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Customers love texting...

£ Messages

... but please, don’'t make it
*DONOTREPLY*

Appt Reminder May a 1-Way Street!
132016 2:00PM

with Dr. He, M.D. at
Specialty Center
617.591.4350
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The Messaging
Revolution
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o+ of the Top 10

most used apps globally
are lessaging Apps



000 Million

~13% of Earth’s population
‘“ “ use Messenger every month.
' ” Fastest Growing app.in the U.S.

http://www.usatoday.com/story/tech/2016/04/13/what-bots-can-do-you/82970056/




60 billion messages

are sent daily on Messenger
and WhatsApp

More than 3x the peak global traffic
of SMS



Messenger is the 279 most
popular ios app of all time

(behind Facebook itself)

http://blog.appannie.com/most-popular-iphone-ipad-apps-all-time/



A New Business Model

“Facebook thinks of:Messenger as a platform
on which entire businesses will be built.”

“The idea is that Messenger will be an ‘app for
everything™
BUSINESS
INSIDER

http://www.businessinsider.com/facebook-messenger-ambitions-2015-10



D
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~ would rather of daily

active app users o
over picking up

the phone and
talking

than talk to
customer service 3 days after install

* http://lwww.aspect.com/millennials



we could come up with the ultimate way to serve
customers the way they communicate with each
other...

V4B 040

Monument Ca...

This is Monument! Our Installation Specialist
Is planned to arrive at 85 Main 5t, Cambridge
tomorrow between 10am-2pm. Please send
confirm, cancel, or reschedule

e e ae
ict 3 1045

| can't make it! .

o .

Mot a problem. You can reschedule if you'd
like. Just send a new date. Or reply cancel.

4w
Pt F;
JCL 3, TR

October 6 .

Oct 3, 10:49 .

On 10/06/15, we can offer the following
slots: morning (8am-12pm), late morning
(10am-2pm). Please choose, or reply with a
different day.

Oct 3, 1040




The 4 Faces of Messaging



The 4 Faces of "Messaging”

Direct Answers to
Questions

Basic Information

aspect

eeee  T-Mobile T 14:54 7 % 82% WM

{ Messages  Monument Manual Details

Text Message
Today 14:53

What kind of gas should | put in my
car

Monument Motor gasoline engines
require the use of premium unleaded
gasoline (91 octane or higher).

| need a jack. Where can | find it?

The jack for your car is located in
your trunk under the driver side
panel.

el | Send

14



The 4 Faces of "Messaging”

Richer information
display necessary:
link to disposable app

Rich Content

eeee T-Mobile = 14:55

{ Messages Monument Manual Details

require the use of premium unleaded
gasoline (91 octane or higher).

| need a jack. Where can | find it?

The jack for your car is located in
your trunk under the driver side

panel.
How about measuring my oil level.
How do | do it?

We think you need to do something
with oil. Check your oil level http://
[of I0bTex. Types of oil we
end http:/bit.ly/1Jf8QAQ.

Checking the oil level

General notes

When checking the oil level:

e park the vehicle on a level surface.

¢ the engine should be switched off for
approximately five minutes if the engine if at
normal operating temperature.

« if the engine is not at normal operating
temperature, e.q. if the engine was only started
briefly, wait about 30 minutes before carrying out
the measurement.

= Using the oil dipstick (except S 600 and S 65 AMG)

—y




Detour: What’s a “Disposable App”?

A special-purpose secure mobile Web app that
requires no prior download, works across all

General notes

When checking the oll level:

smartphone platiorms, lets your customer e
engage on the spot e L

e if the engine is not at normal operating
temperature, e.qg. if the engine was only started
briefly, wait about 30 minutes before carrying out
the measurement.

* Pay bllls * View lab results
* Enter data .




The 4 Faces of "Messaging”

“Form Filling”, e.g.
Appointment
Scheduling

eeee: T-Mobile = 7 % 82% WM

14:55

{ Messages Monument Manual Details

My car needs to be serviced. Can we
schedule something?

What day would you like to schedule
service? (MM/DD)

When would you like to schedule
service? (H:M a)

We've made an appointment for Create Event
service at your preferred qualified

specialist workshop on Wednesday

Show in Calendar

Transactions

Copy

Cancel

17

aspect




The 4 Faces of "Messaging”

“Form Filling”, e.g. Proactive Outreach
Appointment

Scheduling Communicate changes proactively
through outbound text

Transactions

18
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The 4 Faces of "Messaging”

Getting Human
Help

Contact Center

aspect

esee: T-Mobile & 15:02 7 3 80% WM ssssc T-Mobile =

{ Messages Monument Manual Details

-

When would you like to schedule
service? (H:M a)

— Monument
We've made an appointment for u
service at your preferred qualified

specialist workshop on Wednesday

June 10 at 10:30 AM.

Can you call me please, have some
questions

You will receive a call from a service
representative within two minutes.

Remind Me Message

@ | Send

Decline




The 4 Faces of "“Messaging”

Getting Human Respect Channel Choice
Help

Stay In messaging channel or escalate
to voice

Contact Center

m m ©2015 Aspect Software, Inc. All rights reserved 0



Industry Examples: Meet Edward



Forbes
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SHARE >

MAY 10,2016 @ 03:224 PM 544 VIEWS

Radisson Blu Edwardian Guests Can Now
Text Edward The Chatbot For Service

Pin it

Janet Burns
CONTRIBUTOR

r 2 0. y
L write apout tech, meaia

= Iy o ~N crio -
cuiture, and science

FULL BIO >

Opinions expressed by Forbes
Contributors are their own.

If you don’t have the time or inclination to coordinate with
real-life concierges during your next stay in the UK, you’re
in luck: a new virtual assistant has checked in at a dozen

22



Meet Edward, M‘.“b 's SMS Virtual Host

EDWARDIAN, LONDON

00000 ATET 7 08:41 v 1 86% M

Adapt to our guests’ ever-evolving needs and Ciimsanges +AATEOTC34TA  Detele
deliver a new level of service excellence

Text Message
Today 08:10

Welcome to the Radisson Blu
Edwardian Grafton, My name is
Edward and I'm your virtual
host. If | may be of assistance,

Respond to new guest behavior, stay relevant, please text me. See examples:

o : _ https://apps.edwardian.com/e/
stay competitive through service quality, reduce 003ed.htm|

cost through automation

Welcome guest with a text, respond to questions
Instantaneously via Al, involve staff where
needed, offer option to receive call to bridge self-
and live service




e ®
eeeeC T-Mobile F 11:43 7 % 92% W)
& apps.edwardian.com

/aaa’w:__“!\

EDVWARDIAN, LONDOM

Edward from Radisson Blu Edwardian, Sussex

Hello,

My name is Edward. I am your virtual host at the
Radisson Blu Sussex, ready to answer any questions
relating to your stay with us.

However, please bear with me, I was born only a few
days ago and I still have so much to learn.
Nevertheless, I know that if you ask me certain
questions in a certain way, I will be able to answer
them.

Each time I am unable to answer, someone looks at
those questions and teaches me how to answer them

Help page

cnose questions and teacnes me now Lo answer tnem

the next time I get asked.

Here are some examples of questions I think I can help
you with:

Breafast Time: text me 'Breakfast’ or '‘Breakfast
times’...

Is your Breakfast Included?: text me Is my
breakfast Included’ or '‘Breakfast included?’...

Trains and Underground: text me '‘Nearest
Underground’ or 'Overground'’ or 'Train Station’....

and, If you need Housekeeping to deliver
something to your room: text me '‘Extra Pillows' or
‘More Shampoo'or '‘Extra Towels'...

I can also get maintenance sent to your room:
text me ‘Lights not working' or ‘Light bulb’ or
‘Room too hot'...

I can also get room service to remove the tray
from your room text me ‘Remove Tray’

I can get the concierge to book you a taxi text me
'Taxi’

24



Edward combines...

» The business value of a blend of personal touch and automation

» The response times and accessiblility of self-service

» The proven methodologies of Interactive Voice Response

» The consumer appeal of texting/messaging as a communication channel
» The ubiquity of SMS across the world

» The benefits of Natural Language Understanding for free-form dialog

» The value of CRM to show the guest we know them

» The human touch through live service integration where needed

m m ©2015 Aspect Software, Inc. All rights reserved
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‘ Edward — An Overview

Qey Mﬂ Kudos “Call me”

Humor/
Other

General Account-
Question | |Specific Q

m m ©2015 Aspect Software, Inc. All rights reserved



Lexical Ambiguity

i

85% W >

P

85% W)

00000 ATAT 3G = 2:59 PM 0000 ATRT 3G T 3:05 PM

{ Messages Concierge Contact |

I'd like some paper

{ Messages Concierge Contact

I'd like a paper




Challenging dialogs...

©2015 Aspect Software, Inc. All rights reserved

at 3:40am!!!

28



Other Industry Examples



Mortgages

Loan Prequalification

eeecO T-Mobile LTE = 1:35 PM 85% N>

£ Messages Loans Contact

Are you buying or re-financing?

Yes or No: Are you a veteran, or
currently on active duty?

How much do you make in a
month — before taxes?

30



Collections

Account Balance
Bill Pay

eeecO T-Mobile LTE = 1:35 PM 85% N>

{ Messages ABC Bank Contact

What's my account balance

Your balance is $89.30 and is
due on 6/13/16. Would you like
to pay now with card on file?

You have paid $89.30. Your new
balance is $0. Thanks and have
a great day

31



‘ Public Transportation

Tobias d~ W Follow

@tpgoebel eeec0 T-Mobile LTE 16:24
cxpdev.demoaspect.com

@ABCTransport status of M5?

4 Reply T3 Retweet W Favorite *®® More

Status Info

1:15 PM - 20 May 16 - Embed this Tweet
M5 - Service Status
. ABC Transport L~ W Follow M1/M1 LTD, MS/MS‘LTD, M14A/M14D and M103
~ . 1 buses may experience delays due to street
) @ABCTransport closure on 2 Av between 14 St and E H

@tpgoebel M5 has delays. For more 5 Sarvics St =om
information tap aspct.co/a56Tgh B o s | it 8 ummots

» The Weekender » Future Date

0060 Service Change
000 Delays

o T Good Service
o e e Good Service
OO0 GoodsService

Good Service

00 Good Service

Good Service

4 Reply T3 Retweet W Favorit

A47.46 DAA N ARy > g Two
12:15 PM - 20 May 16 - Embed this Twi

Good Service

Good Service




Retall — Self-Service

Order Status

eeecO T-Mobile LTE = 1:35 PM 85% N>

{ Messages ABC Retail Contact

Where is my order?

Which phone number was used
when you placed the order?

321-201-3789

Your order WRX13187005
was shipped on 05/20/16.

33



Retall — Self-Service
(ctd.)

Payment Status

eeecO T-Mobile LTE = 1:35 PM 85% N>

{ Messages ABC Retail Contact

Payment status

Balance on order

WRX13187005: $221.50. Next
payment will be charged on
05/13/16 for $50. Payments

will reoccur every 30 days until

the balance is paid in full.

34



Retaill — Self-Service

(ctd.)

FAQ

eee00 T-Mobile LTE = 1:35 PM

{ Messages ABC Retail Contact

85% .

What I1s an aerocart?

The Aerocart is an 8-in-1 all-
purpose mover and lifter. The
Aerocart uniguely combines
the capabilities of a wheel-
barrow, hand truck dolly,

extended dolly, bag holder,
cylinder holder, rock lifter &
mover, flower pot carrier and
trailer mover all in one. More

at aspct.co/|19K7Y

35



Why Texting/Messaging?



Why Is Customer Service on Messaging so Attractive?

QOO

Personal
Cell phone or Messenger account
belongs to one person, not shared

Ubiquitous
900 million individuals use Messenger
already, growing fast. EVERY phone can text

Asynchronous

Does not take user’s entire attention, i.e.
they can pursue other tasks while interacting
via messaging

User-friendly

Lets the user advance in a dialog at their
own pace. No speech recognition
challenges through noisy environments or
accents

m m ©2015 Aspect Software, Inc. All rights reserved

Persistent
Dialogs are archived in message apps automatically

Consistent
One client, central storage of messages

Less intrusive
Messaging dialogs can be conducted silently, during
meetings, in presence of others, while travelling, etc.

Secure
|dentity protected through username and password
messaging apps like Messenger

Think beyond the app!




What's the LEAST EFFORT way to reach a business?

SMS

On ALL phones; asynchronous communication

MESSAGING

On MANY phones, asynchronous communication

On MANY phones; requires data/download

VOICE

Expensive, single-threaded, slow, frustrating

m m ©2015 Aspect Software, Inc. All rights reserved



How do we serve the largest % of the audience?

VOICE

Everyone can make phone calls

TEXT

Everyone can text, many for free

Many can open mobile web pages

NATIVE APP

Only 1I0S/Android users can run apps

m m ©2015 Aspect Software, Inc. All rights reserved
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Start with a Pilot



Start with a Pilot: Selection Criteria

Low Integration
Complexity

Predictability High WOW Factor

Choose a use
case that will be
noticed

Market it




Example Applications

o

Banking

« Account management

* Collections

« Branch and ATM locators
« Alerts and reminders

- Payments

« Loan application updates
* Surveys

m m ©2015 Aspect Software, Inc. All rights reserved

Healthcare

* Appointment scheduling

* Prescription refills
 Clinical trial data collection
* Physician lookup

« Collections

« Patient surveys

Same Use Cases as IVR!

Utilities/SPs

Account management
Bill payment
Appointment scheduling
Upsell



Next Steps

Map out your “Customer Journey”
“What’s there already?”

Brainstorm pilot implementation of innovation
“How can we WOW our customers — to stay

relevant?”

43



Let’s Show our Customers the




