Solution Presentation

Use-cases for Chatbot
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Customer Support Use-cases

\
e WhatsApp Bot

e Website Bot

e Alexa and Google Assistant Bot

\_ %
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Customer Support on WhatsApp (©

Bot for Customer Support on WhatsApp

All common queries of the customers could be answered by an
automated bot on the most popular channel - WhatsApp.

Generic queries, account related queries.

Insurance: premium due date, premium due amount, policy status.
Stock broking: live stock prices, portfolio valuation.

Mutual Fund: KYC status, account statement, branch locator.

Business Impact

e Reach out to customers on a channel they very well know of -
WhatsApp
e Service customers 24x7
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Bot for Customer Support on Website & Mobile App ﬂICICl Bank

Customers ask a lot of common queries that can be instantly answered by a
bot. oo SBLMUTUAL FUND
Generic FAQs

Credit Card (Due date, Due Amount, Last 5 Transactions, pay bills)
Check Account Balance, Mini Statement, Account Statement, etc.
Transactions, Customer Details, Product Details, etc.

Business Impacts

e Instant resolution to user's common queries

e Time-saving approach for query resolution :S:VJ'ZEUIR{JNZE

With Us. You're Sure
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VoiceBot on Alexa and Google Assistant

e Users can ask queries on Alexa and Google ok SBI MUTUAL FUND
A

A PARTNER FOR LIFE

Assistant.
It can provide the user with instant voice responses.
e The users can transact by simple voice inputs.

Business Impact
o 30

Better customer engagement jeevan surakstia ka/
Easy and quicker resolution of queries

Additional customer touch-point

Voice capability makes it user friendly

” ICICI Bank
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Sales Use-cases

e Form Assist for online buy
journeys

e |Lead Generation Bot

-

~

e Bot for non-contactable leads

v
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Bot for Form Assist (Website and Mobile App)

e Form Assist automatically detects inactivity when the user is stuck on a

particular field, while filing a form and pops up on the screen of the
customer.

e The bot proactively shows the contextual meaning of the field

e The bot can guide the customer about the specific fields where they need
help.

Business Impact

e Better user experience since the bot provides contextual assistant
e Reduced drop-offs & less inbound calls

e Improved support at the point of sale and service
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Bot for Non-Contactable Leads

Bot for Non Contactable Leads (WhatsApp)

e The bot sends a whatsapp message to users who are not
contactable.

e The customer can reply to either set up a meeting or call
from Sales Manager.

e The botis implemented in Hindi Language

FINANCIERS LTD

Business Impact K‘Z}\ Acyas

SAPNE AAPKE SAATH HAMAARA

e Automating follow up with the customers
e Better churning of leads
e Support for vernacular languages
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+91 93588 23105

This chat is with a business account. Tap for more info.

ST G A A Y Ty fozam & forg er=gae!
BH 3Rl i fohaT @ifehT Smad ara 8 8t Teht!
3feh A Graifa SIehRY & g 199,
AR ufafAfd & a1d oA & g 2 9.

FuAT AR AT RIS FR A | 1298 oy

400068 12:28 pm v/

BH 31T § el Yuech ehe | Wi oh gRT T & faig 1
I| o SHTftheR & Tueh & forg 2 | 12:28 pm

1 12:29 pm

B 3110 © el HUh &, HudT 68 13 & 9 arig
forae F5t| 12:29 pm

13 12:29 pm

FUAT GaIg 10:00 F 2 6:00 & fra gra formgam Hst
|

12:29 pm

5:00 12:29 pm v

read and respond to your messages and calls. Tap for more info.
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Loan Recovery & Collections

Bot for Loan Recovery

The customers who have defaulted on their EMIs will be sent a message with
bot link

The customer clicks on the bot link and enters their details

The list of defaulted EMIs/pending EMIs is shown

The bot shows ramifications of not paying EMIs on time

The customer can pay the loan or express their reason for not paying the
EMIs

The bot can also redirect the customer query to a human
agent(call/chat/meeting)

Business Impact

Highly scalable solution to contact the loan defaulters
Automated collections channel loan recovery
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Lead Generation Bot

Bot for Lead Generation (Website, Mobile App)

e The Lead Gen Bot pops up on detecting user inactivity.
The Bot detects the page and contextually probes the
user.

e The Bot then proactively collects user details.

Business Impact
MoTiLAL OSWAL

e Proactively generate qualified leads
e Better quality leads
e Better conversion of leads
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Your account opening will not take more than 5
minutes!

Simply upload your documents viz. PAN, Aadhaar
and Bank Proof and verify your identity with OTP
based e-Sign - AND YOU ARE DONE!!!

And yes, you also get Rs. 1000 cashback on the
first month brokerage - isn't that exciting??

Please provide below details to get started

Name:

Mobile Number:

City:

8C ]



Internal Use-cases

-

N

Bot for Relationship Managers
Bot for Feet-on-Street (FOS)

Bot for Customer Support
Executives

~

v
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Bot for Customer Support Executives

Bot for Customer Service Agents (Website, WhatsApp, Mobile App)

e Customer service agents have high-attrition rates and their training time varies from 3 to 4
months. Despite all these efforts, agents contact their team leader for queries that they don't
have answers to.

If the agent is not aware of the resolutions, a wrong resolution is provided.

e This process can be automated by providing a Bot for the customer service agents wherein

agents can type the query give accurate answers to customer’'s common queries.

Business Impact

e Correct and Standardized responses
e Low response time for the customers, rapid answers to queries
e Less training time for training the agents kotak

Securities
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Bot for Feet-on-Street

Bot for Feet-on-Street (WhatsApp, Mobile App)

e It's difficult for RM to remember all the products and services offered.
Agents with incomplete knowledge have to call the product team to get answers.
If a Bot can be provided to these agents, they can ask any query pertaining to products and
services.

Business Impact

Providing standardized answers to users/customers

Provide support to agents to ease off their sales process

Less training time required to teach the agent regarding products
Reduce chances of mis-selling.

ﬁ ICICI Bank
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: HR Use-cases

-~

-

e Bot for Job Applicants

(Recruitment)

e Bot for Employees (Internal HR)

~

v
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Bot for Job Applicants (Recruitment)

Bot for Job Applicants and Recent Joinees (Website, WhatsApp, Google Assistant,
Alexa)

The Job Applicants ask a lot of common queries, which a Bot can automatically answer.
e Generic queries before joining - Date of joining, Place of posting, Salary details, Perks, and
benefits, taxation, the culture of the company, about senior management, etc.

e Candidates can upload documents (ID Proofs) - Passport, Aadhaar Card, PAN card, etc

Business Impact

e Automating common applicant queries
e Lessinbound calls to the hiring managers
e Standardized responses
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Applicants can ask generic queries and also track their applications

uill Airtel 4G 8:00 PM @ 7 77% =)

3 ” ICICI Careers Oa %

Hi. How may | help you?

You can also ask me queries as
follows “:

Enter 1 =~ What is the interview
process?

Enter 2 == Selection process for
SMP

Enter 3 «~ How can | apply for ICICI
Bank?

Enter 4 .=~ Campus Program

Enter 5 - About ICICI Bank

For more information,

@ Visit at www.icicicareers.com
~ email us at

icicicareers@icicibank.com

f8 Call us at +91 22-7187-2500

How can | apply for ICICI Bai @

M
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uill Airtel 4G 8:00 PM

@ 9 77% wm )

{3 ﬂ ICICI Careers @ AS

How can | apply for ICICI Bank

Vi

Please visit www.icicicareers.com and
apply for the role which you think
interests you and is suitable for you.
The process to apply is very simple.
Please follow the mentioned steps to
apply.

STEP 1. Click here to explore the jobs
to which you would like to apply.
STEP 2: Click on the apply button.
Create your profile. Submit your
application.

STEP 3: In case you do not find a role
of your choice you can still submit
your application. Please click on the
link- https://www.icicicareers.com/
Careers/CP/Requirementapply.aspx?
IsProcess=0

STEP 4: Existing users of
icicicareers.com should login with
your credentials and apply.

New users are requested to create
your account at icicicareers.com

ull Airtel 4G 8:00 PM @ 9 77% =.)

{3 £ cicicareers @ S

1) Job Title: Phone Banking Officer
Stage: Sourcing
Status: Applied

Hi

Hi. How may | help you?
Application status PM

Please enter your registered mobile
number. :

7559267579 .. ..,

N

Please enter your Date of Birth in DD-
MM-YYYY format.

29-07-1997

M

Hi Simran Tank, below is the status
of your application(s):

1) Job Title: Phone Banking Officer
Stage: Sourcing
Status: Applied

e @0 ©
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Applicants can also upload their documents such as PAN, marksheet, certificates, etc.

8:09 rul R O@

icicicareers.com

811l TN O@

6@ icicicareers.com [ [}

e Applicants can upload
relevant documents.

e The bot first authenticates
the user and asks the user
which document they
would like to upload
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Doc upload 500 P 7

Kindly enter your registered 10 digit mobile
number. 09 PM

8141724612 500 pM &/

Please enter your Date of Birth in DD-MM-YYYY
format. 3:09 PM

29-05-1997 g.00 PM W

Hi Shreyas Patel, kindly choose the document
which you would like to upload. 09 PM

Select one of the following &~:

Enter 1 ..~ Relieving Letter/Undertaking
Enter 2 .~ Address Proof

Enter 3 ..~ Experience certificate

Enter 4 .~ Resignation Letter

Enter 5.~ Passport

Enter 6 «_~ 10th Mark-Sheet

Enter 7 ..~ 12th Mark-Sheet

Enter 8 .~ Graduation certificate

Enter 9 .~ Post-graduation certificate
Enter 10 &~ CA final year mark sheet

Enter 11 «.~ Other educational certificates
Enter 12 <~ Photograph
Enter 13 &~ Last three drawn salary slips

Enter 14« ~ CV

@ I“""" ) Mess

-0 @

email us at icicicareers@icicibank.com

W callus at+91 2271872500 o0y,

1 8:09PM &/

Kindly attach photo or PDF file for Relieving
Letter/Undertaking. 8:10 PM

ﬁ HireCraft API

es * PDF 810PM W&

Congratulations, Your document has been
uploaded successfully.

Would you like to upload any other pending
document(s) ? 8:11 PM

Select one of the following &~ :

Enter 1 &~ Yes
Enter 2~ No

For more information,
e Visit at www.icicicareers.com

email us at icicicareers@icicibank.com
B call us at +91 22-7187-2500

811 PM
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The HR team receives a lot of common, repetitive queries that can easily be
automated by a bot.

Leaves (sick leave, maternity leave, etc.)
Apply for leaves, muster, late punch, etc
Payroll related queries

Register a complaint of harassment, etc
Salary Slip

Promotion

Perks and Allowances

PF related

Business Impact

Automation of common HR-related queries

Quick resolution to employee queries

Time-saving approach for query resolution and thus
productivity

” ICICI Bank
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Thank you

Private and Confidential



