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Enable Better Service 

Author of the contact center best practices book Enable 

Better Service.  

 

"A customer service contact center story of breaking away 

from the norm through creativity, technology, and 

innovation.“ Available now on Amazon. 



TechStyle Fashion Group 

• Online Ecommerce website that 
sells Fast Fashion over 5 
different brands 
 

• Partner with Celebrities like 
Rihanna, Kate Hudson and 
Kevin Hart to launch new 
fashion lines  
 

• Membership model  
with monthly curated personal 
stylist selections 
 



Global Member Services 



TechStyle Global Locations 
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• One of the largest, most diverse global 
corporate functions at TechStyle with over 
1,000+ team members all around the 
world 



Support Channels 
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Direct 

• SMS/MMS 

• WhatsApp 

• Apple Business Chat 

• Google Business Chat 

 

 

 

 

Voice Device 

• Amazon Alexa 

• Google Home 

Social 

• Facebook 

• Facebook Messenger 

• Twitter 

• Twitter DM 

• Instagram 

• Instagram DM 

 

 

Traditional 

• Phone 

• Chat 

• Email 

 

 

 

 



Self Service Timeline 
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Solution: 
 

• Self-Service through IVR, Live 
Chat, and Facebook Messenger 
 

• Similar experiences - scripts fit for 
the respective channel 

Self-Service 
IVR (Voice) 
- July 2015 

Facebook 
Shipping 
Notifications 
(FBM) - Dec. 
2017  

Chatbot - 
Feb. 2018 

Exploring 
Alexa, 
WhatsApp, 
and Text - 
Coming 
Soon 



Automation at TechStyle 
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The TechStyle AI-powered 
Virtual Agent automates 

conversations handled by live 
agents today over voice, chat, and 

text.  

Challenges: 
 

• How to reduce non-revenue 
generating calls to live agents 
 

• How to offset volume spikes 
associated with subscription billing 
 

• How to implement automation 
without sacrificing customer 
experience  
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Voice 



Live Demo 
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Capabilities: 

1. Personalization 

2. Predictive Based on Customer 
Data 

3. Alphanumeric Capture 

4. Natural Language Intent Capture 

5. Address Capture 

6. Digital Integration 

7. Dynamic Outbound Scheduling 

Automate simple to complex conversations 
traditionally handled by live agents 



Customer Feedback 
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AUTOMATE 
WITHOUT 

SACRIFICING AN 
OUNCE OF CX 
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Chat 



Chatbot Example 
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Results 

15 
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Social 



Facebook Messenger Example 
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Top Social Intents 
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Social - Member Satisfaction 
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Amazon Alexa 



Alexa Retail Use Case 
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https://www.statista.com/chart/6080/amazon-echo-usage/ 

https://www.statista.com/chart/6080/amazon-echo-usage/
https://www.statista.com/chart/6080/amazon-echo-usage/
https://www.statista.com/chart/6080/amazon-echo-usage/
https://www.statista.com/chart/6080/amazon-echo-usage/
https://www.statista.com/chart/6080/amazon-echo-usage/


Target Demographics 
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https://voicebot.ai/2018/07/12/voice-shopper-demographics-more-likely-to-be-young-and-male/ 
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Alexa Example 
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Alexa Example 
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Notes  

1. Skills app is in a demo environment (only on my computer) 

2. To initiate the skill the user has to say ‘my Fabletics’ 

3. When it hears my phone number, it converts it into words instead 
of numbers, this is by design 

4. Ability to lookup account isn’t programed yet 
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Thank You 


