g INTELLIRESPONSE



67%
COMPANY
WEBSITE




Where is the FIRST place you go when looking for answers
toa customer service question?
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EFFICIENT
TRANSACTIONAL

w PERSONALIZED
LOOK FORWARD ‘

“BUY AND SAY GOODBYE"



= 74%of
w customers agreed



60% of customers
aged 18-34 agreed



15%

ESCALATE TO MORE
EXPENSIVE CHANNELS

25%o

ABANDON OR DEFECT
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Deflect calls Lower the level Make live Increase Reduce
and emails from of customer agents more CSAT website
the contact center  effort required effective abandonment







29% Selling 34% Marketing 10% Designing Products

TN ANEENI
TN/ AEEENI
'FAREREEN]

TAREEE--

24% Helping
Customers
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SELF-SERVICE




Site Search Customer Portal “Contact Us” Form

Forces customers to sort Requires customers to log in Will not provide immediate
o, 0, O, P
61% through numerous pages 47% first, and then hunt for 44% answers to their problems.
looking for answers. answers.
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Customer Portal | Login

o I

P View 5.943 Resuls

Forum Results
User5039

Contact Us
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Customer Service: 555-555-555
CUSTOMErsUPPOrt@yourcompany.com
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We know our customers are
beginning their search

o Q foranswers online,
OPTUSD  rum o sowe wanted to ensure that they
¢ Comn  wm W e s e T have the hest customer experience. =
@ -Optus

‘ How can we help you? Q

BILLING SUPPORT

Choose the type of biirg that's relevant 10 your products

MOST COMMON TOPICS
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OVER 3.6 MILLION QUESTIONS 94 %?L‘:.‘:ﬁ‘:ﬁ“:;;‘x:?‘f:::‘:a

in less than a year since Ask Optus launched. 93% accuracy rate.

Before Ask Optus After Ask Optus
ONLINE PHONE

16% & EMAIL

g %
PHONE & UNLINE ’ Cu:fgoenr:?rssug)ggr?ted

EMAIL B5% CHAT

84 % attempted to esc!]:éd to
of customers requested self-serve web chat

agent support
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Ce 73 | 24/TAccessto
ASk Ana Instant Answers

English

Espaiol ] Portugués

Do you have a question? or see the top 10 questions asked

do you fly to san francisco? ! R!

For example: What cities do you fly to?

Our best answer: sure: [V (I Buke | 0 Related Questions:

Destinations Where can | view vour flight timetables? e Y X . e
Where | can see the new destinations of | EXTE T ot —

In our Destination Guide section, you can find a complete list of the cities Copa Copa Airlines?

Airlines flies to and discover what each unique destination has to offer. It should be

noted that for this year 2013, Copa Airlines has announced two (2) new B

destinations starting , consolidating Copa Airlines’ position in the region, offering Dol need to go through customs iflam
more destinations and more connecting options for the convenience of their connecting on an international flight in
passengers. These new destinations to discover are: Panama with Copa Airlines?

Which migratory forms do | need to travel?

® Boston, Massachussets (July)
= Tampa, Florida (December)

Copa Airlines also offer you an interactive map with all the cities, destinations and
possible connections. Among all these destinations we serve around Latin America
and the Caribbean, ocassionally due to the disposal of airports’ administrations, itis
necessary for us to change our airports’ terminal locations. We invite you to contact
our Reservations Center for additional information on this matter.

If you are planning your next trip, Copa Airlines allows you to reserve and book a
one-way, roundtrip or multi-city ticket online. To reserve any of these options
mentioned above, please choose the option that best fits your needs in the “Book
your flighttab™ on copa.com. Please take into consideration that you can only make
reservations for up to 8 people.

How accurately does this answer your question?

Not at all Perfectly

If this still didn't answer your question, please contact us
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Within 6 months of
implementing Ask Ana’
Copa saw online queries

jump to 42%, then 50%,
of ALL customer service
channel interactions.

At the same time, their call

and chat volumes have
steadily declined.
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AJOR REDUCTION IN
AL & CHAT VOLUME
65%

’ 509%

JAN 2012 JUN 2013

== (Copa experienced a steady decline in call &
. chat volumes since implementing Ask Ana.
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info@intel_liresponse.com Th a n k YO u '

www.intelliresponse.com
Toll Free: 1866-454-0084 RESPONSE

twitter.com/IntelliResponse
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