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• Andrea Badgley 
• Director of Support Operations 
• Automattic: fully distributed company of more 

than 1900 employees.  
• B2C and B2SMB email and live chat support 

for software products.  
• AI (augmented intelligence) helps us resolve 

more than 85,000 cases per month with 
approximately 300 Happiness Engineers 
(support agents).

About Me
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Augmented, 
not artificial, 
intelligence
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Scary

• Will I be replaced by AI? 
• Was that article written by a human or a machine? 
• Is it cheating for students to use Chat GPT to help 

with homework, or for me to use it in my own work? 
• I’m weirded out that intelligence can be 

manufactured.  
• Will computers take on human qualities and 

become sentient?
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Helpful

When we shift to a mindset of AI as Augmented 
Intelligence rather than Artificial, suddenly we can do 
more with the same or smaller workforce. 
• English-speaking agents can do multilingual 

support.  
• Agents can summarize case notes quickly. 
• Agents can surface customer insights to product 

teams.  
• As subject matter experts, agents can become 

chatbots' trainers and managers.
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• Raise your hand if you use AI. 
• How do you personally use it? 
• How do you use it in your support 

operations? 
• What was the first thing you used 

AI for in your organization?

About You!
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First forays 
into AI
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Rudimentary co-pilot
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More advanced co-pilot
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Results? 
Reduced cognitive load for agents, but efficiency 
gains unclear.
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• Have you tried AI case summaries 
or co-pilots? What were the 
results? 

• What have you tried that has not 
worked?

Discussion
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Multilingual 
support
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Multilingual evolution
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Inbound translation using browser extension
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Outbound translation
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AI multilingual email support
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• What successes have you had with 
AI? 

• Is anyone using AI for multilingual 
voice support?

Discussion
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Amplifying 
excellent 
agents
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Who’s watching the bots?
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First six months of chatbots

8.6% 
Percentage of inbound  
volume handled by AI
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We gained efficiency
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But… is it good?
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AI Squads

• Review chatbot interactions 
• Improve documentation 
• Expand AI expertise 
• Make bots better
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Rate sources
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Rate bot reply
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Improvements

161 
Documents updated

108 
Product needs reported
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AI Accuracy Improvement
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Now

38% 
Percentage of inbound  
volume handled by AI

First Six Months

8.6% 
Percentage of inbound  
volume handled by AI
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• How are you assessing the quality 
of your chatbots? 

• How are you amplifying your 
excellent agents through AI?

Discussion
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Things 
we’re trying
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Triage bots

1.AI classifies inbound cases. 
2.Triggers route the case based on 

classification tags.
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Demand analysis
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• What are you all thinking of next for 
AI in your organizations?

Discussion
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As artificial intelligence evolves, we must 
remember that its power lies not in 
replacing human intelligence, but in 
augmenting it. The true potential of AI lies 
in its ability to amplify human creativity and 
ingenuity. 

Ginni Rometty 
Executive Chairman at IBM, 2022
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Any 
questions?
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linkedin.com/in/andreabadgley

Thank you!


