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CUSTOMER EXPERIENCE

SOLUTIONS



FullleopC

CUSTOMER EXPERIENCE PLATFORM

Al Powered CX Platform That Turns Real Customer
Feedback into Customer Centric Transformation

by BIZEUIT

www.fullloopcx.com



http://www.fullloopcx.com

Things that happen everyday at any restaurant

“‘WndudIwi LudTavan1staaniin luauausnaus
LAULLIWAILTINAN... DIIRUFTLUALALAY 196N NaU LU
UYAUAUINADIIULINIS? A Lu lHu5n15acAY

‘the staff of this branch does not look willing to service, speak
harshly.. when [ call for check out.. just put down the change without

saying thank you...is this a service?
[ won’t come back here.”

BIzEuIT



The Problem The Opportunity

% 67%

of consumers had ever stopped of customer churn is preventable if
doing business with brand due to firms resolve issues the first time
poor customer service experience they occur

Microsoft: State of Customer Service Report, 2017 Amayo: White paper on customer experience report, 2019

BIzEuIT



The Solution
Fullle . pC

CUSTOMER EXPERIENCE PLATFORM

Enable, enforce, and
ensure service recovery

using Al
In Real Time
Collect and Identify Bad
Experience
History Update

® O il

Date: 6/17/2020, 10:13:41 AM
Category User: pukkawarin

Status : CLOSED

wunvuawtlidtousmstagrihanluguududoudidudiyaiudouin... doansentiu
dv 2wdvnauludvaunudnAiiAoviuusnis????? . avluunldesmsaze:. Message : ualnuganASausos gnAiHlD

MA d=naulGusSNISiHL

- just put down the change without saying thank “I already call and apologize to this customer.
you...is this a service??? | wont come back here. She will give us another opportunity and come to
use the service again.”
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How does it work? FUIllG PC

CUSTOMER EXPERIENCE PLATFORM

)006000600H
@ °° 000009 b
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Choose what to talk
with each customer

Learn and improve

e Allows brands to reach their e Real-time alert on any unhappy e Learn insight via customer’s
customer customer written feedback using NLP
e Enable personalized message e Force brand to take action Technology
flow and offers immediately e Combine analysis power with
e Support multimedia e Have QC function to ensure company data
quality e Export data to CRM

BIZEUIT



Fl | I I I G Collect and manage customer
experience from all touch points Automated up-sale/
CUSTOMER EXPERIENCE PLATFORM p

cross-sale workflow

- 30%
(o]
Purchase - %, - ya
Showroom Visit . Fullle P | Al Powered Platform
ﬁ Fullle p
=z T :
yﬁ == il 0§ Positive Comment : “vibes tokonya enak fitting room Iu
- ololel A
Service e 0 ; |
Customer
Engagement Module

Chat and

, .
aA =

® -0

Analytics module

None Selected ~

Collect and interact with
feedbacks suggestions
from all channel

- [ = ]
Product = oA
Delivered
Close Loop
Feedback Module
Automated service recovery
workflow

BIZEUIT



The Problem of Fullle.pC
SurveyApproach

Score Details

Communication W W17y CSAT ® &
prior to delivery 3 3 out of 5 stars
e ™
' Delivery/Take-away Service Problem
X St Vaiy Bond T  Delivery/Take-away Service Problem
e e
ar,
2 Star, Fair - 18% Sogndulain:worHanau 1 i udlulasuthduidndes Soidunduluuanidu ASIUTRHQHA
1 3 . 4 Fhdurua caulinelissediaslulariiaseuld udnRtvsataesutdUIestRtH tosa
Star, Poor 14% tfiou 10 NGolLEs? 1dean 1deaAnusdnuin
Company Centric Customer Centric
e Only learn from what you ask e Learn from what customers want to say
e Al categorize issues to keep things
e Good to know, but how to measurable and managable
actuallly improve or fix the

e Understand the context of situation and

?
problem? can immediately take next action

BIZEUIT



Our

Business Transformation

“‘want the display at the store to have a lot of
design and more attractive promotion”

Comment : “dennlidaudiRidanldrareadunnvlssringu ua:-olusluduftinaulauindu”

Product Range Variety X None Selected ~

Suggestion : “eennlRlduvnufarsua:nuade awnsalfidanuingodu ua:lusluduftiauld”

None Selected «

8/21/2020, 12:00:00 AM

@ =3 o R} . A
< I =sales 9 Central Ubonratchathgni O

“‘want more modern and good looking design to
choose from and better promotion”
BIZEUIT

Multiple Intentions
Classification

Enables Customer Centric
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Nearest Matching and
Subword Prediction

1
1 ¥ &

WUANIUNAIT L1515

Staff Knowledge and Competency

Model does not look for
“Witnvaw” but a mixture of

“wWu” “un” “une” “‘nen” 9 -
more robust in prediction

Vivasaiaauin

Parking Availability

Model does not look for “#i
QA50" but a mixture of S

9" ‘32" “200” “an3” “A50"
more robust in preohctlon

BlZCUlT TextPower v.2 Output

Able to handle misspelled word

and sentence

Ycadtegoricsiide ta RN

"Staff Knowledge and Competency"
Yscore =m0 990999832427 978527
fcaceguricSHicde=annE |
{
"negative": ({
fcoicegoniieSsenice ne ol Nl
"wum‘mvgmm"l;ifﬁm"
1,
"categories intention":
"complain"

Hcatcgonrilc Sillce =o iBRci

"Parking Availability": {
Y seerct 007381828 87895203
"“ategorle% detail": [
{
"negative": {
"*ategolles sentence"
"fiaesnilifouann”

I
Ycaltegoriesiintentilont:
"complain"

[

{

NLP-based Attention
Based Prediction

(experimental)
Ability to pinpoint the source of
topic and predict sentiment and
intention separately categories_intention":

Product Range b
/ Variety e
WNFauzuIiEIw ies_detail":
ns511 9 Hlvildanilae
NN WEAIUANILGAE
fulay usiaviingzaa Toilet
NN

\ /

Staff Attentiveness

MNMARUAAIDY"

intention”:




FUulllG:pC current Language Support

CUSTOMER EXPERIENCE PLATFORM

800++ Deep Categorizations

Restaurant, Life Insurance, Non-Life Insurance, Department

business Store, Telesales, Retail Banking, Hypermarket Retail,
domains Fashion Retail, Automotive, Dealer, Real Estate, Hospitality,
ECommerce, Employee Engagement

BAHASA TAGALOG

INDONESIA PHILIPPINE 12

BIZGUIT THAI ENGLISH



Fullle.pC

CUSTOMER EXPERIENCE PLATFORM

2020 Winner from Hack the Future
: Business Rebound Edition

RISE

Hack

the Future
Business
Rebound
Edition

v l(
EZ?”g ﬁﬁ% ajk

Digitalization
New Way of Wo 3 for Customer

Resource & Operation New Experience

Management

BIzEuIT

The platform that is already making differences

Thanachart Insurance

M L.
0 susiaUs:=nune

Bungkok

|rwugs

ITVO HAFELE @ i

Pomelo. )
Fawless

livingmall

SINGHA
o2 a2

FOR ALL WELL-BEING
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Fullle P Use cases

CUSTOMER EXPERIENCE PLATFORM

Banana” B
c Thailand’s leading Hyper Market Retailer Thailand’s leading IT and Gadget Retail
e Collect customer feedback from all 1200++ Store e Evaluate each product consultant staff using individual
e Over 7 Millions transactions per days staff QR
e Cover all store formats and brands e Each engagement is evaluated
e Using service recovery SLA and NPS score as KPI e information for each staff is available for personal coaching
e Acheive same store sale growth for two consecutive e Able to audit staff’s product demonstration quota
quarters after implementation e Collect lead of potential buyers for each product

~ Thailand’s I_eading omnichannel telesale 0 susiaus:Ause Thailand’s leading motor

» and marketing company ¢ Insurance insurance company

e Collect customer feedback from all channels: Inbound call, e Track customer experience performances on each of
Outbound call, retail, ecommerce, and product delivery customer journey

e Prevent customer churn value of 10.7M THB in just 7 e Provide media conversion analytics and insight for
months customer who just join the brand

e |mprove over 300% of NPS within 13 months e FEvauste each of vendor’s performances (accident claim

e Increase in average bill size per customer handing agents, contracted garage)

BIzEuIT



Our Exciting Features

Media Conversion

Customer « Location ~ Transaction ~

ArIIASUTDIISIIAMSIRUdDHEaMSGCaLIINGDINOTHUTA:?
n-397

| 19.00% ]
n 23.93%
13'85%
EE

o 10 2 30 4 50 6 70 8 9% 100

Percentage

Evaluate your medie spending with real
sale; from real customers

Bl o

Consumer Survey

I

D’ﬁlfhini market research with your
d\;A__m customer; any time with real time
dashboard

BIzEuIT

Customer Insight

Fullle>pC | Al Powered Platform

None Selected v

None Selected -

Suggestion : “aentRUSMsAUVUGNRELY”

None Selected v

00:00AM @ Robinsor

Suggestion: "

None Selected v

Get understanding of your business
from real Voice of Customer; powered
with our most powerful Al

Suggestion

Fullleop | Al Powered CX Platform v Welcome Sandbox Fulloopw  ENv
= VOC Dashboard - Suggestion
5 i T

Intention : Suggestion Intention : Inform
o 108 Out of 1,981 55 Out of 1,981
E
° o
trend trend
. 5.5% 2.8%
o romotion 34:31.48% (+34) Promotion
-
ey
- Facilities 14:12.96% (+14)
e
ol oic 9:833%:9)
® 9:8.33% (+9)
° ity Parking
=
L] ‘Community
=

Unlimited insight learning from Free
Form Suggestion; thanks to our
powerful NLP, Bizcuit Text Power

Case Management

Closed Loop Feedback - Dashboard
€ 20052019 - 1970872020

Current Negative Feedback Handling

10 months 28 days

10 months 28 days
10 months 28 days 7 days 13h

10 months 26 days

Summary of Negative Feedback Monitoring

© oversta @ summary - Totsl

Handing all negative experience
customers in real-time; within the
platform

Crosstabulation

Fullle>p | Al Powered CX Platform Y Welcome Sandbox Full.oopv  EN v

= Cross Tabulation
5

@ 1900972018 - 181092019
Purchase Quantity Tier Meta Data
[
e e
- Lifetime Value
Segment
Search s 2.
: ° 2
30000 2 [ province }
2000163000 a0 s00 [_sales name ]
65001120000 s w00 Product
Category
120001 - 190000 6is 63 1000
Purchase
190001 - 400,000 72 Quantity Tier
S 00000 33 100 1000 Spending Tier
) Payment
N Question

n
&

Showing 110 6 of 6 rows

“ Freely crosstab Engagement Score ;
any way you want

Case Handling Quality Assurance

Quality Assurance Dashboard

Current Repol

31

Total Quality Assurance Cases

0.0%

Quallty Assurance Rate:

Resolved Score & Quality Assurance Summary

83.6
64

@ Resolved  ® NotResolved @ Not havingany issue

Understand how your problem solving
team truly perform, automatically all the
time

KPI

Fullle>p | Al Powered CX Platform v Welcoma Sandbox Fulloop  EN v

B 0092018 - 1810972010 v

el at
°
Q1 To what extent do you agree that you received warm welcome from our staff? Viewless>

= Average Score Service Consistency How to fix

Sl 9.3/10 86.2%
Mean:

g Angry Fecl Bad Feel Good e | High, Consistency: High

@z s pE Good Performance: On this

expectation o the customers.

° Your targets are satisfied and you
need to maintain the level of

% performance and keep them
consistent.

Support Attribute-base KPI; we
understand the need to keep measuring
certain things and we help makes them
better



DEMO

BIZEUIT

Brand - SANTA FE

SANTA FE
n=68

Positive Customer

©

544 %

Food Taste
=

Speed of Service
&

Staff Attentiveness
(o))

Cleanliness
@

37 Out of 68

+37
trend

1:2.70% (+1

16


https://docs.google.com/file/d/1_QG2JakMUbb32zKj2JC-lha8tk9rnhJO/preview

Two Versions of FUIlIG P C

CUSTOMER EXPERIENCE PLATFORM

. e Most powerful synergy between Fullloop and your IT
Integrated Version system

e Utilized your own metadata and seamlessly integrated

E f into your organization

POS API FTP

e Only 10 business days to go lives after requirements
e Enjoy full benefit of the Al Power CX Platform even
your IT Infrastructure is not quite ready

BIzEuIT



Fullle

CUSTOMER EXPERIENCE PLATFORM

PC

B® Microsoft & wiis BiZCuIT B Microsoft & wiics BiZCuIT B Microsoft & wiics BizCuit

SMART RESTAURANT
W EXPERIENCE 2021

SMART RESTAURANT
Y, EXPERIENCE 2021

SMART RESTAURANT
W EXPERIENCE 2021

is16toRAtuUs:AU 1WowA unawasity+aién ¥oy

ﬁaduaoqm TagsouudasAtuWowaldINURYUATKUA: LlERAUS:AUDIRISTWOKUD UA:
Comments
5 6 7 Kol NG
UDUDUALU AUANANIADNDUDSDUNU
unawaside+aiéin awudviauu: S - .
Tuwowaloiag Wowaloaghouin

NNAWIRULDVAN D:BI0UTDLAIUMSWAUUNEUM

ua:mstRUSMSIKagotu

i s = : y: nalu
naduduav IWauaavaNuAatRudaUs:aumsain -

Acubcd unawaside+aiéin

E
S

g . . '1 g
&

© 2018 Bizcuit Co ltd | 66 2-664-1675-7 ext. 300 © 2018 Bizcuit Co ltd | 66 2-664-1675-7 ext. 300 © 2018 Bizcuit Co. Lid | 66 2-664-1675-7 ext. 300
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User Interface Mock up

https://grgo.page.link/mTvER

Let’s try



https://qrgo.page.link/mTvER

Get your customer chats
Fullle P A feedback into one place

ACTIVE FEEDBACK PLATFORM
Fullleop A

dounuRsundulioya (User Channel)* FU”IG p A

Wan (Facebook)

sz g e N | rotalne 108 Compiaintne?0 Price’Promotionas 15 -AlersSiléServicensis. | | | N Caseoeat choliume
ndnInas (Twitter)

! iuumw / ayadu (Attachment) > 0 cases 0 cases
Ta (Line) from previous from previou 5
- 0 period period entstatus
. D uploads =
fAoarduInos (Call Center) 3
.38 0 cases 0 cases
from previous from previous
Foindu (User)* . R & period period
< Total == Complaint Price / Promotion

+- After Sale Service  -%- General Question

1U9S (Telephone)

Usnmsiily (Case Management)* smotion After Sale Service General Question

AMTUNSAUR (Take Action)

Adlfigifiuovossunsu (Alert Case Only)

Collect all active
feedback case

e QR Code at store or area e Real-time monitor on customer e Real-time alert on any unhappy
(direct feedback) active feedback customer
e Static Link for Call Center e Monitor the concern issues of e Force brand to take action
Agent (indirect feedback each touchpoint or journey immediately
-record by agent) e Have QC function to ensure
quality

BIzEuIT



got your feedback covered on
U I I I c p all channels

CUSTOMER EXPERIENCE PLATFROM

Olenna Mason ™LX

@ e
Feedback from Feedback from
your social media L your chats

have to convince myself to
@ mow the lawn...

-

D, Feedback from your
\ transactions

HPe@e0®frsre O

Fullle:pCc Fullle:pS* Fullle:p A

CUSTOMER EXPERIENCE PLATFROM SOCIAL EXPERIENCE PLATFROM ACTIVE FEEDBACK PLATFORM

am _ oo~ Fullleopc -
(o] . T @@
- | IEE 0= doqoen (Customer's Nome)
e 0
Choose what to talk

with each customer

0 take a Technology
immediately o Combine analysis power with
o Have QC function to ensure

company data
quality o Export data to CRM

DN\ 1000%

BIZEUIT 20




Fullle pC

CUSTOMER EXPERIENCE PLATFROM

www.fullloopcx.com



http://www.fullloopcx.com

F,"“c?

THANK YOU

Talk to us:
cs@bizcuitsolution.com
@ +662 664 1675-7
m.me/bizcuitsolution
\ @bizcuit

B|ZCU|T https://www.bizcuitsolution.com/



https://www.bizcuitsolution.com/
http://m.me/bizcuitsolution

