ONBOARDING GUIDE

Let’s build
something
extraordinary
Understanding Aveni’s customer
engagement process
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Better together
When we work together, our sole purpose is to ensure that Aveni’s NLP solutions
deliver the outcomes you want. We’ve found the best way to make that happen
is to work closely, communicate well and often, and for us to fully understand
your current capabilities and what you want to achieve.
Our piloting and implementation approach is simple. It doesn’t require major integration or
technical effort but does involve a good understanding of our customer engagement process
which comprises of five key phases:
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01 Discovery

Discovery is where, together, we define the scope of the pilot.

It’s an opportunity for Aveni to truly understand the underlying business drivers
of the project. The better informed we are, the faster the right decisions are
made and, ultimately, the better the final solution will be.
We gather this information through a series of workshops that cover:
Business discovery
A high level overview of your overarching business
processes.
Process descovery
A walk-through of current processes, documentation, internal
systems, reporting, checklists, scripts and so on.
Individual user interviews
Short, one-to-one informals chats to understand daily tasks
and pain points faced by agents. This helps us create a user
experience that works for you.
By the end of the discovery phase, we’ll have a good understanding of your
current state, what you want to achieve with our technology and what it’ll take
to get there.
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02 Model Training
Our platform trained on your data.

Your specific objectives can only be met if Aveni Detect is trained
on your specific data. This means we need examples of real calls
to train our NLP models on. The types of data we request might
include things like:
Audio files with flagged risks
Corresponding risk reports and metadata for the above calls
The exact number of calls
required will vary depending
on your own requirements,
but it usually falls somewhere
between 500-1,000 calls.

03 Development

Our easy-to-use upload
functionality makes
uploading your call files
to Aveni Detect really
simple.

Speedy development of your NLP solution

We follow Agile methodology when it comes to building your
solution, with development scheduled in two weekly ‘sprints’. At the
end of each sprint, we will show your project team what has been
developed through a demo.
Working this way allows us to incorporate feedback quickly. It also
allows us to pivot quickly where necessary ensuring your solution
meets your specific objectives.
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04 System Pilot
Where we test and get your feedback.

Once the final development sprint is completed, the solution will
be rolled out across a small team for testing and feedback. It
will allow us to collect feedback on the actual user experience
as well as continuously refine the platform to ensure that your
expectations and goals have been met.

05 Integration &
Deployment
Integration into your business processes
When we’ve successfully completed the pilot period, we can move
to integrating your NLP solution into your business processes. You
will have the full support of our dedicated Aveni implementation
team.
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Data storage and retention
We take the security of your company and customer data
seriously.
Audio and metadata are uploaded to our platform and stored with
encryption at rest using a secure key. The audio lifecycle involves:
Data uploaded via an API or direct through a shared AWS repository.
Audio is stored separately from all other Aveni customer audio
After the agreed retention period expires, the call audio is deleted
along with all metadata relating to the call.
The storage mechanism including all access to any of the content
is audited and has configuration management alerts in place
All data is kept in strict accordance with the agreed data retention
policy. We will work closely with the relevant representatives
in your business to ensure complete adherence to your
data protection and information security standards and
protocols.
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Aveni’s project
team
You’ll be working with different people at Aveni throughout
various stages of the pilot. The team members committed to
the success of the project include:
Customer lead who acts as your “sponsor” as we move
through each stage of the process.
Delivery Lead/Customer success who is the first point of
contact between you and Aveni. They’re responsible for
planning and organising meetings, working collaboratively to
define success criteria of the project and ensuring continuous
alignment of expectations between you and Aveni.
Lead developer/PO - Tech lead who works closely with you
to define the product’s technical requirements, creates a
development approach and sequence, and gives estimates
on the timeline.

Communication

UX designer - Responsible for user interviews and working
together with the customer success / business analyst to
identify user pain points.

Communication is key to the success of any pilot. We’ll
agree on the right channels during the discovery phase
and we will always work using the channels you have
available to you. As a general rule of thumb, we like to
have both a video conferencing and instant messaging
channel open to communicate between teams.
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Aveni is an award-winning technology company that
specialises in Natural Language Processing for the Financial
Services. Our team of world leading scientists and engineers
have developed a proprietary NLP pipeline that extracts
context from customer conversations. This powers a range
of transformative product features, including automated
compliance monitoring, the identification of vulnerable
customers and performance management of call centre
agents and advisers.
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