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Find the problems

Solve the problems

Helpline Monitoring & 
Analytics

Used today by:

How can Enera help CPOs 
delight drivers?

Driver Support 
Agent

Network Operations 
Agent



≥

99% charger uptime…

…but 30% of charges fail



…itʼs hard to say why

No one reason, instead many small ones. So:

Amplify then Act on the voice of the customer

Solution



Call Monitoring



Amplify through Call Monitoring

- Records, transcribes and 
analyzes every driver call

- Surfaces where systems are 
failing

- Works alongside your call centre

- No integrations required, live in 
one hour

https://docs.google.com/file/d/1xuapYh33XXlgKW8Kf8DmzM-Ut-MRxBEE/preview
https://docs.google.com/file/d/1xuapYh33XXlgKW8Kf8DmzM-Ut-MRxBEE/preview


Eneraʼs Control Room Can Help

Call Transcripts & 
Recordings Track KPIs Analytics

By passing your calls through Enera’s Control Room, we give full 
oversight on how to improve and how your call centre partner is doing

CPO Call Centre



Setup: 

- CPO to share Call Centreʼs Direct Dial In DDI) number with Enera
- CPO to change call forwarding to Enera number

Legal:

- Both parties to sign Data Processing Agreement
- CPO to inform Call Centre calls are being recorded
- Enera to add warning to IVR to inform drivers calls are recorded

Setup Takes 1 Hour & No Integrations

Setup is done live on one call



Call Recordings & Transcripts

All call transcripts, filterable by customer mood, call 
outcome and call reason

Expand any to see summary of call, full 
transcript and audio recording



KPIs

Live overview of your call centerʼs performance



Analytics

Understand:

- Why are people calling?
- What are the common themes 

where we fail? And those 
were we succeeed?

- Which Key Accounts do we 
need to nurture?

- Which chargers are 
problematic?



Driver Support Agent



Act through AI Agents

- Once failure patterns are clear, 
Enera AI Agents handle frontline 
calls automatically

- Pulls context from the user and 
CPMS to understand and resolve 
the situation

- Live agents handle exceptions, 
emotional situations and specific 
requests

https://docs.google.com/file/d/1vEOltIMSOfpEIVggZiirG1bv79G77YKu/preview


How do we get it setup?

Talking Agent

Quality Analyst

Information 
Retrieval Agent

CPO Inputs:

FAQs, training and 
design

Enera Inputs:

Control Room data 

and Enera knowledge 

base

Systems:
CPMS, ticketing 
and telephony



What are we offering?
● A progressive rollout of an autonomous driver 

support system 
● Designed around CPO feedback
● Instead of rip and replace, we go use case by 

use case, based on control room learnings

Live Call 
Centre

Triage

Driver Support 
Agent

CPO



Existing Deployments

- Using a generic Irish call center
- Didnʼt think they were doing a good 

job, but didnʼt know
- Control Room showed they were 

missing 25%+ of calls
- Approach: reset and pray. Billing 

issues missed
- Giving bad impression of chargers
- Started with a two hour slot, now 

taking all calls between 9am-5pm
- 338 calls taken in last 30 days

- RAW shut out from user details by 
ChargePoint, we give them access 
to their customers

- Reservation agent for site hosts. 
Launching now

- Plus now Control Room
- Eventually broader driver support 

agent
- Progressive rollout



Network Ops Agent



Network Ops Agent

- MFGʼs network operations are still highly manual: Brian and Matthew 
spend much of their time watching Ampeco for chargers that are 
faulted, unavailable, or offline, then taking the same repetitive 
actions to recover them.

- The current model does not scale well: Brian said he and Martin are 
effectively covering the network 16/7, which is not sustainable as 
charger count grows.

- The team knows there are richer predictive signals in the data, 
especially in OCPP logs and charger state changes like 
preparing/finishing, but they do not have the time or tooling to 
analyze them consistently.

- Many issues can be resolved with standard playbooks — reboot, 
reset availability, trigger notifications, or request a site power cycle 
— making them good candidates for proactive automation.

- Brianʼs priority for the pilot is proactive maintenance first: identify 
and fix issues before drivers arrive, so the team gets time back and 
support calls reduce.



Next Steps



- []

Next Steps



Appendix



£0.40 per call £2 per action

1.5 per month per 
charger

£2 per call
£895

+

Price per call of:
● Enera AI 0.00
● External Call Center: 0.69

Control Room

Hear Hear & Help

Driver Support Agent

Triage Agent

Network Operations 
Agent

Proactive 
Maintenance

BETA

Control Room

+



Progressive Rollout

Charge Point Operator

Call Centre

Setup today

Charge Point Operator

Call Centre

CPO gains sight over areas of 
improvement and call centre 
performance

Charge Point Operator

Call 
Centre

Charge Point Operator

Call Centre

All calls are taken first by 
Triage Agent. Drivers get 
immediate support, and no 
more missed calls

Call Monitoring

Data Call Monitoring
Triage

Call Monitoring
Triage

Driver 
Support

1 2 3 4

Pre-agreed use cases are 
diverted to AI Driver Support
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Demo Video - Troubleshooting

http://www.youtube.com/watch?v=wDZDlOMS2EY
http://www.youtube.com/watch?v=wDZDlOMS2EY


Demo Video - User Education

http://www.youtube.com/watch?v=SubkrCFcKcM
http://www.youtube.com/watch?v=SubkrCFcKcM


Speak to Amelia, our demo agent

Talking Agent

Quality Analyst

Information 
Retrieval Agent

Call +44 20399 42424● Try speaking to our demo agent 
yourself!

● Youʼll be connected to Amelia, the 
Enera Demo AI Agent. If you donʼt 
know what to say, maybe try these 
issues: 

○ Cable is stuck

○ RFID reader isnʼt working

○ Charger is frozen


