
More than a service provider

Windstream Virtual Agent Overview




Windstream 

Fortune 500 
Company 

$6 Billion in 
Annual Revenue 

3.5M Consumer 
Connections 

Windstream is a leading provider 
of advanced network 
communications, including cloud 
computing and managed services, 
to businesses nationwide.  
 
The company also offers 
broadband, phone and digital TV 
services to consumers, primarily in 
rural areas 



The Consumer Business 
•  Delivering High Speed Internet, Home Phone, and 

Satellite Television service to consumer homes, 
especially in rural areas 

•  Declining Revenue, but High Margin business 

•  Highly focused on maintaining topline revenue and 
continuously improving contribution margin 



The Context 

Degraded Consumer Brand Perception



Primarily viewed as a heritage telephone company 
- outdated and behind the times.



High Speed Internet product viewed as inferior 

to cable (in speed and reliability).


Aggressive growth in the digital channel



Non-automated digital support channels 
experienced an 81% increase in volume ‘10 to ‘12



Mobile site traffic was growing and the support 
experience on mobile devices was sub-optimal


At the beginning of 2012, consumer faced 2 challenges that our digital 
team was asked to help support: 



Maintaining Strategic Integrity 

Company Strategy 
(Consumer-Specific) 

Margin Protection 
•  Lean staffing & processes 
•  Low investment tolerance 
•  Revenue protection 

Brand Strategy 
(Consumer) 

CX Strategy 
(Consumer) 

Commitment 
•  Consistent treatment 
•  Balanced value proposition 
•  Empathy for the Customer 

Low Cost Consistency 
•  Streamlined, lean processes 
•  Focus on efficiency 
•  Kindness to the Customer 

We are committed to designing Consistent, Low Cost 
interactions that are Friendly and Easy for the Customer.  



Meet Wendy 
Site Introduction Mobile Deployment 



Support Content Architecture 

Wendy Support
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Common Questions 

• How do I report a service issue? 

• My Internet isn’t working 

• I’m experiencing slow speed 

• How do I set up my email 
account? 

• How do I set up my WiFi 
connection? 



Site Optimization 
Revised Support Header Launch Support Header 



Wendy’s Performance  

2012 2013 

Chat Sessions Email Contacts Wendy Conversations 

Digital Support Interactions First Chat Resolution 

45% Reduction 
in Live Chat 
Interactions
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Customer Reaction 



Virtual Agent Key Learnings 
Wendy can handle significant content complexity 

Wendy will effectively reduce live support hours 

Testing and Optimization is fun 

Customers Love Wendy 




