OUR VIRTUAL
ASSISTANT JOURNEY

9th May 2018
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JOURNEY MILESTONES

* |dentifying the need for a Virtual Assistant
* Selecting the right Virtual Assistant

* |dentifying the use cases

* Implementation

* Creating the right operational model
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PLATFORM SELECTION

IBI\/IWatson NUANCE
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Microsoft Bot Framework







IDENTIFYING THE USER JOURNEYS

S SpeechMiner Dashboard

Super View Super View v... Some Reports Sparks Conta... Chester TMC...

— : Utilised Genesys Interaction
. Analytics to analyse existing
e human chats...

WebChat Queues
Category ~ Percent of Interactions * Interactions *
Promo Code Bag I, 27 5% 85
Returns and Refunds ] 220% -~ 52 1 n CO r re Ct p ro m O CO d e
) Returns and Refunds Escalation ] 163% -~ 36
Promo Code Escalation ] 11.0% -~ 26 —
= 2 2. Forgotten password
Sparks Escal . 64% -~ 15
WISMO Escalation | ] 51% =+ 2
Promo Code Checkout | | 3.4% - 8 3 R t d f d
Product Quality C&H | 08% 2 ° e u rn S a n re u n S

Summary* 100.0% 236

Data Set Summary** 100.0%
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When it comes to denim, we
can help you find a style you
will fall in love with

DENIM FOR HER

DENIM FOR HIM

/N Gluten Free Scotch Egg Allergy Alert - click here for full details

This week we love...




EMBEDDING OUR VA INTO THE OPERATION

t

" The VA needs to be managed

" The VA does not work in isolation

= Continuous Training
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TREAT THE BOT LIKE A REAL AGENT

Customer
Web Site / mobile / messaging

Reporting

A
Quality Management

Supervisor Supervisor
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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

M&S
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58%
Containment

Overall Success

l

50k Chats

Avoided

\ 89% Containment '

Incorrect Promo Code Journey




POTENTIAL NEXT STEPS

" 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




