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Business Reporter: Enhancing, not replacing,
the human connection

How Al can optimise the human element of the customer experience

LONDON, UNITED KINGDOM, October 25, 2023 /EINPresswire.com/ -- In an article published on
Business Reporter, enterprise Al company, Afiniti, discusses how - despite the fear of technology
undermining human labour - Al has the ability to both empower and connect people to enhance
the customer experience and position employees for success.

0 Enhancing, Not Replacing: Enterprises often use Al chatbots to automate more simple
customer experiences, as they excel in routine interactions. However, when it comes to high
stakes conversations that require human empathy, such as when a customer is filing a health
insurance claim, the human touch is irreplaceable.

0 Afiniti's Transformative CX Al Technology: Afiniti's CX Al technology pairs customers with
customer service agents based on historical data, including why a customer has previously
contacted the company and how an agent has handled similar interactions, resulting in superior
customer experiences and precisely measurable revenue growth.

0 Bias Mitigation and Fairness: Al can sometimes exhibit bias in its decision-making processes -

Afiniti diligently monitors and corrects this bias, ensuring its Al is both safe and effective. Afiniti's
technology also optimizes for the fair utilisation of agents to prevent overloading top performers
or underutilising others.

As Al continues to evolve, it's clear that the human connection enhanced by Al will be
foundational to the future customer experience. To find out more about Afiniti's CX Al
technology, read the full interview with Afiniti’s VP of Al R&D, Syed Adeel Ahmed.

About Business Reporter

Business Reporter is an award-winning company producing supplements published in The
Guardian and City AM, as well as content published on Business Reporter online hubs on
Bloomberg.com, Independent.com, Business Insider Germany and Le Figaro, delivering news
and analysis on issues affecting the international business community. It also hosts conferences,
debates, breakfast meetings and exclusive summits.


http://www.einpresswire.com
https://www.business-reporter.com/technology/ai-can-enhance-human-connections--and-the-customer-experience-needs-this-most-of-all

www.business-reporter.co.uk

About Afiniti

Afiniti uses patented artificial intelligence technology to pair participants in customer
interactions based on how well they are likely to interact. Its technology is used globally in the
healthcare, telecommunications, travel, hospitality, insurance, and banking industries, and
across multiple customer experience channels.

https://www.afiniti.com/
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This press release can be viewed online at: https://www.einpresswire.com/article/663802904

EIN Presswire's priority is source transparency. We do not allow opaque clients, and our editors
try to be careful about weeding out false and misleading content. As a user, if you see something
we have missed, please do bring it to our attention. Your help is welcome. EIN Presswire,
Everyone's Internet News Presswire™, tries to define some of the boundaries that are reasonable
in today's world. Please see our Editorial Guidelines for more information.
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