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TICKETMASTER INTERNATIONAL



§ Risk/Reward Business Model

§ Fast moving & unpredictable

§ Multi-language, multi-currency

§ Growth mostly by acquisition

§ Increasingly competitive

§ Inexorable shift to digital…

OUR BUSINESS 



§ Automation & Customer Self-Service

§ Reducing Customer Effort

ITS ALL ABOUT SUPPORTING CUSTOMERS DIGITALLY…

§ Moving support online with the customer

§ Seamless, single process

OUR ONLINE EVOLUTION

Keyword search knowledge 
base

FAQ’s

Natural Language Processing

11 Languages

Conversational 
knowledge base

Avatar



EXISTING CUSTOMER SERVICE SOLUTION



INTELLIGENT ASSISTANTS – TURKEY TRIAL

Online Sales Support 

Automated Deployment

Live Agent Supported



INTELLIGENT ASSISTANT

Online Sales Support

Offer of assistance after a 
specified amount of time is 
spent on the same page 
(configurable).

12
If user accepts, Avatar is 
deployed to answer any 
questions the user may have.
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INTELLIGENT ASSISTANT

Automated Deployment

If Avatar is unable to answer 
the user’s question, they may 
be offered a contact form…
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INTELLIGENT ASSISTANT

Automated Deployment

The user completes this pop 
up form, which creates a 
support ticket within Inbenta.



If Veronica is unable to 
answer the user’s question, 
they may be offered a contact 
form…
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INTELLIGENT ASSISTANT

Agent Supported Deployment

Alternatively, if available, 
they may be connected to a 
live support agent.



INTELLIGENT ASSISTANT

Avatar Deployed

Query Resolved

Live Agent 
Deployed

Support Offered

*Knowledge base content 
must be dynamic.

Self Serviced

Web Form

Inbenta Support 
Ticket Created

Query
Resolved

Contact 
Disposition

CSAT
Survey

Query Resolved



TRIAL DATA

TRIAL PERIOD 12TH AUGUST TO 8TH OCTOBER



ONLINE SALES CONVERSION
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ONLINE SALES CONVERSION

§107k Avatar sessions 

§ 927 Live	agent	chat	sessions



OTHER MEASURES OF SUCCESS

99.4%
SELF SERVE

86%
FIRST SEARCH

RESOLUTION

-7.3%
TOTAL CALLS

+30%
CALL CONVERSION

CONTACT DISPO 
FORMS DRIVING TECH 
IMPROVEMENT & CX

CSAT
FORMS STILL IN 
DEVELOPMENT



OUR NEXT STEPS…

§ Experiment making support more visible 

§ Finalise CSat survey format

§ Launch trials in Sweden & UK this year

§ Migrate all markets by end of June 2016

§ Investigate targeted Upsells…



QUESTIONS ?


