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“That was a ‘wow’
moment for me”
Jenn Ackerman for The New York Times

Sarah Seiwert, customer representative
It took two weeks for Ms. Seiwert to notice that her company’s A.I. computer system was starting to pick up on her
work patterns.
Ms. Seiwert, 37, a customer representative at the online
test-prep company Magoosh, answers student emails.
When a question comes in, she searches a database of
preapproved responses and finds the appropriate answer.
There are thousands of different responses. Finding the
right answer isn’t as easy as it sounds.
When Magoosh implemented an A.I. system in February to
help its customer service team work more efficiently, Ms.
Seiwert noticed that it was reading the questions and suggesting responses.
If the suggestions were good, she would add a few niceties
and send back a quick reply. But within two weeks, she no-
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ticed that even when she wasn’t responding directly to an
email, but following up to one that she had sent earlier, the
software was suggesting the proper response.
“That was a ‘wow’ moment for me,” said Ms. Seiwert, who
works from a home office in Mankato, Minn. “It’s been studying and learning my patterns.”
As more customer service moves from phone calls to textbased conversations through chat or email, companies
are looking to machine learning to help the human agents
work faster. Magoosh is using software created by DigitalGenius, a London-based start-up.
When an email comes into Magoosh, the system reads the
email, categorizes it and routes it to the appropriate employee. After a few months, some DigitalGenius customers
start to automate responses for some common questions.
Basically, this happens when the A.I. has seen enough examples of how human agents handled the request that it
gains confidence that its answer will be correct.
Magoosh isn’t there yet. But Ms. Seiwert said the software
has reduced Magoosh’s queue of customer requests by
half, and it has made her team’s goal of responding to
every customer within 24 hours more manageable.
Even though the A.I. is learning from the human agents,
Ms. Seiwert said she doesn’t foresee a future where she’s
out of a job. Too many questions still require a level of human intuition to know the appropriate answer. There are
also times when rules need to be broken, like when customers ask for an extension on their account because of
some circumstance beyond their control.
“I am not convinced that artificial intelligence is going to
replace us,” she said. “You can’t program intuition, a gut
instinct. So the A.I. might get very intelligent, but I hope
as a human I continue to get intelligent and not stand at a
standstill.”
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