Self-service is more
important now than ever.
Are you ready to deliver?
Why great customer service is integral to your
organization and what you can do to achieve it.

www.ficanex.ca

COVID-19: A Surge in Inquiries Across Canada
In the midst of the latest public health crisis,
organizations in every customer-facing
vertical have been bombarded with calls,
emails, and Facebook messages from people
that desperately need answers. Many
Canadian financial institutions are publicly
reporting longer than usual wait times, and the
Banking & Payments Federation Ireland
reported a 400% increase in the number of
calls that member banks are receiving from
customers that need financial support.
The latest pandemic has not only proven to be
a societal health crisis, but a business
catastrophe that companies are struggling to
grapple with. As customers grow increasingly
concerned about their investments, latest bill
payment, pre-planned family trip, insurance
claims, and everything in between, financial
institutions are scrambling to keep up with the
rapidly growing rate of assistance needed by
consumers.

It's a challenging situation, but it does not
mean that customer service departments are
helpless. The advent of technology brings
with it superior benefits and efficiencies, if
they can be used effectively. Many financial
institutions have their own self-help tools that
can guide worrisome Canadians through this
time of uncertainty such as online banking,
robust social media platforms, and updated
and contextual FAQ pages.
The issue is that these channels are not
designed to handle a surge in inquiries, let
alone provide personalized help to each
customer. People need help immediately, at
any time, from anywhere. This is where
automation can come into play to create a
more meaningful self-service experience.
Enterprises must reimagine their operations,
with automation and AI at the center of their
strategy.
Forrester Predictions 2019: Transformation goes pragmatic
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The Future of Customer Service—Today
“The average person spends 43 days of their life waiting on
hold. Over the next few years, consumers are going to be
delighted at how much better this experience can be.”
— Mike Murchison,
Ada Co-Founder and CEO

Customer expectations are evolving, and
right now there is a significant gap between
customer expectations and reality; arguably
the biggest one yet. The longer that a
customer spends interacting with online
platforms and service providers, the lower
their waiting threshold will be. This comes
as a result of having immediate and
delightful experiences with products and
services that we engage with, especially on
our phones. When faced with a significantly
long and unexpected wait time, customers
become even more frustrated and less
tolerant—resulting in a brand's diminished
reputation and even a drop in retention.
By 2021, nearly one in six customer interactions
globally will be handled by artificial intelligence.
Gartner, 2018, Cool Vendors in Customer Service & Support

Many organizations are capitalizing on the
opportunity to introduce AI and automation
into their customer experience strategy,
putting them leaps and bounds of where many
others are today—and will remain for years to
come.
“AI will streamline inquiry capture and resolution
to take contact center operations to the next
level. It will extract useful information… to quickly
surface trends and issues in customer sentiment
that may affect customer retention and loyalty.”
Forrester 2018, “How AI Will Transform Customer Service”
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Brands that have superior CX bring in 5.7 times
more revenue than their competitors that lag in
such efforts.
Forrester 2016, “Your Customers Don’t Want to Call You for Support”

Not only does a better experience make your
customers more happy, but it makes you more
profitable. This is no surprise since people are
willing to spend more when they are satisfied,
and the right customer service solution will sell
and generate leads on your behalf—all while
letting your staff focus on the most valuable
customer interactions.

Using Automation as a Proactive Solution

In 2020, self-service will be the gatekeeper to
all channels, automating tasks to increase the
speed of resolution, CSAT, conversion, and
revenue.
Forrester Predictions 2019: Transformation goes pragmatic

According to a a study published by Forrester,
the best way to realize the full potential of
automation and AI is to use self-service
technologies that facilitate agent-assisted
interactions. This can be accomplished by
using a solution that is able to understand and
communicate with your customers without
the need for a live agent, but with the added
ability to connect them to one if need be. The
right automated customer experience solution
can resolve a significant percentage of
customer inquiries, allowing your staff to
focus on the high-value interactions with
customers that need more complex
assistance. Meanwhile, these tools can also
be used to capture leads, provide valuable
analytics, and most importantly increase
customer satisfaction and loyalty.
Forrester 2020: The Three Customer Service Megatrends In 2020: Fuse AI
And Agents To Drive Better Experiences
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The reality is that the situation many financial
institutions are experiencing right now is an
extreme example of what can happen to
severely impact their ability to handle a spike
in customer inquiry volumes, including service
issues, network outages, and many other
factors that are largely outside the control of
the organization. It is in times like these that
financial institutions need to ensure they have
the right measures in place for the sake of
their customers who view financial services
not a luxury, but rather a necessity. Why make
your customers wait hours for answers to
burning, anxiety-inducing questions when you
can have an automated solution taking care of
the vast majority of high-volume inquiries?

65% of organizations report that if chatbots
could reduce the number of inquiries to the
call center, agents would then be trained to
handle different or additional tasks –
chatbots will not replace them.
LogMeIn 2018 AI Customer Experience Report

Harnessing the Power of Automation & AI

Introducing
FICANEX member financial institutions can
now easily and securely integrate an AIpowered customer support chatbot into their
organizations with minimal cost and effort
using tunl.chat. tunl.chat leverages machine
learning, natural language processing, and
automation in order to help you deliver a
personal, contextual, and engaging
customer service experience.

An all-in-one solution that is quick
to bring to life with our team.
Easy integration with no direct
banking connection required.
Nationally-aggregated pricing that
lowers fees, regardless of size.

"As a credit union, we are able to deliver on
our service promise by enabling tunl.chat to
provide immediate information in a way that
supports our brand. It assists with Contact
Centre volumes by answering the simple
questions, thus allowing our experts to spend
their time on more complex transactions and
solutions for our members. We are thrilled to
be able to extend this service as usage of the
bot increases every day."
— Brad Best,
VP Information Systems at Kawartha Credit Union
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How

Can Improve Your Business

Automation-Driven Results
tunl.chat can automate up to 30% of your
customer inquiries within the first 30 days
of implementation—immediately reducing
the strain on call centre staff and
eliminating customer churn. With up to a
70% containment rate once the bot is
optimized, tunl.chat helps decrease
customer service costs and increase sales
opportunities by allowing staff to focus on
high-value customer interactions.

Hi! I'm your personal assistant,
always here to help. What can I
do for you today?

?

AI-Powered Personalized
Conversation
Through the power of AI, tunl.chat can
improve customer satisfaction by making
every conversation feel personal. Its
customizable UI allows for each chatter to
feel valued through a dynamic experience
tailored to their specific needs. Flows are
based on preferences and past behaviour,
ensuring that your chatbot will adapt and
uniquely serve each customer.

Access to Analytics
tunl.chat gives you instant access to
analytics that can be used to identify
new opportunities to improve your
business and your customer experience.
You'll know exactly which questions your
customers are asking, thus helping you
customize your marketing efforts
without having to get feedback from
your customers on a regular basis.
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How

Can Improve Your Business
User-Friendly Dashboard
tunl.chat comes with an easy-to-use
backend interface that allows you to add,
edit, and delete conversation flows in
real-time, without the need for in-house
technical support. You'll have the
freedom to quickly incorporate
information on products and services,
special offers, known issues, and more.
This is one of the components that
allows you to have tunl.chat up and
running in record speed.

Omnichannel Capability
One of the features that makes
tunl.chat so valuable is its omnichannel
functionality. In addition to being
implemented onto your desktop and
mobile sites, tunl.chat's powerful
technology can also be integrated into
your Facebook page and accessed from
any smartphone, giving your customer
answers to their questions—24/7, 365.

Live Chat Integration
To increase customer satisfaction,
chatters can seamlessly connect with a
live agent if they require additional
assistance. With Ada Glass, customers
can do this all within in the same
window. Live chat integration with Ada
Glass helps to further close the gap
between today's customer expectations
and the quality of service that your
organization can provide.
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Want to learn more? Visit
FICANEX.ca or contact us at
marketingandsales@ficanex.ca

www.ficanex.ca

