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Transform customer experience
by delivering
intelligent customer engagement
solutions powered by Al.
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Goog Ie chatbots are a

chatbots are they really useful
chat bots are stupid

chatbots are the new apps
chatbots are the future

Press Enter to search. Report inappropriate predictions

hype
hap/

/\ SWEL E
noun SpoC

extravagant or intensive publicity or promotion.

verb
promote or publicize (a product or idea) intensively,

often exaggerating

its benefits (7 Kool-hid consmed |00

?e_t’icor'rv\a nce
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GO g Ie customer experience is| Q

customer experience is the new competitive battlefield
customer experience is the new battleground

customer experience issues

customer experience is important

Press Enter to search. Report inappropriate predictions

Customer Acquisition Customer Care
“‘Help me sell more product” “Help me service customers at a lower cost”

/N

matugity

Deliver brand differentiated customer
experience

Create competitive differentiation
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“Pay Becky Morton £20
tomorrow”

Please confirm

SatIeast onte. You can on|jiiakewoice a

gable on'iPhone and IESUNEIBRE and iPad are trademarks APl ednc. reglster co@
NUANCE R A T L . S ~‘ >
| ST et S

-

r . f-
USeSmagtBank, you need o have a'pesal Santander current accourit or Santander credit cart bﬂj J:
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Put Your Money Where Your Mouth Is

Present value of $1,000 invested in the following U.S. stocks in January 2010"

& Domino’s

$21,238

NETFLY QD ¢ ; 5+
Y o
amazon QU -

—7

LA

& @
Google @D 52619

Sources: Statista, Yahoo! Finance March 2017 StatISta 5



SKY Q VOIGE SEARCH HANDS-ON
REVIEW: TALKING TO YOUR TV HAS
NEVER BEEN MORE FUN AND USEFUL




Growing up fast..

Intelligent Assistants & Authentication Value-Maturity

Customer Acquisition Customer Care
“‘Help me sell more product” “Help me service customers at a lower cost”

/\

matugity

" : " Deliver brand differentiated customer
Create competitive differentiation :
experience
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Swedbank @

Swedbanke 23 Kundservice | Loggain |

Hej! Hur kan vi hjalpa c

Fraga oss!

Dialog pagar

Har far du snabbt svar pa vanliga fragor. Tjansten ar autom:
blir battre ju mer den anvands — valkommen att stalla din fra  Jag: har

Privat - vdra vanligaste banktjanster ag
€ Betala <@ spara &% Lana nktjanster for stora och sma foretag:
> Betalningar > Pension > Billan rt
> Mobilt BankiD > Placeringsférslag
110 tecken kvar
>kKort > Fondtory get > Privatidn > Person
> Swish > Sdkan du spara > Samla dina ldn > Reseforsakring

« >30,000 chats a month

 ~10% call centre traffic for the bank
 +60% increase in call deflection

* +84% first contact resolution
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98% of VA users
are repeat users

+33% NPS
Improvement

41% reduction in
call volumes




ure an.d,op'timize KPls along the funnel

ce agent handle time by training the virtual é?stant |
ipts from live chats - |

F NS e sales conversion of leads by live agents due to i
qualification
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\) Dixons
N Carphone

Angela Read Downes
Web Chat Channel Manager, Online Trading

\) Dixons
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Live chat — What’s it all about?

\

Currys (@ [ ertemre Qs B
Kitche i Small Appli wa Cameras Audio Computing PCAccessories Phones  Smart Tech
e Sy delvery Expert installation Unbeatable prices Spread the cost with
o s Saay G at great prices. Essental price promise polcy info 5 flexible credit optior

Household Appliances

hop all deals now >

Categories
Laundry.

THe Mobite TRAVELLER

[

€ | [ www.pcworld.co.uk/gbuk/indexchtm

b

[ Web Slice Gallery (] Imported From I #§ EMAIL () Nation [Jll Natwest [BJ Lenovo support
les login ~ Login| Logi Password  Pas: sign in
@prcworld [rowe v Bl oo
# Laptops Desktops iPad, Tablets & Mobile ~Software Printing Accessories Network & Storage  Upgrades TV, Audio & Photo

Dishwashers
Refiigeration

Cooking

Builtdn appliances
Cookware & bakeware

Save up to £250

on selected fridge freezers

Buying Guides

CHILL

The Big Chill

Laundry buying guide
Dishwasher buying guide
Refiigers

Find out more >

Free next day delivery Deliver and install

n buying guide Unbeatable pr

QuaNHET

Dixons
Carphone

Reserve online for FREE

Colect n stors minutes later

Unbeatable prices

Essentia price promise info

Spread the cost

with our flexible paymen options.

Next day delivery
svalable

Flexible payment options

SAVE UP TO

SALE 50%

ONLINE AND IN STORE

Buy Now Pay Later
on all purchases £250 and over

Available for all qualifying
reservations and in store
purchases -

SHOP ALL DEALS NOW > Find out more >

mimm NEW 7 DAY DEALS HURRY, ENDS WEDNESDAY!  scromvocss>




Live chat & Dixons Carphone

Strong governance
Platform optimisation
Agent optimisation
VOC

15k Chats PW

NPS Listening to our customers

PASSIVES PROMOTERS

e
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Increasing chat demand = increasing challenges

* HR challenges

* Scheduling challenges

* Product and soft skill training

* More people are expecting
web chat / frustrated when
not available

* 68% missed opportunity over
24 hours

) Dixons
Q Carphone




Where to now?

Make it easy for your customers
And efficient for your business

Customer acquisition
& retention

Drive incremental
sales

Increase NPS & CSAT

Reduce operational
costs (FTE, CPC, FCR)

) Dixons
Q Carphone



“THE SECRET OF
CHANGE ISTO FOCUS
ALL OF YOUR ENERGY,

NOT ON FIGHTING THE
OLD, BUT ON BUILDING
THE NEW.”

— SOCRATES




Extending the value... o .
V o increase in
’ completed orders

JetStar* kajpirjkys  2.5% increase in

purchase value

Ask Jess

Jess: Hi. I'm Jess, Jetstar's virtual
assistant. I'm here to help you with your
Jetstar questions.

JryAkBEM S

JryK: TARER. FHRAEL. 7 :o 200,000 Orders
THA R TADLOSRNT A BRIE

SBICHEICEN TR, BRERVEDTOL WhiISt in beta

The (Bl : FYRAERT ShETH..
BE)

What can | help you with?

w 44% reduction in
140,000 chats a month | live chat volume
«  20% reduction in phone calls e

* 67% reduction in service chats

e 2Xx increase in conversion rates
« 24% increase in cart value
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Stay focused on the results you want.

Customer Acquisition Customer Care
“Help me sell more product” “Help me service customers at a lower cost”

Increase my conversion rates &
profitability
Increase customer lifetime value

Reduce operational costs

Provide convenient customer service

Deliver brand differentiated customer
experience

Create competitive differentiation
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BN @ NUANCE

Web Chat Channel Manager, Online Trading, Dixons Carphone

Director Product Strategy EMEA & CALA, Nuance
+44 7501458876 | sebastian.reeve@nuance.com | @rrreevo




