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SOLUTION OVERVIEW

Eccentex Advanced Email Automation (AEA) is an Al-powered advanced email management solution for customer service teams that captures,
triages, and automates large volumes of emails.

Email still remains a popular channel in customer service because it is convenient, mobile-friendly, and traceable. However, at enterprise scale,
managing large volumes of emails comes with serious operational challenges. Responses require manual work and usually take 24 to 72 hours.
Agents either spend a lot of time crafting personalized responses or provide generic answers that force customers to contact the company
through more time-consuming channels. Supervisors are often overwhelmed with manually triaging, re-assigning, and re-prioritizing emails,
while also managing escalations.

The solution strengthens enterprise email operations across the full lifecycle by combining high-volume intake, intelligent triage, guided response
creation, workflow governance, multilingual support, privacy-aware processing, and platform extensibility.

FASTER TRIAGE e BETTER QUALITY ¢ STRONGER CONTROL

Capture high-volume
customer emails across
brands, servicelines, and
inbound and outbound
channels as part of a scalable
enterprise service operation.

Classify, prioritize, assign,
detect language, identify
sentiment, and apply routing
logic so each email is prepared
for faster, more accurate
handling.

Use Al-assisted drafting,
contextual knowledge
surfacing, translation, and
customer context enrichment
to support more personalized
and consistent replies.

Apply SLAs, workflow, email-
to-case, CCaaS-ready
embedding, and open API
integration so email becomes
part of a govermed end-to-end
service process.

TRANSFORMING HIGH-VOLUME EMAIL OPERATIONS "ﬁ'—"-" : IR0 8

Eccentex HyperAutomation Cloud provides advanced email
capabilities that go beyond a simple ticketing or help desk system.
Within this platform, Servicelourney delivers a customer service
focused email management solution that enhances the contact
center with email-to-case capabilities, content analysis, routing rules,
SLAs, workflow, artificial intelligence, and personalization. Rather
than functioning as a basic inbox management tool, Advanced Email
Automation acts as an intelligent orchestration layer for enterprise
email operations. It helps organizations capture, triage, prioritize,
automate, and resolve email interactions with greater speed,
consistency, and control.

STRATEGIC IMPACT
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By combining intelligent automation, contextual guidance, workflow
orchestration, and Al-assisted productivity, Eccentex Advanced Email
Automation helps organizations modernize one of their most heavily
used service channels. The solution reduces manual triage effort,
improves response quality, strengthens operational control, and
supports more personalized and consistent customer communication
at scale. It also creates a stronger link between front-office
engagement and back-office execution, allowing email interactions to
become part of a broader, more connected service operation.

Eccentex Advanced Email Automation is tightly integrated with
leading CCaasS solutions on platform level.

Learmn more >
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ADVANCED EMAIL AUTOMATION - MAIN FEATURES & BENEFITS
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KEY FEATURES, CAPABILITIES AND BENEFITS
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Al-assisted email management capabilities for customer service productivity, workflow control & intelligent response handling

Customizable Solution that Fits Your Service
Teams

Easily tailor Servicelourney to support your
customers’ needs and embed it into your
business processes. Configure distribution
rules, set priorities, match content with skills,
leverage Generative Al to create personalized
replies or set up auto-replies, and use real-
time sentiment and content analysis to better
understand customer context and automate
repetitive tasks.

Benefit: Organizations can adapt the solution to the
way their service teams operate without being
forced into rigid inbox processes or one-size-fits-all
response models.

Capture, Analyse, Assign and Track Every
Email

Automatically classify, prioritize, and assign
emails to the most suitable agents based on
Al-assisted sentiment and content analysis,
detected languages, keywords found in the
email body, customer segment, or business
rules. Support highly personalized responses
through a contact center embeddable
solution that supports millions of monthly
emails along with unlimited inbound and
outbound email channels

Benefit: Every email can be handled with greater
precision, faster routing, and better operational
visibility, even in high-volume environments.

Understand and Provide Context at Every
Level

Leverage Generative Al to auto create hyper-
personalized responses and automatically
attach knowledge articles either from the
internal knowledge base or directly from
trusted public sources based on real-time
context analysis. Auto-populate customer
data from CRM, billing, or Bl systems and use
search to find the information needed.
Knowledge surfacing, reply drafting, and
contextual assistance should be treated as
explicit brochure strengths.

Benefit: Agents spend less time searching, less time
drafting, and more time resolving the actual
customer need.

Seamless CCaa$ Integration

Eccentex Advanced Email Automation is
embeddable into an omnichannel contact
center desktop through a standard iFrame.
Front-office agents can use Eccentex email
management capabilities without leaving
their primary customer engagement
application. The solution also supports
platform-level connectivity to other systems
using standard interfaces and open APIs.

Benefit: Organizations preserve their current
contact center investments while adding deeper
email automation, workflow, and intelligence.

Al-Powered Email Intelligence

Advanced Email Automation includes a strong
Al capability story across the email lifecycle.
Core capabilities include Auto Classification,
Auto Prioritization, Auto Assignment, Auto
Summary, Auto Reply, Reply Drafting,
Keyword Picking, Knowledge Surfacing, Auto
Translation, Language and Brand Detection,
Case-level Sentiment Analytics, and Process-
level SLA Enforcement.

Benefit: Teams can understand incoming emails
faster, reduce triage effort, improve consistency,
and prepare better responses before an agent even
starts working the case.

Al-Assisted Response Automation

Advanced Email Automation supports Auto
Response Proposal with Human Verification
for scenarios thatrequire speed with
oversight, as well as Auto Answer without
Agent Intervention for suitable low-risk or
repetitive interactions. Combined with
generative response assistance, contextual
knowledge surfacing, reply drafting, auto-
replies, and reusable response libraries, the
solution helps organizations accelerate
response handling while preserving quality
and governance.

Benefit: Organizations can automate more of the
response cycle while still applying human review
where policy, risk, or brand sensitivity require it.

Privacy-Aware and Secure Email
Processing

Advanced Email Automation can detect
and redact personal identifiable
information before it reaches the agent.
This enables safer handling of customer
communications while supporting privacy,
compliance, and operational discipline.

Benefit: Sensitive customer information can be
protected earlier in the workflow, reducing
exposure risk while still enabling efficient
service handling.

Multilingual and Global Service Support

If your organization supports customers
across multiple languages, Advanced Email
Automation helps save time and effort
through automated translation of
incoming email from and to any language,
including support for right-to-left and logo
graphic languages. Combined with
language detection, brand-aware handling,
and skill-based distribution, the solution
helps global teams deliver more consistent
service across regions and brands.

Benefit: Organizations can standardize service
quality across multilingual operations without
multiplying manual effort.

Workflow, Case Management &
Orchestration

Advanced Email Automation is not limited
to inbox handling. It connects email
interactions to email-to-case, workflow,
task management, collaboration, response
routing, prioritization, and proactive
engagement. It can also connect to
broader work distribution and
downstream operational processes
through platform-level integration and
open APls.

Benefit: Email becomes part ofan end-to-end
service process rather than a disconnected
communication channel.
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ADVANCED EMAILAUTOMATION - ADDITIONAL SOLUTION FEATURES
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ADDITIONAL SOLUTION FEATURES

Eccentex Advanced Email Automation brings together a wide range of features that extend email handling beyond basic inbox man agement
and support more intelligent, efficient, and scalable customer service operations.
The following table provides a quick snapshot of some of the additional capabilities of the solution that help teams manage their email

traffic with greater speed, consistency, and control.

Auto Classification

Automatically identify the likely
nature ofthe inquiry and
prepare it for accurate routing
and handling.

Auto Prioritization

Set urgency and handling
order based on context,
businessrules, and service
logic.

Auto Assignment

Automatically delegate emails to
the most suitable queue or
agent based on rules, skills,
availability, and priority.

Auto Summary

Generate concise summaries
of email content or case
threads to help agents
understand the issue faster.

Auto Reply

Automate replies for suitable
repetitive or low-risk

Reply Drafting

Help agents create faster,
more consistent responses

Keyword Picking

Extract important keywords
and entities from the email

Knowledge Surfacing

Automatically bring forward
relevant knowledge articles

Detect and redact sensitive
personal information before
the content is exposed to the
agent.

Translate incoming and
outgoing email content across
languages, including right-to-
left writing systems.

Detection

Route and respond
consistently with the correct
language, brand, and service
context.

scenarios. with Al-assisted drafting. body to support triage, and trusted content based on
routing, analytics, and real-time context analysis.
response assistance.

Pll Masking Auto Translation Language and Brand Case-level Sentiment

Analytics

Use sentiment signals not just
for the single email, but for
the overall case context and
prioritization logic.

Case-type Response
Library

Use approved response
patterns and reusable content
aligned to specific case types.

Process-level SLA
Enforcement

Help maintain service levels
through routing discipline,
prioritization, alerts, and
workflow controls.

Customer Context

Enrich the email view with
customer information from
CRM, billing, Bl, and related
systems.

Open API Integration

Connect the solution to other
enterprise systems through
platform-level APIsand
standard interfaces.

Together, these capabilities show how Eccentex helps organizations build a more connected, intelligent, and scalable email operation
within the broader service ecosystem.

IMPROVED CUSTOMER EXPERIENCE

INCREASED OPERATIONAL EFFICIENCY

Deliver faster, more relevant, and more personalized email
responses while reducing the need for repeat contactsand
channel switching.

ENHANCED CONTROL AND GOVERNANCE

Apply routing rules, SLAs, priority logic, process-level SLA
enforcement, and workflow discipline across high-volume email
operations so supervisors can focus less on manual intervention
and more on service outcomes.

Reduce manual triage, simplify assignment, automate
repetitive work, and help agents handle more emails with
greater consistency.

SCALABLE ENTERPRISE READINESS

Support millions of monthly emails, unlimited inbound and
outbound channels, multilingual operations, multi-brand
environments, and CCaaS-ready deployments.

eccentex
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ECCENTEX HYPERAUTOMATION CLOUD - BUILT-IN PLATFORM CAPABILITIES
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HOW ECCENTEX HYPERAUTOMATION CLOUD TRANSFORMS EMAIL OPERATIONS

Advanced Email Automation is part of Eccentex’s pre-packages CCaas$ integration solution called Servicelourney™
as part of Eccentex HyperAutomation Cloud.

Rather than functioning as an isolated inbox tool, it connects customer communications with workflow, knowledge, case handling, work
distribution, analytics, documents, privacy-aware Al processing, and enterprise integration. The surrounding Eccentex portfolioincludes
adjacent capabilities such as Al-Assisted Knowledge Base, Smart Document Handling, Business Intelligence, and Intelligent Work
Automation.

CAPABILITY AIT

Advanced Email Automation

Capture, triage, prioritize, and
automate high-volume customer
emails with Al-assisted
productivity, workflow control,
multilingual support, and
contextual guidance.

Intelligent Work Automation

Capture, prioritize, and distribute
work-items across available
resources using dynamic business
rules and platform-level
orchestration.

Al-Assisted Knowledge Base

Surface relevant knowledge,
enable more accurate responses,
and connect knowledge to email
handling at the point of need.

Smart Document Handling

Support document-heavy service
scenarios by connecting email
interactions with captured,
processed, and organized case-
related content.

Business Intelligence

Track patterns, reporting,
aggregation, and service outcomes
across the email and case lifecycle.

Low-Code / No-Code
Adaptability

Tailor workflows, rules,
prioritization, and business
processes to fit changing
operational needs without rigid
inbox limitations.

Platform-Level Open APIs

Integrate with legacy, homegrown,
or third-party systems through
standard interfaces to extend
customer context and end-to-end
automation.

Privacy-Aware Al Services

Apply Al to email automation,
prioritization, document-related
processing, and personal
information masking while
preserving the ability to govem

how automation is used.

A SMARTER FOUNDATION FOR ENTERPRISE EMAIL OPERATIONS

Eccentex Advanced Email Automation helps organizations modernize one of the most persistent and operationally demanding service
channels. By combining enterprise-grade email handling with Al-assisted productivity, multilingual translation, privacy-aware processing,
workflow orchestration, contextual knowledge, and platform-level integrations, Eccentex enables service teams to move faster, work smarter,
and deliver more consistent customer outcomes. As part of Eccentex HyperAutomation Cloud, the solution gives organizations aflexible
foundation for continuous improvement without forcing them to replace the rest of their service ecosystem.

Seccentex

WHY ECCENTEX FOR ADVANCED e
EMAIL AUTOMATION? :

Eccentex solutions are purpose-built for
complex, people-centric service
operations that demand both flexibility
and control. Advanced Email Automation e
combines enterprise-grade email .
management, workflow, Al-assisted
productivity, contextual guidance,
multilingual support, privacy-aware
automation, and platform extensibility in
one solution that can evolve with changing
business needs.

Learn more about Eccentex Advanced Email Automation on
https://www.eccentex.com/products/servicejourney/advanced-email

Contact Sales »
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