CPA
Practice Advisor

Hello. It looks like you’re using an ad blocker that may prevent our website from

working properly. To receive the best experience possible, please make sure any blockers

are switched off and refresh the page.

If you have any questions or need help you can email us

works by integrating generative answers.

Isaac M. O'Bannon « Oct. 11,2023

Xl



https://www.cpapracticeadvisor.com/contributor/isaac-m-obannon
mailto:info@cpapracticeadvisor.com
https://www.cpapracticeadvisor.com/

Xero, a maker of small business management and accounting tools, has implemented
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The use of GenAl-driven search in Xero Central leverages Coveo’s platform and works
by integrating generative answers so when customers enter a search term or
question, they will receive an answer as well as a list of other relevant content
articles. The answers are generated from Xero’s extensive support content articles,
written by the Xero team. Customers get the information they need faster, as they
don’t have to keep scrolling through content to find the relevant articles they need.
Customers can also filter their searches —based on whether they are a small business,

or an accountant or bookkeeper —to get the most relevant answers.

Nigel Piper, Executive General Manager — Customer Experience at Xero said: “Xero
strives to be at the forefront of innovative customer experience, and thisis a
significant step towards our goal to build a support model which brings together the
best of digital experiences powered by human capability. It’s really about making it
as simple and intuitive as possible for customers — whether they’re small businesses
or accountants and bookkeepers — to find the information they need to solve their

problem so they can get back to running their business or supporting their clients.

“The feedback we’re getting already on the generated answers has been hugely
positive. We understand customers like to have a choice too, so customers can
continue to raise a support case for one-on-one assistance, or request a phone call
from one of our hundreds of customer support specialists based around the world, if

thatis their preference.”

Louis Tetu, CEO and Chairman at Coveo, said: “Xero understood early the Al-
experience advantage when it comes to creating a best-in-class customer experience.
Xero is a forward-thinking organization, together we are exploring the possibilities

that semantic search and GenAlI can bring — or will bring — to digital experiences.”
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Recently, Xero also rolled out more powerful, AlI-powered bank reconciliation to all
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document capture and data entry), Xero Expenses, Xero Go, and cash flow forecasting

in Xero Analytics Plus.

Xero customers can try the GenAlI-driven search today in Xero Central search.
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