Self-Service Solutions
Guide
Automate Customer Service with AI
powered Intelligent Virtual Agents

Today's customer have limited time and often, limited
patience. They want access to information, to get to the
answers they need anytime, anywhere, without waiting.
The engine behind information access is AI powered selfservice automation.

Boost Customer Service
with AI automation
Today's customers demand immediate answers - speedy responses to questions
and searches. They expect to self-serve and self-solve. And they expect to do so
across all channels.
Unsurprisingly, at the same time businesses are looking for ways to cut costs, increase
operational efficiencies whilst still delivering customers high expectations.

ProActive Customer Care
FeedBack Surveys
Call Queue Management

Intelligent Virtual Assistants (IVAs) can help businesses to achieve just that, rising to
demands for the immediate, "always on" service customers expect whilst reducing
costs through automation, reduced time wasted by valuable agents on tedious but
essential tasks (ID&V, password reset, balance information, to name just a few).

PCI Compliant Payments

AI technologies enable our self-service tools and IVAs to understand, to reason, and
to self-learn. Ensuring the communication flow with your customers is natural and
consistent across all channels (voice, chat, sms, messaging app).

Virtual Receptionist

Key to successful true, real-time self-service is integration with knowledge-bases,
databases, backend systems and third party solutions, which is all provided as part of
our service and expertise.
Self-serve and self-solve solutions can help any business in any industry. We've
helped clients across a wide range of sectors, including international hotel chains,
global logistics companies, financial services, ticketing companies & football clubs.
You can download our eBook on our website to find out how we create IVAs for
our clients and how you can build one too.

Identification & Verification

Scheduler
Automated Data Capture
Bots & Assistants
Voice Biometrics
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ProActive Customer Care

ProActive Customer Care is our multi-channel communication tool that lets businesses of all
shapes and sizes connect with people and share everything from important updates to payment
reminders, reducing inbound calls and freeing up valuable agent time.
Even more pressingly, it helps you divert potential crises by communicating issues before they
snowball into disaster.
Launch automated messages to some or every single customer in your database in a
heartbeat. Connect in real-time by voice, SMS, messaging app, and put vital information at their
fingertips. All without any agent intervention. Saving a huge amount of time and money.
ProActive gives you the ability to stay in touch with customers and users, regularly, effortlessly
and economically. Helping you provide an exceptional service and boost customer satisfaction.

FeedBack Surveys

Surveys help you to understand how customers really feel about you, and give great insight into
market demand.
Our Feedback application helps you to build an accurate picture of customer experiences when
talking to Agents, their experience of a product or service, as well as your performance. Giving
you the opportunity to identify and resolve issues quickly to improve customer satisfaction.
Providing real-time information, FeedBack is a highly useful evaluation tool for contact centre
accountability and performance. Completely automated, fully customisable, results are instantly
available for you to view via a secure web portal.
Available for use on a choice of channels to suit your business and customers (voice, web, sms),
FeedBack comes with fantastic features such as a low score alerting, allowing you to take action
and resolve customer problems without them simply walking away from your business.
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Call Queue Management
RingBack, our Call & Queue Management Application, allows you to offer callers an alternative
to queuing for long periods by offering them the opportunity to request a call back. And for
those callers who want to wait on hold, enables you to offer queue position and estimated
wait time choices.
Giving customers choice is key to great customer experience, improving satisfaction and
retention.
RingBack provides an efficient way for contact centres to handle inbound call peaks and call
fluctuations, quickly and easily without increasing staff resource. Full real-time, customisable
analytics is available via a secure, web portal.
RingBack has an abundance of invaluable, powerful functionality, including a tool for
scheduling call-back timeslots, AutoDial and a Hot Key function. All designed for hassle-free
in-house administration, to help improve call queue management and to better balance agent
workload for a happier, healthier workforce.

Authenticate in Seconds
An automated application that can help businesses to determine and authenticate a caller’s
identify based on their response to a series of questions.
Identifier is an effective identification and verification (ID&V) solution which provides a consistent
process for easier management, better protection and security.
Dramatically reduce the risk of fraud, thereby increasing customer confidence as callers are not
giving personal, confidential information to an Agent. Utilising natural speech, callers interact
with Identifier through a series of authentication questions.
Add in biometrics to authenticate callers based on the identification of distinctive characteristics
of spoken phrases (voice print). Voice biometrics is extremely effective for letting the good guys
in, and keeping the fraudsters out.
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Your Virtual Receptionist

Speak2Dial is your own 24-hour virtual operator that’s always fresh, polite and consistent
whether its 9am or 9pm, and who talks and interacts with callers just like a real person, not a
robot. Callers simply say the name of the person, department, location they want and Speak2Dial
routes them.
It reduces call queuing and queue times, eliminates the need for dedicated operators or
receptionists, reducing costs and improving productivity.
Most customers want to talk directly to someone they already know, or get through to the
right office or department, first time. More often than not, they don't know the extension or
DDI. Having direct and quick access to employees improves efficiency for your business, and a
better caller experience.
More than just a name dialler, this versatile application is used in a variety of industries, in
different ways around the world.

PCI Compliant Payments
Our Payments application enables you to offer callers a trouble-free, secure way to take
payments by credit/debit card.
Fully automated our app helps you remain PCI compliant. Personal and card info can be
collected from callers in the form of speech, DTMF (keypad entry) or a combination of both
for added security for callers when in public places.
Processing payment transactions without any agent involvement can dramatically reduce call
handling times, allowing you to service more value-added calls, boosting agent productivity.
You can choose the level of automation to suit your business and customers, with full or partial
automation options available, and special features including one to help you handle problem
accounts. Whichever level you choose automating payments will safeguard your customer data,
perfectly.
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Scheduler
Our scheduling app can be used across all industries where any type of reservation,
appointment or booking is made. Users can make, amend and cancel bookings.
Scheduler can be integrated with your APIs, booking or ticketing systems, calendars and
diaries. Updates are made in real-time and confirmed to the user. And where payment is
required, our PCI compliant Payment app is the perfect partner, with payment taken at the
same time.
Scheduler helps to boost occupancy and cut-down on no shows. Particularly when used
with our Auto-Wait list feature.
An automated, self-service app, Scheduler is simple to use, interacting with your callers
along the way for a smooth journey. Processed and completed without the involvement of
any staff resource.

Automated Data Capture
V-Forms is an automated data capture solution that's perfect for any business, in
particular for those that run, for example, advertising or brochure request campaigns
where high call volumes are expected.
The solutions enables callers to "fill-in” forms, questionnaires and request information by
simply speaking their details.
An automated solution, V-Forms dramatically reduces resource levels during peak times
enabling Agents to deal with higher value calls rather than routine data capture such as
taking names and addresses.
Adaptable, flexible and scalable, the app enables you to run and manage multiple
campaigns simultaneously. Easily managed in-house, you can set up and run campaigns
at your leisure, with full analytics viewable via a secure web portal.
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Bots & Assistants
Powered by AI, our highly intelligent bots can handle routine tasks with ease, reducing the need
for customers to spend hours trawling through your website.
Built with advanced natural language processing technology (NLP), our bots interact just like
human agents - helping you minimise costs and maximise agent productivity, without damaging
the customer experience.
Web bots and voice bots are the ideal way to answer queries and resolve problems with no
human intervention required.
When integrated, Chatbots can do so much more for your business than just handling the
normal FAQs. They can divert and handle the majority of mundane Agent tasks.
We can customise, brand and integrate your chatbot seamlessly into your existing knowledgebase (or help you create one) for the ultimate self-serve and self-solve solution that today's
customers expect.

Voice Biometrics
A voice is a powerful unique identifier, making biometrics the ideal way to identify a caller.
Biometrics removes the clunky security processes of the past, and the dreaded fear of callers
desperately trying to remember the third and five letter of their password, while the Agent waits.
Our technology gets to work from the second a call begins and can work in one of two ways,
depending on your requirements: Passive where the caller's voice alone is used, or Active which
involves a spoken passphrase, for example "what's your favourite ice cream flavour?"
Our Biometric solution has a 99.8% accuracy rating, and has even been used by the UK
government – so you can trust that the security levels are going to be high.
If you want to find out how accurate our solution is, ask us to tell you the story about the twins.
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About Us
We're Maximum Network Solutions. We've been designing and developing
Contact Centre Software, Customer Engagement & Customer Experience
(CX) Solutions for businesses around the World for over 25 years.
Technology that makes life easier for your Agents and customers. Solutions
that make servicing customers better on your pocket across all channels and
media.
Established in 1995, and with our Head Office in the UK, we deploy our
solutions around the World with a local approach, a personal touch. And
we support our global clients in exactly the same way, 24 hours a day, 7
days a week.
We've helped world-renowned clients across a wide range of industry
sectors from banking, insurance and financial services, to travel, leisure
and tourism, through retail, security, automotive, construction and
logistics.

Connect with Us
By phone: 0333 566 0000
Live Chat: www.maxnet.co.uk
email:maxine@maxnet.co.uk
LinkedIn: Maximum Network Solutions

request a demo. discover more.
To see and hear any of our solutions in action, call us
today on 0333 566 0000 or email kate@maxnet.co.uk.

World renowned businesses like Marriott International, TNT, Fedex,
Citigroup, Verifone and G4S.
Vendor Agnostic, our CX applications and solutions are designed to wrap
around leading digital experience and communication platforms, and
telephony systems.
In the Cloud and on-premise, any way our clients want it.
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