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Introduction to the Kore.ai Experience Optimization Platform



Fortune 2000 companies 
Top 4 banks

Top 3 healthcare

350+
Enterprise consumers 
interacting with Kore.ai 

technology

150m+
Employees use Kore.ai IVAs

to automate 1 billion plus 
interactions across 

35+ channels 

1m+
Automation Rates
based on use case

15%-75%
In cost reduction

delivered to customer 
operations since 2015

$1b+

Financial 
Services

Pharma 
& Healthcare

Consumer 
& Retail

Telcom 
& Media

Other
Businesses

The Trusted Leader in Conversational AI
to Automate and Optimize Global Enterprise Customer and Employee Experiences

©2023 Kore.ai.  All Right Reserved



Natürlich aus der Cloud
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About Kore.ai 
8+ Years of Innovation-driven Growth 

Company Founded
Office in USA (HQ), 
UK, India, Japan, Korea

Gartner Recognition
Diverse customer base in 
banking, telecom & 
healthcare

Raised Series B
Growing customer 
footprint in NA, EMEA and 
APAC

Series C Raised 73.5M
Launched 4 New Products 
SmartAssist, BankAssist, IT/HR Assist
New offices UK, JP, Korea 

Launched Enterprise 
Conversational Platform
In-house research and 
engineering

Frost & Sullivan Global 
CAIP Award
Recognized as a leading 
CAIP by Gartner, IDC and 
Everest Group

Leader Position: Everest, 
IDC, ISG
Positioned as a leader in 
the IVA Peak Matrix 

Leader in the 
Gartner Magic Quadrant

2014 2016 2019 2021

2015 2018 2020 2022

• Experienced Management Team 
multiple IPOs in prior experience

• Large Product Organization - 500+ Engineers

• 800 Global Employees

• Global Footprint 
with over 200+ Fortune 2000 customers

• 130% Consistent YoY Growth

©2023 Kore.ai.  All Right Reserved



Kore.ai: Advantages for you
• Business-user friendly. Extensive feature set for non-

developers and non-data-scientists in no-code tooling 

• Agility – Higher recognition rates with less training effort: 
3 Engine Approach

• Fully exposed NLP/NLU logic: Better insight for optimization 

• Most complete feature sets in the market for large enterprises

• Easier to operationalize the solution within the owning business 
units

• Innovation and excellence. Compared to competitors, Kore.ai
has a larger development organization

• Supports all major channels and languages

• Experience Optimization (XO): A single solution covers 
multiple automation use cases for clients, employees, agents 
and processes.

• True Omnichannel: Supports voice and digital channels, each 
at extremely high quality with transparent channel switching

• Flexible operating model: Cloud, Hybrid, OnPrem

Access the Gartner Magic Quadrant Report here!
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Kore.ai Named Leader in 2023 

Conversational AI Gartner Magic Quadrant

©2022 Kore.ai.  All Right Reserved

https://info.kore.ai/gartner-magic-quadrant-enterprise-conversational-ai-platforms-2022


Kore.ai Confidential

Optimize Customer and Employee Experiences 
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Accelerators Apps Templates

AI-native EX PlatformAI-native CCaaS Platform

ASR/TTS
Experience 

Flow Designer
AI Routing Agent Desktop

AI-native AX Platform

Next Best Action 
Suggestion

Action 
Fulfillment

Suggested 
Response

Agent Search 
Assistance

Table Apps, 
Views & 

Dashboards

Context based 
Collaboration

Conversational AI 
with Kora

Cognitive 
Search

AI Powered Conversational Search Engine Federated Search & Chat Synonyms & Context Auto Suggestions Filters & Facets Weights & Ranking

Experience Optimization (XO) No-Code Platform

Virtual Assistants Process Assistants Digital Apps

Conversation Designer

35+ Channel
Integrations

SDLC
Multi-Engine

NLP
Analytics 
& Insights

Conversational 
Intelligence

Scalability
Analytics 
& Insights

Governance
Message

Middleware
Enterprise Integrations

Dialog Builder Process App Builder Knowledge AI AI Driven Topic Modeler

200+ Pre-built Retail 
Banking Workflows

Pre-trained Virtual Assistant 
for Patients

Pre-trained Virtual Assistant 
for Retail

Pre-trained Virtual Assistant 
for Travel

C
X

Pre-trained Virtual HR 
Assistant for Employees

Pre-trained Procurement 
Virtual Assistant for 
Employees

E
X

Pre-trained Virtual IT 
Assistant for Employees

Pre-trained Virtual Assistant 
for Employee Recruitment

Pre-trained Virtual Assistant 
for Sales Teams

Coming Soon Coming Soon

Coming Soon

Coming Soon

Conversational AI automation
Full lifecycle management

35 interaction channels
Retains context over time

Easy, no-code orchestration
Pre-package applications & integrations

Full native CCaaS option
Customer, Agent & Employee use cases

Highlights

with the Kore.ai Product Suite

©2023 Kore.ai.  All Right Reserved
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AgentAssist

Improve Agent 

Performance and 

Customer 

Experience by 10x

Next best action

Automated request fulfilment

Personalized and empathetic response

Coach your agents

Monitor and Act on customer sentiment, 

agent sentiment 

Save time with post call summarization

©2023 Kore.ai.  All Right Reserved
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Disposition

Abgeschlossen
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Better Together

Generative Language Models & Conversational AI Platforms

Generative 
Language 
Models

Conversational AI 
Platforms

Kore.ai XO Platform

➔ Better Understanding

➔ Higher Accuracy

➔ Improved Efficiency

➔ Complete Flexibility

➔ Faster Time-to-market

Together they offer incredible benefits -

Better Together
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Better Together: Conversational AI Platforms & LLMs

Conversational AI Platform LLM
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©2023 Kore.ai.  All Right Reserved

Better Together

Leveraging Large Language Models & Generative AI

Smart Copilot

For IVA Development

Dynamic Conversations

Based On Generative Language Models

Advanced Analytics

Powered By Generative Language Models

Smart suggestions and 
recommendations to quickly build, 

train and test IVAs.

Facilitating natural, human-like 
conversations by dynamically 

handling user requests.

Intelligent metrics and insights 
for evaluating the performance 

of NLU and flows.

✔ Use Case Suggestions

✔ Conversation Preview & Auto-
dialog Generation

✔ Training Data Suggestions

✔ NLU Test Data Suggestions

✔ Zero-Shot Learning Model

✔ Few-Shot Learning Model

✔ Knowledge AI

✔ AI-Assisted Adaptive Dialog

✔ Dynamic Paraphrasing

✔ User VA Conversation Insights

✔ Intent Discovery

✔ Agent Performance Insights

✔ Quality Management Insights

✔ Agent Customer Interaction Insights
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Smart Co-Pilot for IVA Development



● Use Case Suggestions

○ Build sophisticated virtual assistants 

with smart use case suggestions

● Conversation Design Preview & 

Auto-Dialog Generation

○ Fast-track your IVA development 

with XO Platform advanced LLM & 

Generative AI capabilities

● Training Data Generation

○ Speed up the training by 10x by 

employing the LLM-based 

suggestions

● Test Data Generation

○ NLU Test Data Suggestions Achieve 

efficient testing through advanced 

test data suggestions

18

Smart Co-pilot for IVA Development



• Helps Conversation Designers to create a vast 

library of all applicable intents

• They can customize the description sent to the LLM 

for generating use cases specific to their business 

and products

• Conversation designers can choose any of the 

suggested purposes like Retails Banking, Retail 

Shopping, Travel Management and so on when 

creating a Virtual Assistant:

• Depending on the purpose, they are provided 

suggestions of relevant use cases.

• The generated use cases are then drafted as Dialog 

Tasks for further development.

19

Lifecycle powered by LLMs and Generative AI

Auto-generate Use Cases

http://drive.google.com/file/d/1SX_X5Pmy-uUJsDOm_5hfQAGLGEj3FdnO/view


● Jump start your conversation design by 

auto-generating the flow definition by 

providing the description of the use case. 

● You can review the suggestions, make 

changes to the description to regenerate. 

● The Dialog Task definition is auto-created 

when you accept the conversation. .

● The nodes and the flow for the Business 

Logic are automatically built for as per the 

conversation flow.

● Developers can customize the flow as per 

their requirements by editing the generated 

nodes and adding new nodes.

21

Lifecycle powered by LLMs and Generative AI

Automatic Dialog Generation



● The platform can suggest the right training 
utterances to be added to the ML Model based on 
the intent name and entities present. 

● This feature, along with the Few-shot model, helps 

you train the virtual assistants 10x faster.   

● This feature leverages LLM and Generative AI to 

quickly generate high-quality training data for each 

intent

● When the process completes, bot designers can 

see a list of generated utterances to be validated or 

rejected.

● The utterances are generated on the basis of the 

following rules:

○ Structurally different utterances

○ Utterances with different entity combinations

○ Utterances without entities

22

Lifecycle powered by LLMs and Generative AI

Auto-generation for Training Utterances



● The new approach provides you suggestions to 

create test cases for the NLU Batch Test Suites. 

● You can review and accept the suggestions. In 

addition to the file upload way, this feature also 

includes the ability to manually add test cases. 

● These test cases help bot designers to achieve 

higher coverage by including unseen phrases, 

entity checks, spelling mistakes, and negative 

cases.

● The test cases are generated on the basis of the 

following rules:

○ Structurally different test cases

○ Test cases with different entity combinations

○ Test cases without entities

23

Lifecycle powered by LLMs and Generative AI

Auto-creation of NLU Batch Test Suites



● Get contextual suggestions while creating 
Conversation Test suites. 

● Helps you in creating test suites with wide coverage of 
all possible ways in which users can respond for a 
prompt.  .

● It helps developers to predict and simulate the end 
user’s behavior and check if the VA can execute all 
the defined flows by generating user responses and 
presenting any digressions from the specified intent.

● The user input suggestions are generated on the basis 
of the following rules:

○ With or without entities

○ Different combinations of entities in the user 

input

○ Digression to a different intent

○ Trigger error scenarios

24

Lifecycle powered by LLMs and Generative AI

Auto-creation of Conversation Test Suites
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Dynamic Conversations based on Generative Language Models



• Dynamic Rephrasing of Responses

Leverage Generative AI to rephrase bot responses based on conversation context and users’ emotions

• AI-Assisted Adaptive Dialog

Leverage the full potential of LLMs and Generative AI models to quickly build conversations that involve complex flows and provide 

human-like experiences.

• Eliminate NLP Training efforts with Zero-shot & Few-shot Model

Make your virtual assistants instantly effective with very little or no training required.

• Answer from Documents

Leverages LLMs hosted by Kore.ai to identify the right content for a user query and Generative AI models from OpenAI to dynamically 

curate the answer.

26

Dynamic Conversations



● Rephrases bot responses based on 

conversation context and users’ emotions, 

resulting in more empathetic and natural 

responses that enhance user experience and 

engagement.

● This feature sends all User Prompts, Error 

Prompts, and Bot Responses to the Generative 

AI along with the conversation context, which 

depends on the configured number of user 

inputs.

● Responses are rephrased based on this context 

and user emotion, providing a more empathetic, 

natural, and contextual conversation experience 

to the end-user.

● Can be used for Entity, Confirmation and 

Message nodes in a Dialog Task

27

Lifecycle powered by LLMs and Generative AI

Dynamic Rephrasing of Responses



Zero-Shot Model (with OpenAI) Few-Shots Model (Kore.ai Hosted Embeddings)

Key Considerations

● Identify and define granular intents describing the purpose of 

user interaction, and not what bot can do

● Works well when the bot has good intent coverage

● Dialog intents and FAQs need to be treated the same

● No option to tweak the training if something does not work

● Utterances are required to train entities

Key Considerations

● Identify and define granular intents describing the purpose of 

user interaction, and not what bot can do

● Works well when the bot has good intent coverage

● Dialog intents and FAQs need to be treated the same.

● Will require few training utterances to for specific scenarios

● Utterances are required to train entities

● Intent names and user utterances will be shared with 

OpenAI

● Bot designer needs to enable the integration with OpenAI by 

providing the API Key

● No data is shared externally. LLMs are hosted with the 

Kore.ai XO Platform

● No additional enablement or cost is involved

Advantages

● No training required

● Uses OpenAI’s LLM & Generative AI models to identify the 

intent names by comparing the user utterance

Advantages

● Limited training required. 

● Consistent responses, and easy to predict

● Easy to extend by additional training

Lifecycle powered by LLMs and Generative AI

Zero-Shot and Few-Shot Training Models



Lifecycle powered by LLMs and Generative AI

Zero-Shot with good result



Lifecycle powered by LLMs and Generative AI

Zero-Shot with hallucination



Lifecycle powered by LLMs and Generative AI

Few-Shot can be trained for correction



Lifecycle powered by LLMs and Generative AI

Few-Shot can be trained for correction



Lifecycle powered by LLMs and Generative AI

Few-Shot can be trained for correction
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Lifecycle powered by LLMs and Generative AI

Answer from Documents

Kore.ai Knowledge Extraction
Extract, review, train and publish FAQs from structured and unstructured data in 

minutes, with ZERO coding
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Lifecycle powered by LLMs and Generative AI

Answer from Documents

● Automatically answer FAQs from 

PDF documents

● Not required extract the FAQs or train 

the Knowledge Graph

● FAQ identification as well as answer 

generation is handled out-of-the-box

● Answer generation is enabled via 

integration with OpenAI

● Designers can choose to review the 

auto-generated answers, curate the 

answers and add them to Knowledge 

Graph
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Advanced Analytics Powered by Generative Language Models



● Conversation Insights

○ Enhance the IVA training by 

uncovering false positives and 

negatives

● Intent Discovery

○ Develop IVAs from transcripts by 

processing the historical chat 

transcripts

38

Lifecycle powered by LLMs and Generative AI

Advanced Analytics Powered By Generative Language Models



• Visual map of the user utterances to easily 

discover false positives, false negatives and 

opportunities to train new intents

• User utterances are clustered based on 

semantic meaning and mapped against 

intents

• Drill down to clusters or intents to analyze 

the utterance

• Follow-up actions to add training to Dialog 

or FAQ intents or identify and create new 

intents

39

Lifecycle powered by LLMs and Generative AI

Conversation Insights



● Add agent interactions and historical 

transcripts from PDF or CSV into the 

platform automatically.

● The platform intelligently extracts the 

information, reads, analyzes and 

identifies the intents and flows. 

● After reviewing the identified intents, 

conversation designers may either 

add these intents as new intents for 

your virtual assistant or pick specific 

utterances and train them as 

utterances for your existing dialogs 

and FAQs.

● Leverages this data to build virtual 

assistants and to communicate with 

customers/users proactively.

40

Lifecycle powered by LLMs and Generative AI

Intent Discovery - Automate Dialog Generation



Kore.ai: Advantages for you
• Business-user friendly. Extensive feature set for non-

developers and non-data-scientists in no-code tooling 

• Agility – Higher recognition rates with less training effort: 
3 Engine Approach

• Fully exposed NLP/NLU logic: Better insight for optimization 

• Most complete feature sets in the market for large enterprises

• Easier to operationalize the solution within the owning business 
units

• Innovation and excellence. Compared to competitors, Kore.ai
has a larger development organization

• Supports all major channels and languages

• Experience Optimization (XO): A single solution covers 
multiple automation use cases for clients, employees, agents 
and processes.

• True Omnichannel: Supports voice and digital channels, each 
at extremely high quality with transparent channel switching

• Flexible operating model: Cloud, Hybrid, OnPrem

Access the Gartner Magic Quadrant Report here!
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Kore.ai Named Leader in 2023 

Conversational AI Gartner Magic Quadrant

©2022 Kore.ai.  All Right Reserved

https://info.kore.ai/gartner-magic-quadrant-enterprise-conversational-ai-platforms-2022


Thank You
Visit Kore.ai for more information 

US Office Address

7380, West Sand Lake Road
Suite 390
Orlando, FL 32819

India Office Address

3rd floor, Aurobindo Galaxy Towers, 
Opp. IKEA, Hi-Tech City, 
Madhapur, Hyderabad-500081

UK Office Address

Alpha House, 100 
Borough High Street
London, UK SE1 1 LB

Mail Us

info@kore.com

Follow Us

©2022 Kore.ai.  All Right Reserved

http://kore.ai
https://www.facebook.com/KoreDotAI
https://www.linkedin.com/company/kore-inc/
https://twitter.com/koredotai
https://www.youtube.com/c/Koreai


Demo of Pizza Ordering

©2023 Kore.ai.  All Right Reserved
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Kunde möchte neue Kreditkarte
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