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Creating Digital Customer Relationships

The First Intelligent Virtual Agent for Salesforce and Service Cloud

An Online Customer Service Dilemma

Your customers live online and demand that you do too. Companies

that offer convenient, timely, 24/7 self-service options accessible via
the Web, mobile devices and social media realize improved conversion
rates, higher average order value, and higher customer satisfaction

and retention—all at lower cost. Are you ready? ﬁ =
&=

Traditional self-service options such as search and FAQs, are low- NODIETEEceh 00 Web;ite
cost, easy to implement, and accessible 24/7, but can deliver an

overwhelming number of responses requiring more user effort to : A ) {
LA
find what they need and only a 50% resolution rate. Alternatively,

assisted-service channels offer customers a higher resolution rate and $$$ $$$$

a personalized experience, but at a much higher price tag. Long wait
New Customer Engagement Channel
*Low cost, personalized channel

«24/7 availability for self-service

*80% + resolution effectiveness

With VirtuOz Intelligent Virtual Agents (IVAs), companies no longer +Fast & accurate response for high CSAT

have to choose between offering excellent customer service and +First point of contact guides channel access

times and limited availability hours fail to impress an audience use to
24/7 access via the online venues they use daily.

improving operational performance. \_

Creating Digital Customer Relationships: Intelligent Virtual Agents

VirtuOz IVAs provide a new customer engagement channel that meets the high expectations of today’s online customer. IVAs are
sophisticated digital personals that emulate the knowledge and performance of a company’s best marketing, sales or support professional,
offering convenient, timely, and consistent 24/7 self-service.

Leveraging advanced natural language processing and predictive intent analysis, IVAs engage consumers in an online dialog, quickly
determine the consumer’s need and either immediately addresses the issue, or seamlessly direct them to an assisted-service channel to
achieve 100% resolution. When the IVA channels the consumer, the full conversation transcript is passed along to expedite resolution. This
not only improves CSR productivity by 15%, but also increases customer satisfaction 10% by eliminating the need for the consumer to re-state
their issue. Companies can expect a 22% deflection rate from their call center, and an 80%+ resolution rate at 10% of the cost of traditional
service channels.

e VirtuOz for Salesforce allows you to:
- Engage: Connect with consumers via the entry point that they prefer.

Converse: Rapidly and accurately identify consumer issues in a
personalized, conversational style—powered by patent pending natural
- language processing.
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\ Respond: Address consumer needs with an 80% or higher resolution rate.
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Channel: When appropriate, direct consumers to the right human-
assisted channel for 100% resolution.
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ENGAGE = MEASURE = Listen: Increase insight into consumer issues and behaviors and

p ’ J p , 4 implement continuous improvements to content.

Measure: Monitor ROl and KPIs to improve the performance of your IVA
as it takes on a broader mission and role in your CRM suite.
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The Perfect Complement to Salesforce and Service Cloud Why Chose an Intelligent

VirtuOz IVAs for customer support complement and integrate with Salesforce and Service Virtual Agent for
Cloud to provide the highest quality customer self-service experience at one-tenth the cost of Customer Su pport?

traditional channels. Specific points of integration include: )
® 22% Deflection rate from call center

¢ Deploy IVAs from the Service Cloud Customer Portal or your company website. e 90% Cost reduction over traditional
¢ Deliver personalized engagement through integration with Salesforce account profiles. service channels

e Tailor responses for each individual customer issue while consistently adhering to business 80% Resolution rate
policies based on integration with Entitlements and Contracts. 15% Increase in CSR productivity

e Automatically open and populate case details on behalf of a customer, with no 10% Increase in customer
CSR interaction. satisfaction
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Meet our Virtual Agent Trusted by Lead i ng
- Companies:

Welcome, Lauren Boyle . > Ch |OE
How can | help you?

[ Home ™ Cases Articles Answers Ideas
[a—

My Profile | Logout

ek AT des I b1 2 You: | wa.m to return an item.

= \ Chloe: Hi Lauren Boyle! In order to help
—— / you with your retur, please select the item S
C__———1 |§ ) Yot want o et o t ot befow. ymantec.
Lo} § Tablet

i 19" Monitor

— : £ s Laptop
‘ / Desktop Computer
i g .
P’ : e
4 Chloe: This item cannot be retumned since it

1 is past 90 days after the purchase date but it
. is still within the warranty period.
=1 d | Describe the prablem with your Laptop.

Advanced Search Ny Registered Products
Virtual Agent ame Serial Number Install Date

Tablet 2504027 |
Laptop 1203991 12/14/2008 Bl gaild SRUCE

Customize Page | Edit Layout | Printable View | Help for this Page @

ask
Chloe
€

o Case
00001500

7@ Show Chatter @ Folow % AddTags

«Back to List: Cases

| Related | Open Activties ol | i

Case Detail Edit | | Delete | | Close Case | | Email Article | | Case History.

¥ Description Information o
Subject  Warranty: Laptop . HE&R BLOCK
Description  Random keys stopped working.

(00:00) Agent: Hi, I'm Chloe, your virtual assistent. How can | help you?
(00:03) User | want to retur an item.
(00:03) Agent: Hi Lauren Boyle! In order to help you with your return, please select the item you want to return from the list below.

Tablet
19" Monitor
Laptop

Desktop Computer
(00:05) User. ##SkipAlyze#Assetid#02i30000001wbJEAAY

(00:05) Agent: This item cannot be retuned since it is past 90 days after the purchase date but it is il within the warranty period. Describe me the problem with your Laptop.
(00:05) User: Random keys stopped working.

¥ Case Information
Case Owner Lauren Boyle [Change] Source @
Case Number 00001505 [View Hierarchy] Status Indicator  (@0@)
Parent Case Status  New
Case Origin  VirtuOz priority  Medium
AccountName  United Partners ContactPhone  650-345-1223
ContactName  Lauren Boyle Contact Email  Ib@30demo.com V] Gmail]

VirtuOz is a certified Salesforce.com AppExchange Partner.

appexchange

To find out more, contact VirtuOz at +1 (415) 202-5709 or visit www.virtuoz.com
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