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Welcome

National Rail Enquiries talk about their Virtual Assistant ï

Lisa .

Please ensure your phones are on mute

é We will be starting shortly
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Introductions

Å Liam Ryan
Sales Account Manager, Creative Virtual

Å Ben Payne

Product Information Manager, National Rail Enquiries

Å Maria Ward

Head of Web Services, The Virtual Zone

Å Nick Wilson
Managing Director, Virtual Zone

and of course:

Å Lisa
Virtual Assistant, National Rail Enquiries
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Å Natural language conversations
ï Rule -based artificial intelligence engine

ï Answers are given in context to the conversation

ï Increasing levels of interactivity

Å Emotions
ï Developing a relationship with the user

ï Providing a óstickyô web experience

ï Humanising the Internet

Å Integration
ï Full integration of front and back end

Å Simple update process
ï The Editor

ï No technical skills required

ï Easy production & maintenance of the knowledge base

What is a Virtual Assistant?
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What can Virtual Assistants do?

Å Find the information that they want quickly and easily

Å Help themselves to information, freeing your contact centre teams to 
handle more complex enquiries

Å Gain customer insight, through detailed categorisation of answers  given 
by the assistant

Virtual Assistants can help your customers:
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What can Virtual Assistants do?

Help Users to Help Themselves

Å Focus on óUsabilityô and óFindabilityô  
ï Allow customers to ask questions using natural language
ï Combination of search, FAQs and help
ï Instant access, embedded in products or pages
ï

Å Automation of Processes
ï Decision Trees
ï Conversational Interface

Å Applications
ï Support Tool
ï Navigation
ï Improve Sales
ï Escalation

Å Integration into core systems
ï Personalised Experience
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Virtual Assistants at work...

Some examples of
Virtual Assistants at work
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British Telecom

Virtual Assistants are able to get more information in a conversational 
manner in order to provide the exact answer
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LloydsTSB

By using óstartô context, Virtual Assistants are able to identify which 
product(s) generic questions/answers relate to




