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Background
The client enjoys a strong 
legacy serving the people of the 
region in which it has operated 
for decades. One consequence 
of this long-standing 
connection is a customer base 
with a higher median age. This 
fact necessarily impacted the 
resulting approach to digital CX 
transformation. 

In addition, shortly after 
the engagement launched, 
Covid-19 lockdowns began. 
Given the disproportionate 
impact of the virus on older 
populations and the essential 
nature of the client’s business, 
support requests skyrocketed 
-- requiring the addition of 
smart, automated support 
technologies to keep up. 

CLIENT
Major, multi-state retail chain

CHALLENGE
To quickly build and implement interactive voice response (IVR) 
and smart chatbot support tools in order to keep up with surging 
support requests made primarily by an older demographic.  

PERFORMANCE

Lessons Learned
These days, digital transformation 
is something everybody seems 
to talk about but relatively few 
actually take action on. This was 
an exciting opportunity to work 
with a client laser-focused on 
smoothly evolving their monolithic 
set of support technologies to the 
forefront of the global support 
ecosystem. 

We learned that when the client 
is committed to leveraging smart 
technologies to improve the 
customer experience, results akin 
to those documented here are 
inevitable. 
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STRATEGY

These were scripted with language more typical of older 
demographics in mind, while the IVR’s speech recognition logic was 
adjusted to account for the strong regional accent typical of large 
portions of the client’s geographic footprint. 

Everise built a foundational, logic-driven knowledge base within the 
existing omnichannel support solution, designing natural 
language understanding-infused voice and text-based interfaces 
atop it. 

Immediately after going into production, the Everise chatbot 
and IVR successfully diverted at least 50% of our partners 
incoming chat and call volume, greatly reducing pressure on 
existing teams and fluidly scaling to meet spikes in demand. 


