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GenAl-powered chatbots will completely overhaul the $130 billion contact-centre business
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Contact centres have been
transformed by technology.
Chatbots today are better in
comprehending human
languages and addressing
customer needs.
L

AND

With every tech advarxe, from

TAKEOVER

decrease due to Gen Al in
customer service

Reduction (in %)*

4
Mote:*Projected: ppro 12+ mikon are eployed
gtotalcoreact cenire today

Source, Gartner

IVR to chatbots, the human army What numbers say
has become smaller and the e g
promise of better engagement 12+ million
between customers and
ompaies has become bigaéi No.of agents n indis Approx 1 million
L] No.of agents n Phillppines:
V2101 miion
BUT Cost per seat in dia: €30,000 10 ¥45,000
While this has ost per
reduce their spends, the
contact G Gl

pegaed to be worth $130
ballion in 2023, will contract
inthe next3-4 years

torical

Note: Cots vary depending on process/oomplexty
of otaractions.

Source kst estimates
SATISH KUMARMNT

fed to
them and new ones they attend

vice pres-

nt, Everest Group.

gy is Al now.
There's more intellic
gencebuiltinchat-
bots and they

can even

onacombi-
nation  of
knowledge and

Royp
mortgage origination have 1,800 ques-
tions. “Its hard to say that it will all get
automated.” he added.

On their part, contact centre companies.
believe their future lies in a blended
model."Weusetechnology ot to replace
humans but to expand their capabilities
andaccelerate resolution through conver-
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morecomplexresolution,” said Teleper-
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