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The Challenge in Utility Contact Centres

• Rising Customer Expectations: Customers now demand real-time, proactive updates on outages, service 

disruptions, and billing—placing increased pressure on contact centre responsiveness.

• Regulatory Scrutiny & Complaints: Escalating oversight from regulators and growing ombudsman 

complaints necessitate more robust compliance and audit processes.

• Hardship & Vulnerability Management: Utilities are under increasing obligation to identify and support 

vulnerable customers, requiring more efficient detection and escalation mechanisms.

• Operational Efficiency Demands: Contact centres must balance cost pressures with service improvements, 

often with constrained resources.

• Market Competition & Customer Retention: Retail energy and water providers face competitive pressures, 

driving the need for loyalty programs and customer acquisition strategies.



Introducing AutoInsights | AI-Powered Voice Analytics for Utilities

• AI-Powered Post-Call Insights: AutoInsights 

extracts detailed analytics from existing call recordings 

or transcripts, identifying trends in customer service, 

compliance, and sales interactions.

• Seamless Integration: Compatible with major 

platforms like Genesys, NICE, RingCentral, and 

3CX—requiring no change to existing telephony 

infrastructure.

• Low-Cost Deployment: Implemented quickly and 

affordably using existing call data, minimizing risk and 

cost for utilities.

• Comprehensive Dashboards: Real-time 

visualizations across CX, QA, Sales, Compliance, and 

Vulnerability dimensions.

• Actionable Agent Reports: Delivers 

individualized performance summaries with automated 

coaching recommendations.

AutoInsights for Utilities



Use Case 1: Quality Assurance at Scale

• Limitations of Manual QA: Traditional QA teams 

typically review less than 5% of calls, missing critical 

patterns in customer service, outage, and billing 

interactions.

• 100% Call Coverage: AutoInsights analyses every 

call to ensure comprehensive evaluation across all 

interaction types, eliminating blind spots.

• Multidimensional QA: Covers CX quality, 

business process adherence, and regulatory 

compliance within a single platform.

• Personalised Agent Reports: Automated 

coaching reports tailored to agent-specific 

performance metrics and behaviors.

• Productivity & Service Impact: QA effort 

reduced by up to 90%, improving service consistency, 

accelerating resolution, and reducing escalations.

AI Quality Management on AutoInsights



Use Case 2: Compliance & & Ombudsman Case Prevention

• High Stakes of Non-Compliance: Ombudsman 

escalations not only incur direct costs but also lead to 

regulatory sanctions and reputational harm.

• Automated Compliance Monitoring:
AutoInsights detects missed disclosures, improper 

complaint handling, and patterns likely to trigger 

ombudsman involvement.

• Disclosure & Dispute Accuracy: Monitors for 

correct communication of tariffs, fees, and dispute 

processes—ensuring regulatory obligations are met.

• Audit Trail & Reporting: Generates a complete 

interaction record, enabling transparency and 

responsiveness in regulatory audits.

• Outcome: Fewer Escalations: Improves 

compliance assurance and reduces the volume and 

severity of regulator and ombudsman cases.

Tracking Compliance word by word in AutoInsights



Use Case 3: Outage & Incident Management

• Unplanned Outage Challenges: Outages cause call surges and customer frustration, often overwhelming 

contact centres and leading to inconsistent messaging.

• Sentiment and Trend Monitoring: AutoInsights identifies dissatisfaction signals and emerging trends 

during outage events, enabling targeted communications.

• Outage-Related Call Detection: Automatically classifies and tags outage-related calls for deeper incident 

insights.

• Communication Coordination: Informs consistent and transparent messaging strategies across agents 

and channels during disruptions.

• Improved Customer Trust: Timely and clear communication boosts trust and reduces repeat contacts 

during crisis periods.



Use Case 4: Vulnerability & Hardship Detection

• Manual Detection Gaps: Traditional systems rely 

on agents to identify distress or financial hardship, 

which can be inconsistent or missed entirely.

• AI-Powered Vulnerability Signals: AutoInsights 

scans call transcripts for linguistic and emotional cues 

indicative of vulnerability, hardship, or distress.

• Automated Escalation Workflows: Flags high-

risk calls and initiates escalation to specialized support 

or hardship teams in real time.

• Proactive Case Management: Enables tracking 

and resolution of hardship complaints, improving 

transparency and support outcomes.

• Regulatory Risk Reduction: Demonstrates active 

monitoring and response to vulnerable customers, 

strengthening compliance posture.

Detecting Vulnerability & Hardships



Use Case 5: Customer Experience & Net New Business

• CX as a Competitive Edge: In deregulated 

markets, exceptional customer experience is vital for 

retention and acquisition. Poor CX is a key churn 

driver.

• CX KPI Dashboards: AutoInsights visualizes 

metrics like resolution time, repeat call frequency, and 

dissatisfaction indicators across service areas.

• Positive Experience Signals: Detects language 

and sentiment tied to successful onboarding, plan 

switching, and new business interactions.

• Churn & No-Switch Insights: Analyzes calls for 

reasons behind churn or customer indecision, 

enabling targeted retention efforts.

• Actionable Retention Levers: Empowers CX 

teams to identify friction points and prioritize 

improvements that directly impact loyalty and revenue.

NPS and CSAT are two of the most reliable indicators of customer loyalty



Use Case 6: Sales & Service Effectiveness

• Missed Opportunity Visibility: Traditional contact 

centres often fail to capture cross-sell or upsell chances 

due to limited analytics on agent interactions.

• Sales Interaction Analysis: AutoInsights identifies 

how well agents handle upsell discussions, plan 

comparisons, and bundled offers.

• Coach for Conversion: Delivers actionable 

coaching recommendations based on real interaction 

data to improve agent performance.

• Consistency Across Agents: Highlights 

performance gaps and standardizes best practices in 

sales engagement.

• Revenue Growth Enablement: Empowers contact 

centres to improve close rates, enhance customer 

satisfaction, and boost lifetime value.

Sales Effectiveness in AutoInsights



Benefits Summary for Utilities

• Automated Quality & Productivity Gains: QA automation reduces manual effort by up to 90%, 

freeing teams to focus on higher-value analysis and service innovation.

• Compliance & Risk Mitigation: Automated monitoring reduces ombudsman escalations and 

strengthens compliance with regulatory obligations.

• Customer Loyalty & CX Enhancement: Enables better outage handling, consistent billing 

support, and rapid issue resolution to drive loyalty.

• Support for Vulnerable Customers: Proactively detects hardship cases and ensures compliant 

support workflows, improving trust and care standards.

• Sales & Revenue Growth: Improves agent sales effectiveness and supports upsell/cross-sell 

initiatives to boost revenue.



Case Example (Anonymised Utility)

QA Automation Success

The utility leveraged AutoInsights to automate quality 

assurance, reducing manual QA efforts by 90%.

Early Issue Detection

Enabled early identification of CX and compliance 

issues, reducing ombudsman complaints significantly.

Real-Time Vulnerability Detection

Flagged hardship-related interactions in real-time, 

routing cases to specialized support for faster 

response.

Measured Outcomes

Achieved stronger compliance, improved customer 

satisfaction, and enhanced trust across customer 

interactions.



Next Steps

• Pilot Deployment: Start with a pilot using existing call recordings across service, outage, billing, and sales 

interactions.

• Dashboard & Reporting Review: Evaluate AutoInsights dashboards and Agent Performance Reports to 

assess value across business units.

• Strategic Scaling: Scale platform use across QA, Compliance, CX, and Sales after pilot success, tailoring 

workflows as needed.

• Change Management Support: Leverage CX-EX and AutoInsights experts for deployment, training, and 

stakeholder alignment.

• Ongoing Optimization: Use insights to continuously improve service, reduce risk, and increase revenue 

across the utility lifecycle.



• Agent Performance Report – Provides weekly and monthly insights into agent 

behavior, presenting performance trends, strengths, and improvement areas in a clear, 

actionable format.

• Customer Experience Report – Analyzes the customer journey across calls, 

highlighting satisfaction levels, friction points, and recurring themes over the month to 

drive service improvements.

• Digitalisation Report – A unique blueprint that identifies automation opportunities 

across the business, reducing reliance on live agents, unlocking efficiency, saving costs, 

and improving customer response times.

Appendix Slide

CXEX has worked on building various reports for the clients to ensure they’re aware of each aspect 

of their business



Agent Performance Report

• Delivers clear weekly/monthly insights into 

individual agent performance, highlighting both 

achievements and improvement areas.

• Tracks key metrics such as talk time, QA 

compliance, customer experience scores, and 

variance against team averages.

• Provides managers with actionable data to 

guide coaching, boost efficiency, and ensure 

consistent quality across the team.



Customer Experience Report

• Tracks key CX metrics such as CSAT, issue 

resolution, and repeat call rates to measure 

customer satisfaction and service quality.

• Provides weekly trend analysis, highlighting 

positive and negative shifts in customer 

experience over time.

• Equips leaders with insights to address pain 

points, improve first-call resolution, and 

strengthen overall customer loyalty.



Digitalisation Report

• Identifies call categories with high automation 

potential, quantifying deflection rates, hours 

saved, and cost benefits.

• Provides a phased rollout strategy (short, 

medium, long-term) to help businesses 

prioritise automation investments.

• Unlocks operational efficiency by reducing live-

agent dependency, enabling faster service and 

measurable cost savings.


