
Omnichannel, Support Automation
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…that are repetitive, 
expensive and painful.

The Problem

Customers and team members 
need support everywhere…

And only getting worse!

…turning into lots of emails, 
tickets and phone calls…
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…so you can 
do your best work.

The Solution

A support automation platform… …that uses AI to deflect emails, 
tickets and phone calls…
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Self-Service Agent-Assist Campaigns & Workflows

Personalized

Learn & improve

No Call Resolution
(Deflection)

Proactive

Guided

# of processes 
automated

Intelligent Escalation

Reactive and
real-time coaching

First Call Resolution

Areas of Focus

↑ No Call Resolution   |  ↓ # of Escalations   |   ↑ First Call Resolution  |   ↑ CSAT / NPS 

How We Measure Success
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How Support Automation Works

Never answers the 
same question twice

90%
of questions answered 

automatically 

Self Service of questions go to 
Live Chat or Helpdesk 10% Agent Assist

The AI learns and stores the answer for next time. 

Customer or Team Member 
always gets a helpful answer

+ <

Campaigns & Workflows

Outbound

Inbound

Automate proactive customer reach outs

Escalation
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Every Month Capacity…

Sends 10 million

Deflects

Analyzes

Executes

3 billion

386 thousand

140 thousand

SMS Messages

Calls

Workflows & Automations

Tickets & Emails

500 thousandDelivers Social Posts
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Example Customer Logos
FINANCIAL SERVICES HEALTHCARE CONTACT CENTER OTHER LEADING  BRANDS
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                    Impact

8

Size: 
75 Employees

Problem: 
Staff was overwhelmed with 
website questions, taking time 
away from serving customers 
at branches

Solution: 
Capacity Web Concierge

ROI: 
20% reduction in phone 
expense; 10 pt increase in NPS; 
40% growth in members with 
no additional staff

Size: 
150K+ Employees

Problem: 
Need speech recognition to 
power automated support 
across Apple Stores

Solution: 
Capacity Automated Speech 
Recognition (ASR)

ROI: 
Will process ~7.5 million calls 
each month, at ⅓ of the cost of 
former solution (owned by 
Microsoft)

Size: 
1K+ Employees

Problem: 
Appointment no shows created 
massive drag on revenue

Solution: 
Capacity SMS for appointment 
reminders

ROI: 
9% increase in appointment 
show rate resulting in $1.5M 
increase in monthly revenue
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The Capacity Platform
Omnichannel, AI-Powered Customer Support

CCaaS / UCaaS Integrations

VoiceSMSEmail

Chat

Web

Social

WorkflowNLU LLMs K-Base Help Desk Live Chat

200+ Third Party App Integrations
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Company Snapshot

HEADQUARTERS
St. Louis, MO

FOUNDED
January 2, 2017

TEAM MEMBERS
115

PRODUCT 
CATEGORIES

Conversational AI, Digital Engagement, Support Automation

USE CASES Customer + Employee Experience

INTELLECTUAL 
PROPERTY

10 granted US Patents + numerous trademarks

SECURITY + 
COMPLIANCE

SOC 2 Type II, GDPR, HIPAA, FERPA, CCPA

CUSTOMERS 2,000+ customers spanning Enterprise, Mid-Market and SMB



Helping teams do their best work
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