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Extempo’s Online Ambassadors™ automate real-time customer care on the Internet. Serving in eSales, eMarketing, eService, and eLearning, Online Ambassadors interact with online customers the easy way, in natural language conversation. Unlike other eCRM solutions, Online Ambassadors combine prompt responses to customer questions and requests with pro-active customer-care expertise. They actively engage customers in transaction-oriented dialogue, build rich customer profiles, and offer customer-centric personalization. They further enhance the customer experience and build brand loyalty with distinctive Character Personas. As a result of these unique features and capabilities, customers connect to Extempo-powered sites more often, stay longer, share more information, and complete more transactions. Online Ambassadors help online businesses to optimize the lifetime value of their customers.

Business Problem: Effective Online Communications

Customers come to the Internet for one reason: Convenience. Whether they are consumers, business customers, or employees, online customers want transactions to be easy, fast, and personalized to their individual needs and preferences. 

But today’s Web sites offer only point-and-click self-service. Customers complain about difficulty navigating and finding products (87%), frustration with too many clicks and page downloads (85%), difficulty getting answers to questions (73%), confusing home pages (61%), and boring non-interactive site content (55%). This process is inconvenient for tech-savvy early adopters, impossible for mainstream customers, and ineffective for most customers. (Source: NetSmart)

Until recently, e-businesses invested heavily in customer acquisition, but neglected their customers’ online experience. As a result, Web businesses face the same dismal statistics they faced two years ago. Online retail sites are stalled at <2% conversion of browser to buyers.  <10% of customers make repeat purchases. 66% of shopping carts are abandoned. 85% of visitors to a site abandon it at the home page. Thus, online businesses lose most of their customers without completing target transactions and realize only ¼ the potential annual value of “successful,” but dissatisfied customers. (Sources: BCG, Forrester, Jupiter, Deloitte Touch Tohmatsu, Shop.org)

Facing increasing pressures to cut costs, increase revenues, and earn profits, online businesses now recognize the make-or-break business need to provide helpful, personalized, transaction-oriented communications and services to online customers. 

Communicating through Online Ambassadors™

Extempo’s Online Ambassadors directly address the critical business need for effective online communications. Like human staff at brick-and-mortar sites, Online Ambassadors serve customers as eSales, eMarketing, and eService Agents. They communicate the easy way, in natural-language conversation, offering the helpful services and high-touch relationships that encourage transactions and build customer loyalty.

Online Ambassadors solve the most common problems encountered by online customers. They help customers navigate Web sites and find products, with a minimum number of clicks and page downloads. They provide real-time answers to questions, explanation of home page information and site layout, along with other useful information. They help customers to complete registrations, surveys, purchasing, and other online procedures. They actively engage customers in transaction-oriented interactions and provide a uniquely compelling online experience.

Online Ambassadors capture the best practices of expert human staff.  Besides responding to requests, they serve customers pro-actively, offer useful information, make suggestions, and encourage transactions. They provide permission-based reminder and outbound marketing services. They listen to customers, adapt to feedback, and remember important preferences. For example, if a shopper says that a suggested product is too expensive, an Extempo Sales Agent will restrict searches to less expensive items. It might also ask if the product is too expensive in general, or just for present needs, to decide whether to update the shopper’s profile and restrict future searches by price.

Online Ambassadors are particularly effective at acquiring customer information. Using non-intrusive observation and conversation skills, they acquire email addresses, psycho-graphic data, shopping preferences, and a variety of other rich customer profile information. They use customer profiles to deliver targeted marketing messages and to continuously improve and personalize their services to individual customer needs and preferences. Online Ambassadors also record annotated transcripts of every visit, an unprecedented source of customer information, with automated reporting of customer behavior, site effectiveness, and business outcomes.

Complementing these services, Online Ambassadors enhance the customer experience and build brand loyalty with distinctive Character Personas and optional animation and voice. Extempo offers a variety of market-targeted characters or custom development of a company’s own existing or new brand character. For many applications, characters bring life and spirit to the experience, along with interesting content to stimulate and enrich conversation, facilitate business transactions, and delight customers. For example, Procter & Gamble is using Extempo products to bring their 40-year icon, Mr. Clean™, to life as a Consumer Cleaning Advisor and Trusted eMarketing Agent on his own web site, www.mrclean.com. In addition to leveraging and enhancing brand loyalty, P&G uses Mr. Clean’s Extempo-powered interactive personality and conversation skills to engage individual consumers in friendly dialogues that invite natural, permission-based sharing of valuable marketing information. Other brand characters brought to life by Extempo include Petopia’s Jack and EarthDog, who hosts his own children’s learning site.

Deployed Online Ambassadors have proven themselves against a variety of customer-specified success metrics:

· 90% of customers who connect to an Online Ambassador engage in conversation, continuing for an average of 12 minutes, depending on the application.

· Customers direct an average of 12 questions/comments to an Ambassador, while the Ambassador directs an average of 45 questions/comments to the customer.  

· Ambassadors recognize and respond correctly to over 90% of customers’ questions and report questions they are unable to answer.

· 60% of customers accept an Ambassador’s invitation to visit target Web pages, compared to 1% of customers who visit those target pages spontaneously.

· 85% of customers give their email address when requested by an Ambassador.

· 45-85% of customers give other requested information, including gender, location (home vs work), hobbies, pets, cleaning style, product preferences, etc.

· Ambassadors actively use acquired customer data to personalize the experience in real time and on repeat visits: call customers by name, welcome repeat visitors, reference shared information, offer relevant information and stories, etc.

· Ambassadors actively entertain and engage customers with jokes, puns, personal stories.

· 30% of an Ambassador’s visitors return for a repeat visit within two weeks.

In sum, Online Ambassadors solve customers’ most important problems, offer services that customers appreciate, and enliven the customer experience. As a result, customers connect to Extempo-powered sites more often, stay longer, share more information, and complete more transactions.  

Proprietary Technology

Extempo’s server-side Imp Engine™ provides the unique functionality underlying Online Ambassadors’ customer-care expertise, natural language dialogue, and character personas. Implemented in C++, it scales linearly over processors to support the desired number of concurrent customer interactions. Back-end APIs support integration to ODBC databases, search engines, personalization systems, ecommerce systems, live chat call centers, etc. Front-end APIs support various user interface technologies, including our own HTML-based no-download client, StraightTalk™, our Java-based no-plug-in clients, SmoothBody™ and LiveComics™, and third-party technologies for animation (Flash™, Pulse™, MSAgent™) and voice (Lernout & Hauspie, IBM). Online Ambassadors can be deployed on multiple communications channels, to provide consistent personalized customer care at all electronic touch points, including PC, PDA, iTV, phone, kiosk.

Extempo provides sophisticated tools for use by non-technical staff. For development, customization, or modification of Online Ambassadors, our Imp Development Kit requires no technical expertise, allowing Online Ambassadors to be developed or customized by designers, knowledge engineers, marketing staff, or writers. Forms-based tools allow semi-automatic customization of turn-key Online Ambassadors designed for particular classes of applications (e.g., sales assistance, customer service, interactive email messenger). Our Imp Analysis Tools™ support reporting based on recorded customer profiles, as well as analysis and data mining of interaction transcripts.  

Extempo holds unique intellectual property underlying our technology, tools, and products, based on a decade of research in our CEO’s former lab in the Stanford University Computer Science Department, plus 4 years of applied R&D and ongoing technology development at Extempo. Our CEO’s invention, “Directed Improvisation by Computer Characters,” was awarded Patent  #6031549 in February, 2000. Four other patent applications are pending.

Business ROI: Maximizing the Lifetime Value of Customers

Extempo’s Online Ambassadors help businesses achieve their #1 goal, maximizing the lifetime value of their customers, in the following ways:

· They increase revenues by helping customers to complete transactions, encouraging bigger orders, increasing repeat sales, and improving site stickiness. 

· They decrease costs by automating real-time customer service, off-loading expensive call center and live chat functions.

· They improve marketing by acquiring rich customer information, targeting customer messages, and acquiring prompt feedback on the effectiveness of product offerings, Web site features, and marketing campaigns.

· They build customer loyalty by providing helpful services that are personalized to the needs and preferences of individual customers.

· They enhance brand equity and collateral revenues with distinctive character properties. 

Open Access Service for Authoring and Publishing Online Ambassadors

Extempo is now offering a public access service allowing interested parties to use or tools to create Online Ambassadors and to publish them for limited-term usage. In particular, we invite participation by the following groups.

1. Users who come to the site can enjoy a growing variety of guided experiences lead by Expert Agents. User data are privacy protected and then analyzed for insights on how to advance the art.

2. Authors can download the ICDK, their choice of customizable characters, and a variety of supporting materials, enabling them to create their own Expert Agents. They then publish their Agents through the portal, where they are offered to users, as well as offer access to their own custoemrs by placing links on other Web sites, in emails, or other locations.Authors also receive privacy-protected reports summarizing user interactions with their Agents.  

3. Content providers can download the Imp Character Mark-up Kit (ICMK) to create meta-tags enabling their content for use by Expert Agents. Content providers can then register their content with the portal, where it can be accessed by existing or future Agents, as well as offer access to guided experiences using their content by placing links on their own Web site, in emails, or other locations. Content providers also receive reports on the use of their content.

4. Researchers can download a variety of data collected from interactions between learners and Agents on the portal. These data, including transcripts as well as various constructed databases and statistical abstractions, are privacy-protected prior to release for analysis. Researchers thus have access to a greater quantity, variety, and richness of data than they would be able to generate for their own research. In return, they publish their findings on the portal for the interest and benefit of all. 

5. The site serves the larger community by providing a forum for exchanging a broad range of information about Expert Agents and automated eCRM.

We invite all interested parties to visit www.extempo.com and participate in the service.
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