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Executive Summary

This white paper examines the benefits and downsides of using Large Language Models
(LLMs) and data-driven approaches in regulated contact

centres. It demonstrates how augmenting these technologies with vocal biomarker
technology amplifies the benefits of the combined solution. The paper highlights the
potential challenges and advantages of each method, providing a comprehensive
analysis and recommendations for integrating these technologies to enhance customer
support, reduce regulatory risks, and improve overall customer experiences.

Background

In the evolving landscape of regulation and customer support, organisations are
increasingly leveraging advanced technologies to better understand and assist their
customers. Large Language Models (LLMs), vocal biomarker technology, and data-driven
approaches represent significant advancements in this field. Each of these technologies
offers unique benefits and poses specific challenges that need to be carefully
considered.
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Purpose

The purpose of this white paper is to thoroughly examine the various approaches for
identifying, supporting, and improving outcomes for vulnerable customers in regulated
contact centres. By understanding the pros and cons of LLMs, vocal biomarker
technology, and data-driven methods, organisations can make informed decisions on
integrating these technologies into their operations.

Using Large Language Models (LLMs)
Downsides of LLMs

1. Dependency on Self-Declaration: LLMs rely on customers explicitly stating their
vulnerabilities. If customers do not disclose this information, it can result in
missed opportunities for early detection.

2. Stigma and Reluctance: Due to the stigma surrounding mental health issues,
customers may hesitate to disclose their vulnerabilities or may be unwilling to
have them recorded.

3. Regulatory Risks: Failure to identify and support vulnerable customers can lead
to non-compliance with regulations.

4. Inconsistent Customer Experience: LLMs may not consistently detect subtle
cues or indirect mentions of vulnerabilities.

5. Increased Agent Workload: Agents may still need to manually identify and
address vulnerabilities, increasing their workload and potentially leading to longer
call durations.

6. Limited Real-Time Capabilities: LLMs may not provide immediate feedback to
agents, delaying the identification and support of vulnerable customers.

Benefits of LLMs

1. Enhanced Understanding: LLMs can analyse the context of conversations to
better understand customer needs, providing deeper insights into customer
interactions.

2. Scalability: LLMs can handle a large volume of interactions simultaneously,
making them suitable for high-traffic contact centres.

3. Cost Efficiency: LLMs can reduce the need for extensive agent training by
providing automated support and insights.

Using Data-Driven Approaches

Downsides of a Data-Driven Approach
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1. Overgeneralisation and Stereotyping: Relying on broad categories can lead to
stereotyping, which may result in inappropriate or ineffective support.

2. Privacy Concerns: Combining CRM data with sensitive demographic information
can raise privacy concerns, necessitating robust data protection measures.

3. False Positives: Data-driven models may incorrectly identify individuals as
vulnerable or fail to identify those who are, leading to potential mismanagement
of resources.

4. Bias and Discrimination: Data-driven approaches can inherit biases present in
the data, which can result in unfair treatment of certain customer groups.

5. Limited Contextual Understanding: CRM data may not provide a complete
picture of an individual’s situation, leading to incomplete or inaccurate
assessments.

6. Operational Challenges: Combining CRM data with external demographic data
can be technically challenging and resource intensive.

7. Ethical Implications: Ensuring informed consent and protecting customer trust
can be difficult, requiring careful consideration and transparent practices.

Benefits of a Data-Driven Approach

1. Proactive ldentification: Data-driven approaches can help identify potential
vulnerabilities early, allowing for timely intervention.

2. Enhanced Customer Support: Data-driven insights can enable more
personalised and effective support, improving customer satisfaction.

3. Operational Efficiency: Automating the identification of vulnerabilities can
streamline call centre operations, reducing the burden on agents.

4. Regulatory Compliance: Proactively identifying and supporting vulnerable
customers can help organisations comply with regulatory requirements, avoiding
penalties and reputational damage.

5. Strategic Decision-Making: Data-driven insights can inform strategic decisions,
helping organisations better allocate resources and improve overall performance.

Augmenting with Vocal Biomarker Technology

Enhanced Detection Capabilities: Vocal biomarker technology can analyse live call
centre audio in real-time, providing immediate feedback to agents and enabling prompt
intervention.
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Improved Customer Interaction: With real-time guidance prompts, agents can provide
more personalised and effective support, significantly enhancing the overall customer
experience and outcomes.

Increased Accuracy and Compliance: Combining vocal biomarker analysis with LLM
approaches can enhance the accuracy of vulnerability detection, improving compliance
with regulatory standards.

Cost Efficiency: Automating the detection of vulnerabilities through vocal biomarkers is
both cost-effective and quick to implement.

Scalability: Vocal biomarker technology can easily scale to handle large volumes of
calls, making it suitable for high-traffic contact centres.

Proactive Health Monitoring: Beyond customer support, vocal biomarkers can also be
used to monitor agent wellbeing, reducing agent churn whilst improving customer
service levels and outcomes.

By integrating vocal biomarker technology with LLMs and data-driven approaches,
organisations can significantly improve their ability to detect and support vulnerable
customers. This combined approach not only enhances detection capabilities but also
ensures more accurate and compliant operations, leading to better customer
experiences and mitigated regulatory risks.

Conclusion

The integration of Large Language Models, data-driven approaches, and vocal biomarker
technology presents a powerful solution for regulated contact centres aiming to identify
and support vulnerable customers. Each technology offers distinct advantages and
poses unique challenges, but when combined, they create a comprehensive system that
enhances detection accuracy, operational efficiency, and regulatory compliance. By
adopting these advanced technologies, organisations can not only meet regulatory
requirements but also set new standards in customer care, ultimately leading to
improved customer experiences and stronger organisational reputations.

Find Out More

We invite you to take the next step in transforming your contact centre operations.
Embrace vocal biomarker technology to not only meet regulatory requirements but also
set a new standard in customer care. By prioritising the needs of vulnerable customers,
you can drive meaningful change and position your organisation as a leader in
compassionate and effective customer service. Let’s work together to create a safer,
more supportive environment for all.

About Us
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We offer Risk Audits that measure the impact of callers with undeclared vulnerabilities
on your customer interactions. Our beta SaaS platform, launching in January 2025,

detects these vulnerabilities at the start of the call, provides real-time guidance prompts
to agents, and delivers comprehensive reporting.

www.empath-ai.co.uk
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