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Evaluate new and emerging
digital channels to support our
customer service operations
Al, Chatbots, Virtual assistants,
Async messaging.

Drive increased engagement on
digital channels

Personalised Video, Wrap,
Contact Engine

Provide new capabilities to
contact centre staff for better
customer service

Remote Video support

Provide better knowledge tools
for easier support
Al Sat-nav tools for agents
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C)‘ Chat-bots & Al for CX

Types of contact

Advise me or solve

Do something for
my problem

Transactional Advisory

Tell me
something

Informational



Chat-bots & Al for CX
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Self Service : Live Agent Assisted Service / Chat-bot (?)

|

Frequency

Inflbrmational

Transactional

Advisory

Complexity
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Advisory Active Guidance

(next logical request)
NATURAL LANGUAGE T ti I
: PROCESSING » Transactiona

Constraints

* Simplicity v complexity
e Emotional context
 Language - Sarcasm

Guided Chat-bot

Personalised Responses

Informational Conversational Chat-bot

Intent-Based Search
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Chat-bots & Al for CX Astute Solutions.

Astute Bot » @ BT Contact

Decision Source

Using NLP and semantic analysis:
Check spelling

Monitor conversation, determine

] Deliver content from multiple
response source based on intent

sources
Capture information during
dialogue — CRM, KM, Web

Determine intent

Ask for more information or
capture additional information
from source

Based on user utterances, decide
next best action using Al
algorithms and techniques




Chat-bots & Al for CX Astute Solutions.

Objectives

Analyse customer intent
across all channels

Deflect routine transaction to

self service
: Define next best action
Seamless escalation to the Enhance
best agent for more Customer
Advocacy

complex requests

Intent,
Decision &
Source
Engines

Reduce time to resolution

Decrease
cost

Agent assist from consistent Automate simple
transactions

source
Augment agent capability

Machine learning from
agent selection and
customer feedback



14 Chat-bots & Al for CX € contactengine

Automated, intelligent conversations (across BTQ®

multiple channels) between you and your
customers.

nstallation BTAC329V 018 17:12:48

01159879300

Contact Details

* Order provisioning and engineering T

07742381418 hayleysanghera@hotmail com Business PSTN Service Value SupplierChanged 12/02/2018 08:00:00 12/02/2018 23:59:59

appointments (SMS, ema”, On“ne) T T

0511wy % Hi, it's BT. We'll be installing your landline and broadband on Mon 12 Feb at 4 NG4 = between §am-1pm. All OK? Reply YES or NO.

0928 @ G MO Appointment Issue
05/02/2018 10:28:36
e e e e 09:28 ’ % Ok, to help resolve immediately, could you confirm what the issue seems to be? Pis text A if the address is wrong, B if it's the date or C if if's the products.
.....
20000 o, 02 @ @) C Products lssue
F 3 e e e e ' ' 'I ' ' <3 O /o 0978wy % Right! Thanks for that, could you text us back a number to call you on and we'll call you back within 4 hours to resolve the issue. Bye for now.
o
09:48 Please call me at 12 noon on 07742331418
CRM Dialler Call Centre Customers Contact Rate - 9
09:48 ‘ % Right! Thanks for that, we'll call you back to resolve the issue. Bye for now.
-« 9

AFTER ContactEngine:

P I
e O= it @ >90%

Contact Rate

ContactEngine Customers Call Centre

KPIs | First year results for broadband provision

* Increase right first time .

Contact Response rate increased from 10% to 70%
* Reduce inbound calls .

Order cancellations (customer driven) reduced by 35%

* Better customer experience e 13 FTE currently handle 3500 orders a week
* Reduce order cancellations and no-shows * Net Promoter Score increased by 34%

* Complaint avoidance



Personalised Micro-apps ~ Wé wrar

Provides a micro-app experience for the mobile
Web
* Generate a personalised micro-site for the customer
they can reference
* Connects with back-end systems to enable
advanced user interaction and transactions
* Housing use case — New customer on-boarding
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@& https://wrap.co/wraps/502b1e98e-1-5-d &

NLLINE _OUN ATA BC NO DN ~URI TIPS FORGETTING
My EE lets you manage your account When you sign up to one of our PREMIUM

BEIFEER WI-ET
online, to get started simply go to broadband or 4GEE Home broadband

VAvwiee colllaveeisad follow the packages and you've got an EE pay The new Norton Security Premium Having problems with the reach of your Saving you even more with EE Broadband
SRiRE Rt TR e Wt it Bty THORtN bHoRe Rl arIZ manEh SN protects you on the many ways you WiFi or maintaining good WiFi speeds?
Broadband and Mobile Phone plans with SIaREwell b your monthly data connect to the internet - from your PCs, We can help. Watch our helpful video on If you have cancellation fees or early

s you Can now lIREYOUF BECOUNES 10 MY, allowance by 5GB - worth £12,86 avery Macs®, smartphones and tablets. Just how to improve or fix your wireless termination charges from your previous

EE s0 that you're able to manage them month. Find out more by visiting visit ee.co.uk/nortons rity once your fRtetnat CoOnnNARcian DGl e A D e GG
of leaving your contract early and
witching to EE broadband, visit
Seredit.ee.co.uk and upload your digital
bill so we can credit your EE broadband

in the same place ee.co.uk/help and searching '5GB Data new broadband service order or regrade i
Boost’ complete

Worth £7! with EE
account with E50

ROUTER

EE Home Broadband
Help & How To

If you need further advice please take a
look at www.ee.co.uk/wireless-help.
There's some simple steps that can
improve your broadband speed



https://wrap.co/wraps/9cf41e47-e6bd-4b02-9414-0bb6b21fa077
https://wrap.co/wraps/1704b546-c74d-4ec2-be30-5f6b98619edc

Remote video assistance <>

N SightCall
Share video Pause & guide Screen share
through phone remotely document

|

Agents sees video streamed from the phone Agents and customers both can highlight Agents and customers can simultaneously
back camera inlive information by annotating paused video or images Browse documents or files.

Agent sees what the Engineer or customer sees and guides them

* Video starts via an SMS/e-mail sent by the agent to the customer
« Agents benefit from a complete set of tools such as remote flashlight, remote zoom and Augmented Reality




Remote video assistance

* Reduced engineer
appointments by
60%

* NPS up 30 points




Personalised video  Didomoo

- BT Dean, welcome to BT.




%\ PROCESSES & IT BT@‘
.@0"’ THEATRE

O,

© Limebridge

. CUSTOMER

-
4 - -~ - ~
—
—
—
/

/

WHILE THE NEW SELF-HELP STRATEGY SAVED [-L
MONEY, IT LACKED THE PERSONAL TOUCH. |,
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