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Software Agents Maturity Model

Maturity/
Qualifier

Input

Language

Databases Connection

Principle-based

Ability to Learn

Client Relationship

Customer Satisfaction

Live Agent Handover

Analytics

Business Impact

Basic

Text only is supported

The software agent is not connected to
external databases. All knowledge is
coded in the software agent itself or

totally reliant on Google search facilities

The software agent is not connected to
external databases. All knowledge is
coded in the software agent itself or

totally reliant on Google search facilities

None

None

No further contact is made with the client
after the call is closed

Customer satisfaction is not requested

No handover is made

No analytical capability

Software agents are unused

Menu - driven

Text and voice are supported

The software agent is not connected to
external databases. All knowledge is
coded in the software agent itself

The software agent is not connected to
external databases. All knowledge is
coded in the software agent itself

Only operates from a predefined menu

None

No further contact is made with the client
after the call is closed

Customer satisfaction is not requested

No handover is made

No analytical capability

Software agents are rarely used.
Preference is to deal with live agents




