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Virtual Agents 



Top priorities in the contact centre

Personalisation
Delivering personalised customer 

interactions

Agent development
Investing in agent training and 

development

Faster resolutions
Focusing on improving First Contact 

Resolution (FCR) and reducing Average 
Handle Time (AHT)

Reducing costs
Reducing operational costs is a key 

priority, as contact centres are dealing 
with limited budgets

Adding AI
Expanding AI and automation usage

Security
Strengthening data protection and 

security
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AI Chat Agent
Fast resolutions. Powered by AI.
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Chat agents take centre stage

According to our State of Contact Centres 2025 report, 60% of contact 
centre leaders are confident in the accuracy of virtual chat agents and 

57% believe customers are comfortable using them for complex 
queries.



9Puzzel’s AI chat agent delivers. Every time.

Let the Chat Agent handle routine tasks like 
password resets, data lookups and more, saving 
agents time for more value-added tasks. And when 
agent support is needed, the Chat Agent seamlessly 
transfers to human agents, including chat history 
and suggested solutions. Easy!

Automate and maximise 
team efficiency 

Creating your own GPT Chat Agent is super easy (we 
promise!). From standard greetings to advanced 
support functions, our templates are fully 
customizable, allowing you to easily align every 
interaction with your brand’s tone and voice. And the 
best part? No IT skills required!

Built in minutes

Rest easy knowing your Chat Agent is backed by 
advanced safeguards to minimize risks and 
hallucinations. You can filter out specific words or 
phrases and set confidence score thresholds, 
ensuring only reliable responses are delivered. 

Robust safety for 
reliable conversations

Tailor your Chat Agent to reflect the tone of your 
customers. -whether friendly or formal. If the 
conversation takes a turn, the Chat Agent analyses 
user sentiment and adjusts its responses, offering a 
more personalised and empathetic experience. And, 
it understand context, misspellings and synonyms. 

Personalise every 
conversation 



AI Voice Agent
Modern voice experiences. Powered by AI.
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Empathetic voice support that’s always available

According to our State of Contact Centres 2025 report, 37% of CX leaders 
believe AI will enable 24/7 service in their contact centres, ensuring 

customers can access support whenever they need it. For large 
enterprises (1,000+ employees) this figure rises to 46%.



12

Whether you’re managing hundreds or thousands of 
calls daily, our AI agent ensures your contact centre 
is always prepared to meet demands efficiently. It 
integrates directly with the Puzzel CX ecosystem, 
ensuring you can get started quickly. 

Flexible, scalable 
and fully integrated 

Our AI Voice Agent goes beyond simple responses. 
Using advanced AI, it understands the nuances of 
human speech and engages in real conversations. It 
doesn’t just recognize keywords – it tailors responses 
based on previous interactions, providing more 
relevant and personalised answers. 

Personalise 
interactions with AI 

The Voice Agent provides optimal follow-ups to 
enhance the customer journey. When human 
support is needed, the Voice Agent seamlessly 
connects customers to the right agent or 
department, ensuring minimal friction and an 
elevated experience. 

Smooth call routings 
and handovers 

Ensure your voice channels reflect your brand 
identity. With many customisation options, it 
understands your specific terminology and nuances, 
ensuring relevant communications. Our Voice Agent 
enhances the customer experience while 
strengthening your brand identity. 

Speaks your 
brand’s language 

Say goodbye to long waits and 
hello to instant resolutions



AI Email Agent
Smarter email handling. Faster support.
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Smarter email handling. Faster support.

Traditionally email often requires multiple exchanges to resolve an 
issue fully, making it costly in terms of time and labour. In our State of 

Contact Centres 2025 survey, 27% of CX leaders stated that they anticipate 
significant cost savings through automation, with larger enterprises 

reporting an even higher expectation of 30%
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AI-powered email automation 

for faster resolutions

Puzzel AI Email Agent goes beyond basic responses. 
It crafts tailored replies based on preapproved 
content, like your website, ensuring responses align 
with your messaging. Plus, you stay in control, with 
features like confidence scores to eliminate errors. 

Transform your emails 
with generative AI 

Puzzel Email Agent learns from every interaction, 
constantly improving its responses to provide more 
accurate and relevant support. It also delivers 
analytics, giving you a clear picture of how it is 
performing, what customers are asking, and where 
improvements can be made. 

An email channel that 
keeps getting better 

No more messy inboxes and long waiting times. 
Puzzel Email Agent takes care of routine customer 
emails—like password resets and account status 
checks—without the need for human intervention. It 
automatically tags, categorises, and prioritises 
queries. Hello neat inbox! 

Automate to empower  
agents and customers 



Conversational Intelligence 



Data-driven insights, automatically derived 
from your customer interactions
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Improve FCR

Identify root-causes for repeat calls to 
resolve issues during the first contact.

Unlock value from customer interactions

Improve AHT

Identify efficiency potential and training 
needs for each agent to reduce talk 

time. 

Increase sales

Track and improve approach to cross-
sell and outbound sales activities.

Automate quality assurance

Ensure consistent quality by 
automating quality assurance, 

reducing the need for manual listening 
on both inbound and outbound 

conversations. 

Improve retention

Strengthen win-back efforts to boost 
retention and maintain customer 

relationships.

Efficient agent training

Facilitate a simple and effective 
approach for agent training and 

ongoing development 

Improve the customer journey

Identify and resolve friction points in the 
customer journey across channels.

Improve customer satisfaction

Establish an empathetic and engaging 
conversation to improve the dialogue 

and increase customer satisfaction

Automate call-tagging

Automatically register topics and 
subtopics across interactions and 

automate summarization of customer 
interactions.
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A look into the platform (I/II)
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A look into the platform (II/II)
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Show me how (link) Show me how (link)

Who benefits from Capturi?

Analytics & Ops   → Automate workflows, reduce callbacks, identify gaps within the customer journey & dynamic FAQ

Product Managers → Uncover friction related to product, Advance knowledge related to product and user-adoption

Teamleads  → Team & agent performance overview, Automated reports related to knowledge gaps & levers for KPI/KBI improvement

Agents  → Automated summarization of customer interactions, Enhanced dialogue, Find opportunities for self-improvement

10-30%
Reduction AHT per call

+20-40% 
Customer satisfaction

Show me how (link)

50% 
Reduction in callbacks

Organisational  implementation
Conversational Intelligence supports the entire journey, beginning with a data-driven approach to identify 

improvement potential, shortlisting quick wins, and ensuring ongoing value capture, along with training and 
onboarding.

… and much more

Data-driven insights, automatically derived from your 
customer interactions

https://www.loom.com/share/ca00813dda864393960c7aa88b1cbbee?sid=c2c7010c-f182-4383-9282-36e41b7b3193
https://www.loom.com/share/2fe376446fa849c1a927ae58dd63785b
https://www.loom.com/share/dada3e8aa9c142b7875b8004de62e8ef


Thank you.
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