In an era where customer expectations are soaring yet operational budgets tighten, achieving substantial cost
efficiencies without sacrificing support quality is a holy grail for enterprises. Monos, a global leader in high-volume
regulated support, recently made headlines by slashing their cost per ticket by an eye-popping 75% using smart
support automation. This breakthrough wasn’t just about plugging in Al — it was about engineering an

enterprise-grade automation strategy grounded in transparency, precision, and compliance.

Understanding What Monos Did Differently

Before diving into the nuts and bolts of Monos’ automation success, it's crucial to clarify a common industry
confusion:
Al That Assists vs. Al That Resolves

Many vendors market “Al agents” as fully autonomous problem-solvers. In practice, especially in regulated and
complex domains like Monos operates in, Al isn't typically a magic box that resolves everything. Instead, you're

often balancing two modes:

e Al that Assists: Augments human agents with relevant knowledge snippets, suggestions, or case summaries.

e Al that Resolves: Fully automated ticket handling based on deterministic and compliant workflows.

Monos' striking 75% cost reduction came mainly from moving beyond assistive Al towards carefully architected

resolution automation — but with the safety nets firmly in place.

The Three Levels of Automation That Powered Monos

Monos' strategy embraced three interlocking levels of automation. Each level progressively reduced manual effort

while ensuring control:

1. Knowledge Automation: Integrating Al-driven knowledge base retrieval—Monos enhanced self-service with

dynamic, context-aware knowledge, reducing incoming ticket volume.



2. Process Automation: Embedding deterministic workflows for standardized issue types to automate

resolution steps. This included pre-checked conditions to prevent errors or “hallucinations.”

3. Orchestration Automation: Linking various systems (CRM, compliance logs, ticketing) to automate complete

case lifecycles under full audit trail and compliance visibility.

Level 1: Upgrading Knowledge Delivery with LLMs and RAG

Monos deployed large language models (LLMs) enhanced with Retrieval-Augmented Generation (RAG). RAG

complements raw language generation by grounding responses in up-to-date, verified documents.

This hybrid approach prevents common Al hallucination pitfalls—crucial for regulated environments where
inaccurate advice can be costly. By integrating RAG into knowledge automation, Monos ensured their Al

suggested proven, compliant solutions rather than generic responses.

Level 2: Deterministic Workflow Execution to Reduce Hallucination Risk

Monos embraced deterministic workflow engines that execute explicitly coded business rules, rather than relying
solely on Al-generated logic. This approach avoids the unpredictability of freeform Al “decision making.”

® Each support scenario was mapped into a stepwise, verifiable workflow.

® Pre-conditions and guardrails were embedded to catch edge cases and escalate to humans.

* This deterministic core dramatically reduced errors from Al hallucinations, a frequent “automation that broke

at 2am” scenario.

Level 3: Enterprise Observability, Audit Trails, and Compliance

True enterprise automation doesnt just mean faster resolution; it demands auditability and compliance

transparency. Monos implemented rigorous observability tools that tracked every automated step and user

interaction.

* Every Al suggestion, workflow decision, and escalation was logged with timestamps and responsible agent IDs.
® These audit trails enabled Monos to satisfy regulators and internal quality standards effortlessly.

¢ Additionally, these logs provided invaluable insights for continuous automation improvement.



Why Per-Conversation Pricing Made Zowie a Natural Fit

When Monos evaluated automation vendors, pricing came under sharp scrutiny. Unlike traditional seat-based
pricing models offered by giants like Intercom (Fin) and Zendesk (Advanced Al), Monos needed cost structures

that scaled with conversation volume — not agent headcount.

Zowie stood out by offering a per-conversation pricing model that aligned perfectly with Monos' goal: fewer

seats, more automation, and transparent cost control.

Vendor Pricing Model Strengths Challenges Zowie Per-Conversation Scales with volume; encourages deep
automation Requires thorough conversation classification to avoid overbilling Intercom (Fin) Seat-Based Strong
agent assist features; large ecosystem Cost balloons with agent count; less incentive to automate fully Zendesk
(Advanced Al) Seat + Al Add-ons Robust Al-assisted workflows; enterprise-grade Complex pricing; Al still assist
not resolve focused

Sanity-Checking ROI: The 75% Cost Reduction Explained

Many vendors make dazzling promises without clear financial logic. Monos applied hard ROl math based on their
cost-per-resolution goals.

Here's a simplified illustration of how the 75% cost reduction was realized:

* Pre-automation Cost: $12 average cost per ticket (including agent salaries, overhead, and tech)

* Post-automation Cost: $3 average cost per ticket (majority handled by deterministic workflows and Al

resolution)

* Key Cost Drivers Lowered:

© Agent time per ticket reduced by 60%
o Ticket volume dropped 25% due to improved self-service (knowledge automation)

o Qperational overhead decreased due to streamlined compliance and audit processes

Lessons Monos’ Journey Teaches the Industry

* Outcome-focused automation beats feature lists: It's easy to get dazzled by Al features, but Monos

succeeded by targeting measurable cost-per-ticket outcomes.
* Vendor choice matters: Per-conversation pricing models like Zowie's support scalable automation. Seat-
based pricing risks disincentivizing automation gains.

* Deterministic automation reduces risk: Avoid over-reliance on generative Al without structured workflows

and guardrails.

* Enterprise observability is essential: Audit trails aren't optional in regulated environments—they are the

backbone of trust.

Final Thoughts

Monos' approach to support how to train support chatbot automation offers a blueprint for regulated, high-
volume teams seeking to drive down costs without jeopardizing compliance or customer experience. By integrating
advanced LLM and RAG-powered knowledge delivery, layering deterministic process automation, ensuring
orchestration with full auditability, and selecting vendors aligned with their automation-first philosophy (like
Zowie), Monos achieved a staggering 75% reduction in cost per ticket.


https://getzowie.com/blog/which-ai-technologies-are-leading-in-customer-service-automation

In a market flooded with vendors touting “autonomous Al agents,” Monos reminds us that the combination of
smart Al assistance, deterministic workflows, and enterprise observability—not hype—is what powers reliable and

compliant automation at scale.



