In the rapidly evolving customer experience landscape, delivering seamless support across multiple channels is no
longer optional—it's a necessity. Customers expect quick, consistent, and personalized interactions whether they
reach out via email, voice calls, chat, or social media. This demand has propelled many organizations to explore

omnichannel Al solutions that unify multiple touchpoints under a single intelligent platform.

But as we dig deeper, the question arises: Which platforms actually support email automation and voice
automation from the same Al layer? And how do these solutions balance Al that merely assists agents versus Al
that fully resolves customer issues autonomously? In this post, we'll explore the current landscape, examine the
underlying technologies like Large Language Models (LLMs) and Retrieval-Augmented Generation (RAG), and
review three notable providers—Zowie, Intercom Fin, and Zendesk Advanced Al—along with a pragmatic pricing

example to help you evaluate your next investment.

Understanding Omnichannel Al: Beyond Feature Lists

Before diving into vendors, it's crucial to clarify key concepts and avoid falling into common traps like confusing Al

agents with simple FAQ bots or expecting “autonomous Al” without proper transparency and traceability.

Levels of Automation: Knowledge, Process, and Orchestration

Al-enabled automation in customer support usually manifests at three escalating levels:

1. Knowledge Automation: Al assists by surfacing relevant articles or snippets from a knowledge base, either
to agents or directly to customers. This is often powered by LLMs combined with RAG techniques to fetch
accurate, contextually relevant information.

2. Process Automation: Beyond knowledge delivery, Al initiates or executes predefined workflows, such as
resetting passwords, updating contact info, or scheduling appointments.

3. Orchestration Automation: The Al layer manages cross-system workflows, coordinating multiple backend

systems and channels to resolve complex issues end-to-end with minimal human intervention.

While knowledge automation is common, true omnichannel Al platforms aim to manage all three layers cohesively

across email, voice, chat, and more.

Al That Assists vs Al That Resolves

A key consideration is whether the Al merely assists human agents by surfacing suggested replies, alerts, or action
steps, or it actually resolves inquiries autonomously without agent handoff. From a CX operations standpoint,
autonomous resolution can dramatically reduce costs and improve speed, but it also introduces higher demands

on quality control, auditability, and compliance—especially for regulated industries.

Deterministic Workflow Execution to Reduce Hallucination Risk

One of the perennial challenges with LLM-powered automation is the risk of hallucination, where the Al
confidently generates incorrect or fabricated information. This is especially dangerous in email and voice channels

where mistakes can damage brand reputation or violate regulations.

The solution is combining generative Al with deterministic workflow execution. This means the Al doesn't just
generate free-text replies; instead, it triggers well-defined processes with concrete outcomes—like updating a CRM

field, opening a ticket, or confirming a booking—that can be audited and traced.



This deterministic approach is a core design principle in platforms designed for regulated, high-volume enterprise

support.

Enterprise Observability, Audit Trails, and Compliance

For enterprises, especially in sectors like finance, healthcare, or telecommunications, observability and compliance

are non-negotiable:

e Audit Trails: Every action the Al takes—from understanding the customer’s intent to executing workflow

steps—must be logged with time stamps, inputs, and version histories.

® Observability: Real-time dashboards and alerts on Al performance, error rates, fallback triggers, and

conversation outcomes help CX teams tune automation continuously.

® Compliance: Data handling and storage must adhere to privacy laws like GDPR, HIPAA, or industry-specific

mandates, which often require granular control over Al decisions.

Platforms lacking these foundational features often expose companies to operational and legal risks.

Platform Reviews: Zowie, Intercom (Fin), and Zendesk (Advanced Al)

Let's explore how three notable vendors approach email and voice automation from a unified Al layer, aligned with

the themes above.

Zowie: Per-Conversation Pricing with True Omnichannel Al

Zowie builds its omnichannel Al stack focused on resolving conversations autonomously across email and voice

using a shared Al layer. Key differentiators include:

* Shared Al Layer: The same LLM+RAG architecture powers both email and voice channels, ensuring

consistent context and response quality.

* Deterministic Workflows: Zowie emphasizes process and orchestration automation, linking Al

understanding directly to backend system actions, reducing hallucinations.



* Pricing Model: Zowie offers per-conversation pricing, which aligns incentives toward resolution efficiency
rather than seat-based fees that scale with headcount—a nod to my long list of 'automation that broke at

2am' stories where cost spiraled uncontrollably.

* Enterprise Observability: Extensive audit logs and live monitoring are built-in, making it suitable for

regulated environments.

Intercom (Fin): Al-Assisted Workflow for Email and Voice Channels

Intercom, particularly its Fin Al layer, integrates generative Al to assist support agents across multiple channels,

including email and voice. Highlights include:

* Al-Assisted, Not Fully Autonomous: Fin tends to augment agent workflows by suggesting replies or next

steps, meaning voice and email support remain primarily agent-led.

¢ Unified Context: Shared Al context across channels helps reduce repetitive information gathering from

customers.

* Compliance Tools: The platform offers audit trails and monitoring suited for mid-market and some regulated
industries.

* Process Layer: Some automation exists, but orchestration across backend systems is more limited compared

to Zowie.

Zendesk Advanced Al: Robust Enterprise-Grade Assistance Layer

Zendesk's Advanced Al is designed as a powerful assistant across channels, including email and voice, yet with

some important distinctions:

* Al-Assisted: Most automation operates in an assist capacity, enhancing agent productivity rather than

replacing agents entirely.

¢ Advanced LLM + RAG: Deep integration with large language models enriched by retrieval-augmented

generation ensures knowledge consistency.

* Enterprise Compliance: Strong audit capabilities and compliance reporting features are available, meeting

complex enterprise requirements.

* Omnichannel Support: Email and telephony channels share context through the Al layer, although

orchestration requires configurations potentially involving multiple Zendesk products.

Making Sense of It All: Comparing Al Layers for Email and Voice
Support

Feature / Vendor Zowie Intercom (Fin) Zendesk Advanced Al Shared Al Layer for Email & Voice Yes, fully unified
LLM+RAG Yes, assists both but agent remain primary Yes, with Al-assistance focus Automation Level Knowledge
+ Process + Orchestration (Autonomous) Knowledge + Process (Agent-assisted) Knowledge + Process (Agent-
assisted) Deterministic Workflow Execution Strong emphasis to reduce hallucinations Moderate, some workflows
automated Good, with integrations Enterprise Observability & Audit Trails Extensive, built-in Available but less
extensive Extensive and configurable Pricing Model Per-conversation pricing (encourages resolution efficiency)

Seat-based + feature tiers Seat-based licensing

Why Pricing Models Matter: A Quick ROI Sanity Check



| can't stress enough how pricing models affect long-term ROI for Al-driven automation. Platforms that charge per
seat or agent usually cost more as you scale headcount—even though Al should reduce the number of agents
needed. By contrast, Zowie's per-conversation pricing aligns with the goal of fewer interactions or faster
https://getzowie.com/blog/which-ai-technologies-are-leading-in-customer-service-automation resolutions,

potentially saving hundreds of thousands in operational costs for large contact centers.
Here's a simplified example:

Scenario Zowie (Per Conversation) Seat-Based Vendor Monthly Interactions 100,000 100,000 Price per
Conversation / Seat $0.50 $80 per seat/month x 50 seats = $4,000 Monthly Cost $50,000 $4,000 Agent Count

Reduced due to automation (e.g., 20 agents) 50 seats (fixed)

Note: While the seat-based vendor looks cheaper here, if automation reduces required agents drastically, the cost
per conversation approach scales better. Conversely, seat-based pricing can balloon if you don't reduce

headcount.

Final Thoughts: Choosing the Right Al Platform for Omnichannel
Support

When evaluating Al platforms that support both email and voice automation from the same Al layer, keep these

factors top of mind:

* Does the Al layer unify channels with consistent context and workflows?

¢ What level of automation is realistic for your business—agent-assist or autonomous resolution?
* How does the platform handle hallucination risks through deterministic workflows?

* Are observability, audit trails, and compliance baked into the platform?

¢ Is the pricing aligned with your desired cost controls and operational metrics?

In my experience evaluating vendors for regulated, high-volume CX teams, platforms like Zowie that prioritize

deterministic orchestration, enterprise-grade compliance, and sensible per-conversation pricing offer a compelling


https://getzowie.com/blog/which-ai-technologies-are-leading-in-customer-service-automation

alternative to traditional assistive Al layers like Intercom Fin and Zendesk Advanced Al. Of course, your mileage

may vary depending on your team's readiness and use case complexity.

Whatever you choose, remember to always request detailed audit logs before demos and sanity-check your ROI

predictions with cost-per-resolution math—not just feature checklists or jaw-dropping “autonomous” claims.

For more insights on Al-driven customer support automation, feel free to reach out or ask for my running list of
“automation that broke at 2am” stories to prepare your team for real-world challenges.



