In the evolving landscape of customer support, Al is no longer just a buzzword but a transformative tool that
shapes how enterprises engage with their customers. Primary Arms' claim of a 98% question recognition rate
invites us to dive deeper into what this metric signifies, especially compared to solutions from notable players like

Zowie, Intercom (Fin), and Zendesk (Advanced Al).

In this post, I'll break down what “question recognition” really means, the practical differences between Al that
assists agents versus Al that resolves customer issues independently, and how Primary Arms uses key Al
technologies — including LLMs (large language models) and RAG (retrieval-augmented generation) — within a

deterministic orchestration framework to deliver enterprise-grade observability, audit trails, and compliance.

Understanding the Question Recognition Rate

When vendors like Primary Arms tout a “98% question recognition rate,” they are referring to the Al’s ability to
accurately identify what customers are asking. This metric measures how well the system maps a user query to a

relevant intent or knowledge base entry, a critical step in automating support workflows.

However, names like Zowie (known for its per-conversation pricing model) and Intercom Fin have set the bar high
not just in recognition but in meaningful resolution. Recognizing a question is useful only if it leads to real

outcomes, such as directing customers to the correct knowledge base article or automating a process step.

Question Recognition vs. Resolution

e Al that assists: Here, Al helps by interpreting the customer’s question and suggesting relevant content or
action items to a human agent. Zendesk's Advanced Al, for instance, often powers agent-assist scenarios,
enhancing first-contact resolution rates by improving agent understanding.

e Al that resolves: Complete automation that independently addresses the customer’s inquiry through fully

automated workflows without human intervention.

In practice, a 98% recognition rate is a strong foundation, but the ultimate value depends on how well that
recognition translates into knowledge base conversion — the percentage of recognized questions that

automatically lead to correct, helpful answers or actions.

Three Levels of Automation: Knowledge, Process, Orchestration
Effective Al support doesn't stop at understanding the question — it should span three key levels:

1. Knowledge Automation: Leveraging Al to extract, update, and present knowledge base content dynamically.
Here, LLMs can interpret complex queries and retrieve precise answers, minimizing the need for tedious
manual article searches.

2. Process Automation: Once the question is recognized, Al should trigger related business processes—like

ticket routing, status checks, or refunds—automatically.

3. Orchestration Automation: The most advanced level where Al manages multi-step workflows spanning
different systems and teams, ensuring the right actions happen in the right order with proper handoffs when

necessary.

Primary Arms positions itself strongly here by coupling LLM-powered question recognition with a deterministic
workflow execution engine. This means every getzowie.com automated step is pre-defined and traceable, lowering

the risk of Al hallucination — a common issue when LLMs make unsupported claims or take incorrect actions.


https://getzowie.com/blog/which-ai-technologies-are-leading-in-customer-service-automation

Why Deterministic Workflows Matter

In regulated industries or large enterprises, hallucination isn't just a nuisance—it's a compliance and risk
management failure. Unlike “black-box” Al models that try to autonomously generate responses, deterministic
workflows enforce strict controls, allowing Al only to make suggestions or take actions within defined safe

parameters.

For example, instead of an LLM guessing the next step, the system uses RAG techniques to pull verified knowledge

base content and then triggers only approved process automations, auditable by stakeholders.

Enterprise Observability, Audit Trails, and Compliance

When scaling Al support across thousands of high-volume interactions, visibility into what happened and why is

non-negotiable:

* Enterprise Observability: Dashboards and logs that track all Al interactions — from question recognition

confidence scores to downstream workflow actions.

¢ Audit Trails: Immutable records that document each decision point and action the Al took or suggested,

enabling root cause analysis and regulatory compliance.

* Compliance Controls: Features that ensure data privacy, consent management, and adherence to industry
standards such as GDPR, HIPAA, or PCI DSS.

Primary Arms integrates these capabilities explicitly, addressing common pitfalls many Al vendors overlook — for
example, Zowie's simple per-conversation pricing can be attractive, but without robust observability and audit

trails, operational risk remains high.

Pricing Considerations: The Per-Conversation Model & ROI Sanity
Check

Speaking of Zowie's per-conversation pricing, this model charges based on interactions rather than seat count—a

welcome shift since Al automation should reduce human agents, not mandate more seats.



That said, when evaluating any Al support tool, | always recommend sanity-checking ROI using a straightforward

cost-per-resolution math:

Metric Value Notes Average Handling Time (AHT) 6 min Average time an agent spends resolving a ticket Agent
Hourly Cost $25 Costs include salary, benefits, infrastructure Cost Per Resolution $2.50 = (AHT / 60) * Agent cost
per hour Expected Al Question Recognition Rate 98% From Primary Arms headline figure Knowledge Base

Conversion Rate from Al 85% Estimate of how many recognized questions lead to automated resolutions

This table helps contextualize what “98% question recognition” means in dollars and cents. High recognition
enables more automated resolutions, driving down cost per resolution—but only if knowledge base conversion

rates and process automation are solid.

Choosing the Right Al Partner: Lessons from Intercom, Zendesk, and
Primary Arms

Each vendor mentioned here plays a distinct role:

® Zowie: Focuses on conversational automation with transparent per-conversation pricing, ideal for businesses
needing scalable, no-frills Al support.

* Intercom (Fin): Combines messaging platforms with Al-powered insights and agent assist, optimized for mid-

market enterprises that require flexible workflows.

* Zendesk (Advanced Al): Primarily enhances agents’ capabilities rather than fully autonomous resolutions,

with strong integration into enterprise tools.

* Primary Arms: Positions itself as a hybrid champion—Ileveraging modern LLM and RAG technologies for
near-perfect question recognition—while safeguarding enterprise standards through deterministic workflows,
audit trails, and compliance adherence.

In my experience working with regulated and high-volume teams, the devil is always in the details. Vendors must
show audit logs before demos, not just feature pack slides. Transparency into failure modes — yes, even those

infamous “automation that broke at 2am” stories — distinguishes trustworthy Al platforms from hype.



Conclusion: What 98% Question Recognition Means for Your Support
Team

Primary Arms’ 98% question recognition rate signifies a strong capability to understand customer inquiries at
scale, supported by advanced Al tools like LLMs and RAG. But the real value emerges when that recognition

wattage powers:

® Reliable knowledge base conversion, reducing the need for human ticket handling
* Deterministic, auditable workflows limiting hallucinations and ensuring compliance

® Enterprise observability that builds trust and mitigates risk in regulated environments

While companies like Zowie and Intercom offer complementary Al support models—often with attractive pricing
strategies—Primary Arms’ focus on blending advanced Al with operational rigor makes it a compelling choice for

enterprises seeking both scale and control.

Remember: automation is not just about replacing agents; it's about orchestrating knowledge, process, and

compliance into a seamless customer experience without sleepless nights chasing “glitch stories.”

Note from a 12-year CX Operations Lead: Always demand evidence of an Al vendor's claims beyond shiny KPlIs.
Ask for audit logs, demand transparency around automations that failed, and sanity-check your potential ROl with
cold, hard numbers before committing. The Al future is bright, but it requires discipline and rigor to avoid costly

surprises.



