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Reps to Reimagineers

In this interactive session, we will delve into:
• New roles to ensure AI success closing gaps we might have across 

knowledge bases, SOPs, processes, etc.

• Identify existing roles that can be repurposed into something 
new, by matching natural talents to future roles (e.g., automated 
conversation design modeled by team members ranked highest 
in CSAT)

• Staffing your team with analysts who can leverage AI to transform 
your data and the perceived value of the contact center



How do you get started?

• AI “gut” check or level set

• AI Myths

• AI Strategy

• AI Team to build, deploy, manage strategy



Myth 1

AI algorithms can magically 
make sense of any, and all, of 
your messy data



Reality 1
AI is not “load and go.” The quality of the data is more important than the algorithm.

The most important input for an AI tool is data—not just any data, but the right data.           
Data that is relevant to the problem being solved, specific to a set of use cases, and a 
domain of knowledge.

AI can’t make sense of data that is too broad or has not been processed in a way 
that makes it digestible by the system.

Bad data provides bad results, no matter what the system.

With machine learning, the program continues to approximate answers/conclusions while it 
“learns” the best way to get to or improve that answer through adjustments to how it 
processes that data.



Myth 2

“Cognitive AI” technologies can 
understand and solve new 
problems the way the human 
brain can.



Reality 2

“Cognitive” technologies cannot:
• Solve problems they weren’t designed to solve.

• Address problems that typically require human interpretation and 
judgment. 

• Don’t comprehend ambiguous language, image recognition, and 
execution of complex tasks where precise conditions and outcomes can’t 
be predicted.

• AI needs to be trained. Humans still need to define the 
scenarios and use cases under which it will operate. 





Myth 3

AI will displace humans and 
make contact center jobs 
obsolete.



Reality 3
• AI is no different from other technological advances - it helps 

humans become more effective and makes processes more efficient.
• Technology has been threatening and displacing jobs throughout 

history.
• Telephone switching technology replaced human operators, who lost 

their jobs. But since then, the telecom industry skyrocketed creating 
hundreds of thousands of new jobs.



Reality 3

AI-driven chatbots and 
virtual assistants are an 
iteration of this ongoing 

evolution. 

They offer augmentation 
rather than complete 

automation and 
replacement.

Humans engage, 

Machines simplify. 

There will always be the 
need for humans in the 

loop to interact with other 
humans and continue to 

train the AI.

Increasing information 
complexity requires 
human judgment.

The CSR role is changing 
from answering rote 

questions to providing 
better customer service at 
a higher level, especially for 

interactions requiring 
emotional engagement, 
sensitivity and judgment.



Eliminate Create New Roles 
in the Contact Center
The Path forward with AI



Reps to Reimagineers
Establish new roles

Identify core competencies

Create behavioral interview questions to determine skillset

Evaluate performance



AI Roles

DESIGNERS – CREATE 
WORKFLOWS TO MAXIMIZE 

EXPERIENCES

ARCHITECTS – BUILD 
WORKFLOWS FROM 

DESIGNER SPECS

ANALYSTS – IDENTIFY 
INSIGHTS



AI Roles

QA Architect

Builds QA forms to maximize 
transcriptions and summaries 
including topic and category 

creation

QA Analyst

identify performance 
trends/patterns surfaced from 

100% contacts' review

Conversation Analyst

review AI transcribed data and 
summarizations to validate and 

create customer experiences 
and identify process 

improvements

Conversation Designer

leverages learnings from CA 
and DA to create new cx 

experiences (e.g. self- service 
opportunities, other channel 

experience



Knowledge 
Manager 

work with KB 
builders to enmesh 
tribal knowledge & 

enhance agent 
assist and virtual 

assist

Knowledge Base 
Architect

Builds searchable 
information 

repository that 
stores data for 

internal or external 
access

BOT Engineer

Build self-service 
tools, monitor usage

Data Analyst/Miner 

determine relevant 
information to pull into 

CRM tool (or other tools), 
identify patterns/trends 
impacting products and 

processes

Analytics Architect

Creates reports from 
mined data. Meshes 
mined data with all 

collected contact center 
performance data to 

create complete UX and 
CX experiences and 

learnings

AI Roles



Who Can do the Job?



Skills & Behaviors – Contact Center Rep

• Adaptability
• Communication-oral, written
• Control
• Analysis 
• Attention to detail
• Decisiveness
• Energy
• Flexibility
• Independence
• Initiative

• Integrity 
• Judgment
• Leadership
• Motivation
• Organization
• Sensitivity
• Resilience
• Risk taking
• Service orientation
• Teamwork
• Tenacity
• Compassion
• Empathy 
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Core Competencies - Reimagineer

• Attention to detail
• Dig for details; seek and find
• Logical
• Abstract thinker
• Builder
• If/then statements
• Designer 
• Program knowledge
• Analytical

• Data accuracy
• Editor mindset
• Problem solver
• Quality monitor
• Writer
• Ability to manage ambiguity
• Ability to create from blank 

slate
• Engineer



Skill based questions

Industry focus

What attracts the service industry 
to you as a career?

Customer Service Orientation

Share the most difficult customer 
service experience that you have 
ever had to handle – perhaps an 
angry or irate customer.  

Be specific and tell what you did 
and what was the outcome.
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Behavior Based Questions

Describe a time when you 
were faced with a stressful 
situation that demonstrated 
your coping skills.

Tell me about a time when 
you had too many things to 
do and you were required to 
prioritize your tasks.

What is your typical way of 
dealing with conflict? Give 
me an example.

Tell me about a recent 
situation when you had to 
deal with a very upset 
customer or co-worker.
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Evaluation Form

Competency Poor OK Great Comments/
Examples

Writer

Abstract 
Thinker

Engineer



Reps to Reimagineers



Thank you
Beth Ziff, EVP, Customer Engagement
Bziff@accpremiere.com 
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