
Real-time artificial intelligence is disrupting legacy categories 
like Conversational AI and Experience Management, making way 
for a new class of AI, Real-Time Expertise. This overview analyzes 
today's current AI offerings and provides insights into why utilizing 
real-time artificial intelligence is the key to improving customer 
conversations and business outcomes.
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Intelligence?



10
ABOUT CRESTA5.

3
OVERVIEW1.

TA
B

LE
 O

F 
C

O
N

TE
N

TS

4, 5THE WRONG TOOL FOR 
THE RIGHT JOB2.

6, 7, 8
WHY REAL-TIME AI?3.

9
CONCLUSION4.



A Majority of 
Companies Still 
Struggle to 
Properly Utilize AI.

Overview
Creating engaging and satisfying customer experiences can be challenging for even technically 
sophisticated contact centers. It all begins with your agents, the training they receive, and 
the tools they use. Consequently, an entirely new class of artificial intelligence (AI) tools have 
sprung up to help contact center agents and their managers understand, evaluate, and improve 
customer interactions. 

This meteoric rise of AI-driven technologies is well documented, and so is the potential 
impact.  Many executives are putting artificial intelligence on their roadmap, with nearly 70% of 
enterprise companies planning to increase their spending on AI-enabled CX or Sales initiatives in 
20211. 

However, there are still obstacles ahead. According to a recent survey by Mckinsey, only a small 
contingent of survey respondents attribute 20 percent or more of their EBIT revenue to AI, with a 
majority of companies still struggling to capitalize on the technology2. 

This research highlights a significant gap between organizations getting substantial value 
from their AI initiatives and those that are not. Trailblazers may offer helpful hints for success, 
but the primary suggestion highlighted in Mickensy's research is to utilize the right tools and 
technologies. 

This Ebook analyzes today's current AI offerings and provides insights into why utilizing real-time 
artificial intelligence is the key to improving customer conversations and business outcomes.
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The Wrong Tool For The 
Right Job
As of this very moment, there are 332 “Conversational AI platforms” on Capterra. The sheer 
number of companies touting AI features to improve customer conversations is an obstacle in 
itself, creating a noisy environment for buyers. However, the number of vendors isn’t the real 
issue—It’s the fundamental way a majority of these tools are approaching business problems. 

If we continue to use Capterra as an example, we can dive deeper. A majority of these 
Conversational AI companies can be segmented into three categories—Chatbots, Post-
Conversational Analytics, or Experience Management. Although each of these categories may 
offer attractive features, they typically only provide a portion of the necessary capabilities 
organizations need to improve business outcomes with AI.  For example, Facebook, a company 
that has been investing in AI bots for the last decade, found that its Messenger chatbots 
couldn’t answer 70% of customer requests without human intervention. As a result, Facebook 
started restricting bot-based interfaces to certain topic domains or conversation types2. 

We encounter issues like this regularly when talking with prospects or new customers because 
the legacy software they're using is providing insights or automation, but isn’t impacting their 
KPIs or employee behaviors in a meaningful way. 

According to research by Harvard, there are three business capabilities AI tools must enable to 
be effective in the real-world—automation, insights, and behavior (Figure 1). Behavior is the 
least utilized capability in artificial intelligence, accounting for only 16% of AI tech in the real-
world3. 

Artificial Intelligence Capabilities

InsightsAutomation Behavior

Overview: Automation is the least 
expensive and easiest to implement. 
Automation can bring a quick and 
high return on investment. It’s also 
the least “smart” in the sense that 
these applications aren’t typically 
programmed to learn and improve.

Overview: Insights use algorithms 
used to detect patterns in vast 
volumes of data and interpret their 
meaning. The models typically are 
trained on some part of the data 
set, and the models get better—that 
is, their ability to use new data to 
make predictions or put things into 
categories improves over time.

Overview: Behavior AI engages 
and supports employees and in 
some cases customers using 
natural language processing and 
machine learning. Intelligent agents 
provide information from previous 
customer conversations, knowledge 
management systems, or CRMs. 

Examples: 
• Automatically recognizing and 

omitting sensitive personally 
identifiable information. 

• Intelligently extracting data 
from multiple systems and then 
transferring data to a system of 
record.

Examples: 
• Predicting what a customer 

is likely to buy from previous 
interactions. 

• Unlocking previously 
unidentified patterns from large 
amounts of data.

Examples: 
• Alerting an employee with a 

possible solution to a customer 
complaint. 

• Optimizing for key sales/
support behaviors.

(Figure 1)

4



Types of Conversational AI

Chatbots

Post-Conversational Analyytics

Experience Management

Real-Time AI

Automation Insights BehaviorTypes of Conversational AI

Herein lies the problem. 

Driving behavioral and operational change and impacting 
conversations when they happen are the keys to getting real value 
out of artifi cial intelligence.

Chatbots, post-conversational analytics, and experience 
management tools don’t typically offer any capabilities to close the 
gaps between insights and action (fi gure 2).

Why is this missing from Conversational AI platforms? Modifying 
agent behaviors needs to happen in real-time.

(Figure 2)
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Why Real-time Artificial 
Intelligence?
It typically takes agents 4-6 months to become proficient selling products or resolving customer 
requests3, but most organizations still find massive gaps between their top performers and the 
rest of their workforce, even after training. When analyzing customer data, we typically see a 3x 
- 4x gap in top and bottom performers for metrics like revenue per chat, conversion rates, or 
average order value (Figure 3). This gap compounds over time, amplifying lost revenue.

In addition to inconsistent performance, most contact centers struggle with employee turnover, 
with large contact centers experiencing up to 45% in annual employee attrition4. 

These problems persist due to various factors, but a quick search on Indeed reveals that 82% 
of open contact center jobs in the United States are for entry-level workers. With customer 
expectations on the rise and workflows becoming more complex, most contact center leaders 
aren’t doing enough to empower their young, inexperienced workforce with the tools they need to 
succeed.

$21.40

$7.13

3x Revenue
 Per Chat

Quartile 1 Quartile 2 Quartile 3 Quartile 4 

Location 1 Location 2 Location 3 

Revenue Per Chat by Location & Quartile

(Figure 3)
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Cresta’s internal research validates this assumption. Even with well-trained agents, we’ve found 
that missing one crucial behavior can result in a 3 - 6% drop in conversion rate (Figure 4). For 
companies looking to reduce customer churn or capture more revenue, ensuring that agents are 
following training and compliance requirements is crucial to improving customer conversations 
and capturing more revenue.

Using artifi cial intelligence to analyze prospect and customer conversations is the fi rst step to 
understanding how to improve effi  ciency—but more insights won’t close the gap. Leaders need 
real-time artifi cial intelligence to enforce important behaviors with frontline workers and ensure 
insights gathered from critical systems are implemented in real-world scenarios. 

There are three components of real-time artifi cial intelligence we’ve found helpful for contact 
centers and customer-facing agents. They are suggestions, smart compose, and hints. 

20.70%

18.19%

14.47%

8.34%

2.78%

1 2 3 4 5

Missed Behaviors

Conversion Rate

(Figure 4)
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Most organizations have a specifi c framework they want 
their sales or customer care agents to follow. Hints analyze 
conversations in real-time and show which steps have been 
completed in the conversation. Hints help keep agents on 
track and ensure they complete critical compliance, up-sell, or 
experience management tasks.

HINTS

Many customer conversations are repetitive. Features like 
smart compose improve agent effi  ciency by allowing them 
to auto-complete phrases or sentences they’ve said in the 
past. This type of automation happens in real-time, reducing 
repetitive work for the agent and improving resolution times for 
prospects and customers.

SMART COMPOSE (CHAT)

Real-time suggestions provide agents with intelligent prompts 
that explain how to resolve a customer request or problem. 
These suggestions get generated from analyzing past 
conversations that have been deemed successful or from 
managers who want agents to follow a specifi c workfl ow. 
These can be customized to the department, use case, or 
agent.

SUGGESTIONS

1

2

3

Components of Real-Time Artifi cial Intelligence
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Real-Time Expertise for Customer Conversations.
Cresta provides agents with personalized, real-time coaching during every customer
conversation. Using AI, Cresta uncovers insights and coaching opportunities from
customer conversations and automatically puts those insights into action with real-time
coaching, producing measurable ROI in weeks.

Today, Cresta has a roster of Fortune 500 companies, including Intuit, Cox Communications
and Sleep Number and has driven hundreds-of-millions of dollars in incremental revenue for
its clients. Cresta is backed by world-class investors including Andreessen Horowitz
and Greylock Partners.
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Website : https://cresta.com  
Email : pro@cresta.ai
Address : 95 Third Street, 2nd Floor
San Francisco, CA 94103

G
ET

 IN
 T

O
U

C
H

 
W

IT
H

 U
S


