Chatbots: the future of customer
engagement

Flavian Cristea
Grapefruit™
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What app has over
1.2 billion active users
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Some of you are probably
using it right now

Or in the next 5 minutes if
this talk is boring
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9.6 million Facebook users
In Romania
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They spend 3+ hours per day on this activity

65 40~ 38~

Ages 18-24 ~

Watching Social networking Texting
videos online

https://www.thinkwithgoogle.com/interactive-report/gen-z-a-look-inside-its-mobile-first-mindset/
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They spend 3+ hours per day on this activity

69 43*% 43%

Ages 25-34 ~

S Using Social networking
videos online messaging apps

https://www.thinkwithgoogle.com/interactive-report/gen-z-a-look-inside-its-mobile-first-mindset/
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Not a lot of
companies

The people The channel

Copyright © 2017 Grapefruit SRL. All Rights Reserved.



CHATBOTS




What is a

chatbot?
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Benefits for brands and consumers

Getting 24-hour _ Getting an Getting detailed / Good customer
service instant response expert answers experience

Ease of Easily register a Efficient complaint Quick answers to
communication complaint resolution complex questions

o
e
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What consumers say about chatbots

63% 75%

Would use a Would like to know if
chatbot to getin they are talking to a
contact with a chatbot or to a real
business person

67% 52%

Consider that in the Would offer
next 5 years chatbots  feedback after an
will surpass mobile  experience with the
apps performances chatbot

79%

Would prefer to
know that they have
the option to talk
with a person if the
chatbot fails

80%

Would use a
chatbot to get
information faster

Copyright © 2017 Grapefruit SRL. All Rights Reserved. Surse: 2016, Aspect consumer experience index; Chatbots, a consumer research study, by Myclever agency
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Where can chatbots be used

v Lead v’ Personalized
generations offers

v Prescoring v Communicate

v Initiate sales new offers
discussions v Communicate

launches and
events

v E-commerce

Copyright © 2017 Grapefruit SRL. All Rights Reserved.

CUSTOMER
SERVICE

v'Customer
service 24/7

v Quick
responses to
customer
issues

CREATIVE

MARKETING

v'Inspirational
content

v Targeted
messages

v Content
based on
preferences
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Pizza Hut | Order a pizza in messenger
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/[ )
|
1 oo 12:00 PM 100% -
Pizza Hut >
< Recent R Block

Welcome to Pizza Hut!

I can help you with ordering,
deals, locating a restaurant,
and more. How can | help?

Order

Deals

More

Copyright © 2017 Grapefruit SRL. All Rights Reserved.
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LIRS 12:00 PM

Pizza Hut >
< Recent s

Any 2 Medium pizzas for 6.99
Choose any combo of your
favorite pizza options and get
them both for $6.99 each.

Order Now

S
Triple Threat Box

Ot D madinm 1 tannina

. 4

100% -

Block

()

LI

< Recent

12:00 PM
Pizza Hut >

100% -

Block

Great, Baron! Here is a list of
your last three orders.

1 Lg Pepperoni Lover's Pizza
and 1 Lg Veggie Lover's Pizza.

Delivery

Carry Out
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Bank of America - ERICA - intelligent digital assistant

Verizon LTE 7:21 PM
erica
Based on your typical monthly
spending, you have an additional

$150 you could be putting toward
your Cash Rewards Visa.

This could save you up to $300 per 246 bllllons Of
o payments Q3 2016

Additional Payment

960 mil logins in mobile
- app

Payment Details

(;uzrge(;]t $l\£lle(\)/\é) Annt;ail,jgvmgs I_Og|nS ave rage Of 46
SRR times / month

Next Scheduled Payment: Nov 17

Copyright © 2017 Grapefruit SRL. All Rights Reserved.
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erica

Based on your typical monthly
spending, you have an additional
$150 you could be putting toward
your Cash Rewards Visa.

This could save you up to $300 per
year.

Additional Payment

$150/mn

so—@)

Payment Details

Current New Annual Savings
$250 $400 $300

Next Scheduled Payment: Nov 17

Copyright © 2017 Grapefruit SRL. All Rights Reserved.

Bank of America - ERICA - intelligent digital assistant

They can verify the
balance

helps clients make
payments

They can create
smart savings plans
They can also pay
the bills

Make
recommendations to
better manage
money
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Alcohol brands- Simi-Your Personal Bartender Chatbot

eec00 Vodafone IN 3G 6:01PM ** @ © 63% WM ) **ccoVodafonelN 3G 6:03PM 3 @ U 62% W 44000 VodafoneIN 3G 6:03 PM @ O 62% W
Simi Your Personal Bart... > Simi Your Personal Bart... > Simi Your Personal Bart... >
< Home Typically replies instantly Manage < Home Typically replies instantly Manage < Home Typ L:'] v replies instantly Manage
Simi Your Personal SINDE ROIEs L L)
@ ingredients are
Bartender © X :
Here is your recipe for
32 people like this @ Frozen Mint Margarita! &
Wine/Spirits =
Ahan !
CREATIVE 5:56 PM Now let's see you are in a
MARKETING Hi Deepali! I'm Simi Your ) moodifor
Personal Bartender. Tell
me what you have in your
kitchen? = = & 7 - . Frozen Mint Margarita

vodka

Ingredients:

4 chopped mint leaves
4 crushed mint leaves
1/2 tsp. Kosher salt
100m| crushed ice

: 45 ml Ciroc
CTomato> (Orange) ( Mint ) ( Juice < Q See Recipe @ 30 ml lemon juice

15ml triple sec

Some of the popular
@ ingredients are

Frozen Mint Margarita Vonar

Type a message... Type a message... Type a message...

Copyright © 2017 Grapefruit SRL. All Rights Reserved.
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Nestle - GUSTAV Facebook Messenger Chatbot

eeee0 orange 7 12:00 ® 71 % 76 %4 eee00 orange T 12:00 @ 7 % 76 @4 ®ee00 orange T 12:00 @& 71 % 76 %4
Nestlé > Nestlé > Nestlé >
< Home Typically replies instantly Manage < Home Typically replies instantly Manage < Home Typically replies instantly Manage
- = i .
;' lata ceva delicios pentru pranz.
RNE Nestle @ ==
%\/g%/ 10M people like this, including Dana {_
Nestle lordache and 55 friends Y e
e ' s
es Product/service .
S
Lava Cake Prajitu
O prajitura delicioasa cu ciocolata ciocol
Nestlé Dessert. Usoare
Get Started www.traiestecugust.ro savoar -
www.ti Supa de pui cu ghimbir Supa
. Ce spui de o supa sanatoasa de pui, cu branz
Salut Georglana, T ghimbir si legume ce te va incalzi. Doua ¢
promotii _ foarte
www.traiestecugust.ro oarte
AT

Bine ai venit pe pagina Nestlé
Romania. Eu sunt Robotelul
Gustav.

Send a message...

RETETE MIC DEJUN

More

Te invit sa descoperi promotiile
Nestlé pe site-ul nostru
Traiestecugust.ro.

Inspiratie in bucatarie

Abia asteptam sa vorbesc cu
tine despre ce am mai pregatit

AN
\es @

Vezi promotii /&

mai multe retete

Mai avem si alte retete
delicioase pregatite pe site-ul
nostru Traiestecugust.ro.

c@@Aa

in bucatarie.|

In ce aventura culinara vrei sa
pornesti?

o © g o o6
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Chatbots, a new strategy

and tactic in your
marketing arsenal




Want to talk about chatbots and
the future of your business?

Flavian Cristea

flavian.cristea@grapefruit.ro
+40 756 36 36 34




