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C360 Real-Time Assist
Give your agents the tools they need to get the job done, 
during the call when it counts



Empowering your agents through technology  
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Blending Artificial Intelligence with
human interaction skills

The contact centre is constantly evolving. 
Businesses are trying to adopt more self-service 
and automation, for simple tasks, leaving the more 
complex tasks to be handled by live agents, which is 
making the contact centre agent’s job harder than 
ever before. 

Agents need to balance customer experience with 
finding the right information, following the right 
processes, being empathetic, and maintaining 
service levels, whilst remaining compliant.

This problem is further exacerbated by the 
fact that agents are still working remotely 
and are reliant on remote infrastructure and 
information, and the prospect of the agent 
getting any immediate help, is in some cases, 
extremely low.

Agent performance and coaching has long 
been used to help agents develop their skills, 
but this tends to happen after the call. While it 
has been proven to help manage and train for 
future calls, it does not solve the immediate call 
at hand.



Real-time agent desktop assistance 
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Real-time assistance for 
real-time conversations

Based on post-interaction analysis, contact 
managers and supervisors can identify 
opportunities where the agent could 
improve on future calls, and apply training 
methodologies, as necessary.

While post-interaction performance 
management and coaching helps 
businesses to understand how their agents 
are performing across thousands or 
millions of calls, it doesn’t help the agent in 
the immediate call, where they are having 
to manage customer expectations along 
with the need to manage business KPIs.

Help agents improve over time by providing 
real-time coaching and assistance as the call 
progresses, while also guiding interactions 
in the moment to improve call outcomes 
and provide immediate impact.

Know immediately that brand 
compliance has been met, whether 
greetings or salutations, and that 
regulatory compliance is maintained, 
so that key legal statements are not 
missed and are communicated at 
the appropriate time.

Suggested actions based on the 
conversation give the agents the 
information they need to complete 
the call correctly the first time,
increasing customer satisfaction.



How does Real-Time Agent Assist work? 
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Empowered agents 
are more productive

We listen to customer calls as they happen 
and automatically identify opportunities to 
guide interactions toward better outcomes 
for your customers. We do this by using our 
advanced AI and NLP driven conversational 
intelligence technologies.

The Contexta360 Real-Time Assist engine is 
built on years of experience and expertise, 
delivering fast and accurate transcriptions 
of conversations in many diferent 
languages and dialects.

This engine employs cutting-edge AI 
technology and is highly tuned to specific 
business lexicons.

Ensure that your agents are 
providing the most recent offers 
and promotions.

Agents can see whether they are 
talking over their callers or have 
long silences.

See a real-time transcription and 
summary of the conversation and 
use it to generate an automatic post-
call wrap-up.



Why C360 Assist?  
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Reduce friction and increase 
customer satisfaction

Knowledge and the next best steps 
Contexta360’s Real-Time Agent Assist does more 
than just listen for keyword triggers. This one-of-a-
kind solution includes two distinct triggers as well as 
clearly defined value pillars.

As the conversation progresses, C360 RT Assist 
continuously searches a repository of articles 
related to the conversation and delivers next-best-
actions to the agent in real time. The agent can then 
communicate them to the customer, eliminating 
the need to put the caller on hold while they seek 
this information from another source. This reduces 
friction and reduces call length while maintaining 
service levels.

Triggers
 
Acoustic:

	• Recognising sound triggers, such as 
long silences and agents who talk over 
customers.

Linguistic:
	• Recognition of specific terms and phrases, 

as well as a positive or negative sentiment.


