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Key Takeaways

% With the help of Botpress, Windstream
successfully reinforced the
organization’s competitive advantage
through differentiation by expanding
the chatbot initiative for customer
service.
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Windstream implemented Botpress to
create a better quality chatbot than
the previous solution they used, and
utilized Botpress as a key component
to enhance Windstream's operations.

% Botpress was not only able to broaden
Windstream'’s customer success
capabilities, but it also seamlessly
integrated with Windstream'’s
existing systems and processes.
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Differentiate from
your competition with
a powerful Digital
Assistant.

WE Connect Bot

. , . .. N=
Windstream'’s customer service function is We
typical for a company dealing with a large
volumes of customers, comprised of a team
of live agents, a self-service portal, and a call
Hey,
SEE Thanks for letting me help you today! |

promise to do my best to quickly
resolve your issue.

Following a successful chatbot project with
Motion.Al (now Hubspot), the IT team in

Are all the phones at this location

charge of the project wanted to expand the ~ having the same problem?
chatbot capabilities. They needed a platform (o
that could be customized and integrated m
with their internal system. Botpress was not Oh, okay. No problem! We will just need
only checking those boxes, but it was also tﬁ factog\lf reset the phone experiencing

this problem.

offering an open-source solution that they

can deploy efﬁCIently OLERICRISE: Are you ready to reset the phone with

this issue?
With Botpress’ capabilities in mind, @;’
Windstream's vision expanded to build a
chatbot experience that reinforced its
competitive advantage and differentiated g y
itself from the crowd.

Yes No

e botpress.com 2020 All Rights Reserved



@— Case Study

Building High-Quality
Digital Assistants with
Botpress

Botpress's platform was easy to navigate,
and provided an intuitive experience, as
Windstream'’s team was guided through the
process of building a natural language
dataset.

Of Windstream's favourite features were the
hooks and the emulator/debugger. Hooks are
incredibly versatile, and give a wide range of
implementation options since they are left
open. The Emulator/Debugger proved to be
excellent for troubleshooting Al chatbots and
fixing issues quickly.

Botpress’s versatile features and an
intuitive interface allowed Windstream to
create a better quality chatbot than their
previous chatbot solution.

EMULATOR

") see

February 3, 2021, 13:50

Hello Weather Assistant

Hello! | can get the weather for a city of
your choice

What

city are you looking for?

For example, type in "‘montreal” or

e "london,uk"

DEBUGGER
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| Montreal, Canada |

PROCESSING

Event Received
Loaded User State
Before Middleware
apply_nlu_contexts
Middleware

nlu-predict.incoming
nlu-elect.incoming
gna.incoming
analytics.incoming

After Middleware

00_dialog_engine
01_expire_nlu_contexts
05_extract_slots

Processing Dialog
start
Action
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An essential component

for your operations.

Botpress empowered Windstream to build a
full-service chatbot that could not only
answer questions but also resolve issues at a
record pace. For example, customers could
change their appointment dates or
troubleshoot problems with their broadband
service. The ability to quickly integrate with
existing systems and technologies was a key
proponent to creating fluid, quality
experience.

Windstream was happy to share that the
initiative has been successful. We've seen
from customers that a chatbot handling a
percentage of the customer’s requests can
translate into a better experience and
significant savings.

Botpress provides a flexible and robust
natural language foundation for companies
that want to utilize in-house talent to
maximize conversational experiences.
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Hello, I'm WinBot! How can | help you
today?

Click the "i" icon in the top right for
some pro-tips!

How do | speed up my internet?

We would love to assist in figuring
out what kind of service upgrade
your home qualifies for!

Please follow to view your

upgrade options and place an order

online.

(4 ])(7](more. ]

Reply to Winbot
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About
Windstream

Founded in 2006, Windstream is a
telecommunications provider serving
households and businesses across the
United States. It is headquartered in
Little Rock, Arkansas, and counts more
than 1,000 employees.

They offer various products and
services such as internet connections,
phone, tv, cloud computing, managed
services, and more. They serve millions
of customers, and they are the largest
SD-WAN provider in the US with more
than 1,800 customers.
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Botpress is the leading open
developer platform for building
high-quality Digital Assistants.
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