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Agenda

Das zusammenspiel von Kl und PBX

e \on PBX zu Smart Communication
o 3CX Werkzeugkiste (U8A)

o Kl Agenten

o Transkribierung

e Ausblick
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Von PBX zu Smart Communication

Warum kunstliche Intelligenz jetzt auch in UCC-L6sungen unverzichtbar ist

e Erwartungen an schnelle,

ap

intelligente Kommunikation steigen [/i:g\
e Automatisierung ersetzt Routinearbeit 24/7 ,; s
Analog igita Intelligent

e KI ermoglicht Verstandnis von Sprache, SHEG BRI | SpEdhee D

Kontext und Emotion
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Kl im Kommunikationskontext

e Spracherkennung - Barrieren

e Sprachsteuerung

e \oicebots/Agenten

e Automatische Anrufweiterleitung
e Priorisierung

e Transkribierung

e Analyse und Insights aus Gesprachsdaten

Handlung
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3CX Werkzeugkiste - Kl Rezeptionist

3CX Kl Rezeptionist

e erkennt Sprache
e Name
e Anliegen

e fuhrt Gesprach und/oder leitet passend weiter
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3CX Werkzeugkiste - Kl Rezeptionist

3CX Kl Rezeptionist

e \Weiterleitung:

Wichtigsten Daten werden den Usern angezeigt

¥ John, Delivery Company, wants to tal
k to reception for package delivery, Engli
sh, Tone: calm

Send to Vmail
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3CX Werkzeugkiste - Transcription Engine

Lokale oder 3CX Cloud Basierte Transkribierung

e 3CX bietet beide Optionen an:

o lokale Transkription & 3CX Cloud - Sicherer Umgang mit lhren Gesprachsdaten
e DSGVO-konformes Design

3CX
Sprecherdiarisierung Ja
Privacy 3CX zugesichert
Sentiment Analyse Ja
Lizenz/Version PRO & ENT/AI
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3CX Werkzeugkiste - Transcription Engine

e Sprecherdiarisierung

(Stereo Aufzeichnung)

Transcription X

e Bessere Analyze

[A1Agent (1003)] Welcome, you've reached MCM.
[A1Agent (1003)] This is Al Agent.

O ZusammenfaSSU ng [A | Agent (1003)] How can | help you today?
[357810000 (357810000)] Hi there, could you tell me a small joke about
o Sentiment i &

[A 1 Agent (1003)] Sure, here's a quick one for you.

[A 1 Agent (1003)] Why did the phone apply for a job at MCM?

O etC_ [A1 Agent (1003)] Because it wanted to get all its bugs dialed out.
[357810000 (357810000)] Thank you.

[357810000 (357810000)] Please hang up the call.

[A | Agent (1003)] Thank you for your time.

[A 1 Agent (1003)] Goodbye.

OK
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Was kommt noch?
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3CX Werkzeugkiste - Kl Vertrieb

3CX KI Vertrieb

Besserer Customer Experience
Erhoht Vertriebseffektivitat
Mehrsprachig

CRM Integration

o Datenaustausch

o “CRMs werden aktualisiert”
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3CX Werkzeugkiste - Kl Support

3CX Kl Support

e Besserer Customer Experience

e Mehrsprachig

e 24/7 erreichbarkeit

e 1st & 2nd Level Support

e Knowledge Base muss bereitgestellt werden

o “Sparky”
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3CX Werkzeugkiste - Kl Personal Assistant

3CX KI PA

e Kombination von allem

e Kalender Zugriff
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3CX Werkzeugkiste - Kl Custom Agent

3CX KI Custom Agent

Prompt free anpassbar - erstellt euren eigenen Agenten

+ other_party_name + other_party_phone + contact_origin

+ company_profile * o + spam_instructions

51 {{/ 1}

52 {{* 1

53 - If a person is detected (the contact reference clearly represents a real person’s name): Full Screen
54 > Welcome, [use appropriate honorific + family name] - this is {{ 3} from {{ }}- How may I help you reach the r
55 - Otherwise (the contact reference is not a person's name): Copy
56 {# 3

57 > {{ 1

8 {{/ 3} Reset

59 vis 3

60 > Welcome, you've reached {{ }} - this is {{ }}. How may I help you reach the right person or department?

61 i/ 3

62 {{/ 1

63

64 ## Restrictions (first turn)

65 - Always include a polite greeting.

66 - **Language override (chat):** If this is a **chat conversation** and the caller's first message is clearly written in another language,
67 - **Reason for the Call:** If the call screening text clearly and unambiguously provides a reason, include a concise mention of it in the
68 - If the reason is missing or vague, do **not** mention it; use the plain greeting.

69 - Do not add information beyond what is in screening.

70 - Keep the greeting to one sentence and end the turn immediately after.

71 - **Do not use time-of-day references** (e.g., “good morning,” “good evening”). Use time-neutral greetings only (“Hello,” “Welcome™).

72 - Edvice caller not to provide any personal information to third parties.|

3N ——-

74

75 # Default-to-You

76 - Assume the caller is addressing you unless the text clearly and unambiguously names a different human or department.

" _ o .
CX

Tell the agent what it should know and how it should behave.



3CX Werkzeugkiste - KI Outbound Agent

3CX Kl Outbound Agent

e Zur Zeit keine Einschrankungen

e Moglich mit unserem CFD
o Termin Erinnerungen / Bestatigungen
o Lead scoring

o Follow-Ups
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3CX Werkzeugkiste - External API

3CX Kl Zugang zu externen Dritt-APlIs in Planung!

Unendlich viele Moglichkeiten!
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Fragen?
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Vielen Dank!
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