Messaging

Current and future state



Confusing sales pitches

Need a better way to communicate and visualize our home
product at the right time in the conversation

Low quality grammar

Top Issues

Likely impacts a willingness to consider an upsell opportunity

Sluggish response times

No tools are actively supported to help the experts craft a
message.



Vision

Improve the customer experience through
efficient, effective expert tools






“Do | trust this2”

Poor grammar can reduce trust
and decrease likelihood of a sale

Awesome! Thank you for allowing my access, Greg.
& I'm in the account. And it looks ** like you have
Security and Protection that is still available and
hasn’t been signed up on the account. Once we fix
your concern, I'll be more than happy to go over it
and get you all Sign up later, okay <
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if the need arises, would you be able to use another device, just like a laptop, computer or tablet?
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9:41

Tech Coach

Also, | can help you sign up to
Verizon Home Device Protect.
This provides protection to ALL
smart home eligible devices for
one low monthly cost, it covers
devices such as TABLETS, SMART
WATCHES, LAPTOPS, SMART TVs,
GAMING CONSOLE and many
more up to 49 different type of
eligible home tech.

This gives you the ability to file a
claim for repair, replacement, and
reimbursement. Plus, 24/7
DEDICATED TECHNICAL
SUPPORT, 2 in-home technician
visit, MALWARE and VIRUS
REMQOVAL, in-store service
discounts such as PC TUNE-UP,
DATA BACKUP/TRANSFER, and
many more.

Let’s make sure we get you
enrolled today, as this will only
take seconds to complete, okay?

Ask us anything...

@ asurion.com

Sales pitch examples

9:41

Tech Coach

Ask us anything...

I 1TVLLULLL 1o 11IVLUL THiIvuildlive ILo

one, simple protection plan that
covers mechanical and electrical
breakdowns on an unlimited
number of eligible home office,
home entertainment, wearable,
and smart home products in your
home. That’s why it is
recommended to have both,
okay?

This plan will not change the cost
of your current insurance for
phone on your plan. IT will give
additional protection for eligible
items in your home, such as
laptops, tablets, smart home
devices, and more. This means
you'll have coverage for your
phones and the added benefit of
replacement protection for other
eligible items in your home.

Let’s complete the enrolliment so
that you can start taking
advantage of it, okay?

@ asurion.com




o1 Actual lines from the rebuttal -

Tech Coach
“let me share you this”

| get why you're saying no to
protection now but let me share you
this. I'm careful with my devices, but
accidents happen, there are other

factors that we can’t just avoid. Just ”there are Other faCtOrS that we

recently, my nephew went to our yy . R
house and accidentally dropped my can t JUSt aVOId
MacBook Pro M4 1TB, | was so furious @& — wroomrormmommmmmmmmmmmmmm e
because | bought it for around $3000

and two things, | had to either pay a

heft repair fee or worst, buy a new

one with the same specifications for ”my nephew we nt tO our house

the same price. You know what they

say, things happen when you least and aCC|denta”y drOpped my

expect them. Just saying, it’s never

too late if we can get your enrolled to MaCBOOk PFO M4 1TB, I Wwas SO

this protection plan. | only encourage . ’”
you to enroll now because of two fu rous
reasons: 1) pre-existing conditions

(damages) aren’t covered and 2) the

eligibility of filing for a claim is on the

31st date from today, so by the time

we need it, we can go ahead and “I' had to either pay a heft repair
0 proceed with the claim. Ly TTTTTmmmmmmEmmmme
fee or worst

Ask us anything...

& asurion.com “it’s never too late if we can get
your enrolled”




“Planting the seed”

9:41

Tech Coach

o

Ask us anything...

Awesome! Let me send the link
there Okay? to verify your
account. Thanks

Successfully sent!

Please check your email. thanks

done

Awesome! Thank you for allowing
my access, Jean. @ I'm in the
account. And it looks ** like you
have Security and Protection that
is still available and hasn't been
signed up on the account. Once
we fix your concern, I'll be more
than happy to go over it and get
you all Sign up later, okay

9:41

Tech Coach

By the way, while waiting Jean. |
was reviewing your account, and it
looks like your Verizon Home
Device Protect hasn't been
enrolled yet. This provides
protection and support to ALL
the smart home eligible devices
that you and your family have
such as LAPTOPS, SMART TVs,
TABLETS, SMART WATCHES,
SPEAKERS, HEADPHONES, ROBO
VACUUMS, GAMING CONSOLES
and many more.

This gives you the ability to file
claim for repair, replacement and
reimbursement plus 24/7
PREMIUM TECHNICAL SUPPORT
and 2 in-home technicians visit
every year to help you with Wi-Fi
Optimization, Installation and Data
Security.

No worries, no payment or credit
card details are needed for this
since it will show on your next
Verizon bill statement. We are just
completing the enroliment today

and will just take a minute, Okay
e

Ask us anything...

The pitch



What customers are saying

#1 Theme: Pushy sales early in the flow

(from 4-star Verizon messaging surveys i )

Stop trying to sell other “perks’ or ‘plans.’ I asked
for clarification on the new service trying to be
sold to me, and I did not want it. Also, how it was
phrased could have been confusing for someone
thinking they already had the service. Someone
could have mistakenly said something to confirm
the service add-on. I had to reread the message
several times before I understood what was
happening. I would have been upset if I had been
‘tricked’ into adding that service to my plan. Other
than that, I would recommend the chat as it
provided clear help in resolving my issue.

Please stop asking me about the additional
protection that I have declined nearly 5 times!

Not trying to push an insurance plan on me after

['ver already declined multiple times. I understand

the tech may be required to per company policy,
but no means no. Also that is nothing against the
tech and totally against the company.

Very pushy on selling Verizon Home Protection
plan after I repeatedly said no.

Tried to sell me stuff before my issue was even
resolved. Failed at activating my phone the first
time but thankfully succeeded the second time.
Was polite, but after asking me to verify my phone
was working ended chat on me without waiting for

my reply.

wording about a insurance plan got fuzzy and now
im charged and cant get out of it

Conversation was great. Helped me resolved 1ssue
however I didn’t not like right in the beginning of
me addressing issue I was a bit bombarded about
being up selled on a Verizon home protection plan
and at the end I felt the person was really trying to
push the product and didn’t explain any price and
was just trying to get me to say yes. After I said no
, another sales pitch occurred . I didn’t like that at
all and strongly felt that to be a poor business
tactic . If you are trying to push out a product just
inform the customer and that’s it . Leave it at that
and don’t us pressure tactics . I felt that to be a bad
experience tonight .

too much aggressive advertising during the chat
session, and the session took too long to identitfy
the action and schedule a resolution. I'm also
disappointed that a problem caused by an asurion
tech couldn't be resolved by sending a tech to me.
This with require at least 2 more hours of my time
to take my phone to a tech






Tech Coach

' 2. 8.4 & ¢

Great! Since you like having protection
on your phone, you might also like our
other plan, Verizon Home Device
Protect. This would cover other tech in
your home.

Recommended

Verizon Home Device Protect

v/ Covers past and future devices
v/ 24/7 tech support

G v Covers 2 households

Ask us anything...

@ asurion.com

Tech Coach

Earlier you mentioned having a smart
TV, Macbook, and a Xbox. Here’s how
they'd be covered by the plan

Repair, replace,
reimbursement options
24/7 tech support
Repairs only $99

S$49 TV mounting service

Ask us anything...

@ asurion.com

Tech Coach

Repair, replace,
reimbursement options
24/7 tech support
Repairs only $99

$49 TV mounting service

What do you think?
Tell me more

What's the cost?

e See everything we cover

Ask us anything...

@ asurion.com




Tech Coach Tech Coach

verizon nome vevice rrotect

v/ Covers 2 households
v/ Covers past and future devices

v/ 24/7 tech support

hmmm, I'm not sure v/ Covers 2 households
hmmm, I'm not sure
Earlier you mentioned having a smart

TV, Macbook, and a Xbox. Here's how
they'd be covered by the plan

Earlier you mentioned having a

Macbook Pro. Here's how that would
- be covered by the plan

Let’s say your MacBook stops
MaCbOOk working X

$99 deductible $99 deductible
Same-day repair Next-day service

o
o
‘0 -

e
O,

Xbox Ring We've got your Macbook covered!

Sgg Ssg}:ﬂ;:'re $49 deductible + Affordable repair costs—$99
Mail-in repair deductible
replacement - We replace or reimburse if we
can't repair
See everything we cover - Services available at a uBreakiFix

Q Q location

Ask us anything... Ask us anything...




~ Efficiency
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Experts deal with authenticating up to 4 customers at once in 4 different
ACSS windows, leading to longer wait time for customers.



Seconds to reply

Thanks, **Redacted<NAME>**! This 18
**Redacted<NAME>** & your Verizon Tech Coach live
representative. I appreciate your patience, and I'd be happy

to assist you today. Before we start, can you please confirm

the last **Redacted<NUMBER>** digits of the phone
number we're working with? Thank you!

**Redacted<NUMBER>**

Great. For security, I'm sending you a link so I can access
your account. Once you open the link, choose Allow, then
Submit. Can you let me know once you get it?

How did you send a link? **Redacted<NUMBER>**
seems locked halfway thru transfer

Oh, I apologize for the confusion! Do you happen to
remember your Verizon PIN instead?

No. How do I find that

I have access to Verizon account under
**Redacted<NUMBER>**

**Redacted<NUMBER>** [ mean

No worries, **Redacted<NAME>**! that didn't work but
do you have access to your email associated on this
account?

Yes

Awesome! Let me send the link there Okay? to verify your
account. Thanks

Successfully sent!
Please check your email. thanks
Done

Authentication

52

12
18

58

46

10

41

25

20

¢« Customer can’t access the phone the
link was sent to

¢ Customer doesn’t know PIN

<« Expert asks about email as alternative

nearly 5 mins to verify



Customers
often have to
repeat
themselves

Prompted to enter
name twice within 1 min

—>

Thanks for reaching out! Can you tell us a bit about the
problem you’re having?
My laptop is not turning on

Help 1s on the way! Connecting you now. What’s your first
and last name?
**Redacted<NAME>**

Hi Shoua! Thank you for reaching out to AT&T ProTech
Support! & I’'m here to help you today! In order to verify

your account and keep your information secure,
**Redacted<DATE_TIME>** I have your full name,
phone number, and account PIN?

**Redacted<NAME>**

**Redacted<PHONE NUMBER>**
**Redacted<NATIONAL ID>**

Thanks for that, **Redacted<NAME>**! Now, let’s dive
into your laptop issue. - What brand and model is your

lantan? - Whan vnn trv tn tiirn 1t nn dAn vnn ces anvu liaohte



Monday, February 10th, 2025

Chat started - 11:58 pm

Thanks for reaching out! Can you tell us a bit about the problem
you're having?

Monday, February 10th, 2025 Automated message

Wow Why are we am | still having a same problem? Keep going back
over after | go and do what you guys ask me to do. Gay next time e

over again Chat Info

Why do we keep going through the same Monday, February 1|

Support), and | will be assisting you today. | will do everything | can
to help you. Before we start, can you please confirm the phone

Help is on the way! Con

number we're working with?
name?

12:02 am Leopatrick

12:00 am

Hi, just checking in! If yo 775-635-6087

name? Why do we keep going through the same... 12:03 am

o Thanks for that! Can you please tell me what issues you're
Why do we keep going through the same thing over and over? experiencing? That way, | can help you better. Michael.
Michael Profit 12:04 am Leopatrick

Why do we keep going through the same
| haven't been able to use my phone or my watch. My watch has
Phone number 6087 been on emergency calls only. | received it on the eighth and as you
can see | haven't been able to make any calls on my phone as well.

But they're saying | have a high bill and | don't understand how

Why do we keep going through the same... 12:01 am
Why do we keep going through the same 12:05 am

When | signed up with it, you said my watch was zero down zero a
month and insurance five dollars a month and my phone zero down
zero maybe forty five dollars a month

Why do we keep going through the same 12:05 am

I'm really sorry to hear you're having such a tough time with your
phone and watch, Michael. Let’s get this sorted out! First, can you

tell me what kind of phone you have? That’ll help me understand

Phone model is asked oo sitaton better.
7 mins into convo

Leopatrick



Lacking quality automated tools

. IUIP BN NI T N Ne v-u'; A A AR LEASA™ AN L lb ,\Ju FINYT . TR IOV W ,\lul LR

namee

Kris McKoin

McKoin 12200 am

You joined the chat 12:00 am

|---i-~ Unverified Fix Customer's last session on Invalid Date

Co

Hi Kris. Thank you for contacting Verizon Tech Coach (Tech
Support), and | will be assisting you today. | will do everything | can
to help you. Before we start, can you please confirm the phone
number we're working with?

QA=CSS-Gch'e Chr... ACSS - Google Chr...



Outdated data models

| have a problem with my iphone 16

11:59 am

I’'m here to help, Cam! Just to clarify, | think you meant the iPhone
14 since the iIPhone 16 isn't out yet. Can you tell me what specific
problem you're experiencing with your iPhone?




The process of copy-
pasting canned messages
leads to errors

Thank you for

<ont the
A

5 wessae row [Blciie (ERND) N I
»

reochmg out to
Verizon Tech
I will be more

* than happy to

heln vour with
Congratulations

. |for having a new

phone! This is

really exciti

If you
accidentally close Other devices

Thank you and to Just to seta

* verify your

s v sade mtd o

Thanks, I just

Layou

PLANT A SEED

I'min the
account. And it
looks like you
Wonderfull
Thank you for

allowing mv

C

Where are

you messaging "€VIEWING YOUr - gign up to the

in from

Are you
CMYYIIQ me

with the new
If you don't mindiTf the need

if the need arises, would you be able 10 use another device, just like a laptop, computer or tablet?

FESTYLE QUESTION PITCH AFTER LEAC  FOULOW

me asking. are  larises, would

Do you have any

proper
expectations
Please keep our

chat anen tn

A customer received this
message pasted twice as a
single message

account. I will do me the

Thanks for
letting me

Do you have

any other

ank ann

I'm sure your
ol

iond ogreed to Se. s

UP OFFER REBUTTALS REBAT 2.0

Also, upon I'll also help you Glad you asked! We will What's keeping y
not be asking you for  protecting your t
any credit card investments now?

account | can SW m

AllIneedis Great! I will se

Just a VES".  you the brief
dicclosire of it

Earlier, about  This will take

the protection geconds to set
we discussed

It includes A lot of custo
tech visits  love this produc

OrFTFRRRMNR

assured | am focusi

We recommend Perfect! I sent
having it, when brief disclosure.

you need it as  kindly click *Yes
Verizon Home Now that we hovl
Nevice Pratect full recnhved ¢

OFFER

Great! While walting, It also shows here that your Support and Protection, which is Verizon Home Device
Pratect s not enrolied on the account, It is a different protection coverage from your phone Insurance that we
highty recommend. This is a coverage for ALL of your current and future smart eligible devices, wheredn you can
take advantage of the repair, replacement, and reimbursement. No matter when or where you bought it. On top
of this, the plan will give you aocess to 24/7 Premium Tech Support along with Complete Devioe Care at any

£z uBrenlofix stores. Let's proceed with signing you up, as it onty takes a few seconds. Yes?

Goling teo« ta tha alan anc features earlier, 've noticed we can help you save money! It shows like youre nrot envolied

e ik Yanzar Home Device Protect - 2 gifferent ¢ overags from your phone iInsurance that we "Ipl'l" recarmard,  us
- plan ocwers oll curent and future smart sligle devices at home - shared protection and suppart baneitls for o

sezonr rescdential address of your cholce. It will cover ALL SMART ELIGIBLE DEVICES: youfall get 247 Prem um

Teca Svaport 5o anen o coversd falur= ocowrs, we will roubleshoot foe no charge C‘;‘:l .Jb":i!hic,-'-‘ o "epir,

reslacs, of retimbursement! . Cormplets Tach Care servios in-store services ot your local uBgeak P! . Th s will toke

oniy o feww sozonds to complete, Let's s@n you up tocay, Yes?

I'm your Verizon Tech Coach today # . Thank you
for patiently waiting on the queue. | will do everything |
can to help! & | read your message above, let's access
your account so we can see our option and resolve it as
quick as we can. & Can | please have the affected
phone number? Thank you!

I'm your Verizon Tech Coach today # . Thank you
for patiently waiting on the queue. | will do everything |
can to help! & | read your message above, let's access
your account so we can see our option and resolve it as
quick as we can. &

Can | please have the affected phone number? Thank
you!

that your Suppo
device Protect is
pratection cover.
y recommend. T
future smart
gvantage of the
it. No matter wh
e plan will give y9
ong with Comple
t's proceed with
onds. Yes?

, |'ve notioed we ¢
ot enroniet with

poverags fromy




Widespread issues with grammar

how can | help you today?

| would like to make a claim for a lost device

Ah | see, | must apologize a claim can be filed on a

lost device via by the website with Asurionorby
calling 1-800-123-1234, as At&t Protech is setup for - How might we setup our
.......................... oxperts for success and avoid

technical troubleshooting and activations for ,
, , these types of mistakes¢
replacements however our insurer of Asurion has

access to the claims.



What customers are saying

[t's blatantly obvious I was either speaking to Al or They were putting the effort in, but I'm still not

speaking to a person using copy-pasted answers. | 100% sure AN was a human. Aside from that,
| - . . P : : . | :

don’t appreciate it. I also don't appreciate how change your policy on items you can't repair.

was manipulated into chatting with y'all to cancel
Mobile Protect when really it wasn't needed. I only
keep y'all because I live and work 1n a rural area.

Iud drOp y'all in a heal‘tbeat Other“"ise. DO better. ThC interactuon Seellled tdl\e Lll\C [ wdas I'dlklllg O

an Al chat bot.

| got canned answers ... didn't listen to what 1 was

trying to tell him. Took many iterations to get to an [ couldn't tell if I was communicating with a
understanding, and then he said "Its Verizon's person or a computer. "She" kept directing me to
> n Yap ‘ 7O . .

fault”. Gee thanks. do the same things over and over, and didn't

appreciate the fact that I had NO access to either
my new or old phone while in the middle of the set
up process.

When asked for a live agent, they should get you
to a live agent stop the Al stuff doesn’t work. All it
does 1s upset customers



Solutions

Increase efficiency &
content quality




Bot collects more details and pass the context

Qsurion worspace

@
£

Kristina Humph... Lindsay Fillmore - (555) 555-0100 21:12 min

1 min ago Google Pixel J»

Lindsay Fillmore You ioined the chat at 8:29 AM
3 mins ago

a vy Sparks 2 min ago

I'm using the physical SIM card that came with the phone. | put it in, but it just shows 'No
Service' at the top of the screen.

Me 1minago

Thanks for that information. Have you tried restarting the phone after inserting the SIM
card? Sometimes a simple restart can help establish the connection properly. Y

e% vy Sparks Just now

Yes. |'ve already tried restarting it twice. | even took the SIM out and put it back in. Still
showing 'No Service’ and | can't make any calls or use data.

Me Just now

Got it, one moment, please 4

Send a message T

Transfer

Q Expert Assist

P T

E Customer needs help transferring content from
iPhone to their new Google Pixel.

() Google Pixel 9

Ok, let’s get started. First, let’s make sure you have the
following:

+ Fully charged iPhone and Pixel
+ Charging cable

+ Quick Switch Adapter

« Strong Wi-Fi connection

+ SIM card tool

Do you have everything listed above?

v/ Sent

Let’s ensure the physical SIM or eSIM has been properly
activated in the system.

v’/ Sent

Help me solve

4 B el ?
@ Ask Assist...

Busy w ° Madison Abrams

Lindsay Fillmore

. (555) 555-0100 ©
: Mobile protection for 4 years @

© Chattanooga, Tennessee - 7:53 pm

Devices iy Listening for tech and insights |
v Laptop (TVv) " Tablet ) { Game ¢ @
Plans Issue
|
|

G Fixel | Care+ by Asurion
24/7 support

=
G Google One Al Premium h

Includes Gemini Advanced




asurion workspace

Kristina Humph...

1 min ago

Lindsay Fillmore

3 mins ago

vy Sparks

Just now

Auto-complete

Ivy Sparks - (615) 480-1640 14 :90 min

hi, i need help taking a screenshot on my brand new phone

Me 1minago

Thank you for contacting Microsoft Xbox Support. I'm Sarah. | see you're having
trouble with updating your Xbox. I'm happy to help.

L
“\ vy Sparks 2 min ago

hi, i need help taking a screenshot on my brand new phone

Me 1minago

Thank you for contacting Microsoft Xbox Support. I'm Sarah. | see you're having
trouble with updating your Xbox. I'm happy to help.

L
‘\ vy Sparks 2 min ago

hi, i need help taking a screenshot on my brand new phone

Send a message ),

o Madison Abrams

n"  Ivy Sparks o Edit
(615) 480-1640 ©
Mobile protection for 4 years @

»

Transfer

9. Nashville, Tennessee - 6:53 pm

Devices 4| Listening for devices

Q Expert Assist
- < sendtocustomer @

How often do updates occur?

( Laptopf) (ﬁ\) ‘(__Tablet_‘) ( Game con @

Plans Issue

e
1 | Care+ by Asurion

Xbox typically releases major system updates every few ‘
ypreay vl pd ory 24/7 Xbox Support

months, with smaller updates in between. You can set
your Xbox to automatically download and install updates
during non-active hours by:

Going to Settings

Selecting "System"”

Then "Updates & downloads”

Enabling "Keep my console up to date” and "Keep my
games & apps up to date"

This way, most updates will happen while you're not using
the system, often overnight.

v’ Sent

Suggest areply Z

@ Ask Assist... T



asurion workspace

Kristina Humph...
1 min ago

Lindsay Fillmore

3 mins ago

vy Sparks

Just now

Grammar and style guide check

vy Sparks - (615) 480-1640 14 :00 min

Microsoft '
LIRRL LR LY ,UU LA uvuu.uv\.u-b BRRRE NI L AN VU'I'JVQ e 1IN WU UL Y e 'VM PN e lb
trouble with updating your Xbox. I'm happy to help. 4

~
‘\ vy Sparks 2 min ago

hi, i need help taking a screenshot on my brand new phone

Me 1minago

Thank you for contacting Microsoft Xbox Support. I'm Sarah. | see you're having
trouble with updating your Xbox. I'm happy to help.

3
‘\ Ivy Sparks 2 min ago

hi, i need help taking a screenshot on my brand new phone

Me 1minago

Next we'll need your IMEI, you can find that under Settings > General > My Info. 4

Let’s take care of that next. They're are a few ways we cna handle that!

® Grammar issues detected 2 Fixit

° Madison Abrams

vy Sparks ¢ Edit
(615) 480-1640 ©
Mobile protection for 4 years @

Transfer

© Nashville, Tennessee - 6:53 pm
Devices ||| Listening for devices

& ( Tlr.aptop ) ( ﬁ ) ( Tablet ) [ Game cor @

Q Expert Assist

How often do updates occur?

Plans Issue

el

‘40 ©000 | Care+ by Asurion
24/7 Xbox Support

Current plan A

Xbox typically releases major system updates every few
months, with smaller updates in between. You can set
your Xbox to automatically download and install updates
during non-active hours by:

Going to Settings

Selecting "System"

Then "Updates & downloads”

Enabling "Keep my console up to date" and "Keep my
games & apps up to date"

This way, most updates will happen while you're not using
the system, often overnight.

v/ Sent

Suggest a reply Z

@ Ask Assist T

) 3



The lack of tools to quickly send high quality
messages creates an inefficient workflow and a

Key ta ke away degraded customer experience

Business goals impacted:
- Concurrency

- Resolution time

- SP100

- Customer experience



Research
methods and
references

v Observe sessions via Qfiniti
v Expert interview

v Expert survey

v Review transcripts

v ExWo Pilot learnings

v Competitive analysis

v Review customer surveys

Sources
& Expert interview notes &’ Pilot feedback slack channel
&’ Expert survey results &’ Customer surveys available here

&’ Transcripts PowerB|



https://www.figma.com/board/Zi8urjGEXejmZ524zJJb0a/Expert-survey-feedback?t=AUYpDXjDOWHcBs6S-6
https://app.powerbi.com/groups/me/apps/06b0a650-76e9-496c-bdc7-b6703de547ae/reports/caac9ec2-fbe6-4684-bbc7-41cfe9ff98ea/ReportSectionaed5a67a1e19b32fb6e3?ctid=64e5ad32-cb04-44df-8896-bed5d7792429&experience=power-bi
https://asurion.enterprise.slack.com/archives/C08H9A7AUSJ
https://www.notion.so/asurionproduct/Notes-Fri-Mar-7-2025-1af9532a1f8680429478d75256de3a29?pvs=4
https://app.powerbi.com/groups/me/reports/0fbc0ab7-957b-4f25-895d-808424917e68/ReportSectionf67913b8dea87eb48b24?openReportSource=SubscribeOthers&experience=power-bi

