without having a hand in it. That is the level of 
customer service the world is moving to at the moment. Companies such as 
Starbucks use AI-engineered algorithms to make accurate predictions 
about customer’s needs for their product anytime and anywhere. All it takes 
is studying the purchase history and intervals that clients make transaction 
to know when next such order is likely to happen. The software also takes 
into consideration the weather as well as time of the day to know if such an 
order is feasible or not. When it considers it likely to happen, it recommends 
the product for purchase or just places the order itself. 
Note that the software does not just make orders without informing the 
client when it comes to payment. However, it would bring up the notification 
while the client is intending to drive to a Starbucks office for making 
demands. The artificial intelligence technology works in a way that makes it 
recognize the location of the customer in relation to the company’s 
location. That is why when the company is around the corner; such 
individual might make an order which will be easy to pick up when he or she 
arrives at the company. The advantage of this application is increase in 
volume of sales within a given timeframe. That means more for the company 
in terms of revenue as well. Such number of sales is relatively higher when 
compared to how frequent a customer would visit an office without the 
influence of the software for an order. It also helps in keeping the customer 
away from rival customers with similar production of goods and services. 
 
Agent-Facing Bots for Faster Human Service 
The term “agent-facing bots for faster human service” refers to the 
approach towards customer service that requires the combination of 
human expertise and bot technology in achieving excellent business 
management. Inasmuch as bots can handle a wide range of customers’ 
problems, there are circumstances when it becomes helpless and a human 
hand needs to take over. For instance, when an angry customer messages 
in a provocative way, some bots are programmed to detect rage in the 
face, tone of voice or body language of the client. At such point, it will refer 
such client to the human agent. In other words, what this technology is all 
about enhancing human agent’s performance, rather than usurping their 
position in customer care. Companies like Microsoft use this technology to 
ensure efficient customer service framework for clients to enjoy getting their 
queries attended to promptly.  
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The great thing about this technology is that it does not leave humans to 

their natural limits of efficiency; neither does it leave automations to the 

limits of their programming. Instead, it creates a framework wherein both 

agents can work together, strengthening each other in areas of weakness 

for excellent customer service delivery. As a human agent working in the 

customer service unit with a bot, your duty is to provide question-and-

answer templates for it to handle ideal situations. Wherever they get stuck 

in response, you will be required to help in providing the necessary answers 

for client.  The technology has helped to reduce the average resolution time 

for customer support while increasing their loyalty, customer retention and 

revenue for the brand. It is a noteworthy automated customer service 

framework that every business should try out for the benefits inherent in it. 

Fewer errors will occur when companies adopt a collaborative strategy 

engaging humans and bots in customer support. 

 

Recommended Systems for Cross-Selling and Up-selling 

One of the tremendous developments in automated customer service is the 

use of Recommended Systems for Cross-Selling and Up-Selling. According 

to this model, customers can individually get recognized by the company 

they seek products and services. Having procured one or two products or 

services at different times, this software will recommend items or services for 

each other according to their interests. Through this, they have a better 

sales experience and accrue more revenue for themselves. It is a strategy of 

influencing customers’ decisions in making them order by impulse or plan to 

buy such recommended stocks the next time they go shopping. 

To ensure the use of this technology, algorithms are put in place to 

endeavor that people’s interests are followed, producing accurate 

recommendations. Hence, you can rest assured that your business will 

experience the immense benefit of recommendation. Impulse buying will be 

high on the part of the buyer, while the buyer will experience high revenue 

as a result.  Collaborative filtering is used to make people of similar interest 

have the same kinds of recommendations. Other methods include clustered 

algorithms and deep learning. Clustered algorithms are suitable when there 

is an insufficient detail about the client that is known. However, deep 

learning filters items and juxtaposes them with the user’s history to 

understand what kinds of products or services to recommend. It is highly 

efficient as it helps in making recommendations meet client’s need with a 

high degree of accuracy. Applying this in your business will help to improve 

customer service to a high level – a win-win situation for clients and 

organizations. 
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A Look into the Future; Where Does it all  
go from here? 

 
 
In the future, one can only expect that AI would have gotten the attention it 
deserves all around the globe, especially in USA. More companies would 
have systems in place to handle customer support and customer service 
delivery, so much so that customer retention will be on the high. From the 
human point of view, displacement of many human agents involved in 
customer support and other aspects of customer service would occur, due 
to the adoption of artificial intelligence in the corporate world. It is also very 
likely that more innovations that do more than what the current designs do 
will be produced to help the customer service delivery move to greater 
height. That will translate to more competition in industries that might see 
businesses using mechanistic forms of customer service ousted from 
business by those incorporating technology into their design system. 
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How Will AI Improve; What Does the Future Hold 

 

Artificial Intelligence has a lot of immense benefits to reward customer 

service business with. However, there are still rooms for improvement, if it 

must be capable of nearly replacing human hands in customer service 

delivery. One of such areas is propensity to errors. AI like chatbot which 

have algorithms that make answers for different questions come in during 

chats must be made to be contextual while reacting to comment. If a 

chatbot technology with algorithms that makes the software smart enough 

to see differences in contexts when customers seek enquiries from it, there 

will be less issues problems like unsatisfactory responses and loss of the 

customers who experience it. Also, Live chats or live agents too can improve 

in faster time response when customer’s seek help with the software. 

Through an engineering design that will make its design more time 

responsive, customers would have a better experience using the device at 

any time. 

Conclusion 

 

From the book, it is clear that the intercourse between artificial intelligence 

and customer service is going to have tremendous benefit on whoever can 

afford it. Hence, there is need for corporate organizations to partner with it 

for the betterment of their service delivery. Statistics shows that fewer 

companies employ the use of chatbots at the moment, meaning that in no 

distant future, more organizations will adopt its use for their profiting. 

Several uncertainties abound with regard to the use of artificial intelligence 

such as its capacity to replace people from their jobs. While that might be 

true, one cannot deny the immense benefits that come from its use. 

Startups such as Starbucks, Kentucky Fried Chicken, McDonalds and others 

using automations to provide excellent customer service delivery are proof 

that ample benefits are embedded in the use of artificial intelligence to 

conduct business. Going through all the lessons in this book, you can tell 

why nothing beats the potentials of digital technology in industries through 

the advent of artificial intelligence.  
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