
Thank you for joining! The event will start soon.

If you have any questions, please use 

the Q&A widget.

Use the RELATED CONTENT widget to 

download the presentation and other 
resources.

If you have any technical issues, use the HELP 

widget or write your question in the Q&A box.

We would like to hear 

from you. Contact us!

The recordings will be sent by email to all participants.

Emoji widget: Like, 

love, clap… your 
choice! Enable the Closed Captions &

Select the language
*Availability depending on the 
event.

Enlarge the window.



Our vision for the agent 

experience of the future

The UiPath  word mark, logos, and robots are registered trademarks owned by UiPath, Inc and its affiliates. ©2023 UiPath. All rights reserved.
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What is an Attended robot?

Robots emulate people

Automation layer

Broad set of capabilities, highly differentiated

See
AI / Computer Vision

Reads the screen

Think
AI / Machine Learning

Decides what to do

Do
RPA

Interacts with 

applications

:::

Discover what to automate

Process discovery, task mining

Gamification

Human in the loop

Apps and analytics

Citizen and professional development studios

Drag-and-drop AI capabilities 

Orchestration 

Multi-cloud operations

Build, manage, and run robots 

Engage, measure, and govern users

3

Does this 

look familiar?
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How do Attended robots enhance the 
agent experience

RESEARCH MANAGE DATA TAKE ACTION

• …help agents with order, shipping, 

payment, claim, and other status 
lookups and inquiries

• …agents get a 360-degree view of 

customer

• …agents understand a customer’s 

sentiment

• …agents find knowledge faster to 
resolve customer issues

• …automate routine, high-volume 
customer requests

• …guide agents through infrequent 
customer inquiries

• …eliminate in-call & after-call data entry 

tasks

• …update customer information across 
systems after each call

• …increase compliance and data security 
by protecting sensitive data

• …customers transfer between self-
service channels and agents

• …agents authenticate the caller

• …agents answer customer inquiries

• …provide agents with a contextual script to 
reduce training time

• …reduce supervisor escalations

• …AI recommends next best actions for 

agents to provide to customers

• …agents with AI detect and manage fraud

• …supervisors manage onboarding, 

scheduling, and offboarding

Attended robots help…
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Attended robots and generative AI use 
cases overview

Virtual Assistant

Challenge: Traditional chatbots have failed to help 

CCOs improve containment and CES. 

Solution: UiPath + Gen AI can create intelligent 

virtual assistants in existing channels such as email 

or live chat that better understand customer queries, 

respond accurately, and making it easier for 

customers to resolve their issues without needing to 

contact a human agent. This improves the self-

service containment rate and helps to minimize the 

effort customers put forth to find solutions.

Start of Interaction

Challenge: Initial interaction with customers is key 

to providing a high-quality experience. agents not 

having information upfront can ruin the experience. 

Solution: UiPath + Gen AI will empower agents to 

efficiently handle the initial stages of customer 

interactions. By quickly summarizing a customer’s 

notes, payment, billing, and order history, along with 

detecting potential anomalies and red flags, and 

quickly summarizing internal KB, agents can 

address customer concerns within the crucial first 

seconds of a call.

End of Interaction / After-Call Work

Challenge: agents spend too much time on post-call 

activities, delaying them from moving on to the next 

interaction.

Solution: UiPath and Gen AI can automate end-of-

interaction tasks, such as summarizing interactions, 

generating follow-up emails, closing cases, tickets, 

and claims, creating escalations to managers, and 

facilitating transfers to other departments or tiers. 

This frees up agents' time so they can move on to 

the next interaction quickly and efficiently, which 

improves customer satisfaction, loyalty, and overall 

operational efficiency

Boost Upsell

Challenge: Maximizing upsell conversion rates is 

crucial for CCOs aiming to increase revenue and 

customer loyalty. 

Solution: Combining UiPath + Gen AI enables 

agents to efficiently handle both customer service 

and sales tasks. Capitalizing on delightful customer 

service experiences, tailored offers can be delivered 

to customers. UiPath offers valuable customer data 

to Gen AI, facilitating personalized, data-driven 

product recommendations. This approach boosts 

upsell conversions, enhances customer satisfaction, 

and ultimately fosters greater brand loyalty.

Knowledge Management

Challenge: Creation and maintenance of KB 

materials such as training guides, SOPs, 

troubleshoot articles, etc.

Solution: Leverage UiPath + Gen AI to create 

customer service knowledge artifacts and ensure 

they are kept up-to-date. Automation can feed real-

time information to Gen AI to create and revise 

knowledge artifacts based on predefined templates, 

input data, and existing information sources. 

Automation can then help streamline approval 

workflows, versioning, and publishing, leading to a 

better-equipped and knowledgeable workforce.

Quality Assurance

Challenge: Operational costs, time consuming, and 

potentially error prone process to review interactions.

Solution: UiPath + GenAI can eliminate the 

mundane tasks that QA and compliance teams 

perform, such as scorecard-ing interactions, 

discovering and logging compliance concerns, 

delivering personalized coaching to agents and team 

leads, analyzing and updating quality trend reports, 

and real-time updates to policies and best practices. 

Leveraging automation and Gen AI for routine QA 

tasks may save time, reduce errors and the decrease 

the cost of compliance.

Quality Assurance
Knowledge 

Management
Boost Upsell

End of InteractionStart of InteractionVirtual Assistant



UiPath Autopilot



Context

Documents

Data

Processes

People

Communications

The AI in Autopilot helps you be more 

productive across the UiPath Business 

Automation Platform

Action

UI

API

Human 

in the Loop
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UiPath Autopilot

Developers Testers Business Analysts Everyone
Build automation solutions 

in a breeze

Create automations, apps, and 

expressions in 
UiPath Studio and Apps

Ensure your automations are 

production-ready

Generate endless test cases 

for your automations in 
UiPath Test Suite

Discover more automations 

everywhere

Find automation potential in 

UiPath Process Mining & 
Communications Mining

Complete everyday, 

time-consuming tasks

Be more productive at work 

with
UiPath Assistant

Generative AI Powered 

Automations

Supercharge Productivity

Product & Model Enhancement
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Autopilot in action…
For UiPath Assistant

Autopilot for Assistant is 
an AI companion that 
helps with daily tasks—
across business apps and 
systems

• Contextual guidance

• Interactive chat, powered by Generative AI​

• Access to UI or API automations built by 

your CoE/employees and UiPath

• Access to UiPath specialized AI models​

• One-click export to Studio Web



Trust, Transparency and Control 
for Responsible AI

Customer 

data & apps 

UiPath AI Trust Layer

PII &

Sensitive data filtering

Usage auditing 

Gen AI 

feature governance

LLM 

gateway

N
o

 d
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n
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g

Third party 

LLMs

U
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a
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d
u

c
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Demo
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Learn more about UiPath Contact 
Center solutions

UiPath Contact Center solutions

See the dedicated Contact Center solution page on the UiPath 

website.
https://www.uipath.com/solutions/department/contact-center-
automation

https://www.uipath.com/solutions/department/contact-center-automation
https://www.uipath.com/solutions/department/contact-center-automation
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