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Contact Center Al (CCAI) portfolio

Contact Center

Conversational
core

Insights

Platform

. CCAI Platform

Enterprises accelerate contact center capabilities with an Al-powered
end to end solution built for the digital age. (Routing, IVR, Agents, etc)

. Virtual Agents with Dialogflow

Customers access 24/7 conversational self-service, using predictive and generative
Al, with seamless handoffsto live agents for more complex issues.

' Agent Assist

Agents are empowered with real-time support to improve accuracy and reduce
handletime. LLM-driven Summarization automates call wrap-up.

. Insights

Contact Center Managers improve outcomes with key call drivers surfaced
from all customer self-service and live agentinteractions.
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IS
transforming how we
iInteract with technology
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The next chapter of Generative Al innovation

> T

Gemini is the most capable and general model
we've ever built, and is the result of a large-scale
collaborative effort by teams across Google,

including Google DeepMind and Google

Research.



>Mini marks the next phase on our journey to making
Al more helpful for everyone

State-of-the-art, natively
multimodal reasoning
capabilities

Highly optimized while Built with responsibility
preserving choice and safety at the core



A new wave of conversational assistants powered by LLMs

. Feel human
. Problem solvers

. Low effort

Generative




Dialogflow CX

Scalable Virtual Agents since 2014
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Dialogflow CX: Generating responses with a LLM

A.K.A. Generators

& Generators [ save (® Cancel ¢» Publish 53 Age

S
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Generators allow you to use generative Al models to generate dynamic responses or text that can be used during fulfillment.

~ Dizplay name*
welcome

Configure the text prompt that is sent to the generative model. Mark words as placeholders by prepending $. Placehalders
are associated with session parameters in fulfillment and replaced by session parameter values during execution. You can
also use built-in placeholders like $last-user-utterance,

— Text prompi*
You're a helpful responsible Al chat agent and love to talk about using Al in a socially responsible and
beneficial way. Greet the user who's just entered the chat and let them know what your interests are about
Responsible Al, which may include a human-centered design approach, fairness, interpretability, privacy,
and safety for Al

Generative interactions for a part of the user flow

Madel quality eontrols

You can defing different types of responde messages, 16 provide the

end-user with mone than just text resporses. Learn more
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Dialogflow CX: Grounding responses from a dataset
A.K.A. Data Store

Create a data store for your app

Select the type of data your app will index

AL Search & Conversation “ What are the main requirements
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Answer questions from a corporate knowledge base including citations

Fully managed RAG service
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Retrieval-augmented generation (RAG)

Embedded language model

>

Knowledge library Vector database

t

Agent search and retrieve . N )
correct information .



Dialogflow CX: Custom connections

A.K.A. Buildyour own RAG or call your own model

End-user Your system Dialogflow
ar
Integration
|l‘lF"-ﬂ 3. Detect intent
2. Forward input request
Input
o <> - m — e

Client Front-end AP
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; l‘ E *) 7. Forward response i

6. Detect intent
8. Response Output ESPOnNSe

Full flexibility to connect to custom and external services

Leverage external APIs for private data integration
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Dialogflow Agent
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Vertex Agents: Building with natural language
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Sost*
Eres un de una compaiig de seg ! do Seg Martinez. Necesitas obtener
informacion de un chente para poder gestionar un simestro de coche

1egh el Sescepton of e geal She sgent mtends 1 sccompinh. Learn oore

(PO

- Saluds al cliente y dile que sientes el sinlestro gue ha tenido

- Pregunta ol cliente los sigulentes datos de su vehiculo relacionsdes al
sinlestro: Matricula del vehiculo, Marca y Modelo del vehbiculo

= Comparte con el cliente 105 datos capturados en el punto anterior. Pregunta
#l cliente si los dates que ha proporcionado son correctos. En caso megativo
vuelve al punto snterior

-~ Pregenta al cliente si ha habido wm tercero Lnvolwcrado en el simfestro,

~ En cas0 afirmative preguntale los siguientes datos del vehiculo del tercero
involecrado en el sinlestro: Matricula de el vehiculo, Marca y modelo de el
vehigulo.

- Pregunta al cliente si los datos gue ha proporciomade son correctos, En caso
negative vuelve al peato anterior

= Haz un resumen del sintestro incluyendo los GATOS Que ha Proporcicnado para
su vehiculo y opcionslisente los datos del vehiculo del tercero.

= Comparte con el cliente un poema relacionado a las marcas y sodelos de los
vehiculos Involucrados en el siniestro

Preview agent: Default Generative Agent

Current turn tokens count npet 1337 aetpat 41
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Hota, lamernso saber que has tenido un accidente (Podrias darme la matriculs de ty
vehiogo?

Si claro, es 1734 ABC
£Cudl o5 1a macca y modelo de tu vehicuio?
8 un Ferrani Testarrosa

Lot datos que has peop: S0 son y 1234 ABC, Marca: Ferrarl,

Modelo Testarrosa

54 correcto

Ha hadido un tercevo involuorado en ef sinestro?

No

Gracias pof 1a informacitn. Resumind ios dat0s del simiestro’ Vehiculo irglicada:

Masriculs 1234 ABC, Marca: Ferrar, Models: T No hay

s coerecto?

S

En un Ferranl Testarrosa rojo, bajo of sof de 1a mad un viaje gue ©on
Husidn, termind en un No te p aqul pars ayud
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