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Inception Point



Inception Point
Simplifying the Associate Experience with AI Tools

BOT FEATURE LEGACY

Ability to infuse Scout with personality and empathy

Self Help Bot: True NLU with multipart questions and answers

Learning and refining information over time functionality 

Upload process documents to input information

Chat Functionality – with multiple teams

ServiceNow integration to submit tickets

Intelligent routing of tickets based on questions

Ability to easily update ticket paths as the business changes

Real-time reporting with trend or incident notifications

Full Page resource capability with widget

Capabilities to expand to additional devices

In-depth Reporting Functionality 

NPS Measurement for Chat Agents



The Plan



Empathetic by Design
Prioritizing the Human Need for Connection and Fun

Natasha, ‘Copy & Print Supervisor’ (2012)



The Plan
Phase 1: Ensuring a Successful Launch for Scout

Discovery 
of AI 

enhancements  

Pulling content 
from current 

systems

Establish 
Ai Voice 

‘Associate with 
personality and 

empathy’

Run a Proof of 
Concept with 

Quiq team

Run testing 
through all 

categories of 
content, 
including 
empathy 

Approval to 
Pilot with Top 

Associate 
Group

Refine content 
based on 
associate 

feedback for 
chain rollout

Run additional 
testing through 
all categories, 

including 
empathy 

With the help of Quiq we were able to launch Scout in 6 weeks 



The Plan
Phase 2: Add Revenue-driving Capabilities and Expansion

Connect to 
additional 
support, 

Service Tickets 
& Live Chat 

Agents

Starting chain 
deployment to 
larger district 

of stores

Maintain 
content 

accuracy and 
refine based 
on updates

Identify new 
opportunities 
for leveraging 

Scout 

Develop 
assisted

selling path 
capabilities

Activate 
Proactive ‘Did 

you know’ 
Messages

Expand into 
more in-store 
departments

Launch 
additional 
devices in 

store



Adoption Strategy



Adoption Strategy
Phased Approach for the Scout Launch

PRE-LAUNCH

• Ensure all content is updated and 

accurate 

• Establish Ai voice ‘Associate with 

personality and empathy’

• Run a phased testing approach, 

ensuring several rounds of testing 

• Share with a top associate team to 

test and try and to ‘break it’. 

• Utilize top associate group to share 

excitement before launch 

• Create a standalone page dedicated 

to Scout

LAUNCH

• Launch SharePoint site to share updates 

for internal team 

• Facilitate a learning session on Scout 

and SharePoint site

• Quickly adapt to low feedback numbers -

Change Helpful vs Not Helpful to 

Treat vs Training 

• Make it fun! Our Scout has a fun dog 

personality

POST LAUNCH

• Include “What to Search in Scout” in all 

associate communications and show the 

breadth of his knowledge 

• Share positive interactions with Scout to 

increase trust

• Launch “Proactive Messaging” to build 

excitement for new launches and facts to 

share on common best practices 

• Collaborate with team to improve 

equipment onboarding 

• Expanding to additional departments 

• Expanding to additional devices



Adoption Strategy
Staying informed and building excitement

Standalone Scout page for

resource groups 

SharePoint page for leadership, including content 

updates, recent enhancements 

Available on Handheld 

Store Device 

Available for Tech Services 

on Tech PC



Adoption Strategy
Examples of Proactive Messages

2. Company ‘Fun Facts’

Do you have designs to send?

Now is the time! Our Design 

Services team is a ½ day ahead! 

Get your designs in today! 

Did you know… 

The maximum weight and size for 

UPS shipping is 150lbs and 130” 

combined size. 

3. Selling Messages

Custom Gift-Wrap is now 

available on the website and RIK. 

Place a custom order today!

Did you know... 

'Help Me Sell Print' will walk you 

through the consultation process 

by Industry Vertical. 

The countdown is on! 

Just 1 week away from our 

Back-To-School season. Are 

you ready?!

1. Countdown to Launches

The countdown is on! 

Tomorrow is the big day! Let’s 

kick off Back-to-school right!



Results



Results
Chat Volume, Success Rate, and Engagement

Legacy 

Average
May June July August

Escalated to 

Agent
49% 36% 36% 33% 32%

Chat Volume and Success Rate

Legacy 

Average
May June July August

Chat Agent 

NPS

Not 

Supported 4.75 4.85 4.89 4.77



Real-time Reporting
Spotting Trends & Incidents as they Happen



Results
Examples of Real Conversations with Associates



Results
Examples of Real Conversations with Associates



Our Partner
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Meet Quiq

Your Guide to CX Transformation Powered by Agentic AI.

Vision 
A world where every interaction a customer 
has with a brand is fast, easy, and personalized.

CX Pedigree

Mission
We enable consumer brand to leverage AI 
to transform how they engage and serve 
their customers.

Retail & Consumer 
Products

Travel & Hospitality Consumer & 
Home Services
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To: ACME Hotel
Subject: Points usage

I’m having trouble using 
my points…

4 "review-analysis": {
5 "sentiment": "positive",
6 "confidence": 0.89,
7 "topics": ["returns"],

Hi! I’m wondering if you 
can help with a last minute 
dinner reservation? 

Can you help me 
change my departure 
date?

CX Systems

Salesforce

Oracle

Microsoft Dynamics

SAP

Zendesk

Genesys
& more…

M
es

s
ag

in
g

E
m

a
il

V
o

ic
e

A
P

I

Enterprise
Foundation 

AI 
Studio

Scalability

Internal Systems

Order
Management

& more…

Booking/
Reservations

Knowledge
Management

Product
Catalogs

Docs

Reliability Security Compliance

AI Agents
Serving customers

AI Resources Design Observability Safety

Insights &
Analytics

Journey Analysis Funnel Analytics Agent Insights AI Performance 

AI Services
Agentic AI via API 

Agentic AI
Process Guides Reasoning Tool Calling

Digital Contact Center
Human agents

AI Assistants
Helping human 
agents

Quiq at a Glance
The only platform you need for any Agentic AI for CX use cases.
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What is Agentic AI?
A Quiq definition.

Agentic AI can:

1 Understand multi-part, non-linear questions / 
requests and persist in completing complex, 
multi-step tasks.

2 Make contextual decisions without a rigid, 
predetermined workflow, while adhering to 
company policies and best practices.

Independently decide what actions to 
take or tools to use within the context 
of the conversation.

3
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Engagement Throughout the Customer Journey
Revenue-driving Customer Service – the Future of Customer Delight.

Conversational Media

Proactive AI

Conversational 
Search

Automated Touchpoints

AI for 
Customer Service

Re-engagement

CSAT 
Measurement 

Surveys

Awareness Consideration Purchase Retention Advocacy

AI Recommendations
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Built for Impact
Efficiency is just the starting line. Revenue growth is the end game.

Greater Efficiency

92% resolution rate

67% reduction in cost per contact

Revenue Growth

10% of daily sales from Web Chat

10% increase in sales handoffs

89% CSAT score

2X intent to book  

5.2x ROI in 5 months

3x bookings in 1 month

Better Experiences

75+ NPS on WhatsApp

2x increase in CSAT survey completion rate

90+ NPS point increase

67% lower cost per contact



Questions?



Thank you.

Book a demo

quiq.com/demo
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