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IVAs FOR SELF-SERVICE
Customer's today demand immediate, "always on" service, and are happy to
self-serve. Businesses often struggle with this. IVA's are the answer.
IVAs help businesses to reduce costs through automation, minimising time
wasted by valuable agents on tedious but essential tasks (ID&V, password
reset, balance information, to name just a few).
AI technologies (NLP, ASR) enable IVAs to understand, to reason, and to selflearn. Making sure the communication flow you have with your customers is
natural and consistent across all channels, whether that's through voice,
messaging channels or sms. And all done with easy, speed and effectiveness.
In this guide we'll talk you through our top tips for using IVA's, so
you're ready to start your IVA journey.
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We make sure all our IVA’s are built with you in mind. Everyone
we build is unique, and tailored to your business. We do this by
making sure your brand personality (your uniqueness, how you
interact with your customers) is reflected and is at the core
essence of the IVA.

YOUR
BRAND PERSONA
BUILT IN

Making sure every time customers get in touch they are having
the same natural, conversational experience, which results in
improving and increasing customer satisfaction and improving
the CX.
The views and opinions of people are extremely important to
your business,particularly in today's world of instant social
media.
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Did you know cost savings does not have to mean compromising
on quality of customer service?

REDUCING
COSTS &
INCREASING
PRODUCTIVITY

IVA’s integrate with back-end systems to take control of business
specific queries and can handle all or part of a transaction.
This could be an IVA taking a customer through ID&V then
handing it over to an agent to complete the request/query –
keeping the customers personal data safe and reducing the
handling time, meaning the process is handled quicker and
more agents are available to help and service customers.
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Make life easier for your agents. Reduce the repetitive, mundane
tasks they face on a daily basis, that often fatigue them, leading
to disengagement, tedium and boredom.
Making agents feel more valued is a great way to increase
motivation, morale and empowerment.
Your agents have more time to spend on the complex customer
issues, increasing customer satisfaction and engagement levels,
and enabling your agents to increase their knowledge and skills.

ENGAGING
YOUR AGENTS
& REDUCE
THE CHURN

This aids with reducing the churn rates, as keeping your current
agent happy means you are not consistently replacing and
retraining staff, which we all know is a huge headache and adds
to the costs.

We hope this short guide gives you some great tips for your
journey into IVA's. We wish you good luck and every success.

If you need help - or simply just don't have the time to create
one, we'd be more than happy to build one with you. Give us a
call or drop Maxine an email.
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ABOUT US
CALL US 0333 566 0000 OR EMAIL
MAXINE@MAXNET.CO.UK
We develop automated, self-service solutions. Technology that
makes life easier for your agents and customers. Self-service
applications that enable businesses to reduce customer service
costs through automation, across all channels - voice, chat,
sms.
From IVA, IVR, chatbots and voice assistants to biometrics, our
solutions allow businesses to create customer experiences that
exceed expectations at all levels. Our dedicated in-house
development team are experts in automated, self-learning AI
technologies that help businesses perform better. In the Cloud,
on-premises: any way our clients want it.
We deploy our solutions around the World, with a local
approach, a personal touch. And support our global clients in
exactly the same way, 24 hours a day, 7 days a week.

