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Kore.ai Recap

Kore.ai specializes in AI‐rich conversational solutions designed to bring faster, actionable,

more human‐like communication back into the daily interactions enterprises have with their

customers, workforce, systems, and things. With Kore.ai‐built chatbots digital customer

interactions become faster, smoother and more human, and employee work simpler and more

efficient. Gartner has identified Kore.ai as a ‘Cool Vendor in Social Software and

Collaboration’ for 2016.
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Valuable Features
Excerpts from real customer reviews on PeerSpot:

“Because of Kore.ai, it was much easier than creating something manually,
and when that platform has this much capability, it provides far more value
than manual development.”

Judin Augustin

Associate Data Scientist at Guide House

“The positive impacts we have seen include expected reductions in average
handle time, which is typically around 40 to 50 percent for any BFSI industry
use case.”

WaqasAmin

Senior Solutions Consultant at a tech services company with 501‐1,000 employees

“Kore.ai offers multiple support and services, including API integration,
webhook integration, and multiple channels, making it easy to design your
own layout, integrate with multiple channels and webhooks, deploy quickly,
and track any errors that occur, so it is a good way to start and easy to learn.”

SumitSingh2

Senior Software Engineer at a tech services company with 10,001+ employees
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“It impacted my organization by helping us move into being AI-native, and
it helped a lot to show other clients that we have worked in AI.”

Farheen Mulla

Software Engineer  at a tech vendor with 1,001‐5,000 employees

What users had to say about valuable features:

“The best feature I have worked on is widget creation. I went through the entire
chatbot workflow to create it, so I have a good understanding of that part. I
appreciate the process of adding tags and fetching data by creating a dashboard.

“For the admin side, they will get an audit that shows who logged in—legacy or
Guidewire users—and what modifications they made. This helps them by seeing
that dashboard rather than viewing each policy individually.

“It impacted my organization by helping us move into being AI-native. Our
organization is proving themselves that they are AI-native, and it helped a lot to
show other clients that we have worked in AI..”

Read full reviewFarheen Mulla

Software Engineer  at a tech vendor with 1,001‐5,000 employees

https://www.peerspot.com/product_reviews/kore-ai-review-11280419-by-farheen-mulla?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11280419-by-farheen-mulla?tid=pdf_prod_33502
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“Kore.ai offers multiple support and services, including API integration, webhook
integration, and multiple channels. These features allow you to integrate and use
them very easily, and the documentation provided is excellent so you can reference
it.

The most valuable features in my day-to-day work are API integration and channel
integration. I have mostly used the web channels.

Kore.ai has impacted my organization positively by providing substantial support
related to design and implementation. You can build your own logic and
implement it using languages, such as Node. It provides a positive approach where
you can design and implement your requirements.

Since using Kore.ai, I have seen multiple improvements. I have used multiple
platforms, including LivePerson and LUIS, and Kore.ai provides considerable
support for implementation. You can design your own layout very easily, integrate
that, and easily integrate with multiple channels and webhooks. It is easy to
deploy, and it can track any errors that occur, making it a good way to start with
and easy to learn..”

Read full reviewSumitSingh2

Senior Software Engineer at a tech services company with 10,001+
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
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“Kore.ai is a low-code platform, and you do not necessarily have to be an expert in
artificial intelligence or generative AI to use this platform. However, if you have
that experience, it will be a valuable add-on. The main advantage is that it has
almost every kind of plugin available to use, whether for live agents or if you want
to use it as a call center. You have real-time capabilities and the most useful
plugins available, with almost every kind of model available with configurations.
We can configure the ML models and train them. The platform is very user-
friendly with explanatory features and a great UI.

“One significant feature is the live testing platform with Kore.ai. When you are
creating a workflow, you have an interactive, real-time testing platform that
reflects every change you make. This makes it easy to debug errors or add new
features. Additionally, Kore.ai has many different tools and platforms that cater to
different needs, whether for a call center, normal workflow, or machine learning
workflow, which is really useful.

“Because of Kore.ai, it was much easier than creating something manually. A low-
code platform always helps, and when that platform has this much capability, it
provides far more value than manual development. It was particularly helpful for
our team that we could create a POC and get that project into production. Kore.ai
helped our team build a generative AI outbound calling chatbot, and it truly helped
our customers.

“If you have a hospital with a thousand employees in a call center, you might
consider outsourcing. However, with Kore.ai's outbound calling capabilities, you
can eliminate the outsourcing part. You do not need a thousand call center
employees. You can accomplish this through automation with just one or two
employees if people need to switch to agents. This represented a significant cost
reduction..”

Read full reviewJudin Augustin

Associate Data Scientist at Guide House

https://www.peerspot.com/product_reviews/kore-ai-review-11261350-by-judin-augustin?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11261350-by-judin-augustin?tid=pdf_prod_33502
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“My favorite feature that Kore.ai offers is their Agent Desktop. If you are
integrating Kore.ai with a contact center solution as an integrated solution, Kore.ai
also provides a standalone solution. You can perform both types of deployment,
and their Agent Desktop, Agent Assist, and Agent Co-pilot features are very
exciting in terms of how they can pull in knowledge. They have their own
knowledge libraries that can facilitate your agents when calls are routed from an AI
agent to a human agent.

The Agent Desktop and Agent Co-pilot become especially useful for my team when
you have a large volume of knowledge to traverse through as a human agent. With
Agent Co-pilot and Agent Assist inside the platform, the information from the
knowledge base becomes easy for you to access. Based on customer intents during
calls or chats, Kore.ai Agent Assist can detect the intents quite efficiently and
bring out the best knowledge articles from the knowledge libraries to present to
you as an agent. The system does most of the work that an agent has to do in
finding knowledge and searching for it in real-time. We have improved the
average handle time significantly with the use of Agent Co-pilot.

Another exciting feature is the industry vertical-based bots that have already been
tried and tested by Kore.ai. I don't believe any other vendor offers this with
specific bots for the healthcare industry, aviation, BFSI, automobile, and
insurance. They have predefined use cases already plugged in, so you don't have to
start from scratch. Predefined templates inside the libraries can be reused and
built upon for your bots.

Kore.ai has positively impacted our organization by helping us roll out the
platform in one of our Middle Eastern markets first, where Arabic language was a
challenge. We addressed those challenges through our own local native Arabic
speaking personnel and then moved to the European market, where there is
significant language diversity. The more exposure Kore.ai received with us, the
same kind of efficiency we achieved when switching from one language to another.
We have built a team of 30 plus agents who are conversation designers, AI
engineers, AI implementation engineers, and Kore.ai experts on the platform.
Organizationally, we have progressed considerably with Kore.ai.
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The positive impacts we have seen include expected reductions in average handle
time, which is typically around 40 to 50 percent for any BFSI industry use case. In
automobile and aviation, the AHT reduction comes at a cost because the calls are
longer. We track parameters such as AHT, customer experience, and CSAT. For
example, how the bot engages with the customer, carefully takes the intents from
the client, and then responds back to them reflects these metrics. We see KPIs
related to average handle time and agent reduction playing a significant role as we
are the biggest BPO provider..”

Read full reviewWaqasAmin

Senior Solutions Consultant at a tech services company with 501‐1,000
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
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Other Solutions Considered

“Since using Kore.ai, I have seen multiple improvements. I have used multiple
platforms, including LivePerson and LUIS, and Kore.ai provides considerable
support for implementation..”

Read full reviewSumitSingh2

Senior Software Engineer at a tech services company with 10,001+
employees

“Since using Kore.ai, I have seen multiple improvements. I have used multiple
platforms, including LivePerson and LUIS, and Kore.ai provides considerable
support for implementation. You can design your own layout very easily, integrate
that, and easily integrate with multiple channels and webhooks. It is easy to
deploy, and it can track any errors that occur, making it a good way to start with
and easy to learn..”

Read full reviewSumitSingh2

Senior Software Engineer at a tech services company with 10,001+
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
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“Previously, we have partnered with Cognigy and have our own in-house
solutions, including Unify apps. While other vendors have their positives and
negatives, we prefer Kore.ai due to our strategic partnership with them, making it
our go-to solution in the market. We worked with Cognigy previously, which is
now acquired by Nice, and we specifically compared Kore.ai with Cognigy..”

Read full reviewWaqasAmin

Senior Solutions Consultant at a tech services company with 501‐1,000
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
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ROI
Real user quotes about their ROI:

“Definitely, we consider the digital transformation journeys for customers, taking
into account that investment costs are typically higher in the first two years for
implementing technology, identifying use cases, and mapping them. Once up and
running, the benefits of AI come into play. The results we see are agent reductions
of 15 to 20 percent in multiple cases, lower telephonic costs due to SIP
provisioning, and improved customer experiences with voice bots, chatbots, and
reduced call times..”

Read full reviewWaqasAmin

Senior Solutions Consultant at a tech services company with 501‐1,000
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
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Use Case

“My main use case for Kore.ai is to design chatbots for customers in the aviation
domain.

I have developed one chatbot where we take reviews from customers, specifically
customer satisfaction reviews from the airlines domain. Customers use our
airlines and we measure the satisfaction rate from our services. We have developed
the chatbot to review customer feedback.

I have used Kore.ai in multiple ways. I have developed a chatbot designed for HR,
allowing HR to provide all information related to company policies and company
information. Employees can ask about leave and company policies. New users can
also get information about the company. We have developed an HR chatbot..”

Read full reviewSumitSingh2

Senior Software Engineer at a tech services company with 10,001+
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
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“I used Kore.ai to make dashboards, widget creation, and I tagged some columns. I
wanted to create dashboards to get all the details for policy, specifically to
understand who are the legacy policy users and who are the Guidewire policy users.

“The widget in our system was for the policy product. In that product, users were
not able to see on a page how many users logged in today, whether a legacy person
or Guidewire user logged in, or what changes or modifications they made. I created
dashboard widgets so that legacy users and Guidewire users could track the
changes they made in their policies.

“I used Kore.ai for this purpose. Before that, I migrated from Kore.ai 10 to 11. I
trained the model by adding utterances as training data and achieved almost 97%
accuracy. After that, I started working on widget creation..”

Read full reviewFarheen Mulla

Software Engineer  at a tech vendor with 1,001‐5,000 employees

https://www.peerspot.com/product_reviews/kore-ai-review-11280419-by-farheen-mulla?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11280419-by-farheen-mulla?tid=pdf_prod_33502
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“My main use cases for Kore.ai include a diversity spanning from banking and the
BFSI sector, to the travel market including aviation, and applications on the
automobile side. Kore.ai has created sub-products for different industry verticals,
which provides good use cases in terms of banking.

A specific example of a use case in banking is where a client needs to perform real-
time transactions from one account to another. I can call using Kore.ai, and as a
consumer, I can transact an amount of dollars from one account to send to any
beneficiary that is already added into my account. On the aviation side, we have
done use cases with Riyadh Air, which is a new airline in the Middle East focused
entirely on guest experience. Customers can call Riyadh Air help assistance to book
a ticket, schedule a trip, or select seats at certain airports.

I want to add the use of AI technology and the ASR and TTS services that we use as
part of my main use cases. The performance of the bot becomes more dependent
on what kind of external services or external LLM sources are being used. We are
currently using Microsoft ASR and TTS services in most of the bots that we have
deployed with Kore.ai, and Kore.ai has their inherent native Microsoft speech
services enabled as well. Therefore, Kore.ai is more efficient when it comes to
Microsoft ASR and TTS speech services. They have their own LLM, but based on our
experience, we have used Cloud Anthropic most often and have also used OpenAI,
which works very well with Kore.ai..”

Read full reviewWaqasAmin

Senior Solutions Consultant at a tech services company with 501‐1,000
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
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Setup
The setup process involves configuring and preparing the product or service for use, which may
include tasks such as installation, account creation, initial configuration, and troubleshooting any
issues that may arise. Below you can find real user quotes about the setup process.

“New users can easily get started with Kore.ai by using it from the marketplace, as
there are multiple marketplace applications that we have already designed and
implemented..”

Read full reviewSumitSingh2

Senior Software Engineer at a tech services company with 10,001+
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
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Other Advice

“Really refine your use case, gather your requirements, and talk with the team to
confirm if that is something possible before proceeding. I rated this solution an 8
out of 10..”

Read full reviewJudin Augustin

Associate Data Scientist at Guide House

“For the process of adding tags and fetching data for dashboards on the admin
side, admins will get an audit that shows who logged in—legacy or Guidewire
users—and what modifications they made. This will help them by seeing that
dashboard rather than viewing each policy individually.

“I give a nine for the customer support. I will recommend Kore.ai to others. If
anyone is looking for tools similar to Kore.ai, I will definitely recommend it. I will
recommend it to someone if they are having issues or problems with other tools. I
definitely want to explore more of this product. I gave this review a rating of
seven..”

Read full reviewFarheen Mulla

Software Engineer  at a tech vendor with 1,001‐5,000 employees

“I would advise that Kore.ai is very useful for developing and designing chatbots
for any related field, as things automate very easily using the channel integration
and API calling.

https://www.peerspot.com/product_reviews/kore-ai-review-11261350-by-judin-augustin?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11261350-by-judin-augustin?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11280419-by-farheen-mulla?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11280419-by-farheen-mulla?tid=pdf_prod_33502
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I find the documentation and resources provided by Kore.ai to be very useful. I
have used them extensively, and they are very helpful, with proper examples and
good clarification.

I receive updates or new features from Kore.ai in my email since we have
connected with Kore.ai directly. Each time, I receive an email, and I go to my
platform to update it there.

The community support or user forums for Kore.ai are very useful. Sometimes,
when I face an issue, I go to the forum to ask a question, and they answer very
easily and respond in a short timeframe.

I rate this review a 7.5 out of 10..”

Read full reviewSumitSingh2

Senior Software Engineer at a tech services company with 10,001+
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11251685-by-sumitsingh2?tid=pdf_prod_33502
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“Teleperformance is an exceptional reseller from Kore's side, and we have a great
partnership with them. We are direct vendors and resellers of Kore.ai as a direct
vendor. For our public cloud deployments, we use AWS most often. We deploy
Kore.ai using multiple configurations, mostly public cloud in AWS Frankfurt,
Microsoft Azure in UAE, and we also have one on-premises deployment for one of
the leading banks in the Middle East, so it is a blend of all. From the perspective of
post-implementation support, Kore.ai can improve significantly because I have
seen it lagging in their industry vertical. Other vendors are quite effective at
providing post-sales support, and that is an area where Kore.ai can gain market
traction through improvements. Another exciting feature is the industry vertical-
based bots that have already been tried and tested by Kore.ai. I don't believe any
other vendor offers this with specific bots for the healthcare industry, aviation,
BFSI, automobile, and insurance. They have predefined use cases already plugged
in, so you don't have to start from scratch. Predefined templates inside the
libraries can be reused and built upon for your bots. I rate this review overall as a
seven..”

Read full reviewWaqasAmin

Senior Solutions Consultant at a tech services company with 501‐1,000
employees

https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
https://www.peerspot.com/product_reviews/kore-ai-review-11232332-by-waqasamin?tid=pdf_prod_33502
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Top Industries
by visitors reading reviews

Construction Company 13%

Financial Services Firm 10%

Computer Software Company 8%

Outsourcing Company 8%

Company Size
by reviewers by visitors reading reviews

Large Enterprise Midsize Enterprise Small Business
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About this buyer’s guide
Thanks for downloading this PeerSpot report.

The summaries, overviews and recaps in this report are all based on real user feedback and

reviews collected by PeerSpot’s team. Every reviewer on PeerSpot has been authenticated

with our triple authentication process. This is done to ensure that every review provided is an

unbiased review from a real user.

Get a custom version of this report...
Personalized for you!
Please note that this is a generic report based on reviews and opinions from the collective

PeerSpot community. We offer a customized report of solutions recommended for you based

on:

• Your industry

• Company size

• Which solutions you’re already considering

The customized report will include recommendations for you based on what other people like

you are using and researching.

Answer a few questions in our short wizard to get your customized report.

Get your personalized report here

https://www.peerspot.com/categories/ai-agent-builders/shortlist?tid=pdf_prod_33502
https://www.peerspot.com/categories/ai-agent-builders/shortlist?tid=pdf_prod_33502
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About PeerSpot
PeerSpot is the leading review site for software running on AWS and other platforms. We

created PeerSpot to provide a trusted platform to share information about software,

applications, and services. Since 2012, over 22 million people have used PeerSpot to choose

the right software for their business.

PeerSpot helps tech professionals by providing:

• A list of products recommended by real users

• In‐depth reviews, including pros and cons

• Specific information to help you choose the best vendor for your needs

Use PeerSpot to:

• Read and post reviews of products

• Access over 30,000 buyer’s guides and comparison reports

• Request or share information about functionality, quality, and pricing

Join PeerSpot to connect with peers to help you:

• Get immediate answers to questions

• Validate vendor claims

• Exchange tips for getting the best deals with vendor

Visit PeerSpot: www.peerspot.com

PeerSpot
244 5th Avenue, Suite R‐230 • New York, NY 10001

reports@peerspot.com

+1 646.328.1944
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