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Chatbot as assistant for

simple service requests




@ Change Driver

The contact centre manager of a
manufacturer of network technology for
end customers has noticed that the
average call duration of incoming service
enquiries has increased significantly.

Customers who are already very well
informed now only call when they really
can't get any further with the help of video
tutorials.

On the other hand, there are still many
calls with standard enquiries that cost
employees a lot of time overall.

Due to the overall high volume of calls and
the resulting time pressure, more complex
issues for customers often cannot be
resolved to their satisfaction.

A solution should be found to reduce the
number of personalised answers to
standard questions.
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@ Damovo Approach
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enquirer, for example by asking about

the problem with a specific product, the

chatbot can provide the customer with

the exact instructions that the contact
Ja centre employee would have used.
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@ Customer Value

How the agents benefit

With the help of the chat service
assistant, contact centre employees

now have significantly more time for
those customers who call with more
complex issues.

This increases customer satisfaction
and the chances of up- and cross-

| selling increase, as employees can talk
to customers in more detail about
their needs while the problem is being
resolved.
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How the customers benefit

Customers who only have the
problem of not getting a product
purchased from the manufacturer
installed as intended or are
wondering about unexpected product
behaviour no longer have to spend a
long time on hold at the contact
centre.

They can ask the chat service assistant

B directly for advice and also receive

illustrated instructions for the exact
process step they are in.
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