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Organizations offering customer-facing communication channels are 
seeing an evolution and shift from more traditional channels to digital 
channels and that, of course, means a need to continue to innovate. 
However, catastrophic or unforeseen, events can create a tsunami of 
inbound traffic that can create huge challenges – not least of which is 
ensuring that you can serve your customers well. 


Coronavirus Covid-19 is creating unprecedented change – certainly in 
recent history, and businesses are creaking under the impact. Imagine 
if you are a travel operator and the circumstances have meant that 
flights and tours are being canceled. Thousands of customers are all at 
once requiring immediate reassurance and action to claim their refunds 
or new tickets. The demands on a customer-facing department can be 
dire. Because of the dynamic nature of the changes, and the nature of 
some of the financial transaction regulations, customers are connecting 
in whatever way they can – probably resulting in higher than usual call 
volumes. This pinch point is where the problem and opportunity coexist.  

This situation exists for many industries who for various reasons, are 
impacted beyond just the challenge of higher than planned call 
volumes. They may have issues with staff availability, and in many 
cases, staff members are being forced to work from their homes. Many 
businesses just aren’t ready for this.
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01

Business as usual is probably a term we’ll not be hearing for a while, but even 
that is a continuallyshifting sand. 

Coronavirus Covid-19 is 
creating unprecedented 
change – certainly in 
recent history, and 
businesses are creaking 
under the impact.
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As a result of being separated from our normal 
workplaces and routines, we are naturally eager to 
search however we can, for connections to others, and 
“technology” is providing some of the answers, by 
allowing us to come together and communicate from 
wherever we are (our homes most likely), as long as we 
have connectivity.


The Facts
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Coronavirus is THE most reported on news item globally currently and 
understandably so. We all want to know what is happening – searching for 
some assurances and certainty when there is so little to provide. 

The Facts 2
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Key Findings
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Customers need a resolution fast
The key need is for resolution

Our desire when reaching out to a “contact center,” is to find answers and 
resolutions to the situation we have currently, and in the case of the travel 
companies, the customer may require to reschedule their flight, or vacation, 
or to have a refund for their canceled activity. Often the process will already 
be defined, and maybe some “rules” will need defining, but this is a 
transactional activity, which can potentially be automated, freeing up the 
agents in your business for the more complex activities. Additionally, we can 
use automation to deflect this traffic to another channel.


We are in a mobile-first World
Increasingly we are connecting with businesses via our mobile devices

Our “go-to” device is undoubtedly our mobile/smart phone. It's rarely far 
from our grasp, and we tend to use it as our preferred communication tool. 
Increasingly we are seeing that the preferred contact channel is some kind 
of real-time or near real-time messaging app – certainly as an initial 
contact point. This could be a chatbot or webchat on the company website, 
or even in some instances a WhatsApp or other messaging app 
conversation, and occasionally if there is a non-real time requirement, then 
form filling or email will suffice.

Key Findings 3
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The answer is available – the problem 
is to find it

Agile businesses anticipate customer issues and proactively attempt to 
provide advisories or solutions via their web-site, the press or through 
social media. Often, however, this message does not reach all affected 
customers or relevant information may not be easily accessible at the time 
of the customer's need. Hence, even such proactive efforts may not stem 
the increase in calls from customers who require immediate attention. Call 
deflection at the IVR, or, redirecting the customer to a URL sent over SMS 
may be an effective self-service strategy. In particular, linking the URL to a 
well-designed web workflow that guides the customer through problem 
resolution could reduce call volumes and increase customer satisfaction.


Key Findings 4

70% of all consumer 
interactions with 
businesses start on a 
smartphone

70%

Mobile-optimized visual 
experiences, converging 
web and telephony

66% of all B2C 
consumers prefer to 
interact with using 
messaging66%

Contextual visual 
messaging-first 
interaction, persistent 
across channels

80% of enterprises 
plan to introduce 
chatbots within 2 
years80%

Practical automation, 
continuous expansion 
based on use cases

Koopid accelerates contact center digital transformation
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Key Findings 5

Customer preference and behaviour

73%
73% of customers value self-service as it puts 
them in control of their engagement

41 %
41% of customers elected to stop dealing with 
2 or more brands due to poor service

87%
87% consumers would like businesses to always 
offer different channels to meet their need
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Supporting Employees’ Remote Work 
Needs
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Connecting customers to empowered people and process wherever and 
whenever required.

How can you support employees during this process?



Koopid’s platform allows the easy automation of customer interactions with a simple low code/no code 
solution. Clients can build and deploy a solution in matter of just hours, rather than weeks or even 
months; quickly making agents more efficient by automating repetitive and “process only” tasks, and 
freeing them to manage more complex customer interactions.


Accelerate Contact Center Digital 
Transformation
Koopid’s expertise can help create persistent conversations for digital customer service. Koopid’s unique 
and highly differentiated product suite has everything that most complex contact centers need to 
navigate Covid-19:


XDesigner
No-code/low-code tools

FAQ XPerience


Concierge XPerience


Intelligent Virtual Assistant


Smart IVR


Any Channel Access
Channel-agnostic service

Web


Mobile app


SMS and email


Other consumer 
messaging channels

Talk Live
Contextual transition to agents

Social media connectors
Other popular voice 
systems
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www.koopid.ai

%

Conclusion
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Current volumes of inbound activity are unmanageable, creating customer and 
agent frustration. By deploying Koopid.ai you can rapidly deploy and implement 
a powerful AI, digital-first automation solution, across all channels. 

Koopid.ai introduces “conversational automation,” reducing lengthy queues and frustratingly long wait 
times, assisting your callers to get what they urgently need, with minimal friction and on their device and 
channel of choice. 

Conclusion 7

Simple and fast deployment 

Integrates with your existing Contact Center


Digital transformation made easy

Key takeaways
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Why Koopid
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In the case of customer service and contact centers, Koopid can help 
companies support employees, enhance customer experience and ultimately 
ensure business continuity by providing “conversational automation.”

Koopid’s Customer Experience Orchestration platform will reduce lengthy queues and frustrating wait 
times; and guide customer support teams in assisting callers. We leverage conversation automation to 
deliver a seamless journey across digital and voice channels.



By choosing Koopid, you can easily and rapidly implement a powerful A.I.-driven digital-first automation 
solution across all your channels. With our unique conversational and visual customer experience 
technology, contact centers can achieve:


Additionally, our CX technology can:

Automated use cases, such as frequently used questions, ticket status inquiries, 
troubleshooting steps and transactions

Connected experiences across web, mobile, and telephone


Real-time, contextual and compliant conversation with customers


Reduced customer effort and agent handling time


Faster issue resolutions and happier customers


Deploy automation workflows and monitor their performance


Integrate solution with your existing contact center


Accelerate overall digital transformation 
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About Koopid
Koopid was born from a simple premise:

That business and its customer should engage in a transparent and 
persistent conversation.


That interaction silos – voice, chat, digital self-service, IVR, chatbots – should 
be consolidated into a single, elegant paradigm.


That it is time for AI-powered Customer Experience Orchestration – a 
radically simple architecture for the modern Contact Center.
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Led by Dr. Venky Krishnaswamy Ph.D. Yale (two times winner Thomas Edison award), we’re a team 
of experts in AI and Unified Communications technologies and we’re inventing the future of 
Customer Engagement. Our core architects have PhDs from some of the best universities on the 
planet. We are laying the foundation for the hyper-personalized customer journeys of the future. 
Our AI – Native Customer Experience Orchestration platform is delivering transformational 
customer experience to our clients. 



Together we have over 200 patents, and amongst us are AI\Chatbot pioneers and WebRTC 
pioneers.



