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Chatbot as assistant for
simple service requests
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Z3 Change Driver

The contact centre manager of a network
technology manufacturer has observed
that the average call duration of incoming
service requests has increased
significantly. The already very well-
informed customers only call when they
can no longer find the answers they need
on social media channels such as Youtube.
This normally means that the request is a
complex one.

In addition there is still a high volume of
calls with standard queries that also take a
lot of time to answer.

This creates significant time pressure, and
very often the more complex requests
cannot be solved satisfactorily for the
customer.

He was therefore looking for a way of
reducing the amount of times agents were
personally answering standard questions.




> Damovo Approach

A service assistant in the form of a
chatbot is very suitable for intercepting
simple and recurring requests.

The chatbot can converse with the
customer — establishing the issue, and
walking through some remedial
instructions — just like a contact center
employee would do. The chatbot can
also show illustrated explanations of the
product, making it easier for customers
to follow problem-solving instructions
than if they were on the phone.

If the chatbot is unable to help, the chat
can also be escalated to a callback
request with just one click.
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Customers with more complex < Lok
queries will also spend less time in ..
the call queues due to smaller call ‘
! volumes — meaning they resolve
their issues in a shorter timeframe.
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2 employees can talk to customers in
P More detail about their needs as
they troubleshoot.
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