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“In a complex commercial setting, Replicant’s Contact Center Automation 

solution demonstrates an elastic capacity to handle rapid growth in 

customer demand and eliminate hold times, reduce the need for investment 

in human oversight, and equal the success of human counterparts at far less 

the cost of the Business Process Outsourcing provider it replaces.” 

The above quote is an excerpt from the executive summary of the 

. The study, which focused on Replicant’s 

partnership with a leading food delivery app, offers a comprehensive look at the 

value, especially in regard to cost savings, that Replicant provides for contact centers. 



But more importantly, the TEI demonstrates the strong ROI that contact center leaders 

are looking for as they search for digital transformation solutions to safegaurd 

against a potential recession.



Contact centers are still reeling from the residual challenges from the pandemic, like 

unpredictable customer demand and hiring challenges. The prospect of a recession – 

which would slow consumer spending and lead to budget cuts for many contact 

centers – adds yet another level of uncertainty. 



Replicant’s Contact Center Automation solution helps companies automate their 

most common customer service requests while empowering agents to focus on more 

complex and nuanced customer challenges. As a result, contact centers become 

more resilient in times of unpredictability.



Forrester Total 

Economic Impact™ Study of Replicant

Forrester Total Economic Impact™ Study of Replicant

https://www.replicant.ai/resources/guide/forrester-tei-report-replicant-roi/
https://www.replicant.ai/resources/guide/forrester-tei-report-replicant-roi/
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Below are the highlights from the Forrester TEI Report, which detail the impact 

Replicant provided for a leading food delivery app, despite an uncertain market. 

Leading Food Delivery App Unlocks 110% ROI 
With Replicant

VP of Product and Operations

Leading Food Delivery App

“We faced a pressing need to recreate our call center operations 
during the [Covid-19] pandemic. What struck me was how rapidly 
Replicant surmounted the learning curve with its AI to replace this 
function. It was by far the easiest technology integration I’ve ever 
done. We had a fully operational capability in six weeks.”

Eliminated outsourcing costs 

Prior to using Replicant, the delivery app had outsourced its call center operations 

across two BPO providers. After deploying Replicant, the need for outsourcing was 

eliminated, saving 55% in total costs. 



Automated resource allocation

Replicant automatically allocated system resources to handle order spikes in 

realtime to reduce delays, eliminating the need for a manager to monitor queue 

lengths and manually allocate resources according to demand.



Increased revenue 

With previous BPOs, rapid spikes in mealtime demand created order backlogs and 

led to order cancellations. Replicant eliminated this bottleneck, which reduced order 

cancellations led to an additional $360,000 in revenue over three years.
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VP of Product and Operations

Leading Food Delivery App

“From order success to customer satisfaction, and in expanding 
customer options in how we compete in the marketplace, Replicant 
has been integral to what we set out to accomplish, and it is costing 
us significantly less to do so.” 

Deeper customer insights 

Prior to using Replicant, it was difficult for the delivery app to analyze and derive 

insights from outbound food ordering call transcripts. Replicant made it easy to 

discover deeper insights into customer data and key call drivers with automatically 

captured and transcribed conversations.



Improved CX

The delivery app found that the capabilities of Replicant’s Contact Center 

Automation platform increased order accuracy, decreased order cancellations and 

order delays, and was fundamental to improving customer satisfaction and overall 

brand proposition.



Low deployment costs

The cost of Replicant’s Contact Center Automation platform is structured on a per-

conversation cost that is significantly lower than the cost of the delivery app’s 

previous BPO provider, and the deployment required minimal full time employee 

resources from the delivery app’s team. 



Long-Term Scale Compounds ROI

Extrapolated over three years, the benefit of 
implementing Replicant quickly outpaces the 
cost, and leads to substantial savings and 
added revenue for the delivery app.

$12.53M

Benefits Present Value


<6 Months

Payback 


110%

ROI 
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A recession affects every company and industry differently. Replicant’s value is 

derived, in part, from our purpose-built Thinking Machine, which provides automation 

pre-trained on millions of customer service conversations. This means deployment 

requires little development and natively integrates with existing contact center 

software. 



With Replicant, contact centers don’t need to hire their own machine learning experts, 

or accrue thousands of hours of training data themselves to deploy an effective 

automation solution.



Replicant is configurable to both inbound and outbound customer service flows 

across every channel, industry, and language and can automate 100% of customers’ 

most common tier 1 requests. Replicant can act as an overflow solution when 

demand outpaces agent availability, fully replace legacy IVRs, and expand to more 

contact drivers over time for continued ROI. 


Common industries and contact drivers that benefit from Contact Center Automation 

during economic drawbacks include:

Insurance


Healthcare

 Financial Services

Travel & Hospitality


Consumer Services



Retail & eCommerce

Results for Every Industry And Contact Driver

Steve Bennett, Supervisor of Member Care

“Having implemented Replicant, we are prepared for whatever may 
come. Whether it’s an economic downturn or a spike in call volume 
tomorrow, we will be able to answer calls because of the 
automation we already have in place."
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Contact Drivers:

Call Routing


Troubleshooting


Billing & Payments


Customer Authentication


Scheduling & Reservations


Account & Order Management


Outbound Calling & Reminders


Lisa Rivier, Senior Director of Operations and Strategy

"We are doubling down on automation right now. If there was to be 
an economic downturn and budgets happened to be cut, we are 
prepared for them and would still be able to fulfill our responsibilities 
to our customers partly due to the ROI we've already seen from 
implementing Replicant."
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Conclusion
Even in an economic downturn, certain industries such as travel and 
hospitality will see a surge in demand in 2022 and struggle to provide 
great service for customers. Others will need to combat lower budgets 
and higher customer attrition with loyalty initiatives. 



In either case, leaders from every industry will deploy one or more of the 
strategies in this guide to provide a safeguard against an unpredictable 
economic future, without having to sacrifice growth or the customer 
experience. 

Schedule a demo to learn how customer service leaders are approaching 
economic instability with Contact Center Automation.

As a leader in Contact Center Automation, Replicant helps companies 
automate their most common customer service calls while empowering 
agents to focus on more complex and nuanced customer challenges. 
Replicant’s AI platform allows consumers to engage in natural 
conversations across voice, messaging and other digital channels to 
resolve their customer support issues, without the wait, 24/7. Replicant 
scales up or down instantly, can be implemented in weeks and handles 
millions of customer support interactions a month.

About Replicant

replicant.com

https://replicant.ai/

