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What if your best team leader could sit beside
every agent, on every call, in real-time? That’s the
reality of the Al-integrated contact centre.

v ldentify coaching opportunities automatically with
real-time Al insights

v Automate routine tasks without losing the human
touch

v Build a data-driven coaching culture that scales

v’ Lead a high-performance contact centre that thrives
on innovation



Next-level CX.
Powered by Al



#° Our Al tools

v' Built for Customer Experience
Al designed specifically for real customer interactions

v Agent-first

Al that supports and empowers people, not replaces them

v' Al-agnostic

No lock-in. Always leverage the best Al models, platforms, and partners.

v Flexibility

Change your phone system, CRM, suppliers, or channels... SystemsX adapts with you.
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Conversation monitoring and QA platform

Sense QA - Comprehensive performance evaluation across calls and
communication channels. Business metrics, compliance and the
ability to interrogate multiple calls to find the ‘nuggets’ of
information.

Sense Assist - Real-time Al-driven guidance to enhance customer
interactions. Call Summary, Actions, follow-up email.
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2% Intelligence
Know your customer - Beyond the CRM

Capturing what customers say and turning it into structured
individual customer profiles. Tracks lifestyle, motivators, objections,
and behaviour across conversations.

Surfaces trends and patterns across your customer base. Answers
guestions, reveals opportunities, and helps you understand your
customers and your business.
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Specialist digital agents, Anna, Amber, Alison, built for travel.

They plan, book, and support customers across channels, integrating

a

with live systems and ‘Knowledge’. Plan / Book / Support

Always on, delivering consistent service and scaling with demand.
Narrow down / Recommend / Ask

Key Questions

When do you pian to travel and for how many nights?

What's your approximate budget for this holiday?

Are you looking for a specific type of accommodation (e.g., resort, villa,
boutique hotel)?

Costa Rica Adventure & Beach Combination

Costa Rica offers the perfect blend of adventure activities in rainforests
and volcanoes with beautiful beaches for relaxation, ideal for a family
with teenagers.

Costa Rica is accessible via direct fiights from LGW or LHR with British
Airways in approximately 1! hours. The country features incredible
biodiversity with opportunities to see monkeys, sioths, toucans, and
hundreds of bird species in their natural habitats. Consider a spiit stay
between the Arenal Volcano area for zip-lining, hot springs, and hiking,
followed by relaxation on either the Pacific or Caribbean coast beaches.




Enquiry jotter

2ad, 2ch (14&16), long haul, up to 12hrs, from LGW or LHR, looking for a destination with a mix of adventure and relaxation, and interestec
wildlife and nature
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Key Questions

South African Safari and Cape Town Experience
What is your preferred travel period or date range?

South Africa combines world-class safaris with the
What is your approximate budget for this holiday? vibrant city life of Cape Town, offering a perfect

mix of adventure, wildlife, and urban exploration.
Are you interested in a specific continent or

region? South Africa provides an unparalleled opportunity
to experience African wildlife up close in renowned
YO ur Req uest & How long would you like the holiday to be? game reserves like Kruger National Park or private
reserves in the Eastern Cape. Here, your family
C U StO | N Res pO nse Helpful @ can embark on thrilling game drives to spot the Big
L LM Sto red il Y Five (lion, leopard, rhinoceros, elephant, and Cape

buffalo) along with numerous other species. The
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Ask Agent Assist... @ e Ask Agent Assist... @

*Agent Assist makes mistakes. Always check important info. *Agent Assist makes mistakes. Always check important info.

Would you prefer a beach destination,




Helps new agents perform like seasoned experts

Industry-aware Al trained on your business knowledge
Retains and shares critical knowledge across teams

Reduces reliance on individual experience leaving
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South African Safari and Cape Town Experience
What is your preferred travel period or date range?
South Africa combines world-class safaris with the
What is your approximate budget for this holiday? vibrant city life of Cape Town, offering a perfect
mix of adventure, wildlife, and urban exploration.
Are you interested in a specific continent or
region? South Africa provides an unparalleled opportunity
to experience African wildlife up close in renowned
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 Knowledge

Private Knowledge Brain — powering agents with

accurate, brand-specific intelligence.

Company & Brand
Setup

Policies & Compliance

Company details, brand
setup, Lead-gen
websites

1

Customers &
Marketing

“Not Offered,” Grey
Areas, T&Cs, Privacy
Policy, accreditations

Business Profile &

Operations

Knowledge Assets

Demographics, awards,

memberships,
confidence info,
sustainability

statements. T

Governance & Health

I

Bulk Upload &
Integrations

Expiry/review dates,
visibility flags (internal
vs external), dashboards
for freshness, broken
links, ingestion errors.

Sales & Structure

Services, USP’s, tone of
voice, socials, service
area, opening hours,

contact details.

FAQs, training manuals,
brochures, supplier
sites, deals inbox, review

Parent company, team
pages, languages, gift
vouchers, sales

channels.

Bulk upload / API
ingestion
Scheduled imports
CRM & booking system
hooks
CMS / Deals Inbox
connections
Third-party data feeds
(suppliers, reviews)
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Clients v Sales v Service v Marketing v Reports v Data v

Clients > HarriotDewey > New Enquiry

Gold Customer Overview Preferences Tasks Notes Quotes Activity I

Harriot Dewey

REMINDER Don't forget to ask the client when they would like to book A
Likes to be called Hallie, Age 21 Agent Assist power J

* Note Bd Emai Call
’ | & . oo Narrow down Recommend
Enquiry jotter

O
haul, up to 12hrs, fr LGW or LHR king for a destination with a mix of adventure and relaxatior [\“ .
and nature November 2026, £6k to £7k for 10night
+Agent Assist makes mistakes. Always check important info.
HarriotD@hotmail.co.uk 0737735797 Ag istm mi s. Always check important in
0737735797 Cardiff 3 Call Summary

The client is looking for a solo river cruise in
September, preferring to depart from Bristol
Holiday type airport. They're considering options in France
(Bordeaux and Paris/Normandy) with
; : AmaWaterways, with a budget cap around £2,549.
bt The client is interested in how the cruise line
Travel dates Duration caters to solo travelers and is concerned about
the weather in September.

Cardiff, Bristol

08/07/20°

Departure airport Destinations

Send followup email



Al-powered
evaluation,
compliance, and
performance
platform

> History > Yay
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Most businesses listen
to between 1%-3% of
telephone calls...

 Manual process
« Small sample
« Often miss key insights

« Compliance gaps



% Sense

Enhancing Agent
Performance with Al

100% of customer interactions analysed
« Al-powered sentiment and empathy detection
« Custom scoring aligned to your business
Actionable feedback and coaching insights
« Tailored performance reviews and reporting
« Automated compliance monitoring
Call summaries and tasks

« Proactive alerts and notifications

I
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0.0 o.

Deep understanding of your phone interactions and
empower your agents with near real-time Al-driven guidance and insights.

(" )

Phone system

APl integration.

v

Works with historical /
ongoing calls.

NICE - inContact yay
SOENESYS Wildix
Five9 RingCentral

\_ 0d Mitel g more

Sense How does it work?

API

Sense QA

Sense QA turns calls into
performance insight.
Call scoring & compliance
Performance
Reporting and Alerts

_ J
4l )
Sense Assist

é ) (
Transcript Sense Al
: . Auto-detects call type.
Full transcript with yp
: Scores each call against
speaker separation. R :
) > your metrics
Pll removed automatically .
. Tracks compliance,
(if enabled). .
. ) sentiment, empathy and
Multi-language available.
more.
\. J \

Outputs:
Call Summary,
Call Tasks/Actions,
Call Email Follow-up,
Call Score and Feedback
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Sense Dashboard
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Reporting

Date

10:35am

10:30am

10:28am

10:24am

10:19am

10:177am

10:15am

10:12am

Emails

Meetings

Type

Qutbound

inbound

Inbound

Inbound

inbound

Inbound

Inbound

Inbound

Inbound

SMS

Agent

Travis

Kira

Travis

Travis

Blossom

Philippa

Philippa

Travis

Blossom

Blossom

WhatsApp

Chat

Phone Number
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HIDDEN
GB

HIDDEN
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HIDDEN
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Settings

Tag

Followup

Followup
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Followup

Enquiry

Followup

Followup
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Followup
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Score Compliance

Enquiry

Enquiry
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-5 Sense Insights ® ‘

PCI Compliance Awareness

“We didn't think we had a problem. We were certain all agents masked calls when taking
payment card information, especially with the massive fines for storing card details. With
Sense, we can easily identify and be notified of any breaches, allowing us to react instantly
and monitor continuously.”

Spelling Accuracy
“We always try to ensure our team checks spellings carefully. Names must match passports
exactly. But Sense now alerts us instantly when they don't, helping us avoid those nightmare,

|77

and costly, moments before travel, or even worse, at the airport!

Manual QA Elimination
“‘No more manually scoring calls, no more listening to just a few a month and hoping to catch
what's working — or worse, what isn't. There's no guesswork anymore.”

Habit-Building via Compliance Tools

“Through the compliance tools, we're encouraging our agents, both new to the business and
long-standing employees, to build good habits like always mentioning our website's self-
serve tools, upselling extras like insurance and reminding customers to download our app.”
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. Sense Insights ®

Efficient Operational Verification

“If a customer calls our after-sales team and complains that an agent didn't mention ‘resort
fees', we can now verify that instantly with Sense, no more wasting time listening to hours

of call recordings.” ‘

Scoring at Scale

“‘Until now, we only had time to review a handful of calls from our lowest-performing agents
each month. With SystemsX, we now monitor, score, and gain insight from 100% of our calls
INn seconds, freeing up our Sales Managers to support and develop our staff.”

Promotion Compliance / Campaign Tracking

“When we run promotions during peak sales periods, we can check whether our sales team
IS mentioning the latest campaigns. It boosts conversions and gives our salespeople the
support they need to earn more commission.”

Complaint Escalation via Alerts

“The alerts tool helps us catch complaint calls quickly. We can make sure they're handled
properly and if not, a team lead can step in right away, instead of finding out weeks later via
email or by receiving a negative online review, or indeed never.”



KNnow your
customer




. Your customers share valuable insight... every day

Customers naturally share far more than basic
details when speaking to sales or service teams.

They talk about... preferences, past experiences,
concerns, and what really matters to them, often
without being asked.

“‘Budget isn’t the issue”

‘I never check my emails”

“I'm only available to speak after 6pm”
“We had a bad experience last time”




#% Butthatinsightis rarely shared

That valuable insight often:
* Lives in consultants’ heads
» Sits In free-text notes

* [sn't updated

* [sn't visible across teams
 Or NOT retained at all

The result?
* Every conversation starts from scratch.



%t KNOW your customer.
#=  Really know your customer.

When customer insight is captured and
shared:

It's structured, not lost
It's visible in the CRM
It's available to every agent

Every interaction starts informed

This 1s how consistent, personalised
customer experience is delivered...
at scale.

o -
¥ Jane Williams
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Al Agents - Plan,
Book, Support




Human Agent
Interface

Website Experience

Full Al Voice
(Local Voice)

Marketing

T

T

4 2 ) N\ ( . )
#% Sense Z% Intelligence CRM Reservations
Driving the best . .
experience Multiple Datapoints Multiple Datapoints Customer, enquiry, Customer, enquiry,
Scoring Al Agents Your... Tone, USP’s, Your... Tone, USP’s, booking data booking data
website, manuals website, manuals
(measure Al Agents, and more... and more...
vs human J U )
performance and
delivery )

Email

Meeting




AgentAlison

Language: English (UK) v Login / Register

AgentAlison. Al

Designed for all customer
service needs. Has taken the
learning from every service
call you have ever recorded

ad help with your booking?
ere to assist you.

Web | App | Chat | Voice

MacBook Pro




We enable dreams to become reality

1A

Human Agent

A
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Agent name

JJ John Jones Human

Sharon Jacobs Moderator

George Fenton Human

Al Agent 4

Clare Phillips Moderator

James Peters Human

Al Agent 8

Peter Tailor Human

Al Agent 5

Walter James Moderator

Al Agent 3

Sarah Reed Human
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# WTH UK case study ® O ' '

Introduction: WTH UK

Operating a high-volume contact centre, World Travel Holdings UK closely monitors
agent performance to ensure bookings, customer satisfaction, and compliance with ‘

industry standards. Their teams of sales agents and supervisors rely heavily on call
monitoring and coaching to maintain service quality and drive revenue.

The Challenge: Managing Productivity and Performance ‘
Before SystemsX, World Travel Holdings UK faced key operational challenges: ‘

* Productivity management across working days and weeks lacked actionable insights.

» Performance assessment and coaching were inconsistent, often reactive.

* Sales supervisors had limited visibility into calls that included quotes, links, or relevant sales ‘
cycles.

« Compliance monitoring and call scoring were fragmented, reducing the ability to identify risks

or opportunities.

« Manual monitoring of calls was time-intensive for supervisors. ’ ‘

As a result, coaching decisions often relied on gut feel or small sample calls, rather than
clear data, and identifying trends across teams was difficult.



% WTH UK improvements

Manager Productivity
* Supervisors saved hours a week previously spent manually reviewing calls.
» Focus shifted from listening to leading and coaching teames.

* Automated alerts for performance deviations allow proactive interventions,
increasing bookings and revenue.

Turning Unstructured Calls into Insights
Sense provides visibility into compliance, risk, and opportunities. This insight
gives leaders confidence in operational decisions and coaching efficacy.

55% 100%

Overall Insights Coaching Actions Actionable Insights

Hours and capacity supervisors Improvement in quality call Clarity on agent
saved per week. scores post-coaching. performance, compliance,
and operational trends.
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Consistent coaching across
all agents.

Increased conversion rates
and revenue.

# WTH UK biggest impact

Objective performance
measurement and
benchmarking.

Improved supervisor
productivity.

Enhanced compliance
oversight.

i

Sense Al not only shows us
what's happening in calls but

also why. It has transformed
the way we coach,
benchmark, and make
decisions.”

Alex Dixon



# SystemsX

Thank you. Any questions?

danny@systemsx.co.uk
02921 203324
07307 600126

Danny Waine
SystemsX
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