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Abstract (en)
[origin: WO2021119592A1] A method of anticipating user action by a contact center system based on machine learning includes receiving, by
a processor of the contact center system, a first signal from an end user device in communication with the contact center system, the first signal
being indicative of an event associated with a user journey, the user journey including a plurality of events, identifying, by the processor, a subset
of the plurality of events of the user journey as a plurality of input events, predicting, by the processor, a next event associated with the user journey
based on the plurality of input events; and generating, by the processor, a second signal for transmission to the end user device, the second signal
including data corresponding to the next event.
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