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Let’s get this out of the way first...

* You will have access to these slides after the show.
« We'll do Q&A after the presentation.

« Miryam will be available for high fives following the
presentation.
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Real-talk about “Customer Service"



Real-talk about “Customer Service”

Customer service isn’t something you
do, it’s something you’re about.




Real-talk about “Customer Service” ‘ Q

Customer service is not about merely

solving screw-ups and saying ”thank "
you,” it’s about making your customers’ b

experiences as awesome as possible. i
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Real-talk about “Customer Service”

It's about:

« Building trusting relationships.

« Adding value to customers’ lives.

 Fulfilling customer needs before they realize they have them.
« Effortlessly turning problems into magical interactions.




Real-talk about “Customer Service” Q

But we already know you’re about that customer service life.




Real-talk about “Customer Service”

Except this winery...

comcast

ESTATES

12




Wine Industry
VS.
The World



Real-talk about “Customer Service”

We smile!

Twomey Cellars

14




Real-talk about “Customer Service” ‘ Q

SCHEID

We provide guests i \\\\\\ L
real points of

contact. May 2019 Wine Club
Release

-

Date:
Mon, Apr 1, 2019 - Sat, Aug 31, 2019
Contact:
Brandon Allen, Wine Club Manager
Phone:
(831) 455-9990
Email:

brandon.allen@scheidfamilywines.com

15



Real-talk about “Customer Service”

We publish our real phone numbers...and actually pick up!

© Open Today 10am-4pm Q@ 4401 Slusser Road, Windsor, CA 95492 (707) 237-3489

Cyber Week Shipping Specials

- SONOMA-CUTRER

LLLLLLL

Select Page

ARTISANAL EXCELLENCE.
AUTHENTIC EXPERIENCE.

Book Your Tour

Completely
Cutrer

16




Real-talk about “Customer Service”

We write note cards...tons of them.

’\;4 ".'.f’ el '3‘ #’




Real-talk about “Customer Service”

Contact Notes - Taylor Swift

Notes

Note Date

Our CRM game is
ridiculous.

04/24/2019
11/09/2016
03/11/2015
09/09/2013
04/20/2013
06/05/2012
05/29/2011
01/03/2010
08/09/2009
06/19/2009
05/02/2009

03/20/2008

18

Type

note

2

ote

note

2

ote

note

2

ote

note

2

ote

note

2

ote

note

2

ote

Subject

/ Comments

Cancelled due to injury, sent flowers

Boyfriend is named Tom

Boyfriend is named Calvin

Is allergic to goat-cheese

Is traveling, will call when she gets back for new address

Boyfriend is named Harry

Boyfriend is named Jake

Will pick up signed bottles at paella party

Boyfriend is named John

Boyfriend is named Taylor

Boyfriend is named Joe

Loves oaked chardonnay, hates sauvignon blanc

=+ Add Note
X Remove

X Remove

VA X Remove
VA X Remove

X Remove

Z Edit
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Real-talk about “Customer Service”

We curate experiences
and tailor-craft
itineraries.

This is the concierge, sir!




Wineries vs. Modern Consumer Brands

Wineries Modern Consumer Brands

Personal v
Friendly v
Accessible v
Invested v
Efficient
Convenient
Proactive
Receptive

CLLX



What’s holding us back? ‘ Q




Flip the script ‘ 0

We need to stop serving customers on our terms
and start serving customers on their terms.
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What do customers want?

60%

50%

40%

30%

Worth paying more for

20%

10%

0%
30%

Efficiency

| Convenience

riendly service

Knowledgeable service,

y

) Easy payment

Up-to-date technolog

Loyalty program i' by,
Unique experience '
Personalization
Social responsibility
Desngn
Easy mobile experience

Fun ‘ ‘ Brand image

Charitability e ® .Automatlon

Global presence ® Atmosphere

40% 50% 60% 70% 80% 90%

Level of importance for customer experience

100%

Source: PWC
“Experience is everything 2020 Report”




We’re going to have to use...technology!
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Our multi-channel fears

Email ticketing is overkill

Chat is very ‘90s

Bots are impersonal

Feedback isn’t important

Social Media isn't serious

Texting I1s annoying (and for teenagers)
Data is for nerds!




Efficiency and Email ‘ 0

Support Email Volume (2016)

2000

On average: 1800

1600
* 2,200 emails per month 1400
* 72 emails per day 1200

* 24 emails per agent per day 1000

80
60
40

o O O
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Using Regular Email

= M Gmail

,OIDOQVQ% -+

Dv

s

AnyIe, cu ¢
Visit Napa Valley

Cory Simon

KnMrx, Amanda, Ed 10
Valerie, Ed 2

Matthew Wallace Win. 6
Stamps.com

KnMrx, Ed 2

Jordan .. Jeff, me 11
KnMrx .. Ken, Ed 12
Frank Ingriselli

me, Amy 2

notificatio. .. Ed 14
Tank .. Christi., Ed 8
Amanda, Jeff 3

Alex, me 10

Calistoga Chamber o. 2
Hover Customer Serv.

notificatio., Amanda 2

Q  Search mail -

moox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

Inbox

1ANK: V FOUNUALIVIL = UOIAUUI = [TANKSS ANGEId G, U SUIvEr | = T4 1 (u) rrverve

Tank 2017 CA State Visitor's Guide ~ Napa Valley Co-op Opportunity - Th.. @&  7/5/16

Tank PINK AND PINBALL ME! - of the Year Great Wine Capitals - 2014 Reg, 6/16/16
RN Tank Hannah's Dad - 22/2015 8:15:22 PM Eastern Dayligh 5/24/16

™ Tank Re: T-Vine Wines - > New Year! | would be happy to host you 4/2516
O T Tank 2013 Matthew Wallace Cabernet Sauvignon - 3/22/16

Tank _[Stay Posted] USPS Postage Rate Increase - the New Year! |f you use. 1/13/16

So...we lost your wine

entitledcustomer@sbcglobal.net

So...we lost your wine

Hey Angry Customer,

Tank
Due to some of and i we seemed to have lost

Ed Feuchuk
Tank Garage Winery
1020 Foothill Bivd, Calistoga, CA 94515 | (707) 942-8265

Tank

E A

E A

Tank

T-ni“A@@@é!@s :



Using Regular Email ‘ 0
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Email Support System

An email support system like
HelpScout helps corral all of our email
messages into one inbox.

[ ] <

% Maiboxes v  Reports v

Farm Collective Dashboard

James Cole
pport@jamescolewiner

Mine 1

Assigned 3

Regusci
ot

Assigned

T-Vine
Unassigned

Assigned

Tank




Email Support System ‘ Q

Single Inbox Email Groups Email Support System

Email Support System

ﬁ

Inbox

30




Email Support System

1. Email comes into one, unified inbox.

31

[ ] <

%  Maiboxes v

Tank

Chats

© Unassigned

Spam

Reports v

19

active conversations

128538

Just Now




Email Support System

[ ] <
% Mailboxesv Reportsv  Customers  Manage v
Tank o
cnate . Issue with my shipment #128538 [EIE
2. One of our agents opens the email o S e —

and starts a reply, then that message e —
automatically assigns to them. s ot -

Spam 19 October

1 Septembe

®
;
aQ
8000

Ed ’
NEVERDREAM ALONE
Phiis,  (707)942-8265 | CHAT | INSTAGRAM vin Augusf
Viewall 23
Status:| Closed & Assign to: | Me 4 SendReply v

Ed started the conversation
To:

Hey Guys,

Can you help me with my release? The UPS tracking number seems to be
lost.

Thanks!

Ed Feuchuk
T-Vine Winery

32 e e ——




Email Support System

@
% Maiboxesv  Reportsv  Customers Manage v
Tank S
Chats % S
Issue with my shipment 1128538 [EIE
. . . Bssigned Ed
3. We respond with mind-blowin = S
. @ Mine 1
. Bee
) ) B i U = & & < @ © o
G Previous Conversations ~
Hi Ed,
Spam 19 &N
Thanks for reaching out! Rest assured, we'll make sure you receive your delicious wines [
& + by Friday. While we investigate, can you confirm the best address and day to deliver a & N '
= . fresh shipment? =
Thanks! BN !

Ed Viewall 23
NEVER DREAM ALONE
anate  (707)942-8265 | CHAT | INSTAGRAM
Status: Closed % Assign to: | Me B nd Reply

Ed started the conversation
To:

Hey Guys,

Can you help me with my release? The UPS tracking number seems to be
lost.

Thanks!

33




Email Support System

4. Email moves from shared inbox.
Which, to us, means we addressed it.

34

[ ] <

%  Mailboxes v

Tank

Chats

Unassigned
@ Mine

Spam

Reports

19

/

o

#Winning




Email Support System

mail.google.

= M Gmail Q,  Search mail = @

ar

a o = ] B ®» 1of98912 < > £

Ed Feuchuk 303 PM (17 minutes ago) ¥y
Hey Guys, Can you help me with my release? The UPS tracking number seems to be lost. Thanks!

Here’s what the customer sees.

L

Tank Garage Winery 3:18 PM (2 minutes ago) Ty G
to Ed, service ~

Ed replied

service@lankgaragewinery.com +

Hi Ed,

pmomver +

Thanks for reaching out! Rest assured, we'll make sure you receive your delicious wines by Friday. While we investigate, can you confirm the best address and
day to deliver a fresh shipment?

Thanks!

r"‘ Ed
M NEVER DREAM ALONE

(707) 942-8265 | CHAT | INSTAGRAM

Ed sent a message Mov 12, 3:04pm
Hey Guys,

Can you help me with my release? The UPS tracking number seems to be lost.

EI’:’!

Thanks!

Ed Feuchuk
T-Vine Winary
810 Foothill Blvd, Calistoga, CA 94515 | (707) 942-1543

35 B s s e
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Email Support System

5. When the customer replies, it
assigns the thread back to the original
responding agent.

And back and forth it goes until we
resolve the support question.

[ ] <

% Mailboxes v Reports v

Tank
Chats
) 2d
@ Mine 1
ed
Spam 19
@~ c

Customers  Manage v

5 & A pr © P

Re: Issue with my shipment 1128538 [EIA

Ed replied
Cc:

Awesome! Let's send it to...

810 Foothill Bivd
Calistoga, CA 94515

I'm here on Thursday and Friday.
Ed Feuchuk

T-Vine Winery
810 Foothill Blvd, Calistoga, CA 94515 | (707) 942-1543

@ you replied
Ce:

Hi Ed,
Thanks for reaching out! Rest assured, we'll make sure you receive your
delicious wines by Friday. While we investigate, can you confirm the best

address and day to deliver a fresh shipment?

Thanks!

Ed
ed@tvinewinery.com

Previous Conversations
© Nev

& New in Septembe

N

B We

& N g

View all 23

e e




Email Support System

But what makes this tool even more
powerful, are the features...

37

[ ]
% Maiboxesv  Reports~  Customers Manage
Tank 5 ¢ A pr @ B e
Chats . .
Re: Issue with my shipment +128538 IO
Unassigned Ed
ed@tvinewinery.com
@ Mine 1
Ed replied
Assigned Ce
Awesome! Let's send it to... Previous Conversations ]
gean L 810 Foothill Bivd © Newin October
Calistoga, CA 94515 B New in Septembe
. + & New in Sept
@ C I'm here on Thursday and Friday. '
8w
Ed Feuchuk B New in August
T-Vine Winery Viewall 23

810 Foothill Blvd, Calistoga, CA 94515 | (707) 942-1543

@ you replied
Ce:

Hi Ed,
Thanks for reaching out! Rest assured, we'll make sure you receive your
delicious wines by Friday. While we investigate, can you confirm the best

address and day to deliver a fresh shipment?

Thanks!

e et



Email Support System

We can create and drop in saved
replies and automatically insert fields
like the customer’s name.

This saves us a ton of time.

38

Unassigned 1
@ Mine 1

Spam 19

@v ¢

S & pv @

LC | sevice@tannge...

© B i U = & &
Hi Ed,

| wanted to reach out to let you know that yout
returned to us. We can get some fresh bottles
Would this week be a good time for delivery?
We have (address) on file for the delivery addi
business, where someone would be around to
we can always ship directly to a UPS or FedE:
works best for you, and I'll get to work on it!

Always happy to help, let me know if there is &

Cheers,

gt Fd
NEVERDREAMALONE
ot (707) 942-8265 | CHAT | INSTAGRAM

Status: Closed &

Ed replied
Ce:

Awesome! Let's send it to...

810 Foothill Bivd
Calistoga, CA 94515

I'm here on Thursday and Friday.

Assign to

@ © ®
I |

Pop Quiz

Private Event Information
Redirect

Redirect (Update Account)
Returned Shipment (Insert Details)
Skip Release (Insert Next Release)
Wants All Reds/Whites

Weather

Ed
ed@tvinewinery.com

Previous Conversations ~

View all 23




Email Support System

[ ] <

%  Maiboxes v

Tank &
cnee Re: Issue with my shipment /128538 L3
. Unassigned 1 Ed
We can leave internal notes that only © e N T TEvEsee s PR —

our agents can see and may notlfy Assigne Hey, @marissa can you make sure we write & new thank you card for the replacement

shipment?

other agents if we need their o ) G
assistance.

©
o
QB

BB

View all 23

Now our responses are more informed o

. repliec
and agent re-assignments more
Seamless_ Awesome! Let's send it to...

810 Foothill Bivd
Calistoga, CA 94515

I'm here on Thursday and Friday.
Ed Feuchuk

T-Vine Winery
810 Foothill Blvd, Calistoga, CA 94515 | (707) 942-1543

@ you replied
Cc:

39




Email Support System

% Mailboxes v Reports v Customers Manage v

Tank S v O

Chats [osts
Re: Issue Wit = +128538 [EIE
Unassigned 1 . 7o lost shipment Ed
We can tag the reasons for each ® wine o .
support email. | ce i u=oEdO © ®
Previous Conversations -
Hi Ed,
Spam 19 © Newi

1 | wanted to reach out to let you know that your recent order (# inserted here) has been to & New
T h IS h e I ps u S traC k Wh at C u Sto m e rS returned to us. We can get some fresh bottles shipped out to you at your convenience. 2 )
. Would this week be a good time for delivery? ‘
need help with most.

We have (address) on file for the delivery address. If there is a better address, such as a ® New
business, where someone would be around to sign for it we can deliver there. Otherwise,

we can always ship directly to a UPS or FedEx store of your choosing. Let me know what

works best for you, and I'll get to work on it!

View all 23

Always happy to help, let me know if there is anything else | can assist you with.

Cheers,

("‘ Ed
J NEVER DREAM ALONE

¢ (707)942-8265 | CHAT | INSTAGRAM

Status:| Closed # Assign to:| Me :

Ed replied
ce

Awesome! Let's send it to...

40




Email Support System

@ <

% Maiboxesv  Reportsv  Customers  Manage v

Tank S [ pv @

Chats Delete

Re: Issue with my shipment =

Follow

I AcTive |
Unassigned 1 Ed

We can follow support threads ® wine N
assigned to other agents and receive o P s .
notifications with each reply. e —— -

Spam 19 © New

Move ...

m
)

| wanted to reach out to let you know that your recent order (# inserted here) has been to B New
& o returned to us. We can get some fresh bottles shipped out to you Ia( your convenience.
= 2t ‘Would this week be a good time for delivery?

This assures full transparency for

We have (address) on file for the delivery address. If there is a better address, such as a & New

man ag e rs an d aCCO u ntabi I ity for business, where someone would be around to sign for it we can deliver there. Otherwise, Viewsil 23

we can always ship directly to a UPS or FedEx store of your choosing. Let me know what
t works best for you, and I'll get to work on it!

Always happy to help, let me know if there is anything else | can assist you with

Cheers,
Ed
NEVER DREAM ALONE
e (707) 942-8265 | CHAT | INSTAGRAM
Status:  Closed % Assign to: | Me : SendReply v
Ed replied
Ce

Awesome! Let's send it to...

41




Email Support System

HelpScout stitches in customer
photos, location and social information
from sources like LinkedIn, Twitter,
and personal websites.

Which helps us write more personal
responses.

42

#+127930

ow canceled.

1d we hope you enjoyed our limited run
y the garage and remember, Never

Bruce Wayne
bruce@wayneenterprises.com

Wayne Enterprises
CEO
Gotham City, Gotham, United States
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Email Support System

We can do this from anywhere using a
mobile app.

And we do. We now respond to
customers at all hours a day, seven
days a week, sometimes just for the
fun of it.

Re: Issue with my shipment

Ed

Awesome! Let's send it to...

810 Foothill Blvd
Calistoga, CA 94515

I'm here on Thursday and Friday.
Ed Feuchuk
T-Vine Winery

810 Foothill Blvd, Calistoga, CA 94515 | (707)

942-1543

G Ed Feuchuk

Hi Ed,

Thanks for reaching out! Rest assured, we'll
make sure vou receive vour delicious wines by

S




Email Support System

Looks fancy, but so what?




Email Support System ‘ 0

Non-Response Failures

By using a zero-inbox email system,
messages stopped falling through the

cracks. Email Distribution Group (2016) _
HelpScout (2017) I

45



Email Support System ‘ Q

Average Response Time in Minutes
(9 AM to 6PM PST)

By having multiple agents working to
clear the inbox for a greater portion of -
each week, we started responding four ~ Emal Distribution Group (2016) _

times faster to initial customer emaiils.

HelpScout (2017) -

0 50 100 150 200




Email Support System ‘ 0

Average Resolution Time in Hours

We even reduced our resolution time
by 17%.

Email Distribution Group (2016)

HelpScout (2017)

47
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Email Support System

And because we have built-in
analytics, we're able to run reports, by
agent, and monitor performance,
accuracy, satisfaction, and support
reasons.

L] <
%  Mailboxes v

Company Report

Customers Helped

1,086 .

ns per Day

164 -

Closed

2,855 ..

Users

Your Company
Grace Coyne
Ed Feuchuk

Marissa Behm

Reports v Customers

+ Create a View ‘

Customers Helped

160
140
120
100

80

A

\.\//
Oct2 Oct 2
Replies v Customers Helped
478 303
348 218
N 196




Email Support System ‘ Q




50

Email Support System Conclusions

1. Go all in and trust the system.
2. Work towards simplicity, not complexity.
3. Empower your team to make good, fast decisions.

4. Focus on only one or two metrics you want to improve and
do it.




Email Support Platforms ‘ 0

% Help Scout
oroove

47 endesk

salesforce

O FRONT




Chasing Convenience with Chat




How can we offer convenience to our customers? ‘ Q

* Interact on customers’ schedules, not ours.
« Use the platforms customers prefer.

* Be prepared, knowledgeable, and accurate.
« Minimize back-and-forth.

« Eliminate friction points.

« Move fast as lightning.

53
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Real-time interaction

MICK JAGGER
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But not so fast...

60%
50%
40%
30%
20%
10%

0%

Use of Voice in Customer Service

2015

2016 2017

Source: Business Insider
“Consumers are abandoning traditional customer service channels”
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Time are a changing

Online Shopping Queries: Preferences for Live Chat vs. Phone by Age

100%
90%
B0%
70%
60%
50%
40%
30%
20%
10%

0%

Prefer live chat

Prefer phone

® 5-24

O 25-34

O 35-44
45 - 54
55 - 64
65+

Source: Paldesk

“Phone Call vs. Chat — Is There a Winner?”



So, we did some investigating

Our Customers

Silent Generation
Baby Boomers
Gen X

Millennials

Gen Z

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

Date: March 2017

WineDirect

57



Then we asked our customers

Preferred Means of Support

evoil
onine cror
reepnone

MailFax [

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Date: March 2017
SurveyMonkey
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What the cool kids are doing

&% = (S B =

ey ] lululemon v

Help Center

| ] How can we help you? Search our FAQs or click one of the [
sections below. R

Search by topics, keywords or phrases

Blue Apron

4 ¢/

/

SHOP ALL WUNDER UNDER

rF

Feel empowered.

Meet our iconic Wunder Under pant, loved the world over because it answers what you told us you
wanted in a yoga pant-the feeling of stong all-over support to empower you in your flow. Feel it to feel

59




Chat

e LAl @ tankgaragewi

WVisit Shop MADE Club Dream Contact o ® 8

Chat with our team

question below. Someone will be with you
shortly.

‘ @ Hi there! You can begin by asking your

( \ Which one of your Rosés is dryer?

2018 Stars Like Ours, Rosé, California 5
Foothills

$22.00 $50.00

2017 The Art of Surfing, Red Wine, Sierra °
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Chat




Chat

tankgaragewinery.com

Visit Shop

]

:

—

-

2018 Stars Like Ours, Rosé,

OAlif

MADE Club Help Bot

@ Got it. Real quick,

address? We'll use
messages.

ed@t

Help Bot

@ Thanks! Someone

jump into the chat

62

%

o

<

Mailboxes v
CHATS (1)

Ed Feuchuk

Reports v Customers Manage ~

Show activity

, Which one of your Rosés is

dryer?

Ed Feuchuk
ed@tankgaragewinery.com

Previous Conversations ~

© Let's Lubricate W

OB

B Re: American Airlines Mother's

View all 13




Mailboxes v

Chat

M

ailboxes

Ed Feuchuk

Show activity

. Which one of your Rosés it
dryer?

You jol

Hey, Ed! Rosé is alws
good idea. For this

want to go with Joy:
one with naked peof

Ed Feuchuk

Hey, Ed! Rosé is al
good idea. For this
‘want to go with Joy'
‘one with naked peo

. Cool, can you link me?

End this Chat

https:/fwww.tankg; Summary (optional)
ry.com/product/201
Ride--Rose-Wine-| This Ed guy is awesome.

And if you like thost
varietals, we also
lighter red wine call
Loose. In fact, here
special!

End Chat
Insert a Docs Link
. Attach a File
Saved Reply

Private Note



Chat

& tankgaragewinery.com
Mailboxes v Reports v ) Mailboxes
+ Your status was successfully uj Visit Shop ‘MADE Club
CHATS = Tank
o 5 & A P @ § -
T . .
Click to edit +136734 G0
Ed
ed@tankgaragewinery.com

3 Ed started the conversation

Question about time travel.
—
N /
@ Beacon added visitor activity Previous Conversations ~
O Live chat on Dec 26
Technical Information )
IP Address 71.6.37.46 D L chaton Dec 26
@ Let's Lubricate
Location Napa, United States ! ricate B
All Users have a g © Lubrication B
messages a| Operating System Mac 0SX10.14 o
Live chat on Now €
Browser/Version Safari 13.0
. View all 17
Device Desktop
Authentication Mode ~ Basic
Site Information
Beacon ID Tank Garage Winery
= Current Page Tank Garage Winery - Home 2019
.! \ Beacon History
Viewed Tank Garage Winery - Home 2019
2018 Stars Like OUI'S, ROSe, Beacon opened on Tank Garage Winery - Home 2018




When Customers Chat

After Wine Club Notification Emails 35%

After Wine Club Receipt Emails 23%

After Wine Club Tracking Emails 19%

During Email Sales Campaigns 13%

Other 10%

L O O O O O I

T 8 8 % 2 0 2 e e
S 8 8 % 2 8 e
® & & 9 % 8 Y e
® & 5 5 B

\




Evolving Customer Service Channels

Customer Service by Channel

2015 28% 71%

2016 26% 73%
2017 22% 73% 3%
2018 18% 72% 8%
2019 16% 68% 12% 4%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

mPhone ®Email mChat m® Social/SMS/Other

o
o
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Equal Use Across Demographics

Chat Users

= Baby Boomers = Gen X = Millennials

*Demographics only available for 37% of interactions

mGenZ




How we keep Chat personal

We show our faces We know our We’re consistent with our
and names customers voice and commitment

o

Hi Tank crew, we are thinking about coming
out in March, can you hook us up?

b

y
a Hi Ed! We were just thinking about you!
Bruce Wayne We are delighted to host you again. |
bruce@wayneenterprises.com know you like the Backroom, so we can
do that, or we have a new secret
erprises experience.

Ed Grace

The secret one sounds interesting!

Previous Conversations » @ Great! We have something special that

. we know Caroline will love too.
D Live chat on Dec 27

D Live chat on Dec 26 oo

View all 15

68
S



Getting Proactive with Bots ‘ 0
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Getting Proactive with Bots ‘ Q

How can we provide more proactive customer service?
Goals:

« Help customers use our self-service tools.

« Automatically resolve common questions without a human.
- Detect if customers need assistance before they ask.

« Start conversations about the right things.



Chatbots

What do Chatbots do?

Chatbots use rules and Al to automate responses and tasks
based on the customer’s input.

71




-
Atﬂdﬂ 0\

s SNSRI m ﬁ
NN ,

Chatbots

Here’s what we had to build.

72



Chatbots ‘ 0

Playbooks Chat

Chat playbooks

Email playbooks Q Show

Signature playbooks Priority 4 Playbook

New welcome message
1587742

Just kidding. Bots are built into most Chat platforms
and easy to set up.



Automation

https://www.tankgaragewinery.com/Win
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e-Club/Manage-Account

Let me know if | can assist with
anything else!

How much is shipping for 12 bottles?

| understand you want to learn more
about shipping rates. We offer flat rate
shipping to the entire US and the price
gets lower with every bottle you add.
For orders with 12 or more bottles,
standard shipping is just $1. You can
read more here:
https://www.tankgaragewinery.com/Sto
re/Wines/Shipping

That's awesome. Thanks a ton!

to Americans with Disabilities Act
(ADA) regulations for businesses and
State and local governments,
technical assistance

How else may | assist you?

| want to customize the wines in my next
MADE Club release.

©

It sounds like you want to customize
your next MADE Club release. That's a
great idea! You can update your wines
by February 1st through this link:
https://www.tankgaragewinery.com/Win
e-Club/Manage-Account

Let me know if | can assist with
anything else!

Can | bring a dog to Tank?

Connected to Tank

| see you want to bring an animal to
Tank. We can only host animals that
meet ADA requirements at this time.
Here is a link to see if your animal
meets that criteria.
https://www.ada.gov/regs2010/service_
animal_ga.html

TBD

The ADA Home Page provides access
to Americans with Disabilities Act
(ADA) regulations for businesses and
State and local governments,
technical assistance

How else may | assist you?




Targeting ‘ Q

H VR i g‘ \"'~‘
. L = ‘_;7,4{2:;ozmesf
Send messages to website users ﬂc —
based on criteria like: o menane - (D
company EMPLOYEES  PAGETAE  LOCATION vers s
P sick 200 hSmo  USA 2 8

& Following

« The current page they are on.

« The amount of time they have been
on that page.

« Their geographic location.

» Their member status (if tracked).

&
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Targeting

If on Wine Club information page.

| see you're interested in the MADE Club. Let me know if you

have any questions!
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Targeting

If on our store at a certain time and day.

If you order by 1:00 PM PST today, we'll deliver to {{ user.city }}
by {{ deliver.day}}!




Targeting ‘ Q

If on product page for longer than 20 seconds.

Need some help making a decision? Use code GROOVY for
$10 off this bottle.
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Targeting

Sometimes just to shoot the breeze.

Tell me about your biggest dream and get $1 shipping.




Chatbots

Conversion Rates (2018)

Ecommerce Products

0.00% 2.00% 4.00% 6.00% 8.00% 10.00%

m With Triggered Bots m Baseline

12.00%
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Chatbots

Chat Conversations (2018)

Human
Conversations
28%

Combination
43%

Bot Conversations
29%




Chat and Chatbot Conclusions ‘ 0

1. Chat is more convenient for some customers.

2. Customers mostly use chat for the same reasons they use phone
and email.

3. Chat will relieve other communication channels.

4. Chatbots can solve many customer requests without human
intervention. Our customers like this.

5. Chatbots can also be effective sale drivers.
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Chat and Chatbot Platforms
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@ VISIT ~ THE WINES ~ MEMBERSHIP THE MAKERY ABOUT ~ LOGIN §
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WINE COMPANY
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VISIT ~ THE WINES ~ MEMBERSHIP THE MAKERY ABOUT ~ LOGIN §

THE PRISONER
WINE COMPANY

ALL TASTINGS BY APPOINTMENT - REQUEST A RESERVATION

FEEDBACK

WE LOVE TO HEAR FROM YOU! WHAT WOULD YOU LIKE TO SHARE?

. SUGGESTION . QUESTION . LIKE . DISUKE

COMMENTS
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Solving the

problem (S) ONLINE SHOPPING
BECAUSE

I CAN'T WALK

« Customers want to communicate WITH NO PANTS
\évhetn it’s convenient for tlr;e.rp - DRINKING
ustomers are on your website at a . CC O WINE
hours and they should be able to A GLASS OF WINE
connect with you.




Solving the ‘real’ BRI EL L
prOblem(S) -~ staffegl lO[la\I .

2 Ecommerce Employees

!

14 Ecommerce Websites

SO! mmu
cnuI(I just goaheatl aml tothe
worliof3, thatwould'he great.




How does it work?



Persistent Widget

By implementing a home-
grown solution on each page
of our sites we made it easy
for customers to connect
with us whenever they
wanted.

We kept the form simple, so
the customer was more
inclined to use it.

FEEDBACK X

WE LOVE TO HEAR FROM YOU! WHAT WOULD YOU LIKE TO SHARE?

- SUGGESTION . QUESTION - UKE . DISUIKE

COMMENTS

EMAIL




customerservice robertmondaviwinery - Club Member Questions - customerservice robertmondaviwinery - Outlook

Persistent Widget

The message is sent via
email to our brand-specific
customer service email box
in addition to several people
on the team allowing us to
have a quicker response to
customers.

On average, we see about 2
feedbacks per day.

e m Send / Receive Folder
7 & | (9] -
w New Meet Schedule It
1ail Items v Now Meeting ¥ %Junk ¥

New Webex

<

avorites
box 1
Inread Mail 1
ent ltems
Infiled
ustomerservice robertmondaviwi...
1box 12
Amazon
awesome
BAD EMAILS
Cancellations 4
Chatterbox
club confirmations
Club Holds 1
Club Member Questions 9
club memberships 9

company e-mails

ﬁ Commerce7 Team <info@commerce7.com>

T~ rictamarcaniica rohartrandaviuinan,

View Help Q  Tell me what you want to do
E V_ V_ S? [5 Meeting B inContact Repor... T Move v 3 Unread/
ﬁ <€) — M ~ JE'; Create New FL Rules v B8 . iegori
Delete Archive Reply Reply Forward ERuies oo ~ategorz
All Eh More v @ OneNote Ft' Follow Uy
Delete Respond Quick Steps ] Move Tags
Search customerservice robertmondaviwinery - Club Member Questions /o Current Fold
All Unread By Date v
Commerce7 Team <
New website feedback 11/29/201
Nick Lacap
wine order 11/29/201
Bob Schmidt <
Re: Thank You for Shopping at Robert Mondavi Winery 11/29/201
Commerce7 Team <
Melissa McAlpin filled out the Contact Us form 11/29/201
Commerce7 Team <
Maria Reyes filled out the Contact Us form 11/28/201
New website feedback
o 9=

11/2Q




2019 Feedback Breakdown

Suggestion
11%

Dislike
14%

Question
68%




Feedback
Highlights

« Most questions are
Ecommerce-related &
order status

« Many vegan, organic,
gluten-free and
glyphosate questions

« And of course, a few
personal notes for
Dave Matthews
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Considerations

Financials

* There are many feedback widget options
at varying prices and service levels.

» We chose a “build your own” because
we had the expertise in house, and it
was the least costly.

» A technical expert on staff to support the
implementation or consider outsourcing.

» Key people willing to check notifications
during “off hours” to address any major
items.



This widget is getting an update with the
move to Commerce’.

* In the old version, we did not have

analytics.
Messages just flowed into an email box.

« With Commerce7, messages are being
put into a database that allows access
to the data in order to create analytics.



dash.

by JUICE BOX | direct

Leveraging our Dash access and
creating automated analytics in order
to build out a customized dashboard of
our feedback widget messages.




Feedback Examples

mailchimp

O

Specific feedback

Give feedback on a
specific part of this
page.

@ Powered by Usabilla

Overall feedback

Give general feedback
on the website.

Contact us

View guides and
tutorials or reach out to
us via our contact form.



Feedback Examples

SignIn

Al oLDNAVY BANANA REPUBLIC @ ATHLETA BGIANCERPZ

&% ATHLETA

Thanks for your feedback! If you need immediate assistance,
please contact 877-328-4538.

Your Account

FIND A STORE / ATHLETACARD / GIFT CAF

Search q

NEW ACTIVITY BOTTOMS TOPS BRAS SORIES ATHLETA GIRL SALE COMMUNITY

What type of feedback are you leaving today?*

Website

Store

LOCAEL

Supremely stretchy and sleek styles

designed to keep you moving. Powered by Medallia

Your responses will be used in accordance with our privacy policy




Feedback

Feedback deliverability

« Email box

 CRM database

« Reporting tool or Dashboard tool
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Does this mean you should get rid of your phones?

—




Phone Activity - 2019

4500
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Robert Mondavi Prisoner

H Inbound ® Voicemail




Feedback Conclusions

« Offers a different level of engagement outside of chat and
chat bots.

« Allows customization so it’s useful to the customer and you.

« Easy to implement

« Scalable with the right options

« Not going to take over your regular channels but allows the
customer greater access to you.
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