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Next Generation

Digi-cal Retail
NEVER MISS ANOTHER SALE

T —




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 ?



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.
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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’ time and eliminate
obstacles

- Create individual connections online and
enhance the customer experience

* Reduce shopping cart abandonment and
boost conversions




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

0000
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Don’t miss our promotions
and special offers!

Ask our agents !l!

Start a Video Chat

)
7 5 82% W N ’
t Checkout
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Canon PowerShot
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Sony Cybershot

R o \ R Increase Self-Service usage and
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[ = - S retention on On-line channels

Sony DSC.H20
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WHAT COLOUR ARE YOU?

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



VIDEO Chat

Q0O

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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Welcome to FashionSite.com John Smith

LONtacts ‘A \.) Help < Media (O Logout

£ Customer Profile

Customer since May 2011 First name
Last name
Phone number  +1 1411

Email

9 Customer Location N\, Navigation Path
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Agent - Mary Brown
Welcome to FashionSite, I'm Mary, how can | help you?

Customer - John Smith
| need help with my last order, can we start a video chat?
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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

@Se@e @




Meet at the Store

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

clothes store

HOME NEW PRODUCTS FEATURED TOP SELLERS SPECIALS BRANDS REVIEWS CONTACTS

@ 0 Itermy(s)

= X

Please enter your details and select a
date and time to schedule your
appointment with a remote expert.

enter@youremailhere.com *
Thursday Friday Monday
25 may 26 may 29 may

09:00 09:00
Schedule
0550 09:30 09:30
10:00 10:00 10:00
CALVIN KLEIN CALVIN KLEIN 10:30 10:30 10:30
MEN'S COLLECTION WOMEN'S COLLECTION
11:00 11:00 11:00
11:30 11:30 11:30

NEW PRODUCTS

12:00 12:00 12:00



Text with customers

after they leave the store

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....

The STORE®

Hey Emily, this is Tessa from
The STORE®. It was great to
meet you earlier! This is the
lipstick | showed you in the
store, | think the Power Red
would be gorgeous for your
skin-tone...

Y et Beauté Lipstick

store.

Perfect! Thanks Tessa, | will
buy it now &

Contacts

Add New

Added in-store

Emily Flores

@® Perfect! Thanks Tessa, | will buy it now & €

Aubrey Mckinney
@ Recently opted-in, say hello +J

e Last web visit 2 days ago

Ralph Lane
@ Glad you like it. Let me know if you
need...

Lauren Pritchard
° They arrived yesterday. Just in time!

Sam Western
@ Great, I'll see you then!

o Last web visit 2 days ag(




MOBILE CX

In App contextual
support

Kodak
FUN Flash Single Use
Camera, 27+12 pic

Users are able to
experience the highest
value of customer service

information about
| add to my cart $2,117.00

2 total products
{ * Q The EOS40d bodyisa g
\  product!

Conversational data

Contact a representative s g
acquisition

The preferred channel for

an increasing share of

customers




Chatbot and
CONVERSATIONAL A.lL

Extended
Service hours

-
-

Not much. Just helping
UL R SDEEEEE SUPPORTO ONLINE - X

any?

Reduce the number of
customer calls

Q

GENERALI 2 X
* Modificare indirizzo email S

— d0, COMme po
* Modificare dati anagnﬂcl q nell’accesso alla tua Area Clienti?

OK, great! * Reset codici accesso - Non riesco a registrarmi

* Non trovo la rl:posta - Non riesco ad accedere

How to delete saved pas

in Internet Explorer? O
Customer Non riesco a registrarmi [ ]

Please follow steps fror Modificare indirizzo email

@ sidebar on the left Quale problema di registrazione
stai riscontrando?

Increase First-Call Resolution Qa
reducing the need for escalation

and complex workflow

I NCr If- rV| Are you satisfied with E semplice, basta ap’fife il tuo Profik - Non ho ricevuto la conferma di
crease Self-Service usage vesoonse? App facendo tap sulfcona delle o
" _h impostazioni (rotellina in alto a destr
and rete ntlon on O N l ine o potrai inserire una nuova email o un - Dati inseriti non corretti

numero di telefono (in questo caso,
C h anne I S riceverai via SMS il codice di verifici

NUOVO NuUMero)

Non ho ricevuto alcunal

powered by vivecha



< Your orders ¢ Make a return < Make a return

1 order Do you want make a return Do you want make a return
about all the products or about all the products or

‘ ' ? just rt?
Status: Shipped Just a part? just a pa

N. Order: 424242422 |

Just rt ust a part
Date of shipment: 25 July 2019 P
3items Which product? Which product?

\!
O Entice Platform Sock

Lil' Sane

Size: 37
Color: black

Village: Mantova

{J SEE ORDER DETAILS

Yes, this product
|2 MAKE A RETURN
What do you want to do?
Deliver the product to the village

Thank you! We are waiting
for you in Mantova. For any
information you can contact
our concierge
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We help brands
sell more online
s thanks to better
customer support

An unattended e-commerce site IS a
dehumanized storefront



Demo Reels

Multichannel Personal Shopper - eCommerce Integration
https:/www.dropbox.com/s/ret2u0fkoxrjx1y/Demo0%20-%20eCommerce%20integration.mov?di=0

ChatBot - Product return
https:/www.dropbox.com/s/4Awflwyos58qd8gw/LoF ChatBot product return.mov?di=0

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



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

Customer service T H E LU x E R Sign 1n Wishlist ﬁ

THE LUXER WOMAN MAN BRAND WHAT'S NEW THE STORIES ciIFTcuipe Q

HOME > BRAND >TOD'S > WOMAN > TOD'S FLOWER BAGC >TOD'S MINI FLOWER BAG
PREVIOUS

PRINT
Z00M IN To D'S
. Tod's Min1 Flower Bag
£ 570.00
ONE SIZE v

CHAT WITH ASSISTANT

NOTES Luca has entered the chat

hexagol : Luca
Good Morning!

DETAILS

DELIVER

LECAL N
INSTRUCT!

COSTS, TEI

o SIS

YOU MAY ALSO LIKE...

LECAL WAJ

THE LUXER

THE CLIENT

The Luxer is a luxury multi-brand e-
boutique, owned by I[taliantouch, the
eCommerce division of Gruppo Diego
Della Valle. The company is present in
Austria, Belgium, Germany, Great
Britain, France, Iltaly, Spain, and the
United States.

THE PROJECT

The project consisted of the
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 iIn seamlessly with the page.

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



LAVAZZAIT SERVIZIO CLIENTI
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STORE LOCATOR

LavAT1LR

TORINO ITALIA 1895

STORE

- '
r:aico/m'i ali accessoﬂ

e u

ACQUISTA SUBITO

Assistenza Clienti

Chatta con un assistente

Iinviacl una mall

LAVATIR

TORINO,ITALIA 1895

STORE

THE CLIENT

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

THE PROJECT

The chat service, provided through
Vivocha, I1s 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 Dbetter
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



L’ OCCITANE

Q © L’OCCITANE 0 & 0 EN PROVENCE

EN PROVENCE

SALE ~ BESTSELLERS  OFFERS  NEW MAKEUP  SKINCARE ~ BODYCARE  HANDCARE  HAIR CARE FRAGRANCE ~ MEN  GIFTS  ABOUTUS

%Q QTJ] K§> {T ; @h THE CLIENT
©—© DQJ, N/ ) \ L’'Occitane is one of the globally

leading beauty brands that uses all

FREE STANDARD ENJOY 3 FREE EXCLUSIVE FREE GIFT FREE CLICK , , , ,
DELIVERY ’ SAMPLES | OFFERS ’ WRAPPING ’ &COLLECT naturalingredients In their products.
When you spend £35 Order online, collect in-store today They now have over 2!000 stores
worldwide.
e 0
THE PROJECT
Weilcome to L'OCCITANE. I'm Guinar. How can | help you? L,OCC|tane has a mUItiIinguaI and
R multi-regional website, so the
, Wclcon'wctoL'OCCITANE.Mayltakcyour company usSes Vivocha WldgetS N
name please?
a different versions of the website for the
SUMMER ‘ USA, France, Japan, Germany,
2 1S ON Australia, Brazil, United Kingdom,

B EAU Netherlands, and so on.
I Y 1 S0me HOT savings. In particular, on the American website,

Favourites.
the widget is visible In different

sections, such as checkout page, best
sellers products, and some landing
pages.




N E W L O O K Free standard delivery over 65€ o @

New In Womens Mens Teens >earch Q
10% OFF YOUR FIRST PURCHASE FREE DELIVERY FREE RETURNS FROM IRELAND
WHEN YOU SIGN UP TO OUR EMAIL WHEN YOU SPEND 65€ OR MORE T&CS & RESTRICTIONS APPLY

Tell us something about you

YOUR NAME:

EMAIL ADDRESS:
NEVER USED FOR MARKETING

Need help?

PHONE NUMBER:
JUST IN CASE WE LOSE CONNECTION

NEXT

vivecha

DISCOVER

100s OF NEW
| owemwe FE P ow |

SECURE
I BAY2A -l »\Y4 PAYMENE




I'm looking for ... Q 2 Signin/Register 3 Corta

TV & Audio  Appliances Computing Mobile & Smart Tech  Gaming & Gadgets  Photography & Navigation  Birthday Deals  Blue Monday Deals

I3ELLINTEL CORE i5 :
BIRTHDAY | l o NB AGB RAM 1TB HDD . -

BLUE . e B
~ < MONDAY - m >
.‘ e RN 0
" ONE DAY ONLY | ONLINE DEALS ShOD NTOW >

LIVE CHAT O®

SR

#BIRTHDAY TOP SELLERS e e
Valid from 23 Jun - 04 Jul Tee

Hi I'm Tee, Welcome to our new site !
Can | help you?




DEBENHAMS oo o KL

Women Lingerie Beauty Home Furniture Men Kids Gifts & Toys Electricals Holiday Shop Weddings Blue Cross

"» FREE Standard Delivery on orders £45 or over — 'i FREE Next Day Click & Collect on orders £20 or over 7( International Delivery find out more

BLUE CROSS SALE™

*t&c apply @

£10 worth of points* when you spend £50 or more on beauty & fragrance -
*T&C apply () Welcome to Debenhams Live Chat O ®

DEBENHAMS

Get started by telling us about you & your query

THIS WEEK WE LOVE

FULL NAME:

EMAIL ADDRESS:

WHAT WOULD YOU LIKE HELP WITH?
Please select a topic...




4
vivecha
Thank you for

your attention




