
Get your customer to where they 
need to go for self-service.
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NATURAL LANGUAGE
INTENT CAPTURE

Verify a customer’s identity with the 
information pulled from database. 

AUTHENTICATION

Collect and update 
personal information.

PAYMENTS &
COLLECTIONS

Omnichannel integration allows 
virtual agent to send text while on 
phone with customer. 

Benefits of AI-powered Virtual Agents

Reduce call
handle time

Proven call volume 
deflection

Reduce cost
per call

Decrease repetitive 
work in call centers

Change Billing
Address

Password Reset

ACCOUNT
MANAGEMENT

Change of Service

Report Outage

SERVICES
MANAGEMENT

Start/Stop/Transfer service with the 
capturing of required information. 

Confirm information quickly. 

Got it. I'll transfer you to the billing department.

Billing inquiries

Thank you for calling SmartAction Energy’s 
Automated Customer Service line. I can help 
with things like reporting an outage, billing 
inquiries, making a one-time payment, payment 
arrangements, setting up or disconnecting 
service, or something else.

Great. I’ll transfer you over to a representative.

Yes

You’re calling about the account at: 984 
Almond Street, Right?

Jane Doe

Great. The number you are calling from 
matches our records. Please verify the first and 
last name on the account. 

Something else

Thank you for calling SmartAction Energy’s 
Automated Customer Service line. I can help 
with things like reporting an outage, billing 
inquiries, making a one-time payment, payment 
arrangements, setting up or disconnecting 
service, or something else.

Got it. Can I help you with anything else today?

What is the new billing address?

Got it. You’re inquiring about the account for 
984 Almond Street, Sumpterville, FL 33585, 
right?

What is the account number for that property’s 
address?

489 Pecan Lane, Sumpterville, FL 33585

Yes

1224803

I’d like to change the billing address for 
my rental property.

Payment Arrangement
Negotiate arrangements through 

proactive solutions.

Yes

Yes

I need to make a payment arrangement.

Great. Please make sure you either mail your 
payment in enough time to reach SmartAction 
Energy on or before March 8, 2021 or schedule 
electronic payment through your bank in a 
timely manner. Thank you for letting us know 
you need a bit more time to pay. Your payment 
arrangement has been processed successfully.  

Thanks. To review, I’ll be extending the deadline 
of the total amount of $123.15 to post on or 
before March 8, 2021. Do you agree to pay the 
total by this date?

Ok. I can offer you the ability to make the full 
payment of $123.15 on or before March 8, 
2021. Will this work for you? You can say 
repeat to hear it again. 

One-time Payment 
PCI Compliant bill payment that is 

automated and secure.

Checking

It’s 939482758

04209039

Yes, I do

No

Yes

I need to pay my bill

Please tell me your bank’s routing number.

Ok, is the account you’d like to use a checking 
or savings account?

Got it. Next, please tell me your bank account 
number.

Do you authorize this payment of $107.00 to 
SmartAction Energy?

I found existing bank information tied to your 
account. The last four digits of the bank 
account number on file are 9974. Would you 
like to use this account?

Thanks. Your payment has been scheduled and 
will be processed immediately if sufficient 
funds are available. Please note that it may 
take up to 48 hours to post to your account. 
Your confirmation number is 55381.

Got it. Your last payment of $107.00 was 
received on March 3, 2021. Your next payment 
of $107.00 is due on March 9, 2021. Would you 
like to pay this amount now?

Yeah, I got it

Nope, that’s all

Let’s do text

I need to reset my password

Great I’ll send the text now. I’ll stay on the line 
to make sure you receive it.

Great. Is there anything else I can help with 
today?

Got it. I can help you reset your password via 
email or text message. If you choose text, 
standard data rates apply. Which would you 
prefer?

Have you received the text?

984 Almond Street, 33585

Yes, this is she.

Yes

Please confirm the address of the outage.

The number you are calling from matches our 
records. Am I speaking with Jane Doe? 

Are you calling to report a power outage?

Your service will begin on April 8.

What date would you like service to be started?

What is the Zip Code?

What is the address of the location where you 
would like to start the service?

Can we start service on April 8?

The zip code is 33585

392 Cashew Drive
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CONVERSATIONAL
AI JOURNEY
FOR UTILITIES
TO ENHANCE
SELF-SERVICE

Review case studies, demos, and discover more on how 
SmartAction can revolutionize your customer self-service 

experience: https://www.smartaction.ai/utilities

I’d like

to report

an outage.

https://www.smartaction.ai/utilities

