EMAKINA - Overload to customer service

i % SUPPORTING

OVERLOAD TO
CUSTOMER
SERVICE

— In this playbook Emakina will share a set of
solutions to cope with increased demand to
your customer service team through

optimised or new processes, tools, features

and channels
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intro

COVID-19 has a major impact on all our lives, and
on the way we do business. Things are moving
fast and retailers need to be able to react quickly.
With stores closing and many of us in partial or
full lockdown, your online business has never
been more important. This has lead to additional
pressure on customer service as customers try
and find answers resulting from the changes and
uncertainty (where is my order / when will this
product be available / how do you ensure a safe
delivery/ ..)

In this playbook Emakina will share a set of
solutions to cope with increased demand to
your customer service team through optimised
or new processes, tools, features and channels.

=> Optimisations

=> New processes,
channels, tools
and features
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Keep your information up to date and be

[ ] [ ]
proactive about it

- Inform your clients in a proactive way
about the most crucial topics, such as:

Longer waiting times at customer service
Longer delivery times

. New / other contact channels you have
opened
Changes in your services and / or offering
Your process for safe deliveries

Order status updates (potentially more
than normal)

- Display (near) real time waiting times on
your contact / information page per
channel.

WHY IS THIS A GREAT OPPORTUNITY?

-  This will lower the amount of repeating questions
asked to your customer service agents.
-> It shows you're on top of this new situation.

HOW TO MAKE THIS ACTIONABLE?|

1. Make sure you have an element that is visible on
all pages, such as a top-banner.

2. Make sure to regularly (daily) update your
customer service information pages and
elements.

3. Add the latest information in all email
communication (newsletters, transactional
emails, service emails, etc).
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Keep your information up to date and be
proactive about it

Winkels gesloten - Bestel online en haal je bestelling op in een winkel en op het tijdstip van jouw keuze

= Producten Ruimte Q  Zoek ruimtes N A Q

Marketplace Help & FAQs +*

m Search for items, brands and inspiration Q

Sale New in  Clothing Shoes Accessories Activewear Face + Body Brands Outlet Marketplace Inspiration

SALE: FURTHER REDUCTIONS UP TO 70% OFF

@ Door de coronacrisis en het paasweekend is het erg druk. De kans is groot dat de bezorging van je bestelling of reactie van onze ¢
klantenservice of partner langer duurt, excuses. Voor meer informatie omtrent het coronavirus, klik hier

Met Select Altijd gratis verzending Onbeperkt alle extra bezorgopties  Gratis Retour Ophalen Je hebt Select

bolcom” QU - - O -

Various examples of top-banners with the latest information regarding changed services, closed shops and possible waiting times.




EMAKINA - Overload to customer service

Keep your information up to date and be

proactive about it
M e a

minHEMA ~ @ [N

[

Klantenservice

ook onze

Veiligheid staat bij HEMA centraal, daarom doen wij er alles aan om dit te garanderen voor jou als klant en natuur|
medewerkers.

corona update
 veilig winkelen bij HEMA

online bestellen

houd alsjeblieft

15 tompoucen Pégfi,'; ‘7_&'

afstand

veelgestelde vragen

bestellen en betalen

bezorgen en afhalen

P o1 X J retourneren, ruilen en garantie
‘fﬂ g{ % 3 2 HEMA account
== e ke < G0 ey w b o meer HEMA klanfenpas
A e e ) HEMA cadeaukaarten
- HEMA Foundation
samen sterk, echt HEMA winkelen bij HEMA altijd heerlijk samen gezond gctieyegnwaaraen
updates Je kunt zoals alfijd bij HEMA terecht om ons allemaal iefs makkelijker aan kortingscodes

Vind hier de meest recente updates voor vers brood uit onze bakkeri],

de hygiénevoorschriften te houden,

i b veiligheidswaarschuwingen

contact
A COVID-19 related landing page. foto, tickets, verzekering, nofaris
beoordelingen
duurzaamheid
onderzoek

over onze artikelen

Q

veilig winkelen bij HEMA

De gezondheid van onze kianten en medewerkers staan bij HEMA altiid centraal.
In deze tijd is het daarom extra belangrijk dat we met elkaar ervoor zorgen dat
maatregelen die wij nemen goed worden ingezet. Op deze pagina lees je meer
over de maatregelen die wij hebben getroffen. Dit is alfijd op basis van het advies
van het RIVM en kan daarom ook per dag worden aangescherpt.

Zo zorgen wij er samen voor dat winkelen bij HEMA gewoon door kan gaan.

samen sterk
echt HEMA

klanten:

« Houd 1,5 meter afstand van elkaar en onze medewerkers.
« Betaal zo veel mogelijk contactioos, met je pinpas of via telefoon,

« Kom maximaal met twee personen naar de winkel

« Bi HEMA filialen geldt een maximaal aantal bezoekers per winkel, daarom moet je
soms buiten in de rij wachten totdat er mensen uitkomen.

A COVID-19 related information page.

mijn HEMA

L 4

o



EMAKINA - Overload to customer service

Keep your information up to date and be
proactive about it

snel even...

2 3

gegevens wijzigen bestellingen bekijken

)

retour regelen

contact

o W)

bel ons (lokaal tarief) chatin onze app
tussen 08:00 en 24:00 uur tussen 08:00 en 24:00 uur
wachttijd: 45 seconden wachttijd: 15 onden

038-8454545

wehkamp app

Examples of waiting times per channel.

o facebook CONTACT
binnen 2 uur reactie

twitter

binnen 2 uur reactie CHAT

e-mail
binnen 2 werkdagen reactie , ))

Gem. reactietijd: 1 minuut
Maandag Um zaterdag

9.00-12.00 en 13.00-17.00

Of bel ons op % 0512-571640

E-MAIL

Gem. reactietid: 90 minuten
Maandag Ym zaterdag

9.00 vm 17.00 uur

FACEBOOK

Gem. reactietiid: 30 minuten
Maandag tm 2aterdag

9.00 ¥m 17.00 uur

Gem. reactietiid: 30 minuten
Maandag tm zaterdag

9.00 ¥m 17.00 uur

TWEET STUREN
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Keep Google My Business up to date

OPPORTUNITY DESCRIPTION

-

Consumer behaviour has changed
radically since the coronavirus outbreak.

. E.g. opening hours and services were fairly
well-known and stable, now there is a lot
of confusion.

With Google My Business you can do
something about this and make it (more)
clear to your customers what they can
expect from your business.

-

->

WHY IS THIS A GREAT OPPORTUNITY?

Use Google My Business to clearly list your new
delivery options in local search.

Communicate using the new COVID-19 Update
posts (APl is available for bulk updates, for
example when you have multiple stores).

Clear and up to date communication in Google
My Business will lower the amount of contact
moments related to opening hours, delivery
times, etc.

HOW TO MAKE THIS ACTIONABLE?

1.

oA WN

Change opening hours, or use the temporary
closed option.

Keep your company description up to date.
Add new services / offerings.

Add COVID-19 posts regularly.

Answer any questions via GMB quicKkly.

Keep an eye on (negative) business reviews
related to the COVID-19 situation.
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Keep Google My Business up to date

Website Route Op

4,3 Jkokok o 226 Google-rev
Kledingwinkel in Amsterdam
Adres: Kalverstraat 87, 1012 P
Telefoon: 020 626 3452

Provincie: Noord-Holland

Temporary closed store.

Dungeon Amsterdam’-— = »
Tijdelijk gegloten 4 ¢
oM
4
/ / I~ Rugy
WE Fashion Store :
% Mar 17, 2020 < i

ONZE ALLERHOOGSTE PRIORITEIT.
DNZE FYSIEKE WINKELS ZIJN DAARC
TOT NADER ORDER GESLOTEN.

4

Translate this post

Helaas kunnen wij in deze moeilijke periode niet langer de
gezondheid en veiligheid van onze klanten en werknemers
garanderen. Daarom hebben we na zorgvuldige overweging
besloten om alle fysieke winkels van WE Fashion tot nader
order te sluiten. Onze webshop WEfashion.nl blijft open.

COVID-19 post, reminding that webshop is open.

IKEA Amsterdam
@ op Google

De IKEA Winkels zijn gesloten,
maar online zijn we open. Wil je
je online bestelling snel in...

4 dagen geleden

Meer informatie

COVID-19 post, reminding
that webshop is open.

A L J o

COVID-19 update Add Offer Add Upda

Al Offers What's new

Jpdated 3 days ago

Effective March 20, 2020,

will temporarily close all property operations through the end of March in order to

e "Friendly staff, good location and tasty food."

"Based on the price and the flavor | gotta give this place a
2 star rating.”

"The lobster roll is the best of the menu and the soups are
a great combination.”

View all Google reviews

From Luke's Lobster Brickell City Centre

'PLEASE NOTE: This location is temporarily closed due to COVID-
19. Visit us for Miami's best lobster rolll Luke's Lobster is a cozy,
Maine-bred seafood restaurant committed to simple dishes that
highlight superior ingredients, served straight from the source,
without the filler. Luke's serves lobster, crab and shrimp rolls Maine-
style - a quarter pound of sustainable seafood served chilled atop a
buttered, griddled New England split-top bun with a swipe of mayo,
a dash of lemon butter and a sprinkle of secret seasoning.’

Updates from Luke's Lobster Brickell City
Centre

View previous updates on Google

Updated business description.

help assist authorities with containing this public health situation.

This is a precautionary measure as there have been no reported cases of COVID-

19at

We are commutted

to the safety of all our guests, team members, and partners during this time and

on aregular basis

We thank you for your patience and understanding at this time, and look forward

to serving you In the future

Not enough data for insights yet

< Share post H

Adding a COVID-19 specific post in GMB
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Prepare customers when they’re calling

OPPORTUNITY DESCRIPTION

-

Normally, people who work from home
have to make sure it's quiet, but right
now that is not always possible.

So prepare your customers for this new
situation.

“Rabobank is also experiencing the consequences of the Coronavirus.
Therefore our employees work a lot from home, so you can experience more
disturbances and background noises than you are used to. We thank you for
your understanding. Also check our website for questions related to Corona
and for matters that you can easily arrange yourself.”

- Rabobank tape

WHY IS THIS A GREAT OPPORTUNITY?

> It'll lower the pressure on your CS agents who are
working from home in a non-ideal setup.
-  You'll get a lot of sympathy from customers.

HOW TO MAKE THIS ACTIONABLE?|

1. Implement a tape that informs customers that
some ‘home noise’ can be heard, e.g. children’s
sounds, other people calling, etc.

2.  Add the same kind of information to your online
customer service information and contact pages.
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Setup the best possible customer service

from home
OPPORTUNITY DESCRIPTION

>

Infrastructure and (security) protocols can
limit the ability of customer service
employees to work from home.

. E.g. limited equipment, no VPN available,
strict security, etc.

This also applies to external Contact Centers
that might have more difficulty letting their
employees work from home (for you).

Loosening policies or accelerating a Bring
your own device policy can help setting up
customer service from home.

Now can be the time to start using /
integrating new (cloud based) tooling, like
Softphones within your infrastructure.

WHY IS THIS A GREAT OPPORTUNITY?

-

-

Having more employees able to do (part of) their
customer service work from home will decrease
the pressure on your customer service.

It will also increase flexibility and scalability.

HOW TO MAKE THIS ACTIONABLE?

1.

~

Review your current policy based on the Work
From Home situation.

Identify any technical, security, GDPR and policy
limitations.

Decide which ones can be (temporarily) changed
Identify if you need additional tooling (e.g.
softphones, livechat, online knowledgebase, etc.).
Decide which ones can be added within your
current infrastructure.

Implement your new policies and tooling.

Have technical support available.

Have a continuous feedback loop with the
customer service team.
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Move the workload

OPPORTUNITY DESCRIPTION

>

Other departments can assist with customer
service: they might be limited in their own work
at the moment and can spend some time on
helping out.

. E.g. administrative tasks, handling follow-up
calls (satisfaction surveys).

If you already have a routing system, now might
be the time to also route to other departments.

. E.g. product related questions, B2B questions,
recruitment questions, etc.

Other departments might have a different skill
set you could leverage.

. E.g. experiment and measure if certain internal
time consuming activities could handled
batch wise (by other colleagues) like refunds,
resends, coulance or updating knowledge
items and FAQs.

WHY IS THIS A GREAT OPPORTUNITY?

-

Make sure more people in the company get in
touch with customers and know (or remember)
who they work for.

Having a shared goal: making your customer
happy.

Letting your customer know you will do anything
to help out (and communicate about it).

HOW TO MAKE THIS ACTIONABLE?|

1.

2.

Identify which departments can do customer
service tasks.

Identify whether your current routing can be
adjusted to route to different departments.
Identify any time consuming manual activities
that can be handled batch wise (by other
colleagues).

Create an onboarding plan for non customer
service employees.
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Continuously improve your internal

knowledge management

OPPORTUNITY DESCRIPTION

-

This new situation comes with a whole
new set of topics your customers will
have questions on.

Therefore your current internal
knowledge base, used by your customer
service employees might not be
applicable anymore.

¢  You could capture feedback from your
customers (e.g. survey, auto responder,
ratings) to find articles that need to be
improved.

¢ You can use repurposed employees with
specific knowledge (e.g. field service) to
review and improve the (flagged) articles
(or create new ones).

WHY IS THIS A GREAT OPPORTUNITY?

-

We currently have a new normal and we'll face a
next normal, both require changes in your
customer service knowledge.

Continuously improving your internal knowledge
base will increase (first contact) resolutions.
Having a proper and up to date internal
knowledge base will improve the foundations for
Chatbots, Service Community and Self Service.

It allows for efficient transfer and use of
knowledge to repurposed employees.

HOW TO MAKE THIS ACTIONABLE?|

1.

2.

Identify and implement processes and tooling for
customer feedback/input.

Consider making a new normal knowledgebase
(based on the old normal).

Identify which employees with specific
knowledge can support in keeping your
knowledge base up to date.
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Convert training material to e-learning material

OPPORTUNITY DESCRIPTION

-

Often a lot of training material is only
available offline. In the new situation

this material becomes hard (or even

impossible) to access.

Experienced agents will lose valuable
sources of reference and new agents (or
repurposed employees) will be harder to
onboard and train.

WHY IS THIS A GREAT OPPORTUNITY?

-

Digitized training material will make it widely and
easily accessible, both for reference or remote
onboarding and coaching of agents.

Online resources can be reused, e.g. for (future)
learning platform or internal or external
knowledge bases.

Repurposed employees can be used to order and
digitize the training material.

HOW TO MAKE THIS ACTIONABLE?

1.

Lay out a training foundation, don't try to create a
full Learning Management System. E.g. start in a
shared Google Docs document.

Prioritize and categorize material.
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Optimize your routing

OPPORTUNITY DESCRIPTION

-

If you already have a routing system, now
might be the time to consider optimising it:

¢ Thetype of queries you are receiving will
differ from normal times, so you should
review whether your routing is still
optimal for the current conditions

¢ Consider routing to other departments to
handle specific queries - eg. product
related questions

. If you are repurposing employees directly
into customer service, consider
completing a skills mapping to identify
which channels best suit their skillset.

ROUTING TYPES TO CONSIDER

Queue based
Skill-based
Priority based
Omni-channel

WHY IS THIS A GREAT OPPORTUNITY?

->

>

More efficient handling of cases by ensuring
they're routed to the most suitable person
Use repurposed employees efficiently

HOW TO MAKE THIS ACTIONABLE?

1.

2.

Review your routing in the light of the current
workload and query types

Identify opportunities for routing to other
departments

Map the skill set of repurposed employees and
assign them to channels that best suit their skill
set
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Extend opening hours of your customer

contact center
OPPORTUNITY DESCRIPTION

- Extending the contact center opening
hours can help lowering the pressure on
the CS team.

-  With the CS team working from home,
potentially they could have (or want)
more flexible working hours.

= Preferred contact hours from customers
are also changing now that they're
working fromm home.

e E.g it'snow easier to make a call during
the day.

WHY IS THIS A GREAT OPPORTUNITY?

-

->

Non popular working hours, might become
popular again (e.g. for people with kids).

Having extended opening hours can help spread
the load.

HOW TO MAKE THIS ACTIONABLE?

1.

Identify who can and wants to work different
hours.

If needed, incentivise working non-popular hours.
Put agents on standby (available for calls, while
doing other things).

Communicate the adjusted opening hours
(information pages, FAQs, newsletters, etc.).
Display (near) real time waiting time on your
website, preferably in timeslots.
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Frequent reporting

OPPORTUNITY DESCRIPTION

-

Consumer behaviour has changed radically
and, with that:

¢ thetopics they have questions on
¢ thefrequency in which they contact the
business to get their questions answered

This means customer service Managers need
to have a more frequent reporting structure.

Next to this there are new situational KPls
that become more important. eg.

. peak times change constantly

¢ timetoresolve: more important due to
high load on customer service

e cost per call: keeping costs down

. average waiting time: longer times means
unhappy customers

WHY IS THIS A GREAT OPPORTUNITY?

>

In general understanding how your business interacts
with customers is essential to optimize your customer
service, but in this new covid situation, it's even more

important to keep customers satisfied and loyal.

Having more frequent reporting (and follow up) with a
focus on situational KPIs can reduce costs, and lower
pressure on your customer service employees.

HOW TO MAKE THIS ACTIONABLE?

Analyze notable changes in existing KPls

Create an overview of situational KPIs that apply
to your company, customers and business.
Create a new daily reporting plan.

Setup daily reporting.

Analyze your data and look for actionable
insights that could improve for example resource
scheduling, case routing, knowledge base
updates and agent performance.



Processes, tools, features, channels

TRY NEW
THINGS
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Self service

OPPORTUNITY DESCRIPTION

-

Self service, once setup, is the most
scalable solution to lower the overload on
your customer service.

SELF SERVICE TYPES TO CONSIDER

On-site guided flows to find the best product or
service or even an answer to your question.
(Service) Community where customers help
customers.

Self service portal.

Online return form.

Chatbot

Extended ‘my account’ features such as: order
status, shipment status (track & trace), return
status.

WHY IS THIS A GREAT OPPORTUNITY?

-

Having an option for customers to help
themselves (easier) to find an answer to their
guestions or a solution to their problems will
lower the load on your customer service.

Self service creates an opportunity for
personalisation and can even boost site traffic
(become a leading source of knowledge).

HOW TO MAKE THIS ACTIONABLE?|

1.

Identify which self service types could easily be
implemented in your current architecture and
map those to the current load on your customer
service.

Setup those self service types and regularly
review and refresh the content.

Make it clear to customers that they can easily
find the answers and solutions themselves via
these self service options you offer.



Self service

controleer een bestelling

Bekijk je bestelling, zelfs als je geen geregistreerde gebruiker bent. Voer het bestelnummer en de postcode van het

factuuradres in.

bestelnummer * : 22]
postcode voor facturering * :
e-mal *:

Checking your order status online, even when you don’t have an account.
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Request a travel voucher

Am I entitled to a refund in the form of a travel voucher?

You're entitled to a travel voucher if:
- You booked your flight on or before 16 April 2020, and

- Your flight was scheduled to depart on or before 03 July 2020, and

- Your flight has been cancelled by the airline, or you've decided not to travel right now.

You can request a travel voucher until 30 September 2020, even if your original travel date has already passed.

If your flight has been cancelled by the airline, your travel voucher is refundable after 1 year from the date of issue. If you've requested a voucher while your flight was
not cancelled by the airline, the travel voucher is non-refundable.

Different policies are in place for KLM Package Deals and for Flying Blue reward tickets.

* Required fields

Contact details

Country or region of residence * Albania

Prefix and full name * Mr. v] -]

Phone number *

E-mail address * |

G L

Confirm e-mail address * |

Continue

Requesting a travel voucher can be done without the help of a customer service agent.
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Implement wizards in your service system

OPPORTUNITY DESCRIPTION

-  You can improve your solution for direct purpose
and future benefit (easy onboarding, less effort
and lower cost per call), as the urgency is there

-  Most customer service solutions are
quite complex to use and thereby hard to

learn to work with. NOW.
> It will reduce the amount of errors made by your
- Ifyou want to repurpose staff, you need customer service agents.

to find a way to make onboarding easier.

s

HOW TO MAKE THIS ACTIONABLE?

1. Analyse what flows are supported within your
customer service system and the amount of
effort involved.

2. Start improving the most used / most time

N— consuming scenarios you currently have and
create blueprint flows.
Step 3 3. Develop the defined changes and reduce fields,
buttons and add explanation / wizards where
required.




Appointment slots

WHY IS THIS A GREAT OPPORTUNITY?

-> No on-hold waiting times for customers
> Customers can choose a time that suits them
-  Workload of customer service is more predictable

OPPORTUNITY DESCRIPTION

->  Cive customers the option to make an
appointment with a customer service

EMAKINA - Overload to customer service
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agent at a time of their choosing.

HOW TO MAKE THIS ACTIONABLE?|

= The appointment could be through
various channels (phone, text chat, video 1. Investigate channels and process for
chat, etc) appointments compatible with your current
' customer service tooling
N If pre-chat or offline chat is also 2. Implement appointment form on site
implemented, this could be used to
make the appointment more efficient.
- Some chatbots can also be used for

making appointment slots

. E.g. Collect.chat has a template for this.
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New customer service channels

OPPORTUNITY DESCRIPTION

-

Channels such as WhatsApp, Facebook
and Live Chat require less bandwidth
than speech and are therefore ideally
suited for home-working agents.

Customers can start conversations with
your company by sending texts to your
designated support phone number or
sending Facebook Messenger messages
to your Facebook page

WHY IS THIS A GREAT OPPORTUNITY?

-

->

Allow customers to easily contact you through
the channel that is easiest for them.

You can divert customers to other channels
instead of phone calls, which will lower the load
of customer service calls.

HOW TO MAKE THIS ACTIONABLE?|

1.

Identify which extra channels are compatible
with your current customer service tooling and
infrastructure.

Configure the extra channels (don't forget to
update your routing)

Consider adding a channel menu on website
showing available support channels
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Live chat

OPPORTUNITY DESCRIPTION

-

Implement a live chat on the site: this
provides a way for customers to get
personalised, real-time help from the
right person.

Right now it is not always possible to

work from home in a quiet environment.

WHY IS THIS A GREAT OPPORTUNITY?

-

Engaging with customers in real-time to answer
their questions improves customer satisfaction
levels. This can go some way towards replacing
the face-to-face service in stores.

Text-based chat is easier for customer service
agents to manage from home (with possible
noise in the background) than phone calls.

HOW TO MAKE THIS ACTIONABLE?

1.

Investigate the preferred solution based on
landscape architecture and current customer
service tooling:

a. SFSC live chat

b. Zendesk chat

C. HubSpot Live Chat

d. etc...
Set up process and train resources.
Implementation of live chat in your site.
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Pre-chat & offline-chat

OPPORTUNITY DESCRIPTION

-

Pre-chat and offline-chat are great ways
to gather information about the
customer and question(s).

Both can also be used to inform
customers about your current COVID-19
situation and even to promote any self
service solutions you offer.

WHY IS THIS A GREAT OPPORTUNITY?

-

The pre/offline-chat fields can be used to
optimize case routing and offer a personalized
experience.

When customers are recognised, agents can
prepare for quick resolution by checking existing
customer information, orders, related
articles/resolutions etc. before accepting the chat
request.

Make the customers feel heard, even when no
agent is available at the moment, as they can
already have some interactions.

HOW TO MAKE THIS ACTIONABLE?|

1.

2.

Define the necessary fields and make sure you
don't overcomplicate things for the customer.
Configure and implement the forms

Adjust your case routing
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Pre-chat & offline-chat

Live Chat

* Full Name Last Name
John Smith
* Your Email

‘ jsmith@example.com ’

What Brings You Here Today?

Subscription Questions 4

and you \
Start Chatting

Pre-chat allows you to quickly find out the
customer’s needs.

1]
£

We're not here at the moment, but you can
leave us a message. We'll respond as soon as
we're back.

Name

Email

Your message

0
0q
=}
[
[
("

Let customers submit a case form when the
customer service agents are offline.



EMAKINA - Overload to customer service

27

Chatbot

OPPORTUNITY DESCRIPTION

-

Chatbots can ease the load on your
service agents as they can can handle
routine requests.

Bots can also gather pre-chat
information (more than with a standard
pre-chat form) to save your agents time.

Consider that a chatbot becomes part of
your company, so don't underestimate
the conversation design aspect of
configuring a chatbot.

WHY IS THIS A GREAT OPPORTUNITY?

>

->

Chatbots can handle routine requests and free your
agents to handle more complex issues.

They can also be used for more than customer service
support, for example lead generation, appointment
booking, conversion optimisation.

HOW TO MAKE THIS ACTIONABLE?

1.

Analyze the issues that your agents are addressing to
identify common issues that the bot can resolve.
Develop a set of Knowledge articles that the bot can
use to answer gquestions.

Decide on which channels you want your bot to
support (Chat or Messaging)

Start small, with a bot-menu (prefixed topics)

Don't forget to think about your bot’s tone of voice!
Consider including an option to transfer to a human
agent.
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Chatbot

NTO Bot

NTC

Powered By Service Coud

Tam NTC

D YOU

| ordered myy shoes 2 days ago.
Can you tell me when It will
amve?

Sure, 1 can look up your order

status

The chatbot verifies an order.

X

e Waarover wil je me een vraag stellen?

Internet, TV & Bellen
0 Ok, brand maar los!
Kan ik eenvoudig overstappen?

Jij wil overstappen. Laten we eerst even

0 helder krijgen hoe:

Naar Oxxio natuurlijk

Naar een andere leverancier
Ik heb een andere vraag

The chatbot can answer service related
questions

J

Jij

Q Got it!

XXX XXX X
XXX X [ XXXXXX*|

X X X %
XXXX Close April 20 2020, 08:00 AM
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> Please find a si
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Times in Europe/Amsterdam

Book an online appointment via a chatbot.
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Even now - especially now - there are a lot of opportunities to be found.
Some are simple improvements that should have been in place, others
can be seen as low hanging fruit, but most opportunities need a
change in the way you think about business as usual.

Whatever you'll start doing, you will need to act fast, and availability
of people and plans is critical. We made our most experienced people
available to help you achieve maximum results in this complex time.

This playbook is part of a growing series of publications especially
created to help e-businesses get through Covid-19.

WE'RE HERE TO SUPPORT.

LET’S GET STARTED!
CONTACT US.

EMAKINA

Your direct contact is Barry Bongers

+31 (06) 12 66 56 84

or send him an email at b.bongers@emakina.nl

EMAKINA Office
Danzigerkade 4, 1013 AP Amsterdam, Netherlands

www.emakina.nl
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