
•  Unlock the potential to transform your 
business.

•   Gain intelligent control of information.

•  Leverage the value in legacy data.

•  Automate repetitive processes to focus on 
business growth.

•  Boost customer satisfaction.

•  Unify multi-channel communications.

Smart Business Process 
Automation

AI PLATFORM
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Tough competition.  Real challenges.

In this 24-hour digital era, customers are 
facing an ever-expanding range of choice and 
the competition is intensifying. The pace and 
complexity of changes in technology and 
society is creating an environment where 
the customer is king. They demand an 
excellent customer service experience. The 
expectation is for complete accuracy and 
responsiveness, across all communication 
channels, at all times. 

Yet any customer may possibly use up to 
nine different channels to engage with your 
business. Web, e-mail, chat, text, Facebook, 
Twitter, other social media, fax and 
traditional mail have joined the phone as 
channels for customer interaction. It results 
in an avalanche of data, 80% of which is 
unstructured and likely to be processed and 
stored in disparate, unconnected systems 
or silos. 

It presents a huge challenge for any business 
to handle. It calls for a way to intelligently 
organise data from all channels and provide 
your organisation with an advanced 
knowledge system that gives a complete 
view of all communications so that you are 
able to meet your customers’ expectations.

“ When a customer reaches out to 
you, he or she may use up to nine 
different channels to interact - e-mail, 
web, text, live chat, social media, 
phone, fax, physical mail, and beyond.”

- State of the CEM Market. Aberdeen Group. March 
2014.

“ 60% of shoppers will abandon their 
online shopping carts and never make 
purchases from an online retailer 
again if they experience poor 
customer service.”

- Loyalty360 Study. October 2014.



Key advantages

 • Turns unstructured data from any channel into information 
that makes sense.

 • Ensures your agents receive the entire thread of customer 
communication for immediate, consistent response.

 • Identifies a single issue from multiple channels and multiple 
issues from a single communication.

 • Fully integrates information across all data stores, 
workflows and related manual processes.

 • All customer interactions are tracked and measured 
whatever channels are used.

 • Provides invaluable business insight.

MAKING SENSE OF AN 
AVALANCHE OF DISPARATE DATA
Every day your customers communicate and interact with your 
business through a mass of mainly unstructured sources. 
They frequently use multiple channels during a single 
conversation and expect your agents to follow the whole 
thread and be able to access every input.  If this is not possible 
or their first-call issue is unresolved then customer loyalty can 
be lost. Dissatisfaction spreads very quickly across social 
media platforms.

AI PLATFORM integrates seamlessly with existing systems to 
take on all communication channels coming into your 
business. It uses Artificial Intelligence to read, understand and 
extract relevant data from virtually any format, structure or 
source and turn it into actionable information with one unified 

view. So your business is equipped with everything needed to 
give immediate, accurate and intelligent responses to 
customers. AI PLATFORM is also able to understand the 
semantics of language within communications and 
automatically alert the appropriate person to messages that 
need an urgent reply. Plus it is able to learn from the reactions 
of experienced workers and make changes to improve 
workflows. 

AI PLATFORM uniquely gives your organisation the power to 
turn an avalanche of data communications into actionable 
information and knowledge. Through one single solution, it 
delivers not just a better customer experience it also improves 
process efficiency. 

“ 25% of consumers use one or two 
channels when seeking customer 
care and 52% of consumers use 
three or four channels.” 

- The US Contact Centre Decision Makers Guide –
page 125. Contact Babel. 2014.

“ In 2012, 29% of corporations were 
looking at integrating traditional 
channels with emerging channels. 
That number shot up to 89% in 
2013.” 

- 2013 Customer Experience Management 
Benchmark Study. Digital Roots. February 4, 2014.
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Your IT infrastructures can be overwhelmingly complex and 
often siloed. These include your backbone enterprise systems 
such as CRM and ERP, business applications for HR and 
accounting, platforms to manage web content and social 
media communications. Add onto that paper filing cabinets, 
product documentation and manuals. It’s hardly surprising 
that your agents don’t know where to look to find critical 
information when trying to respond to customer enquiries.

With the AI PLATFORM, you can arm your agents with a single 
3600 view of all customer interactions that includes archived 
data. That’s because our single solution is designed to 
integrate with all systems and services you already use. It 
leverages your existing investment to create a scalable, highly 
accessible operation that can grow with your business needs.

It results in agents having exactly the data they need to 
instantly be able to answer each enquiry. First-contact 
resolution rates will increase. So will customer satisfaction and 
retention. Customers become more receptive to cross selling 
and upselling. It helps create the business edge you need in a 
highly competitive marketplace.

FROM UNSTRUCTURED COMMUNICATIONS 
TO A SINGLE 3600 VIEW

Key advantages

 • Gives your business a 3600 view of all customer interactions 
for accurate and speedy response to enquiries.

 • Information is logically presented in one easy solution no 
matter what channel(s) was used. 

 • Increases first-call resolution rates.
 • Increases customer satisfaction and retention.
 • Makes customers more responsive to cross selling and 
upselling approaches.
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360˚
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Online Form

Fax

Email
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Phone

“ Only 30% of businesses have a formal 
strategy to create a single view of all 
customer interaction data across the 
enterprise to ensure consistency in 
the customer experience.”

- Aberdeen Group. State of the CEM Market. 2014.



INCREASE AGENT RETENTION -  
SAVE ON RESOURCES AND COSTS

How do you manage growing volume and complexity of 
incoming communications? They can drive up your costs 
whilst manual processing, investments in multiple IT systems 
and poor customer satisfaction can impact on your bottom 
line. Added to that, there’s the mounting pressure on your 
contact centre agents to resolve customer issues on the first 
call. 

Customers get frustrated being passed around from one agent 
to another before finding someone who has the expertise to 
address their issue. Or skilled agents who receive trivial 
questions can feel their expertise is under-valued. This not only 
impacts on standards of customer service, your agents get 
demoralised too which adds to the already high turnover rate.

The AI PLATFORM can help you save time, money and 
resources as well as your reputation and your staff. With 
dynamically updated information, each of your agents has 
immediate access to all the relevant data to solve incoming 
issues and deliver exceptional customer service. Thanks to its 
Artificial Intelligence capabilities, it ‘learns’ from each expert 
response, which in turn benefits the whole level of expertise in 
the centre. The intelligent self-service solution utilises the 
same dynamic self-learning to help customers easily find 
information whenever they choose, without agent involvement.

It all ensures a consistent and positive customer experience 
– and a more rewarding and motivating environment for your 
agents. Proof that there is a way to keep everyone happy.

Key advantages

 • Optimises business process and workflow management.
 • Allows the matching of agents with enquiries that align to 
level of experience.

 • Grows agent satisfaction by giving each agent the relevant, 
complete information they need to provide exceptional 
customer service – even new hires.

 • Frees agents from mundane tasks to generate new 
business.

 • Email response system can reduce incoming customer 
enquiries.

 • Flexible self-service portal enables higher volume handling 
without additional staff.

“ 78% of contact centre executives 
stated that ‘enduring quality and 
consistency of call centre agent 
responses’ is ‘very important’ to 
them.”

- State of the CEM Market. Aberdeen Group.  
March 2014.

“ 93% of call centre agents need to 
consult four different applications to 
resolve a call.” 

- The US Contact Centre Decision Maker’s Guide. 
Contact Babel. 2014..

The average processing time per 
request can be reduced by up to 
90% through AI PLATFOMRM in 
our experience.
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Combinable solutions for mail, email, fax, web and 
social media. 

DISCOVER

This exciting software analyses and anticipates trends and 
topics based on customer communications via letter and email 
plus social networks. A dynamic dashboard provides 
management, marketing, customer service and product 
management alike with customised analytics in 
multi-dimensional visualisation.

Key benefits:

 • Precise conversation analysis including expressed 
requests, intentions to purchase or cancel.

 • Dynamic parameterization and visualisation of contextual 
circumstances in real time.

 • Directly configurable recognition and differentiation of 
business topics.

 • Identifies matrices and enables trend analytics.
 • Enables organisations to make sound management 
decisions.

MAILROOM

Enables service providers to introduce high levels of document 
handling automation. It analyses claims, invoices, letters and 
forms. Automatically feeds into predefined business 
processes and ‘knows’ which agent to notify and when. 

Key benefits:

 • Shortens cycle and processing times for written customer 
correspondence.

 • Automates processing through data extraction and 
background processing.

 • Processes any document types in one system.
 • Dynamically optimises quality of classification without 
manual intervention.

 • Gives optimal operation control through graphic workflow 
and monitoring tools.

RESPONSE

Further extends the value of the single platform to the 
operational side of a business such as a contact centre, claims 
handling teams and the web via email, SMS, Facebook and 
Twitter. Assigns queries to the most suitable agent. Provides 
centralised customer and case histories. Automatically gives 
an agent suggested answers to in-bound queries. PHONE 
TICKET is also an integrated feature, which provides an 
intelligent Q&A scripting solution for answering phone 
enquiries.

AI PLATFORM 
SUITE

Virtual Agent

ComCrawler

Mailroom

Knowledge

Your Business
Solution

Discover

Web Scout

Self Service

Response

Key benefits:

 • Decreases average handling time by up to 55%.
 • Significantly shorter response times.
 • Transparency of service quality and customer trends.
 • Automation of reoccurring enquiry processes.
 • Gain knowledge of customers’ questions and service 
responses.

 • Apply new knowledge in admin-free knowledge databases.

SELF SERVICE

Automated intelligent FAQ solution for online application/
smartphone app. Relieves agents from handling reoccurring 
questions. It can save on average 15-20% of unnecessary calls 
into a customer service centre.

Key benefits:

 • Decreasing service costs due to decreasing email and 
phone enquiries.

 • Knowledge database doesn’t require administrative 
maintenance.

 • Optimisation of knowledge base is achieved by 
‘application.’

 • Reporting helps close general communication gaps.
 • Helps forge new targeted business relationships online.



WEB SCOUT

In a highly competitive market with web marketing and quoting 
tools being essential to attract new clients, this is a dynamic 
alternative to static web chat. It offers a proactive chat solution 
with integrated co-browsing. Connects customers of value to 
live agents for one-to-one service, reducing obstacles to buy/
opportunities to upsell.

Key benefits:

 • Increases staff efficiency during slow times.
 • Improves conversion rates for your internet products.
 • Lessens buyer hesitancy.
 • Systematically select and target qualified customers.
 • Increases customer loyalty.

KNOWLEDGE

This is a powerful search and collaboration tool providing an 
agent with a single interface across Enterprise applications 
and databases. It bridges existing and historical systems to 
bring together a single platform for a customer experience 
operative to support clients’ queries. Identifies relevant data 
and dynamically ‘learns’ the context between questions and 
selected answers.

Key benefits:

 • Accelerates the workflow management.
 • Increases first level resolution.
 • Dynamically rates relevant information through user 
evaluations.

 • Relieves staff from search tasks during case processing.
 • Language independent, self-learning and multi-client 
capable.
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VIRTUAL AGENT

Automatically captures data and transfers it to virtual 
workspaces. Benefits are a consistent service and cost 
savings whilst relieving agents from mundane tasks to focus 
on client facing services.

Key benefits:

 • Helps optimise value to increase competitive advantage.
 • No licence costs, no investment budgets.
 • Over 50% of all transactions run automatically.
 • No adjustments of systems necessary.
 • Frees staff for new business.

COMCRAWLER

Analyses and consolidates opinions in online forums and 
social networks. Relevant findings are prioritised and 
forwarded onto a suitable agent to respond via AI Platform 
RESPONSE.

Key benefits:

 • Increases contact centre efficiency: up to 50% reduction of 
processing time per transaction.

 • Optimises market observation, product innovation and 
service performance. 

 • Effective early warning system: recognise problems in 
brand and organisation.

 • Sustainable benchmarking: a comparison of customer 
opinions with the competition provides you with valuable 
knowledge to stay competitive.
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A scalable solution that can grow with your 
business.
 
Through AI PLATFORM, you can create a single, 3600 unified 
view of new and legacy customer information regardless of 
source or format. It enables you to turn an avalanche of 
unstructured communications into intelligent and actionable 
data that boosts efficiency and productivity. It results in your 
people being empowered to deliver first contact resolution and 
the highest level of customer experience. 

Best of all, it seamlessly integrates with your existing systems 
to leverage your original investment through targeted solution 
modules to create a highly scalable operation that meets your 
current and future business requirements.

About Toshiba TEC 
Toshiba TEC UK Imaging Systems LTD is part of the globally 
operating Toshiba Tec Corporation, active in various high-tech 
industrial sectors.

Toshiba Tec Corporation is a leading provider of information 
technology, operating across multiple industries. With 
headquarters in Japan and over 80 subsidiaries worldwide, 
Toshiba Tec Corporation helps organisations transform the 
way they create, record, share, manage and display 
information.

Toshiba’s Business Services team focus on solving business 
challenges through the application of Toshiba solutions 
designed to deliver process efficiency, cost reduction and 
revenue/profit enhancement. We are skilled at working with 
organisations of scale and magnitude and our consultants are 
all specialists in their chosen fields of expertise.

TOSHIBA TEC UK IMAGING SYSTEMS LTD
160 Queen Victoria Street, London EC4V 4BF

Telephone 
020 7735 9992

Email
business.services@toshibatec.co.uk

Website
www.toshibatec.co.uk

“ Companies that excel in customer 
experience grow revenues 4%-8% 
above their market.” 

- Bain & Company. April 2015.

Toshiba TEC are an authorised sales partner of ITyX Solutions 

Today, ITyX has 150 employees at five locations in Germany, 
the United States, Great Britain, Brazil and India. With 200 
installations in 22 countries, the owner-run, independent 
software company is one of the most internationally 
well-known providers of “self-adaptive” software solutions for 
automatic transaction processing for contact centers and 
back-office organizations (BPO). 

www.ityxsolutions.com

For more information please contact us:


