
Next Generation

Digi-cal Retail

NEVER MISS ANOTHER SALE



Most customers start 
their SHOPPING 
Journey Online

But they don’t feel as 
comfortable as doing 
shopping in retail 
stores.



Consumer expectations 
are changing rapidly, with 

a preference for a 
personalised, 

streamlined, engaging 
and digital experience.



… how do we personalize the 

DIGITAL experience ? 



5

The 
Remote Advisor:
delivering personalised 
advice in the
Digital Age.



Online retail shopping 
assistants using video 

calls increase brand loyalty 
and sales

• Connect with online customers in real time
• Provide valuable service to clients and build 

brand loyalty
• Offer live, see-what-I-see guided tours, with 

personal shoppers to escort us through an in-
store experience as well as an online one.



Mary Brown

Customer - Mary Brown 
Can you help me choosing the right color? 

Agent 
Yes, of course! Let’s start a video chat

CUSTOMER

BUSINESS IMPACT
of a Personal Shopper

• A large number of top retailers worldwide 
already implemented real-time Assisted 
Selling projects, and have obtained major 
benefits in terms of conversion rate, 
customer satisfaction and loyalty. 

• Increase brand loyalty
• Save customers’ t ime and eliminate 

obstacles
• Create individual connections online and 

enhance the customer experience
• Reduce shopping cart abandonment and 

boost conversions
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Virtual Show-rooming
Give your buyers an engaging, dynamic and 
rich experience, via live video calls direct 
from the shop floor 

Online Shopping Assistance
Integrate with eCommerce platform to 
streamline online shopping experience. 
Instantly connect via chat voice and video



PROACTIVE 
engagement

Extremely high NPS
from user

Very efficient agent’s 
allocation

Best Channel selection 
(Voice vs Chat)

Higher engagement rate 
on SALES processes



CO-BROWSING 
experience

Increase Self-Service usage and 
retention on On-line channels

Increase First-Call Resolution 
reducing the need for escalation 
and  complex workflow

Significantly 
reduced AHT

Higher CSAT



VIDEO Chat

Video chatting with customers 
offers the highest level of 
personalization

Transfer high value service 
form physical branches to 
Contact Centers

Make efficient and scalable 
high value service

Companies that use Video chat 
usually experience a 10-30% 
increase in conversion
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And the Journey 
doesn’t stop on-line.
1 in 3 shopper will visit a 
physical store after a 
positive on-line experience
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The Customer can schedule an 
appointment directly on the 
chat box at the time that best 
suits them.

Then your Personal Shopper 
awaits, ready to show you 
around.

And the experience is share 
across channels

Meet at the Store



14

Store Reps can keep the “conversation” 
going, text messaging clients on their 
preferred App (e.g WhatsAPP, Messenger, 
SMS,..), about flash sales or return in stock of 
items not available….

Text with customers 
after they leave the store



MOBILE CX

Conversational data 
acquisition

In App contextual 
support

Users are able to 
experience the highest 
value of customer service

The preferred channel for 
an increasing share of 
customers



Chatbot and 
CONVERSATIONAL A.I.

Extended 
Service hours

Reduce the number of 
customer calls

Increase First-Call Resolution 
reducing the need for escalation 
and complex workflow

Increase Self-Service usage 
and retention on On-line 
channels





We help brands 
sell more online 
thanks to better 
customer support

An unattended e-commerce site is a 
dehumanized storefront
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Multichannel Personal Shopper - eCommerce Integration
https://www.dropbox.com/s/ret2u0fkoxrjx1y/Demo%20-%20eCommerce%20integration.mov?dl=0

ChatBot - Product return
https://www.dropbox.com/s/4wflwyos58qd8gw/LoF_ChatBot_product_return.mov?dl=0

Apple Business Chat - Retail UseCases
https://www.dropbox.com/s/bstbcznxwdmdkip/BC-Retail-UseCases.mp4?dl=0

Demo Reels

https://www.dropbox.com/s/ret2u0fkoxrjx1y/Demo%20-%20eCommerce%20integration.mov?dl=0
https://www.dropbox.com/s/4wflwyos58qd8gw/LoF_ChatBot_product_return.mov?dl=0
https://www.dropbox.com/s/bstbcznxwdmdkip/BC-Retail-UseCases.mp4?dl=0


THE CLIENT 
The Luxer is a luxury multi-brand e-
boutique, owned by Italiantouch, the 
eCommerce division of Gruppo Diego 
Della Valle. The company is present in 
Austria, Belgium, Germany, Great 
Britain, France, Italy, Spain, and the 
United States. 
THE PROJECT 
T h e p r o j e c t c o n s i s t e d o f t h e 
development and implementation of a 
widget for the websites of several 
brands managed by the The Luxer: 
Tod’s, Fay, Hogan, and Roger Vivier. 

The widgets on each website have been 
customised with colours and logos, to 
fit in seamlessly with the page.

The purpose of the project was to 
offer general assistance to Customers 
on the website.



THE CLIENT 
Luigi Lavazza S.p.A. is an Italian 
manufacturer of coffee products that was 
founded in 1895 and branded as "Italy's 
Favourite Coffee”.

THE PROJECT 
The chat service, provided through 
Vivocha, is active on the whole website 
and each time a Client runs into a 
problem, a pop up shows up offering help.  
Thanks to the implementation of the Chat 
and CallBack services, tracking requests 
is easier and allows agents to better 
address each Customer's needs , 
offering an overall more effective service.

“The chat is able to address the attention of both 
the Customer and the agent at the core of the 

problem allowing to find a fast and effective 
solution, the very own characteristic of this new 

communication channel”
Enzo Berta, Customer Service



THE CLIENT 
L’Occitane is one of the globally 
leading beauty brands that uses all 
natural ingredients in their products.  
They now have over 2,000 stores 
worldwide.  
THE PROJECT 
L’Occitane has a multilingual and 
multi-regional website, so the 
company uses Vivocha widgets in 
different versions of the website for the 
USA, France, Japan, Germany, 
Australia, Brazil, United Kingdom, 
Netherlands, and so on.

In particular, on the American website, 
the widget is visible in different 
sections, such as checkout page, best 
sellers products, and some landing 
pages.









Thank you for 
your attention


