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SHAPING INTELLIGENT 
CONNECTIONS 
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CUSTOMER INTIMACY SPEED TO MARKET USER ADOPTION

DIGITAL TRANSFORMATION OUTCOMES
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Digital Security

Internet of Things

Artificial Intelligence

Conventional Interfaces

Virtual Reality 

3D Printing

Smart Robots

Digital Team

Blockchain

Autonomous Vehicles

71%

37%

25%

21%

17%

17%

16%

12%

9%

6%

DISRUPTIVE TECHNOLOGY ADOPTION IS INCREASING

Have already invested and deployment / in short-term planning All other responses
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THROUGH 2020
60% of your time and cost to build a digital platform

is on INTEGRATION

predicts
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MultichannelVoice 
Channel

Human to 
Human

MODALITY OF INTERACTIONS – EVOLUTION

Automated Channel 
with Real Time 

Contextual 
Analytics

AI & IOT fully 
integrated
Real-Time 

Experiences

Machine to 
Machine/Human
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Telephony

UC + 

Presence

MultichannelVoice 
Channel

Human to 
Human

MODALITY OF INTERACTIONS – UC EVOLUTION

Automated Channel 
with Real Time 

Contextual 
Analytics

AI & IOT fully 
integrated
Real-Time 

Experiences

UC + RT - Context

AI + IOT + UC
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Alarm Horn & Light Activate Cooling 

Ambient Temperature Monitoring  & 
Quality Control with Machine Vision

Platform

Database for Shift & 
Team Information 

Incidents Management 

IOT & WORKSTREAM COLLABORATION

Add required Team 
members 

Report IoT Data into 
the Team Space

Team Space is 
dynamically created

+ Any 3´Party
Team Spaces
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IOT, AI & WORKSTREAM COLLABORATION

Ambient Temperature Monitoring  & 
Quality Control with Machine Vision

Platform

Request additional 
IoT information

Alarm Horn & Light Activate Cooling 

Machine Control

Incidents Management 

Open Indidents 
Management

AI Chat Bot  + Any 3´Party
Team Spaces

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=0ahUKEwj-_-6f9qbUAhUMSiYKHQOXDTsQjRwIBw&url=https://www.enterprisetech.com/2017/02/02/inside-hr-blocks-decision-augment-tax-intelligence-ibm-watson/&psig=AFQjCNFva5uVK4jWYlw5GPjGtSakuiOY8A&ust=1496759594537612
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AVAYA ENGAGEMENT DESIGNER
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IVR

Digital 

Channels

IVA - AI

Multichannel

Omnichannel with 
Context

Voice 
Channel

Human to 
Human

Social 
Media

Omnichannel

Human to Bot

Automated 
Channel with Real 
Time Contextual 

Analytics

Human/Machine to AI

Machine to Machine

Human to Human

Blended 
Channels

Content Sharing

Human to 
Human

MODALITY OF INTERACTIONS – CC EVOLUTION



12

CUSTOMER EXPERIENCE & INTELLIGENT CONNECTIONS 

Based on the 

available 

information,  a 

clear approach 

and  

recommendation 

can be provided  

to the customer

Customer dialog 

transcribed and 

made available 

to CRM 

Application

Customer will 

be contacted 

by preferences

Service Center 

receives 

contextual 

information and 

combines them 

with customer 

CRM records 

Household Appliance (fridge) below 
operating temperature

Sensor detects condition
and sends Telemetry & Diagnostic 

information via IoT Platform to 
Service Center

AgentExpert

ERP, EHR, 

SAP, CRM, 

Omni 

Channel
AnalyticsBots

Knowledge 

base/database

Automation

IVR/IVA/AI 

Real-Time Contextual 

Analytics - IOT

Open 
Architecture

“Middleware” 

Connected
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8 STRATEGIES 
FOR THE CUSTOMER CENTRIC ORGANIZATION

#1 Consumers want Experiences

#2 New Voice Technology Growing 

#3 Omni-channel Accelerates

#4 Predictive Services in demand

#5 The Personal Data Dilemma

#6 P2P Voice vital for Customer Centricity

#7 Video drives Human Touch

#8 Employees ambitious for better tech

13
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EMPLOYEE PRODUCTIVITY / EFFICIENCY
PRIMARY DRIVERS FOR DX

Increase employee 

productivity/efficiency

Deliver better customer experience

Support new products and revenue

Reduce IT costs 

Reduce LOB costs

Respond to competitors disruption with 

DX

62%

54%

52%

46%

44%

40% Primary Driver

Source:  research commissioned by Avaya, March 2018
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CONNECTIONS

INTELLIGENT
How Can
Avaya

Help You

Build
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OMNI-EXPERIENCE 

PLATFORM 

MANAGING DATA, 

ACTIONS AND 

INSIGHTS 

Traditional 

channels

Digital 

channels

Physical 

channels

Future 

channels

Emerging 

channels

CONNECTIONS
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Traditional 

channels

Digital 

channels

Physical 

channels

Future 

channels

Emerging 

channels

OMNI-EXPERIENCE 

PLATFORM 

MANAGING DATA, 

ACTIONS AND 

INSIGHTS 

INTELLIGENT 
CONNECTIONS 

INTELLIGENT CONNECTIONS
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DEFINING INTELLIGENT CONNECTIONS

CUSTOMER 
JOURNEY

EMPLOYEE 
JOURNEY

Preferred Channel 

Event Based 

Communications

Context Delivered Human 
Experience augmented 

with AI

Personalize & 
Customize

AI Driven Top Of 
Mind Dashboard

Secure Access & 
Authentication

Behavioral

Pairing

IN Call Assistant 
Transcriptions & 
action Definitions

Exit, Secure & 
measure

Virtual Assistant
with Context

Customer receives 
SMS confirming 

details

Customer accepts  
quote 

Invokes virtual assistant  
to conferences all 

relevant parties into 
conference and records 

call

Available underwriter 
identified and 
introduced to 
conversation 

Underwriter reviews rates 

and but requires approval 

from his manager

VA transcribes 

discussion between 

manager, underwriter & 

agent to easily add 

details to policy 

Use transcript to send 

proposed rates and 

terms to the customer 

to see if they agree 

with proposal 

Voice of the 
Customer 
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BUSINESS

COMMUNICATIONS

PLATFORM

& DEVICES

AVAYA: INTELLIGENT CONNECTIONS
HELPING ENABLE THE ENTERPRISE READY TO SERVE

Enterprise
AI

Sentiment
Analysis

Collaboration

Journey
Mapping

Voice
Personal
Assistant

Events
Based

Comms
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Avaya

Detect
Business Events Snap-In

Use Case - Workflow Processing

Contextually aware

processing

Send
Notifications and

Engage People

Artificial Intelligence
or Machine Integration

Integrate

Enterprise

Applications

“IF THIS THEN THAT” 2.0 FOR ENTERPRISE
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Smart Cities ManufacturingHealthcare

IOT USE CASE CATEGORIES
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SMART CITIES - SMART PARKING

Saves Time, fuel costs and emissions 

Smart Parking Service

Booking Confirmation 
and Parking spot 
location map SMS

Platform

Analyzes the message 

and assigns it to an intent

Activation of visual 
reservation signal 

Available Parking spots 
in requested area.
Option for booking

Detects language and 

Translates Message

Any
Language
Modality
Phrase

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=0ahUKEwj-_-6f9qbUAhUMSiYKHQOXDTsQjRwIBw&url=https://www.enterprisetech.com/2017/02/02/inside-hr-blocks-decision-augment-tax-intelligence-ibm-watson/&psig=AFQjCNFva5uVK4jWYlw5GPjGtSakuiOY8A&ust=1496759594537612
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SMART PARKING – AUTOMATED WORKFLOW 

Analyzes the message 

and assigns it to an intent

Detects language and 

Translates Message

Requesting Sensor 
Info from all parking 
Spaces around the station

Reservation Signage 
activation at booked
Parking Space 

Responding to 
request in original 
language 

Avaya CPaaS
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Trash Container 
Account & Contact  
Resolution (SLA)

Staff notified with SFDC 
Case number and 
address (SLA Gold)

Platform

Situational Awareness for Faster Reactions

Garbage collection 
Case opened

Shift Plan Lookup 

SMART CITIES - WASTE MANAGEMENT
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Garbage collection 
Case Closed

Platform

SMART CITIES - WASTE MANAGEMENT 

Situational Awareness for Faster Reactions




