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The only proven Al-powered enterprise CX solution

Our approach tackles your challenges through customer-facing assistants & by empowering your agents to excel in digital channels

Al Assistants
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Conversations Conversation with Emily Smith E @ 0 || Quevets | Transfer & | Mark Inactive

Hello! I'm the Travel Virtual Assistant.
Select from the options below or just ask
me a question. How can | help you today?
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Leading the industry in LLM-powered Al

Quig has more customer-facing Al deployments than any other vendor

A
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Insurance

Consumer
Products

eCommerce Health Transportation




Driving Measurable Outcomes With Next-Gen Al

89% CSAT score 60% resolution rate 75% increase in resolution rate
2X intent to book 42% increase in CSAT 65% positive feedback rate

MOLEKULE Leading Office Supplies Retailer

75% CSAT score 50% improvement in Technical product assistance to
3X self service rates qualified customers improve employee efficiency

Uc©@ u@ Leading Jewelry Retailer

2X accurate responses in 33% reduction in 27% reduction in agent
product recommendations agent escalation response effort

Global Fashion Brand
and Retailer HBOMAX

Customer-facing assistants Agent-facing assistants



Today we'll demonstrate how Bob’s drove both operational efficiency and NPS
at the same time, and now growing revenue while carefully implementing GenAl

Review how Al propelled Bob's to industry-leading
CX and operational efficiency

v

Gain insights into techniques Understand the GenAl
to drive CX efficiency and Maturation Curve to plan the
the outcomes achieved adoption of safe GenAl
Learn how to evolve from driving Learn ways to navigate
efficiency into high-value organizational challenges,
growth use cases risks & barriers to Al



BobBot, our automated assistant, was born on Oct 7, 2020, providing
self-serve to millions of contacts each year, well before the onset of GenAl

& mybobs.com

Chat with Bob's

Here's the status of your items ...

Leo Camel Manual Rocker
Recliner

Delivery scheduled:

Turbo Brown Leather Power
Recliner
2021

Rimsa Side Table

duled: A

@ mybobs.com

Chat with Bob's

Here are the items that can be scheduled:

Melrose Sofa & Accent Chairs

|===111

Playscape Accent Chair ﬁ

An adult over 18 will need to be available
between 6:30am & 6:00pm on your
delivery date. You will receive a 3-hour
time window 2 to 3 days before your
delivery date.

& mybobs.com & mybobs.com

Chat with Bob's Chat with Bob's

What's the phone number associated with

your order?
Provide Order # instead

What's the order number?

15067913

What zip code are we shipping to?

Here's the status of your items

& mybobs.com

What's the phone number associated with

your order?
Provide Order # instead

What's the order number?

What zip code are we shipping to?

Here's the status of your items ...

" ! . "

To get started, select a standard delivery 's Val-U-Pedic Queen Yay! Your order is out for delivery.

date that works for you a oundation Indulgence 7'
Not ready to schedule Rug

O Thu, Aug5 O Fri, Aug 6 O Mon, Aug 9 Estimated arrival: Late

O Tue, Aug10  © Wed, Aug 11 © Thu, Aug 12 ‘ More detail

O Fri, Aug 1 Mon, Aug 16 © Tue, Aug 1 ‘ [T —

NIGHTSTAND-MG400NS- O Wed, Aug18  © Thu, Aug19  © Fri, Aug 20 Talk'to agent
MALIBU Talk to agent
© Mon, Aug 23 © Tue, Aug 24

e your message Type your m Type your message




- BOB'S

Solve big

customer needs
with automation

Description

To start, we launched

self-serve tools, including delivery
scheduling & issue reporting

Goal

Reduce contacts and

customer friction
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Video
https://drive.google.com/file/d/16EZ8PBx-hTAyTn7RJMva3xLL8vHNUsZI/view?usp=sharing



https://drive.google.com/file/d/16EZ8PBx-hTAyTn7RJMvg3xLL8vHNUsZI/view?usp=sharing

BobBot enables 65% of all support contacts to self-serve,
reducing Agent Contacts Per Order and saving $4MM+ each year ...
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... While Support NPS increased significantly, since phones are answered faster
and agents can focus on improving service for more complex cases
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Instead of a “Build It & They Will Come” approach, we embedded self-serve,
contextual links throughout all channels, driving 2.6 MM bot visits annually

1,102,148 Track Delivery / Service
1,802,191

Order #: 402

=
Jessica, your S 603,543

delivery date is
almost here

Items being delivered

n Schedule Delivery
230,199

E

?ggnggg Reschedule Delivery

: ~ e L 232,312

Your delivery details Y ¥ "
: 393,764 A 66,193
Check Order Status

Store i} 47,627
22,278
Take Mattress Quiz
Support i 4,982
1,315
Place Order
4,79
How can we help you?
- 6,86!

) 4
i d - g 44,7
42,904
Bl 36,8

Reschedule delivery Find the right product

s
5
)

View order details Place order

s

5

Text When Available

3 0
Reschedule Service
30,198

Search FAQs Report product issue Find the Right Product

25,750
Combine Delivery Dates
6,126
788
3

What you need to know

Print receipt Chat with an agent

Jll Make a Payment
| Pickup
21



BOB'S

Bolstered by the bot’s success, Bob's has been excited about the potential of GenAl,
but as a risk-averse brand, we've been hesitant to put it in front of consumers

Chatbots May
‘Hallucinate’ More Often

. . Inappropriate Than Many Realize
H a I I u C I n a t I 0 n S p p p - When summarizing facts, ChatGPT technology
Re S p O n S e S - makes things up about 3 percent of the time,

according to research from a new start-up. A
Google system’s rate was 27 percent.

€he New Nork Times
Nov 6, 2023

Ask your Bob’s store
associate about our July

4th & Labor Day sales.

Inaccurate
Lack of Content »
Responses

(especially sales-related)

Gen Al BobBot response to question
about sales during testing



Description Goal

Deploy LLM to

Leverage GenAl

BobBot understands what
without risks inherent

in content generation

customer is asking and all Bob's

Understand
FAQs to display the right article

But Not Create

15
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https://drive.google.com/file/d/1

Video
iDkScPB74EEGGLNKWwKuG0gwdJ8Fnaj/view?usp=sharing



https://drive.google.com/file/d/1__jDkScPB74EEGGLnKWwKuG0gwJ8Fnaj/view?usp=sharing

The Large Language Model (LLM) bot provided better responses vs typical Natural
Language Processing (NLP) search results, reducing handoffs to agents by 31%

9 9 31:8%
31.6%—31"6% 0 ——20.9%

27:9%—28:3%

3541%
327 %

29:1%

252%

/\ 20:7%

20:8%——20:6%

I [ [ [ [ [
Jan-23  Feb-23 Mar-23 Apr-23 May-23 Jun-23

[ I [ [ [
Jul-23  Aug-23 Sep-23  Oct-23  Nov-23

# of Questions Asked = # Handoffs to Agents Handoff Rate

Dec-23 Jan-24



Description Goal

Test GenAl

Test the efficacy of

BobBot will answer questions
bot content and

responses at scale

about policies and processes

with an
from our 5k+ store associates

internal beta

18
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Video
https://drive.google.com/file/d/1VradcXEY XgsE5VdYiXkwOHwWRKSAh2xy8/view?usp=sharing



https://drive.google.com/file/d/1VrqdcXEYXgsE5VdYiXkwOHwRKSAh2xy8/view?usp=sharing

Our “Walk, Don’t Run” GenAl maturation curve enables iterative building & testing
of content, data, integrations, LLM, & guardrails, as we mitigate risk & drive value

Conversational Generative Al Maturation Model

IMMATURE SOPHISTICATED —
REVENUE
INTELLIGENT
Enhance self-serve
= with GenAl-powered
= human-like
é conversations
e)
(1]
2 We are here
§ EFFICIENCY
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Customers are increasingly engaging with brands that offer virtual assisted-selling
on their websites for high-consideration & consultative purchases

R WL

Remote sales via chat,

Remote sales hit €1.3B in FY2022 phone & virtual “dark” store
50MM+ messages exchanged between
Accounts for 3.3% of total sales Much higher conversion rates 8K experts and 1MM+ customers
& AOVs than dot-com levels
Goal is to grow the share 4MM product recommendations
to 10% in a few years In 3 months, 140K customer video

chats from a virtual store location

Sources:
Ingka, “Al and Remote Selling bring IKEA design expertise to the many”, Jun 29, 2023
Best Buy, Q3 2024 Earnings Call Transcript, Nov 22, 2023
LinkedIn, “A Co-Pilot for Curated Experts”, Sep 11, 2023



https://www.ingka.com/newsroom/ai-and-remote-selling-bring-ikea-design-expertise-to-the-many/
https://finance.yahoo.com/news/best-buy-co-inc-nyse-191248002.html?guccounter=2&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAAMOic6KML1szM66ym69DB4wM8ON1rWiR3HYTrpQyKSlOoYQcZURxfR0UssgMeKYI4F6ExZYGawy7zEzRntjeD0ENB0QQZM-Le-TbfkOU9Sfp06ZcpQM4r3shD9QbPpJ9JU188Vk53lNjFjXP6VsK70Y5gDRey8FzOzlYdWW1ppRS
https://www.linkedin.com/pulse/co-pilot-curated-experts-alex-vauthey%3FtrackingId=K493ePYkduIrKDnba7jKUg%253D%253D/?trackingId=K493ePYkduIrKDnba7jKUg%3D%3D

BobBot finds out what web guest is looking for, collects contact info to qualify,
and then passes chat to Bob’s Squad associate to help and close the sale

& mybobs.com

= © BOB'SruiiitirRe O ¥

Q

Living Room Bedroom Mattresses Dininy

Need help ordering? Call 860-812-1111 X
Home / Furniture / Living Room

Living Room Furniture

Living Room ges  Sofss &
Sets ¥ Couches

iy sectionals ﬁ Loveseats

A el

Furniture

= Coffee & End TV Stands &
Tables Media Centers

AA & mybobs.com

Need help ordering? Call 860-812-1111 I, veliver to : 06042

Chat with Bob's X

I'm BobBot, Bob's automated as-
sistant.

N

() Whatoan! help with?

Find right product / Place order
_

Reschedule delivery or service

(Track defivery or serv\ce) (Check order slalus)

(Repnrt product \ssue) (Sameth'mg e\se)

AA

& mybobs.com

Need help ordering? Call 860-812-1111 B, vetiver to : 05042

Chat with Bob's X

I'm BobBot, Bob's automated as-

sistant.

What can | help with?

Find right product / Place order

Tell me a little bit more about how we

can help.

I need a new mattress

& mybobs.com

Chat with Bob's

Tell me a little bit more about how we
can help.

I need a new mattress

I'm going to assign one of my agents. To

help your agent get started, please
share:

First name:

Last name:

& mybobs.com

%5 etiver to : 06042

Chat with Bob's X

Last name:

Thank you for contacting Bob's Discount
Furniture Store. My name is Gina, and |
will be assisting you today. Can | please
start with your zip code?

Thank you. And what size mattress are
you looking for?
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In less than 5 months, sales chat has grown to 10% of web sales with significantly
higher conversion rate & higher average order value than an unassisted web sale

Wk42 Wk43 Wk44 Wk45 Wk46 Wk47 Wk48 Wk49 WKkS50 Wk51 Wk52 Wk1

===Sales Chat %

-Linear (Sales Chat %)

Wk 2

Wk 3

Wk 4

Wk 5

Wk 6

Wk 7

Wk 8
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Offer high-touch

experience with
smart routing

Description

We'll enable BobBot to answer

guestions, & intelligently route to
agents based on skills, as needed

Goal

Provide high-touch,

human-like service &
reduce agent handoffs
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Video
https://drive.google.com/file/d/1HS7DsqUoNKpt5zQFO0KyIx4 TOeRxiElIK/view?usp=sharing



https://drive.google.com/file/d/1HS7DsqUoNKpt5zQF0Kylx4TOeRxiEIlK/view?usp=sharing

Address risks and barriers upfront to ensure organizational alignment

Team Concern

Data integration
and SaaS platform efficacy

Protecting customer data
and risk of errors

Incorrect or inappropriate
responses by the bot

Customer interruption
and UX friction

How to Mitigate

Invite IT in at the start to working team
as a solutioning partner

Bring legal in early to set
policies and guardrails

Test internally at scale

Ensure chat nudges provide utility with
limited real estate and easy dismissal



Think about your high-value use cases, how to grow in to GenAl, and what
is the right channel mix, plus make sure you promote the heck out of it

Area

Use Cases

GenAl Usage

Channels

Promotion

Recommendation

Benefit

Tradeoff




