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1. Introduction 

Front office operations and customer experience (CX) are rapidly increasing the adoption of cognitive 
technology and models to address a changing market and evolving customer requirements. Historically, 
the middle and back-office functions have received the larger chunk of investments in automation and 
advanced analytics. Now, the digital transformation of customer-facing departments and roles is becoming 
the strategic focus for companies. 

2.  Three forces shaping the market  

The pressure to embark on the digital journey for CX comes from three directions: 

• Competitive landscape: The number of markets that are disrupted by new economy players is 
increasing. Industries such as retail and investment banking, insurance, and real estate are under 
pressure from digital-first companies. These new players often base their entire business model on 
delivering CX. They often do not own assets or deliver services, but control and enhance interactions  

• Changing customer behavior: Today's customers are not only mobile and technology savvy but also 
in greater control of their interaction with brands. Product discovery, search, buying, and often usage, 
have moved to digital with channels such as social messengers and voice assistants replacing the 
traditional internet real estate. Almost half of U.S. users begin their product search on Amazon, and 
globally active use of messengers surpassed that of social media 

• Mature technology: A lot of the tools traditionally used in CX have matured in effectiveness and cost. 
Cloud environments allow flexibility in the contact center and Natural Language Understanding, 
Machine Learning, and AI allow the creation of true virtual assistants and cognitive bots versus the 
'old' chatbots and structured messaging. Google’s Machine Learning word processing is now at 95% 
accuracy, the threshold at which humans speak. 

3. CX clients need proactive personalization 

In an environment of instant price comparison and continuous interaction with brands, customization and 
personalization of the CX remain one of the last differentiators. Cognitive technologies and models help 
to achieve: 

• Market of one: Machine Learning and Natural Language Understanding open opportunities in the 
contact center to predict customer behavior and micro-segments. Creating a ‘market of one’ in sales 
and marketing requires analyzing data inside and outside the CX department and the wider 
organization to create a 360-degree view of the customer 

• Backbone for proactive support: In technical support, especially with the incremental expansion of IoT 
and connected vehicles, real-time processing of big data is the fundament to create proactive support 
and self-healing models 

• Contextual conversations: Cognitive analytics and automation are the instruments to support live 
agents in the context of the customer’s need at that specific time. Across an increasing number of 
channels, dynamic analytics engines and scripts guide the live agent to customize offers, adjust 
answers, and personalize content 

• Automated interfaces: Cognitive bots are not just the next level of self-service. These virtual assistants 
empower the customer to discover and control the interaction with their brands. For companies, it is 
the most efficient solution to achieve cost saving and customer satisfaction.  
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4. Best practices for digital CX transformation 

Successful implementations of cognitive technology to support digital transformation of CX have the 
following characteristics: 

• Dedicated consulting and transformational teams to lead the strategic objectives, domain-specific 
best practices, and the technological landscape 

• Pre-launch engagement to identify the business case, set up insights gathering, and develop the 
operational framework and commercial model 

• Assessment of the viability of the commercial model and evaluation against digital maturity matrices 

• Implementation with continuous insight and calibration, algorithm training, and model optimization 

• Institutionalization of digital transformation through a governance model with regular audits of the 
transformation 

• Continued focus on co-innovation with new avenues for design thinking and digital exploration. 

The resulting CX transformation will lead to: 

• Cognitive automation with end-to-end straight-through processing with tight integration between 
platforms 

• Cognitive services used in CX operational decision-making both at the management and agent level 

• Partnership model between CX providers and clients with shared customer ownership and a high 
degree of co-innovation. 
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5. Yodaa brings cognitive CX to the forefront 

CSS Corp's proprietary Yodaa platform and service framework ties the four pillars of successful cognitive 
delivery in CX: 

• Customer experience enhancement: The core of every cognitive delivery, bringing cost optimization 
and efficiency gains as by-products 

• Digital journey orchestration: Organize the digital journey across touch points  

• Revenue generation: Enable revenue generation opportunities based on historical interactions and 
pattern identification, proactive offers, pre-empting needs, better upsell & cross-sell, basket size 
increase 

• Outcome-based delivery: Modular implementation which simplifies deployment by breaking down 
components to the ones actually required. And unifies them under outcome-based pricing.  
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6. Cognitive takes the lead: How a networking OEM launched 
intelligent support through Yodaa 

A leading global networking company launched a premium product and wanted to create a unique 
experience for this key segment. CSS Corp led the end-to-end digital journey orchestration with mobile, 
led out-of-the-box experience and AI-led setup and support, as follows: 

• Using the Yodaa platform, CSS Corp designed a mobile application to manage the customer pre and 
post-sale journey 

• The end-user is able to scan the product QR code in-store and download the app. The customer then 
registers via a quick and hassle-free process and walks through the entire installation 

• CSS Corp helped the company simplify its installation process, which manages 92% of the whole 
market segment while the remaining 8% of cases are guided to a more advanced configuration. Post-
installation, the customer uses the same app for the ongoing management of the device 

• CSS Corp built into the app four self-heal components and has a further eight in development. The 
app includes self-serve tutorials with dynamic contextual topics based on the searches the customer 
made. For example, searching on how to change the wireless password will bring the respective 
tutorial at the top of the self-serve section and allow the user to complete the steps in the same 
workflow. The mobile app is also the gateway to the support center, connecting users with the CSS 
Corp agents who see all the contextual information. Customers have the option to call in or chat with 
a bot 

Following the product launch, 100% of users registered the app. CSS Corp was able to deflect and eliminate 
40% of the overall interaction volume, improve customer satisfaction by 11% compared to the traditional 
products, and increase agent productivity by 19%.  

 

7. Summary 

The goalposts of digital CX (omni-channel delivery, integration between automated and live agent support, 
enhanced human interactions, and personalization at scale and at manageable cost) can be delivered 
through the adoption of cognitive technologies and models.  
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About NelsonHall 

NelsonHall is a global industry analyst firm dedicated to helping organizations understand the ‘art of the 
possible’ in IT services (ITS) and business process services (BPS), and specifically how to identify, adopt, 
and optimize the next generation of digital technology and services for their business.  

Founded in 1998, and with industry analysts in the U.S., U.K., and Continental Europe, NelsonHall has a 20-
year track record of providing the highest quality market research to both the buy-side and supply-side of 
the ITS and BPS markets. All our research is onshore and in-house, and we are highly valued for both the 
insightfulness of our research and the quality and ready accessibility of our industry analyst 
inquiry/support service. 

You can find out more about NelsonHall and its analysts, plus access the latest industry insights at 
research.nelson-hall.com. To discuss how a subscription to NelsonHall research could benefit your 
organization, reach out to simon.rodd@nelson-hall.com. 

 

About CSS Corp 

CSS Corp is a new age IT Services and Technology Support company that harnesses the power of AI, 
automation, analytics, cloud and digital to address customer needs. The company partners with leading 
enterprises to help realize their strategic business outcomes. Its team of 5,600 technology professionals 
across 16 global locations are passionate about helping customers differentiate and succeed. For more 
information please reach out to info@csscorp.com  
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