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• Identifying the need for a Virtual Assistant

• Selecting the right Virtual Assistant

• Identifying the use cases

• Implementation

• Creating the right operational model

JOURNEY MILESTONES



THE PROBLEM STATEMENT

Increasing volume of contacts Improve customer service Reduce costs





PLATFORM SELECTION





IDENTIFYING THE USER JOURNEYS

Utilised Genesys Interaction 
Analytics to analyse existing 
human chats…

1. Incorrect promo code
2. Forgotten password
3. Returns and refunds





USECASE VIDEO WITH TRANSFER TO AGENT



EMBEDDING OUR VA INTO THE OPERATION

§The VA needs to be managed

§The VA does not work in isolation

§Continuous Training 
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THE RESULTS

Go live September 2017
5 Journeys live…

§ Promo code error
§ Returns and refunds
§ Sparks – Loyalty Card Balance
§ WISMO
§ Contact us

58%
Containment

Overall Success

89% Containment

Incorrect Promo Code Journey

50k Chats 
Avoided



§ Roll out to remaining 5 web-chat 
journeys

§ Add a ‘Chat to VA’ button on the 
Contact Us page

§ Add the VA to other, non web-chat, 
channels
§ Apple Business Chat
§ WhatsApp
§ FB Messenger
§ SMS

POTENTIAL NEXT STEPS


