
AI-Powered Payments:
Driving Contact Center 
Excellence for Customers 
and Agents.



Introduction:

Revolutionizing 
Customer and Agent 
Experiences with AI.
In today’s fast-paced digital landscape, 
contact centers are the heartbeat 
of customer interactions. Yet, many 
leaders face challenges such as 
escalating customer expectations, 
rising operational costs, and high agent 
turnover. AI-powered technologies 
present a transformative opportunity to 
not only meet these challenges but to 
turn them into competitive advantages.

This guide explores actionable strategies 
for contact center leaders to embrace 
AI, expand payment channels, enhance 
customer experiences, and improve 
agent retention. By leveraging the power 
of AI, you can create a more efficient, 
engaging, and profitable contact center 
for your organization.
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The Role of AI in Modern Contact Centers

AI has moved beyond being a buzzword to becoming 
a cornerstone of contact center efficiency. Automated 
systems and chatbots excel at handling repetitive 
tasks, such as payment collections or basic inquiries, 
freeing agents to focus on complex, high-value 
interactions.

Actionable Strategies:

•	Identify Automation Opportunities: Leverage 
AI-generated insights of workflows to pinpoint 
high-volume, low-complexity tasks suitable for 
automation.

•	Incremental Implementation: Start small—deploy AI 
to manage common FAQs or payment processing, 
then expand to more complex areas.

Embracing AI and Automation 
to Streamline Operations.

Chapter 1
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Case Study:

AI in Action.

Covea Insurance

Results:

Improved brand 
perception 

Improved 
CX

Improved 
efficiency

A leading UK-based insurer, Covea offers a wide range of 
personal and commercial insurance products. Known for 
its customer-centric approach, Covea combines financial 
stability with innovative solutions.

Storyline Solution

Challenge Benefits

Call Center/B2C 
Covea uses VoiceBot technology as 
their primary virtual agent, allowing 
customers to complete payments via 
phone or SMS. Those preferring human 
interaction are transferred to a live 
agent, who can also process payments 
using voice or digital options.

By replacing traditional IVR with 
advanced Identification and 
Verification (ID&V) systems, Covea 
created a seamless, modern 
experience for their customers. 
Agents were freed to focus on high-
value tasks, enhancing overall 
operational efficiency.

Covea aimed to modernize their 
customer service experience and 
provide self-service payment options 
while maintaining agent involvement 
for high-value functions.

•	 Established as a modern insurance 
provider

•	 Enhanced customer self-service

•	 Streamlined high-value agent 
support
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The Role of AI in Modern Contact Centers

Today’s customers expect seamless, personalized 
experiences. AI enables real-time data analysis to 
tailor interactions, ensuring customers feel valued and 
understood.

Actionable Strategies:

•	 Leverage Predictive Analytics: Use customer data to 
anticipate needs and proactively address them.

•	 Integrate AI with Human Support: Deploy chatbots 
for initial interactions and seamlessly transition 
complex issues to live agents.

Enhancing Customer 
Experience with AI.

Chapter 2

37%
reduction in first response 
times, leading to faster 
customer service and improved 
operational workflows. (source)

Businesses utilizing AI-driven 
chatbots have observed a
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Meeting Customers Where They Are

In a digital-first world, offering flexible payment options 
is critical. Customers want the ability to pay through 
channels like SMS, webchat, or voice assistance.

Actionable Strategies:

•	Multi-Channel Payments: Offer AI-enabled secure 
payment options within your existing customer 
interaction platforms.

•	Compliance as a Foundation: Ensure all payment 
channels adhere to PCI DSS and other regulatory 
standards and highlight security measures to build 
trust.

Expanding Payment Channels 
for Customer Convenience.

Chapter 2

Seamlessly integrate payment capabilities 
into AI-driven customer service to reduce 
friction and enhance convenience.

Best 
Practice:
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The Remote Revolution

With hybrid and remote work becoming the norm, 
contact centers must adapt to maintain productivity 
and agent engagement. In addition, contact centers 
face high attrition rates due to repetitive tasks 
and stress. AI can help create a more engaging 
environment by automating mundane tasks, 
facilitating access to appropriate training, and 
offering meaningful support to remove agents.

Actionable Strategies:

•	Real-Time Coaching: Use AI to deliver instant 
feedback and performance insights to agents, 
regardless of location.

•	Peak-Time Management: Deploy chatbots during 
high-traffic periods and shift repetitive tasks to AI-
driven tools to reduce agent stress and improve 
service levels.

Supporting Hybrid and 
Remote Work Models.

Chapter 4

reduction in turnover within 
a year.”

— Deloitte, 2024

30%
“Companies using AI for 
agent support saw a
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Refining Processes and Improving Outcomes

AI-supported customer service models can anticipate 
customers’ needs—even before they reach out—
and assist agents in real time supported through 
a knowledge repository. Contact center leaders 
can achieve the promise of even more engaging 
experiences by leveraging AI-generated insights to 
evaluate and refine processes, improving outcomes on 
both ends of transactions. 

Actionable Strategies:

•	Task Automation: Shift repetitive tasks to AI-driven 
tools, allowing employees to focus on complicated 
problems and high-impact relationships.

•	Consistent reimagining. Set up regular reviews to 
adapt AI tools to evolving needs.

Continuously Optimizing 
with Data Insights.

Chapter 5

Contact centers that effectively 
utilize data-driven strategies 
often see first contact resolution 
rates improve by: 

leading to higher customer 
satisfaction and reduced 
operational costs. ​(LinkedIn)

20 30%
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AI-powered payments and 
technologies are not just tools—they 
are enablers of growth, efficiency, 
and satisfaction for both customers 
and agents. By embracing 
automation, personalizing customer 
interactions, expanding payment 
channels, and improving agent 
retention, contact center leaders 
can future-proof their organizations 
and achieve sustainable success

Conclusion:
Taking the Next Step 
Toward Transformation.

Schedule a free consultation today to discover how 
AI-powered payments can enhance customer and 
agent experiences and advance  your operations.

Ready to transform 
your contact center?
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EMEA
+44 (0)845 543 0822
emeasales@sycurio.com

North America
+1 888-267-5723
nasales@sycurio.com

For more information.
or to book a demo contact
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