


House-
Keeping



Introductions



Why AI & Why Now?
AI is as transformative as the internet or 
steam engine.

GenAI is already impacting 30%+ of 
work for many roles.

92% of companies plan to increase 
investment.



Why AI & Why Now?
When to use which and when to combine them.

Automation

Rule-based, predictable, repetitive 
tasks

AI

Adaptive, complex, decision-
making, unstructured data



Where to Start: Use Cases 
for AI and Automation

Automation

• IVR routing

• Call list management

• Status updates

AI

• Predictive analytics

• Customer sentiment

• Personalised 
recommendations

Combined

• Call summarisation

• Adding notes to CRM



From Pilot to Scale

Define value-generating use cases

Identify opportunities where AI can create measurable 
business impact

Start small, measure, and iterate

Begin with focused pilots that can demonstrate quick wins

Build trust: AI safety, transparency, 
explainability

Ensure stakeholders understand and trust the AI systems

Invest in long-term transformation

Create sustainable infrastructure for ongoing AI 
innovation

























Key Takeaways

1. Understand the difference: Use automation for predictable 
tasks and AI for complex decision-making.

2. Start smart: Focus AI and automation where they deliver the 
quickest wins — like call handling, follow-ups, and coaching.

3. Think big, start small: Scaling AI and automation needs clear 
goals, trusted systems, and strong leadership commitment.



MaxContact is the best cloud contact centre platform for delivering 
conversation outcomes and customer insights to generate more 

revenue - compliantly.

www.maxcontact.com
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