"Increasing passenger satisfaction”

Welcome

National Rail Enquiries talk about their Virtual Assistant I
Lisa .

Ask Lisa

Please ensure your phones are on mute .
€ We will be starting shortly e Dpaitho

ahout travelling

Just ‘Ask Lisa’, our assistant.
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"Increasing passenger satisfaction”

Introductions
A Liam Ryan

Sales Account Manager, Creative Virtual

A Ben Payne

Product Information Manager, National Rail Enquiries

A Maria Ward

Head of Web Services, The Virtual Zone

A Nick Wilson

Managing Director, Virtual Zone

and of course:

A Lisa

Virtual Assistant, National Rail Enquiries
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"Increasing passenger satisfaction”

What is a Virtual Assistant?

A Natural language conversations
I Rule-based artificial intelligence engine
I Answers are given in context to the conversation
I Increasing levels of interactivity

A Emotions
I Developing a relationship with the user
i Providing a O60stickyd web experience
I Humanising the Internet

A Integration
I Full integration of front and back end

A Simple update process
I The Editor
I No technical skills required
I Easy production & maintenance of the knowledge base
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"Increasing passenger satisfaction”

What can Virtual Assistants do?

Virtual Assistants can help your customers:

A Find the information that they want quickly and easily

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

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

Need help with
about travelling
Just ‘Ask Lisa',
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"Increasing passenger satisfaction”

What can Virtual Assistants do?

Help Users to Help Themselves

A Focus on 6Usabilityé and O6Findabilityé
i Allow customers to ask questions using natural language

i Combination of search, FAQs and help

i

Instant access, embedded in products or pages
|

A Automation of Processes
T Decision Trees
T Conversational Interface

A Applications
i Support Tool
i Navigation
i Improve Sales
i Escalation

A Integration into core systems
i Personalised Experience
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"Increasing passenger satisfaction”

Virtual Assistants at work...

Some examples of
Virtual Assistants at work
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"Increasing passenger satisfaction”

British Telecom

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

(__: B T W TS ) T P i 6 & | http://helpll.creativevirtual.com/BTBot/Beattie.exe - | _ ‘\
& | http://helpll.creativevirtual.com/BTBot/Beattie.exe - » !

ere AeicEmme _
)
BT Ask

Ask me a question pport & advice | [T

Ask me a question il lls & payments = BT Credit Card

T « Badk 180 characters left

I wiring or equipment, we'll have to charge you. So, it's -
worth carrying out a few checks to locate the problem .
You asked me: & [| before you contactus. —
problem with my line

3)
)

« Back 180 characters left

Please follow the appropriate links: Search Support & Advice
My answer is: ) ) Enter search terms
Is the problem with your phone or broadband service? 1. Mo incoming calls :
Please selectthe appropriate link. 2. Unable fo dial out E All Support & advice -
3. Moisy or faint line _ _
Or, if you're not sure whether it's a phone or broadband View search tips
problem, check whether you have a dial tone. If you do, it's Go back one step -
likely thatthe issue is related to your broadband service. How useful was my answer?
Click here to see a web page with further information. Ask Emma
= 5 o N Got a question about BT's Yo =
Navigate the FAQs: Other people have asked me: i A o Bt = oS
. E i -
Mavigate the FAQs: Other people have asked mj| s = Faults You said youd respond by a certain < | | TS here to help. t ’
- date and | havent heard back. What  [5] Gor
PRI You said you'd respond by a ce should | do? N
date and | haven't heard back.
should | do? lHo»\:wiII | know if there's a fault on my R K
ine’ eport or track a
How will | know if there’s a faul ) ) p .
line? What information should | have to phone line fault [
) ) hand when | report a fault? = . .
What information should | havg Having trouble with your BT
hand when | report a fault? How to getthe best out of Ask Emma |, line or want to check the

How to getthe best out of Ask Emma
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LloydsTSB
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product(s) generic questions/answers relate to

"Increasing passenger satisfaction”
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Lloyds TSB Help centre -

¥ Lloyds TSB

& | http://lloydstsb.creativevirtual.com/LloydsT5SB/?startContext=help centre.credit cards

t ual AS s

lloydstsh.creativevirtual.com/LloydsTSB/?startContext=help centre.Current accounts -

-

Personal banking

| Internet banking

Current accounts

Classic and Classic
accounts

Added Value Account:

Students, graduates
under 19s

Lloyds TSB

Ask us a question...

Welcome to our help centre.

For an instant answer, please enter your
question in the box above then click "Ask'.

Note that we won't be able to answer
specific questions about your account so
please do not enter any account

Increase font size

...or browse the FAQs:
Help Centre -= Credit cards

Choose ... +

card with a MasterCard?

Dol have to pay an annual fee for your
credit cards?

What is a balance transfer?

How do | make a balance transfer
online?

Why have you replaced my Visa credit =

-

|L10yds TSB

5 a question...

me to our help centre.

ladding answers all the time, but if you
nd the information you're looking for
lall and we'll be happy to help you.

note, our online assistant is unable
r specific questions about your

t so please don't enter your account

r, sort code or card number. Call us

her assistance.

Useful phone numbers

Increase font size

..-or browse the FAQs:
Help Centre -= Current accounts

Choose ... Ll Go

What's the best current account for me?

Which type of accounts are available to
non-UK residents ?

What account should | open if | have just
arrived in the UK?

How do | trace a dormant account?

What is a dormant account?

Do you offer an |slamic banking service?
How do | upgrade my current account?

How do | find out more about your range
of products and services?
How do | open a current account?

How do | switch my account to Lloyds
TSB?

Find branch or Cashpoint®

Other accounts IEITATTTS =
| have received Promotional Chegues
Compare our accoun -what can | use these for?
Are all your credit cards MasterCard?
Overdrafts What is the interest rate on vour credit
) cards?
ST EEES What type of credit cards do you offer? | |
Personal review What is an APR?
Switching to Lioyds T What's the best credit card for me? i
Current account sele Useful phone numbers Find branch or Cash point@
"
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