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DIGITAL ASSISTANCE IN
SEARCH VIA DIGITAL ASSISTANT MESSAGING CONVERSATION
et “g Digital assistants on mobile
use familiar messaging
W o atas et | interfaces to build user
comfort, while capturing
valuable data and improving
I S conversational understanding
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g Digital assistants also
i v doms W o provide relevant and timely
suggestions mid-
B wernvaniions conversation
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G B S e 6 Users can interact with digital
assistants either through
s . voice or text, and on multiple
— maobile platforms
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[13 3] KLM2| MRS S& 074 o8 &2
Afraid of missing fight What a customer journey with
S‘"f"“"“"""""” the KLM chatbot could look like

Asks about luggage allowance
nteractions with Opts in duris Receis i i on the flight. Chatbot hands Receives notification from the
the KLM chatbot receive chatbot notifications. from the chatbot. o to support representative. chatbot about flight delay.

Asks about lost luggage. Receives notification from the Opens the boarding pass
Chatbot hands off to support chatbot about gate change. received from the chatbot.
representative.
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[ DIGITAL TOUCHPOINTS ]
OFFERS TO CUSTOMERS

EMAIL WEB SELF-SERVICE
WEB SITES/UANDING PAGES
PAID CONTENT COMMUNITY . EMAIL
L MEDIA
WEB SITE

S0CIA N
Q CHAT

) 3%0|PARTY SITES 1 @ survey
ONLINE D‘SFLA\‘. MOBILE APP/SITE \\\\:TWITTER/SJC\AL
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SEARCH 'LOVALTY PROGRAM
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§ WORD-OF-MOUTH AGENT/BROKER 0 . MAILINGS
\\\\\ . RIREELMAL CALL CENTER/IVR ~
PR Lt STORE/BRANCH (OFFERS IN INVOICE
TV
e I [ PHYSICAL TOUCHPOINTS ]
MANAGED TOUCHPOINT
EARNED TOUCHPOINT
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