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The Challenge

The client had a customer base spread across regions with
responses being multi-lingual. They were operating on
traditional touch tone systems. They had nearly 80+ small
applications through IVR spread across the globe. They had
grown through acquisitions and with each acquisition they
acquired a call centre that in turn had an IVR application

associated with it.

Their traditional systems had longer waiting time for responses.
The client had customer domains in banking and payments.
They created products that handled banking and payment
services. Customers had to wait for agents to handle their
requests. They did not have smart routing system in place and
had to create a ticket for every issue, wait in queue resulting in
unsatisfactory customer experience due to longer waiting times.
They looked to implement a self-service Al/ML based solution
that is quick, accurate, and enhance customer experience. The
whole challenge was to consolidate these multiple applications
into a single application and standardise it with a conversational

Al based platform.

The Solution

SLK implemented a next-gen conversational Al chatbot
developed on Nuance. Nuance is an Omni Channel E
ngagement Engine, based on Al/ML and supports global
adoption with conversational and intelligent interfaces. Also
the platform could handle multiple languages, holding 2000+
patents across languages with accurate speech conversions.
Since it was Al based, the chatbot could decode a free text or

voice based request and give a response accordingly.

The client now had an intelligent integrated system in place that
facilitated robust authentication, smart routing and enhanced
customer experience. All their applications were automated
through voice based interface or text interface. Their customers
did not have to wait for responses as they were immediate and
were routed to contact centres only when the issues could not
be handled.



Lesser waiting time for responses « Enhanced customer experience

Effective reporting across the platform < Efficient self service to review or view

Response time could be measured customer data

Necessary repots generated « Reduction in the number of contact
centres

About SLK

With over twenty years of experience in the field and a relationship-oriented approach towards customers,
and strategically focused to deliver the most effective results, SLK takes an Intelligent Automation first
approach to achieve the client's central goals. Being a go-to technology & consulting firm for many Fortune
500 companies, we recognize the pace at which technology is transforming & its notable impact. Our deep
understanding of the BFSI domain, serving 20+ clients and giving them 32% CAGR over five years, makes us

the best partner in the sector.

Write to us at hello@slkgroup.com
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