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Hvad er en chatbot?

* Dialog mellem mennesker CHATBOT

og maskiner | conest

* Format — svarer ’ \ -,3
I

I

ojeblikkeligt

* Traenes via Al og Machine

Learning Teknologi




Hvad ved du om chatbots?

Rejs dig op, hvis din
virksomhed...

har haft en chatbot
har en chatbot

vil have en chatbot

Saet dig ned, hvis din
virksomheds formal
med en chatbot er...

bedre kundeoplevelse
besparelser

indsigt | KP|-data



Hvem er SupWiz?

Al Platform: automatiserer og assisterer

kundeservice

Chatbots, ticket routing, live chat, e-mail

klassificering og meget mere...

Verdensledende eksperter i algoritmer, Al og
statistik

Bruges af 1000+ service agenter, der hjzelper Vinder af innovationsprisen 2019

1 mio+ slutbrugere



Chatbots virkede ikke fgr 2017

e 2017: 20 mio. dollars global
besparelse (Juniper Research)

e 2022: 8 mia. dollars global
besparelse (Juniper Research)

* Ikke en ny idé: ELIZA 1966



Hvorfor virker ch

Forstar, hvad kunden skriver

Hi, | want to upgrade to premium, J
can you help me?

oo

-

Hi, yes of course.

Simply type in your customer ID below

[Customer ID box]
[012345678]

-
Thank you. | have sent a confirmation link

to your e-mail.
Click it to confirm and complete your upgrade.

S

Great! Thanks!

atbots i dag?

Loser opgaver

Password reset

- -

Router reset
Scan for malware

‘-

Check account status

Upgrade subscription

| can do it all and more



Hvilken vaerdi skaber en chatbot?

75% AUTOMATIZATION
in resolving user queries

e Kundetilfredshed

87% REDUCTION
in unsolved queries

*Besparelser

98% ACCURACY
in identifying problem

e KPI statistik

20% REDUCTION

in unsatisfied customers




Hvem opnar hvad?

O e 3

Kunder Medarbejdere Virksomhed Kundeservicechefer

: Mindre @get kunde-
rutinearbejde tilffredshed
Faerre opgaver
24/7 tilgeengelighed havner rogrkert Besparelser







Hvem er One.com?

En af Europas fgrende leverandgrer af

©onecom
: : S
web hosting services: RE—
: >
e 1 mio. unikke kunder i 149 lande e ! & \ W

* 1,5 mio. aktive domaener & » o

e 5 mio. mailkonti A al




Udfordringer inden implementering af chatbot?

8 %

1,6 mio. indkomne W,
henvendelser per ar

o . o m Tabte = Besvarede
L I Ve C h a.t pa 6 Konkurrenter 48s
fo rS kel | Ige Sprog Malsaetning

One.com [ REC R - :o;
» Hyppige standard

henvend elser W Samtaleleengde M Ventetid



Implementering af chatbot

* Integreret med One.coms
eksisterende Zendesk chat
lzsning, eget CRM system
samt diverse databaser.

e Chatbotten daekker alle 6
sprog




Hvilke processer og arbejdsgange
understgtter chatbotten?

* Yder support 24/7 og svarer med det
samme

« Direkte integreret i agenternes
dagligdag

« Lagser problemer og udfgrer
handlinger via integrationer: opslag |
vidensdatabase, password reset
m.m.




Hvilke resultater har chatbotten skabt i
One.com?

e« 75% af henvendelserne handteres automatisk
« Brugerne far umiddelbart svar

« Gennemsnitlig chatvarighed er reduceret med 3
min.

* 95% ngjagtighed i identificering af kundens
problem

« Stigning i kundetilfredsheden



(©

Domain = Hosting = E-mail

Eksempler pa chatbotdialoger

[ 5:29 PM

HeJ, jeg har overskrevet et billede | filemanager, men det er stadig det gamie der er. Hvor lang tid kan der gar for det er overskrevet?

Kundegsarvice Robot has joined 529 PM

Kundeservice Robot 529 PM

He) IR Velkommen til One com kundesupport

Du sidder | ke ti en supporter, bliv venligst her pd chatten imens. Der er ca. 2 minutters ventetid
For hurtigere at kunne hjzipe dig, beder vi dig oplyse dit domaenenavn eller ordrenummer
Mens du venter kan du evt. kigge pa denne amkel som kunne vare nyttig

“"Hvordan rydder jeg min browsers cache?” : hitps /help one comho/dalarticles/ 115005592605

Kundeservice Robot has lefl 529 PM

B =5 joined 529 PM

=X 5:29 PM
Hej [ mit navn er S

] 5:29 PM

Jeg har faet det til at virke )

- 529 PM

Ok )

one.com = 5:29 PM

Det var bare cache )
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Eksempler pa chatbotdialoger

) W . ) ! . . Lo . Loe s . dan & o ’
.

naen g har 132t opdateret tema 1 W Kan | scanne 0g oplyse mug hvilke hier der evi matte ram! af mahvare

Kundeservice Robot

3
LT f. 2ol a1
'_‘-"~.-.l>’.7‘ '-l

@) one.com

Domain = Hosting = E-mail



Eksempler pa chatbotdialoger

L 1256 PM

Hey  Min sosters side [ o« bievet biokeret Jeg gatter pa at det skyldes at den er bievet hacket igen igen
inden jeg har (et opdateret tema 1 WP. Kan | scanne og oplyse mig hvilke filer der evt mdtte ramt af malware 77 P3
forndnd xR

Kundeservice Robot has jpined 12 56 PM

Kundeservice Robot 12.56 PM
Hej [}V eommen bl One com kundesupport

Kundeservice Robot 12.56 PM

Vi har fundet Malware pa dt webhotel og har vaeret nodsaget tl at suspendere din hiemmeside. Malware er inficerede
filer med skadehge programmer, som er blevet upicadet igennem din FTP-forbindeise

For at 13 gendbnet din yemmeside, skal du udfore disse 3 trin

1) Foretag en komplet scanning af dn computer med et antvirus-program  Log herefler pd dit One com kontrolpane!
hitps /login one comicp/

2) Skift din FTP-adgangskode under 'SSH & FTF eller ‘'SFTP & FTP

3) Slet nedenstdende inficerede filer med programmet ‘File Manager

wp-readme php
wp-config php
header.cache php
wp-settings php
pop-up-cache php
accesson php

search php

index php
wp-admin/user/adman php
wp-admun/accesson php

(O )one.com sssendoxphy

Domain = Hosting = E-mail wp_“’mmg‘cms,wp_Wl.m.am mp
wp-content/plugmns/utiivrue php
wo-contentlanauaaes/zrenznfm pho



Hvad snakker

Traening af chatbot kunderne om? @

+ Chatdata g B
= A

Skraeddersyet

g |:> SUPWIZ  Aimotor

e Email data

 Vidensartikler

e Andet tekst data




Chatbot veerktgj

* Opbyg, vedligehold og
traen chatbotten |
BotStudio

* Enterprisemodul:

GDPR, administration,
adgangskontrol, test,
traening og KPI statistik

Chatbot statistics

This page shows performance statistics for GoodTestBot

Changes in performance are calculated based on the previous period of the same length as the one specified below.

Select language: Any language -
Start date: End date:
01 Dec 2019 15 Dec 2019
Start-time End-time:
o o

00:00:00 GMT+0100 (Central European Standard Time) 00:00:00 GMT+0100 (Central European Standard Time)

Compute statistics Download statistics

& Total deflections @ & Flow deflections @
74.2 % 83.3 %
Change: ~69% @ Change: ~ 16.7 % @

%, Total chats @ Flow coverage @ Opted-out chats @
0 (1]

19 84.2 % 26.3 %

Change:~71.4%© Change: ~12.2 % @ Change:v61.1% @

= Avg. user messages @ 1@ Avg. chatbot messages @ © Errors ©

Change: ~ 122 % @ Change: ~ 16.7 % @ Change: ~ Infinity % @



Kundecase #3

[T




NNITs chatbot in action

Jakob Sassersen,
AVP NNIT Service Support Center

January 30th, 2020



NNIT Next Generation Support Services
Market trends

Demand for omnichannel support Increasing ticket load

Expectations have been new technologies like
Windows 7/10, cloud applications etc. would
reduce the load on Service Desk but the opposite

has happened:
* Agile development
/\‘  Higher complexity in IT

New technologies as well as new generation of
users demand additional support channels for swift
service from no matter where they are

* Chat

» Self Help portals

+ Password reset

* Phone apps

Annual Contacts per End-User

» This can easily become very expensive to create
and operate




NNIT Next Generation Support Services

We take responsibility for our customers’ challenges as if they were our own

EXCEPTIONAL USER EXPERIENCE

ANY ONE

ANY WHERE

Ll
=
-
>
b
<

24x7

SUPPORT

365

DAYS A YEAR

Users are able to
solve their own

Sp > &

PROACTIVE CARE

System data sent
to NNIT for trending

b 2 3%

self service portal

&> ©

issues proactively on issues
SELF CARE
User-friendly Automated

password reset/unlock

ﬁ_> a

0

Service Request
Portals & ITSM
integrations

Chat

Email

HII2NIHAO T I
ut T PRIVET 8 F
KON’NICHIWA! > O

Phone
Drop In Support
VIP services

Human Knowledge
Base (KCS)
Bot ITSM tool & Al

Ticket Routing

a

Global Onsite Support
Infrastructure &

Application operation
incl. DevOps

{0}

Continuous Improvements
& Automation

ACT [PLAN

SLA, XLA




Service Request

Portals & ITSM
integrations T o

VIP services
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End-User

|
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Password Reset Self Help portal Drop-In / Walk-In Phone Chat Email Sem;grtl'\:squest
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Knowledge @ riow + @ Knowledge @) Ticket @ Vanual
Base automation / base Routing (Human)

- RPA integration
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knowledge article)

Al Ticket
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New Flow + automation/RPA

Integrations

Human

Continuous Service

Improvements
& Automation

Management
Tool

nniT




