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Changing Customer Needs And Expectations 
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From The Lens Of A Connected Customer

1 - Referenced from “State of Connected Customer” – Global Research by Salesforce

Information-Savvy Customers 
Now Control the Marketplace1 60%

agree technology has made it 
easier than ever to take their 
business elsewhere. 1 

The Culture of Immediacy 
Drives Mobile-First Expectations2 64%

expect companies
to respond and interact 
with them in real time. 1 

Customers Still Value Human 
Connection in a Tech-Driven World3 2/3 are likely to switch brands if 

they’re treated like a number
instead of an individual. 1 

Fast and Personal Service Is 
Directly Linked to Customer Loyalty4 71%

say that customer service 
provided on any day at any 
time has an influence on 
loyalty.1 



Today’s Experiences Must Comply With Changing 
Customer Expectations
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ZERO TOLERANCE 
FOR DIGITAL 

FAILURE

FASTER THAN 
REAL TIME
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INTERFACE

ON DEMAND 
SERVICES

PERSONALIZED 
OFFERINGS



FedEx Empowers Customers With The 
Channel Of Their Choice
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Virtual Assistant: 
Personalized dialog in a chat 

format to assist customers from 
within fedex.com

FedEx.com: Offers 
self-help and guided 
content and wizards



Business Opportunity
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Business Drivers:
§ Offering solutions at their first channel of choice

§ Enhance customer experience

§ Reducing escalations through website to live agents

§ Reducing cost to serve

Designing customer experiences by utilizing intelligent customer-
centric solutions that result in simple, intuitive experiences that delight 

customers and serve the new Omni-channel landscape.



FedEx Virtual Assistant
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FedEx Virtual Assistant 
Overview

§ Virtual Assistant (VA) is an 
artificial intelligence to offer 
interactive help on FedEx 
website

§ The VA looks and feels 
similar to a chat session for 
the customer but it is an 
automated FAQ tool

§ It has contextual awareness 
and the ability to see where 
the customer has been on 
the web site to offer a 
targeted experience.

§ VA will integrate with live 
web-chat for customers to 
remain in their chosen 
channel of escalation along 
with the history of interaction

§ Customers can ask questions 
about FedEx products or services 
such as how to schedule pick-
up’s, where’s my shipment 
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Leveraging the ever improving artificial intelligence and Natural 
Language Understanding (NLU), “Ask FedEx, Your virtual assistant” is 

putting customers in more control of their self-service experience.



FedEx Virtual Assistant 
Benefits
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Speed 
Customers get right to the solution through an interactive process. 
They have access to online support 24/7

Accuracy
Understands complex questions and suggests work-around solutions 
and doesn't leave the customer to choose between options

Experience 
Helps customer reach a solution at their first point of contact through 
interactive online support without having to go through multiple pages 
and hunting for information

Priorities
Increases self-serve usage to contain escalations to live agents
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FedEx Virtual Assistant 
Planning & Implementation

FedEx Team:
§ Brand Marketing 
§ Digital Access Marketing 
§ Customer Service Support 
§ Project Engineering 
§ Customer Insights

Nuance Team (Vendor):
§ Content Design  
§ UI Design
§ Technical Consultant
§ QA Lead
§ Project Manager
§ Professional Services



FedEx Virtual Assistant 
Architectural Design
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FedEx Virtual Assistant 
Optimization Efforts
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Continuous Improvement Process:
§ Monthly review of inquiries for quality assurance

§ Enhancing content to add new and updated messaging

§ Review and recommend answers for unanswered questions

§ All updates are reviewed by VA team (Customer service trainer, Brand, Legal & 
Nuance) before being updated. 

This quality assurance process will continue as we seek ways to 
achieve the best possible customer experience.



FedEx Virtual Assistant 
Performance
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# of Conversations:
~6.7M conversations have 
taken place globally

1

Highest Engagement:
~ 48% of overall VA 
engagement comes from 
embedded ‘Customer 
Support’ page placement

3

Deflection Rate:
~ 52% of all interactions 
are handled without human 
interaction
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FCR:
~ 81% of requests are 
supported through the VA
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Channel Escalation:
~ 26% of all engagements 
are escalated to another 
channel for additional support
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Breadth of Engagement:
~ 994 web pages, 15 
languages, 79+ Countries and 
growing

2

* US VA Performance Metrics



THANK YOU!
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