
Contact centers have evolved slowly over the years. For the past decade, it’s been about omni-
channel. Before that, it was interactive voice response (IVR), and before that, it was skills-based 
evolution. This slow and steady progression is about to change. 

All new technologies fall into the categories of sustaining or disruptive. Sustaining technologies, 
the most common, provide incremental improvements. Disruptive technologies represent a reset 
or a new and different approach. For example, film cameras benefited from a variety of sustain-
ing technologies for about 100 years. These improvements enabled cameras to improve and 
become faster, better, and cheaper — the hallmarks of sustaining technologies. 

Disruptive technologies are not an evolution but offer a fundamentally different approach. The 
meanings of “disruption” include breaking apart, disorder, and interruption to the normal course. 
We see these actions in photography, where digital image processing disrupted the evolution. 
Although cameras are more popular than ever, the digital disruption changed everything: the 
technologies, camera manufacturers, distributors, and channels, as well as the way we take and 
share photos.  

Other notable examples of technical  
disruption include the word processor to 
typewriters, websites to publishing and 
encyclopedias (and more), and smartphones 
to feature-phones. 

A common misperception is that disruption, 
when it occurs, happens quickly. It doesn’t. 
Disruption begins very slowly. Then it quickly 
ramps up. Uprooting established expecta-
tions, processes, and industries can take 

years, particularly since the disruptive technology often has some initial inferiorities. For example,  
it took decades for the digital image to match the resolution of film.

The Impending  
Contact Center Disruption
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As a result, new disruptive technologies are often 
dismissed — until it is too late (the quick part). 

Nobody Wants to Call
The contact center is about to experience signifi-
cant disruption. The evolution is tired, and a  
bigger change is necessary. Consider the fact 
that few customers actually want to call customer  
service. Coincidentally, getting fewer calls is con-
venient because organizations spend inordinate 
amounts of effort to not answer calls. 

It may seem odd to suggest a contact center 
doesn’t want to take calls. After all, they have 
procured equipment and hired staff to handle 
calls. The issue is cost — processing calls with 
a live agent is expensive. That’s why contact 
centers must invest heavily in what’s referred to 
as call deflection, with 
the goal of servicing 
the customer without a 
live answer. The most 
common self-service 
capabilities involve IVRs 
and chatbots. 

When deflection works, everyone wins. If self- 
service options are useful and intuitive, customers  
prefer them. This preference spans all age 
groups, and it’s stronger with younger adults.  
The challenge is that self-service too often does 
not resolve the issue. Customers are penalized  
for trying, by being asked to start over completely 
with a live agent. 

In these situations, instead of “we care,” compa-
nies telegraph, “Our time is more important than 

yours.” And neither self-service nor omnichannel 
has lived up to its potential. After more than a 
decade of omnichannel diversification — into 
channels including webchat, email, social net-
works, and messaging — voice remains king. 
Live agents still service most contact center inter-
actions with voice. The obvious answer is better 
self-service, but that has so far proven elusive.

In this environment, it’s easy to falsely conclude 
that the shift away from voice was overexaggerat-
ed and can even be dismissed. 

What We Have Here Is a 
Failure to Communicate
For years now, self-service options have asked the 
customer to speak the language of systems. We 
ask people to classify their needs into the contact 

center’s menus. 
And we generally 
expect customers to 
respect organiza-
tional structures and 
silos.

When a human 
answers, we say, “How can I help you?” When 
a machine answers, it initiates a game of 20 
Questions. It was a tiring game as kids and still 
is. Now, there’s a new game. Customers plot 
the fastest way through the maze to get to a 
live agent, and then contact centers change the 
course to ensnare them again. All in the name of 
customer service.

There’s reason to believe that a significant  
improvement is coming. More accurately, a big 
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disruption is about to speed up, due to rapid 
advancements in artificial intelligence. 

Artificial Intelligence is Old 
AI has been the topic of research and fiction 
for well over 50 years. The term is in wide use 
today, becoming as trendy as other popular mar-
keting terms such as “low-fat.” Despite tremen-
dous advancements, most contact centers still 
rely on basic interactive 
voice response technolo-
gies from the ‘90s.

Live-agent interactions  
remain so popular 
because the alternatives 
are so limited. Self-service 
technologies are great  
for common tasks and 
routing. Remember:  
disruption occurs slowly, 
and then very quickly.

Conversational AI has improved gradually for 
years. There have been many important milestones, 
but a large one, at least in general awareness, was 
the 2010 introduction of Siri on the Apple iPhone 
4S. The system used cloud processing to decipher 
and process naturally spoken requests. More recently, 
Amazon and Google have been even more suc-
cessful with smart speakers.

According to Canalys, the number of smart 

speakers in use will come close to 100 million by 

the end of 2018. That’s up from under 50 million 

at the end of 2017. Canalys predicts the market 

will more than double again to hit 225 million 

units by 2020.

While interfaces to computing systems have been 

improving for decades, natural language as an 

interface is a crowning 

achievement. Humans 

naturally express abstract 

concepts. Our voices 

convey a variety of infor-

mation with tone, word 

choice, pitch, and more. 

Bots can now interact like 

humans, and the competi-

tive pressures in consumer 

personal assistants have 

made the technologies 

more accessible.

Today, conversational technologies are impressive 

and still improving. Earlier this year, we even saw 

the reverse scenario with Google Duplex. Here, 

the chatbot called the human to complete a task 

(of scheduling an appointment). In several cases, 

the human was unaware that they were even 

speaking to a machine.
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It’s a Bird, It’s a Plane, It’s the Cloud!
Today, machine learning has three generally recognized leaders. They’re all leading cloud 
companies: Google, Microsoft, and Amazon. Among industry watchers, Google is widely 
considered the AI leader. It’s also the largest employer of AI talent. Google employs more data 
scientists and contributes more research than any other employer or university. 

A state-of-the-art AI engine is only half the 
battle. The other part is meaningful data. A 
good example is Google’s Smart Replies in 
Gmail. Here, the technology uses a decade 
of Gmail data to recommend probable 
responses to received emails.

The functionality means there is now a way 
to leverage the power of cloud-delivered  
AI with specific enterprise repositories of 
knowledge. That changes everything. 

Google Cloud Contact  
Center AI
Combining these two elements — data and 
AI engine — Google has introduced a new 
solution, Intelligent Contact Center. With 
it, Google simplifies the search for contact 
center services by productizing a set of tools aimed specifically at self-service applications 
within customer engagement. These state-of-the-art, AI-based services can:

•  Improve customer self-service options and capabilities.

•  Assist live-agents with contextual cues for increased productivity and/or decreased training time. 

The Intelligent Contact Center solution has several components. The first three from Google are 
Virtual Agent, Agent Assist, and Analytics. 

Source: State of AI, 2018. Collaboratively produced in East London, UK by Nathan Benaich @nathanbenaich 
and Ian Hogarth @soundboy. #AIreport stateof.ai 2018
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Virtual Agent
Virtual agent is a conversational, Google-pow-
ered chatbot that interacts with customers. It uses 
Google’s Dialogflow Enterprise Edition, a natural 
language understanding (NLU) platform supporting 
both voice recognition and text input. Connect the 
virtual agent to an enterprise knowledge base and 
back-end systems to automate tasks such as refund 
requests, returns, and billing inquiries.

Agent Assist
If the virtual agent is unsuccessful at resolving the 
issue, it will transfer to a human agent. The transfer 
isn’t blind. It includes the entire conversation, and 
the virtual agent remains in the conversation for 
ongoing assistance. Agent Assist will use specific 
enterprise knowledge to provide suggested articles 
and documents to the human agent. Agent Assist 
is also available to agents for calls that bypass 
Virtual Agent. 

Analytics
The Google tools above are intended to provide 
not only general responses but specific solutions for 
each enterprise customer. They will do so thanks to 
learning accomplished through the Google Analytics 
component of the solution. 

The introduction of speech technologies in con-
versations opens a new world of possibilities. 
The contact center can gain instant visibility into 
outcomes and satisfaction. And it can provide 
agents real-time assistance and coaching during 
their interactions. The Google topic modeling tool 
provides trend analytics for topics covered in the 
interactions across voice, SMS, and chat chan-
nels — both real-time and past conversations via 
transcripts. These Google tools offer insights and 
understanding into customer interactions.  

The final component comes from Mitel, which has 
co-developed, integrated, and live-tested the services 
with its Unified Communications and Contact 
Center customers. Mitel is a launch partner of 
Google Cloud Contact Center AI, bringing Google 
AI to over 1 million Mitel contact center agents 
worldwide. Instead of attempting to create its own 
competitive AI, Mitel is infusing its products with 
Google’s advanced speech and conversational 
services. 

Mitel leverages Google’s expertise in natural 
language processing to identify trend analysis and 
real-time insights for ongoing improvements in ef-
fective customer experiences. This approach differs 
from the traditional focus on agent efficiency.

Mitel and Google  
Partnership
Mitel understands the power of Google’s solutions. 
The companies have worked together on a  
variety of initiatives over the years, including the 
integration of MiVoice and G Suite, CC Agent for 
Chromebooks, MiCollab clients for Android, full 
video support (including WebRTC) within Chrome, 

https://cloud.google.com/dialogflow-enterprise/
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and more. More recently, the two companies have worked together to integrate Google’s  
conversational technologies into the modern contact center.

Mitel has enhanced its contact center solutions to leverage Google services to unlock the data  
for machine learning. General-purpose AI solutions offered by Google and others can respond  
to general inquiries such as the weather, but what about company- and product-specific  
information? 

Now, Mitel contact center customers contribute to and benefit from ongoing customer intelligence 
gathering. The partnership initially focused on making HTML and PDF documents more discoverable 
to Google AI. For example, product documentation and brochures enable Google’s chatbot 
technology to answer a broad variety of product and feature questions. 

These are the same indexing technologies Google uses to organize the Internet but contained to  
an enterprise-specific service. This approach is vastly more efficient and offers far more robust 
capabilities than the current general approach of programmatic responses to frequent questions. 

The initiative then expanded to larger, active databases and knowledge systems. In some cases 
it even created custom API integrations into separate systems. These Mitel integrations unleash 
Google natural-language-processing capabilities across its contact center solutions. These include 
an industry-leading, customized chatbot for self-service (Virtual Agent) and native, contextual 
Mitel-powered routing to live agents (Agent Assist).

All of this, along with agent routing assistance, is presented via the Mitel agent interface as well 
as the scoring logic for ongoing improvements. Customers gain a single solution for AI-powered 
self-service, routing, agent-assist, sentiment analysis, and more. This bundled format makes the 
Mitel solution one of the most comprehensive, AI-powered offers available today. The power of 
leading cloud-delivered AI services combined with leading contact center technology from Mitel 
is available to customers of any size.

These new capabilities from Google replace the previous generation of heavily scripted, self- 
service chatbot solutions found in most competitive offers — including earlier generations of Mitel 
solutions. The new Google services are being integrated into all three of Mitel’s core platforms 
including MiContact Center Business (which powers the MiCloud Flex Contact Center),  
MiContact Center Enterprise, and MiCloud Connect Contact Center.
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The Mitel Contact Center 
Portfolio
•  MiCloud Connect Cloud Contact Center: 

Simple, low-cost, multi-tenant, public cloud, 
contact center that is tightly integrated with the 
MiCloud Connect UC platform. This solution 
offers inbound and outbound with support for 
voice, email, and chat for small, medium, and 
large business customers. 

•  MiContact Center Business/MiCloud 
Flex Contact Center: Available for on-site 
or private cloud deployments. The customizable 
solution can be tightly integrated with several 
Mitel UC offers including MiVoice Business/ 
MiVoice Office 400 and MiVoice 5000. It  
offers inbound and outbound services, self- 
service options, and omnichannel experiences 
for small and medium-sized businesses.  

•  MiContact Center Enterprise: This plat-
form is positioned for large, sophisticated  
organizations that need greater customiza-
tion. It can integrate with several UC solutions 
including the MiVoice MX-ONE and Cisco 

CM platforms. It offers inbound and outbound 
services, self-service options, and omnichannel 
experiences for medium and large  
organizations. 

•  Mitel Endpoints: Mitel offers a full range of 
integrated endpoints to complement the above 
Mitel contact center solutions. 

The new Google AI and Machine Learning capabil-
ities are built into Mitel’s next-generation CloudLink 
Chat solution. Built on the Mitel CloudLink platform, 
CloudLink Chat — combined with the new Goo-
gle capabilities — can be delivered from a single 
cloud chat solution across all three of Mitel’s core 
platforms, whether the customer is on-site or cloud-
based. Leveraging existing workflow routing en-
gines, real-time, and reporting capabilities of each 
product in their respective user interfaces ensures 
that all Mitel contact center customers, from SMB 
to large enterprise, can use the intelligent customer 
experiences delivered with Google in conjunction 
with other Mitel CX tools like live agent collabora-
tion and CSAT survey capabilities.
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Five Takeaways
1.  AI Leadership: Google is the global leader in AI. Some of Google’s more visible accom-

plishments in AI include how it identifies and organizes subjects in Google Photos, Google’s 
personal speech assistant, and many AI breakthroughs including the first computer to defeat 
a human (world champion) at the game Go. Google has made numerous machine-learning 
advances at Google Brain and acquired AI startup DeepMind for $400 million in 2014. 

2.  The full Mitel Contact Center line: Mitel is integrating the new Google Contact  
Center Services into all three of its core Mitel Contact Center Solutions. Mitel is not  
cautiously experimenting with Google or restricting the service to its most advanced  
(expensive) solutions. Mitel is making these services a core part of its offers, small and 
large, premises-based and cloud-delivered. Mitel is embracing the future boldly, so its  
customers don’t have to wait. 

3.  Full Intelligent Contact Center Services suite from Google: Mitel has integrated 
the full Google portfolio including Virtual Agent, Agent Assist, and Analytics. Mitel believes 
this partnership is most valuable in its entirety. Incomplete solutions will leave gaps for their 
customers to fill. 

4.  We are just getting started: The Google Cloud Contact Center AI and Mitel were 
announced in the summer of 2018. Mitel has been co-developing the services, including 
field trials. Generally available solutions are expected in Q4-2018. That timing will be first 
release, but Mitel has indicated an aggressive development plan to unlock more features. 
Upcoming developments will include speech integration and SMS support, automation of 
post-call work, and social media integrations.    

5.  Ongoing learning: Unfortunately, most 
“AI-powered” solutions lack a core component of 
ongoing learning. Business processes, products, 
and answers evolve, and many of the available 
AI solutions in contact centers today lack a means 
for re-training. Mitel and Google addressed this 
challenge as a core requirement. Solutions such 
as Topic Modeler can update keywords and 
conversations as needed. Mitel does not suggest 
continuous learning without tools that filter or 
eliminate bad data.
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The Mitel-Google solutions bring together the best 
of customer engagement and cloud-delivered 
speech assistance. The upcoming improvements in 
self-service capabilities have the potential to impact 
the contact center more than any other innovation 
during the past several decades. They can increase 
customer satisfaction and reduce costs unlike any-
thing before. Where self-service is not an option, 
the technology can assist agents in ways that can 
reduce resolution times and training.

Live-agent voice interactions will never go away — 
nor should they. Human speech is highly effective 
and efficiently conveys much more than text can. 
But where they are practical, automated solutions 

benefit both the caller and the center. They can 
reduce transaction times, scale larger, and reduce 
costs. Additionally, they eliminate the need to share 
personal information with third-party intermediaries. 

Remember, disruption occurs slowly, then fast. 
Over the past decade, the industry has been build-
ing to the fast part. Contact centers are largely 
omnichannel-ready; the preference and instinct 
for self-service are there. When new tools unleash 
a richer self-service experience and simultane-
ously boost agent effectiveness and productivity, 
everything will change. When it does, the fear 
and loathing associated with toll-free numbers will 
become a distant memory.


