AVIVA

Vivy, Aviva’'s
digital assistant

Vivy, the artificial intelligence that guides users through
Aviva insurance services, powered by Responsa.




With over 300 years of experience,
Aviva is one of the leading international
insurance groups. Today it serves over
33 million customers thanks to its
consistency and professionalism.

Aviva is a definite commitment.
To accompany those who have
entrusted them with their daily
choices, protecting what is most
important to them.
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Providing good customer service should be a
top-of-the-list priority and helps more than
ever to distinguish the ‘good’ from the ‘bad’.
This is why Vivy was created.

Michele Petrilli
Customer Experience & Proposition Manager @ Aviva

The results after 1 month
from the Go-Live
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Objectives

Considering the many phone calls and e-mails that Customer Care had to
manage, resulting in delayed response times and great workload, Aviva decided
to restructure the customer service offer in a smarter and more efficient manner
by introducing a Virtual Assistant, thereby reducing the time and costs of the
repeated activities of the Operators and also customer waiting times,
consequently improving the user experience.

¢ Where to intervene

e Reduce the volume of simple and repetitive requests
e Reduce customer waiting and response times
e Free up Customer Service personnel from basic activities

The solution for Aviva

Together with Responsa, Aviva created Vivy, the virtual assistant of Aviva.it, to
provide customers with 24/7 support and speed up response times, while
reducing the workload of the help desk Operators. Thanks to the Vivy Chatbot,
which can be consulted on either a desktop or mobile, Aviva offers customers
support in navigation and product discovery and provides specific answers
thanks to the ability to refine the intent searches of customers. Vivy has a
conversational approach that makes the interaction between the user and
Chatbot smooth and natural, guiding the customer towards the service through
contextual follow-ups.
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. . o \/ Ciao! ¥ Sono Vivy, la tua assistente virtuale, come posso aiutarti?
se hai bisogno di aiuto

puoi chiedere a me. (>


https://www.aviva.it
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Follow-Up: a Bot that
understands the context

The user’s request is not always
clear: thanks to a multi-turn
conversational approach, Vivy can
understand the context and help
to refine the user request through
follow-up questions, namely by
suggesting requests for
completion and/or choice.
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preventivo polizza animali

Grazie alla nostra polizza AvivaPlus
SalvaGuai, che prevede la garanzia
"Animali Domestici", ti rimborsiamo i
danni che i tuoi animali domestici
potrebbero causare involontariamente ad
altri. Per maggiori informazioni su
AvivaPlus SalvaGuai puoi

rivolgerti ad una delle nostre agenzie
trovando quella a te piul vicina a questa
Pagina

oppure visitare la pagina dedicata,
dove potrai anche effettettuare un
preventivo e acquistarla direttamente
online!

@ Ti @ stata utile questa risposta?
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@ Ciao! ¥ Sono Vivy, la tua assistente
virtuale, come posso aiutarti?

devo aprire un sinistro

@ Per quale tipologia di polizza devi aprire un
sinistro?

POLIZZA CASA

POLIZZA AUTO-MOTO |

POLIZZAVITA

POLIZZA INFORTUNI E MALATTIE |

@ A Chatbot that uses

human language

Vivy can understand human
language through advanced NLP
(Natural Language Processing)
algorithms. It performs semantic
sentence recognition and
therefore does not need exact
keyword matches to understand
the information contained in
complex customer enquiries. The
user then freely writes their
question, which is interpreted by
the Chatbot and is resolved
according to the Knowledge Base.
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T X Navigation and
service support

Non ho capito bene la tua richiesta, ma

questi sono alcuni argomenti su cui posso BeS|deS answerlng frequently

aiutarti. Se preferisci puoi metterti in

contatto con il nostro Servizio Clienti che asked q uestion S, V|Vy can g u |de

sicuramente sapra come aiutarti.

the customer to discover Aviva
services and products and support
navigation through an easy and
customised path. In this way, the
Chatbot improves the user
experience in all scenarios. Even if

Richiesta iquidazione the request is not interpreted
correctly, Vivy can suggest the
main services that are most
suitable for the user.

Liquidazioni e riscatti Stato del tuc

scegli

T €

Ciao, sono VIVY
posso aiutarti?
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Chatbot

A Virtual Assistant for Customer Care
and next generation Shopping
Experience, equipped with advanced
Al algorithms, which can be integrated
with the legacy systems.
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Dashboard

A simple and intuitive administration
panel, with which you can
independently manage the
Knowledge Base and the ChatBot,
and access statistics and metrics.

Knowledge base

An intelligent and up-to-date
knowledge base that uses an
advanced semantic search
engine for easy and instant
access to information 24/7.

Live Chat

Based on the occurrence of a number
of preset conditions, the ChatBot can
transfer the conversation to a human
agent, thereby optimising the assi-
stance service.

Ticketing

Immediate assistance service just a
click away: the user can open an
assistance ticket if the search in the
Knowledge Base does not generate
results.
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Artificial Intelligence at the service of the
customer experience of customers and
employees, to reduce costs and increase sales.

An Omnichannel Chatbot available on the most innovative
digital touchpoints, from Smart Speakers to WhatsApp, to
take advantage of the opportunities of the conversational and
voice interfaces, integrated with Knowledge Base, Escalation
systems and CRM, for true customisation.
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Reduce in-bound Save time and
traffic lower costs
thl
Collect insights on More satisfied
prospects and customers customers
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