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We all know about Erica

About Erica {03

Log Out

Accounts Dashboard

Hi, I'm Erica,

your virtual financial assistant.

Here are some things | can help you
with.

: About Erica
@ Bank of America

Your next € .
How does Erica work?

My Rewards Is Erica safe and secure?

v MORE

Bank of America
Insights

hip Banking

Show my insights

Change my Erica insight settings

v MORE

<« About Erica
Everyday Banking

Forecast my balance

What's my routing number?

v MORE

NYU Alumni ciation Visa Find Transactions
| want to see all of my account activity
- Did | make payments from my credit card?

Accounts e C rade v MORE
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Investing
Quotes

Talk to my advisor

v MORE

Bill Pay

Show me my bills

Make a payment

v MORE

Sending & Receiving Money
Request money

Send money with Zelle

v MORE

<« About Erica

Credit & Debit/ATM Card
Add a debit card

Report my card lost or stolen

v MORE

<

Rewards & Benefits

Show my BankAmeriDeals

Redeem my credit card rewards

v MORE

Credit Score
What's my FICO Score?

Why did my credit score change since last month?

v MORE

Spending & Budgeting

Contact Us

Schedule an appointment

Find a Bank of America near me

v MORE




We all know about Erica

o @

Show my upcoming recurring | want to see all of my account Show my BankAmeriDeals
charges activity

— o= = Here's a look at your rewards.
= | notice you may have a subscription = Alright. Here's what | found.
or regular recurring charge due this
Week. Feedback MERIDE

All Transactions
GOOd Afternoon' If you have any questions about a Oct 05, 2022 - Apr 05, 2023

J u St | n non-Bank of America charge, please
contact the merchant. ———————————— PROCESSING

Choose f 83 cash back deals.

Y

= i GET DEALS
= - Feedback $691.11 >
= | have new insights to show you.

Subscriptions & Recurring
Charges
Apr 03, 2023 - Apr 09, 2023

Subscriptions & Recurring Charges You're almost done.
1 charge may be due this week. $44.54

Feedback

$20.00 >

Your Rewards Breakdown FINISH SIGN-UP
Keep your eyes on the prize Il ~$20.00 >

Estimated yearly total $240.00

Spend Path

14/04,
S our current monthly 04/04{2023

spending. ( List all my recurring charges W

-$50.00 >

Type or ask me something Type or ask me something Type or ask me something Q Type or ask me something
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Chatbots are common in the travel industry, Chase’s virtual agent can perform
tasks and pull up information on upcoming trips

Chat Chat
Virtual agent has joined the conversation ’
) ) Virtual Agent
Do something else @ Virtual Agent 3:12pm
@ Virtual Agent 313 pm
3:07 pm OK, which trip am | working with?
2 Here are your trip details. Which part would d :
. . Do something else : y P P
Hi, what can | help you with today? you like to update? y 2
3:09 pm /
—
~, -
See my trips @ Virtual Agent I D
311 pm S———
Cancel a booking OK, here are some more options A i
7 C i . i - o 2
p Jetblue A!rways Jetblue Santa Ana Trip )
Corporation Corpor: 3 Connedt wi
Sat, Apr 22, 2023 - Wed, Apr 26, 2023 f isL
Update a trip Use an airline credit JFK = SNA SNA > JFK Ap Ap or assistar
1 Traveler 1 Traveler
Resend a confirmation email - Depart: Sal, Apr 22, 2023 Depart: Wed, Ay g
Call a Chase Travel Specialist 09:15 am 01:41 pm Confirmed
Do something else Return: Sat, Apr 22, 2023 Return: Wed, A =
See FAQ page 12:50 pm 09:59 pm
Update this flight Update Update this tri Call
Start over Ep

How can we help?
e P o How can we help? o How can we help? o How can we help? o

CORPORATE INSIGHT 6



Chatbots are common in the travel industry, Amtrak’s Julie can help users book

tickets and accomplish other tasks .

YZ AMTRAK' join | Signin  English v

DESTINATIONS EXPERIENCE DEALS SCHEDULES GUEST REWARDS @TRNN STATUS Z MY TRIP BOOK NOW

Tickess & Reservatons Meet Julie: Your Virtual Assistant

Changes & Refunds o ) ) ‘ o
More than ten years ago, "Julie” joined Amtrak as the friendly voice you hear when you call us at 1-800-USA-RAIL. "Ask Julie" is our latest

customer-friendly innovation designed to guide you through Amtrak.com so you can find the information you need. We're excited to
Accessible Travel Services introduce her and hope you find her helpful.

Passenger ID, Safety & Security Julie knows all about the content on our website and answers questions based on natural language, so you can actually ask Julie questions
in your own words. Just type in a question, phrase or keyword, then Julie will provide a brief answer and navigate to the page with the
most relevant information. With the sound on, Julie will vocalize her answers, along with her written response. Below her answer, there

Planning & Booking Tips
nning P may also be additional links leading to related areas of interest.

International Visitors
What Can Julie Help You With?

* Booking reservations

* Planning a vacation

* Frequently Asked Questions
Privately-Owned Rail Cars * Navigating Amtrak.com

* Amtrak Guest Rewards program
¢ Station and route information

* Policies

* And much more

Trails & Rails Program

See for yourself — start chatting with Julie today.
CORPORATE INSIGHT 7




Chatbots are common in the travel industry, Amtrak’s Julie can help users book

tickets and accomplish other tasks

ASK JULIE Your Virtual Assista X

Let me help you book. Click the
button below to start the booking
process.

Book Tickets

Here’s More:

O

© View Existing Reservations

Book Tickets

About Julie Contact Us

FZ AMTRAK

ASK JULIE Your Virtual Assistant X

Would you like to book one-way or
round-trip travel?

© One-Way
© Round-Trip

£ Which city will you be departing
</ from?

About Julie Contact Us

Round-Trip

7

ASK JULIE Your Virtual Assistant
station below.

© New York, NY - Moynihan
Train Hall at Penn Sta. (NYP)

© (NYT)

New York, NY - Moynihan
Train Hall at Penn Sta.
(NYP)

a Which city will you be traveling to?
=7 v

About Julie Contact Us

TZAMTRAK

ASK JULIE Your Virtual Assistant X
£ On what date would you like to
-/ leave?

may 1 .
L

a When will you be returning?
7/

T AMTRAK About Julie Contact Us
4

Click Find Trains to view available
trains. Thank you for booking with
Amtrak. Enjoy the ride.

0/200

@ AMTRAK

About Julie Contact Us
Z
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Chatbots are common in the travel industry, Amtrak’s Julie can help users book

tickets and accomplish other tasks

2 NYP U 2

A
Mon, May 1 | Mon, May 8 New Search = $0
&3

Select Your Trip
New boarding area in New York - Moynihan Train Hall v

From New York, NY - Moynihan Train Hall at Penn Sta. to Washington, DC - Union Station

Displaying by Sort/Filter v

NYP - WAS Compare Fare Types ()

Ca e ASK JULIE Your Virtual Assistant

‘3 . — ARR ':: :
) ) 3 . 2 Oa Zc_ﬂ”., 7 . O Oa $20 $1 23 ey On this page you will find trains

3h 40m Trip Details 2 left at this price - available for your trip. Select the
train and fare type you want, then
click add to cart.
To make changes to your current
search select ‘New Search’ at the top
of the page. I'll be here if you have
any questions. See the FAQs below
for more information.

N e Coach from Business from e M

30% f\:\_” 7 ' 40 Unavailable © How to add passengers and
— . a $20 $143 discount types

3h 20m Trip Details v 2 left at this price © Where is my cart?

o Problem finding service

"I AMTRAK About Julie Contact Us
4

Back CONTINUE

CORPORATE INSIGHT 9




Even the DMV has a chatbot — and its not bad!

Hello! | am the NYS DMV Virtual Agent. | can

answer many questions related to NYS DMV

{ services. Just ask me a short question such as
‘Can | make a reservation to visit the DMV?" or
‘How do | check my registration status?’

Please do not enter personal information. We
are not able to answer questions about the
status of specific requests.

Some information may be unigue to your county.
See instructions and reservation information for
your county.

' Y
‘ Change to Spanish - Cambiar a Espafiol

I\ Y,

|

, NYS DMV: Virtual agent —

CTVpe message here

e

CORPORATE INSIGHT

’ NYS DMV: Virtual agent —

STIVILTS. JUSL QDN 1T a Vi \.‘LIC:N.IUH SULClil ad>
‘Can | make a reservation to visit the DMV?’ or
g ‘How do | check my registration status?’

Please do not enter personal information. We
are not able to answer questions about the
status of specific requests.

Some information may be unique to your county.
See instructions and reservation information for

your county.
reservation

To make a reservation at your local DMV office,
please visit the DMV Office Locations and
Reservations page for details on available
services and scheduling at your location.

FFpE T W

If you tried to make an appointment using

‘ the using the Online Reservation System

/] and there are currently no times available,
please check back later.

(Type message here 5)

PR\ Y

Please go ahead and ask your next question.

points on license

The Driver Violation Point System gives the New
York State DMV a way to identify and take action
against high risk drivers. Points are assigned
based on severity of the traffic violation. Drivers
that receive 11 points within an 18-month period
may have their license suspended.

The New York State Driver Point System

page provides more information on how to
calculate your point total and Point b
Reduction Programs available to help ’
prevent losing your license due to point

accrual.

Do you have any other questions?

s N N
’ Yes ‘ ‘ No |
J

ANy /N
<[Type message here

Il
_/

, NYS DMV: Virtual agent —

10



Even the DMV has a chatbot — and its not bad!

® NYS DMV: Virtual agent _ » NYS DMV: Virtual agent _

CORPORATE INSIGHT
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You can renew your license up to 1 year before
and 2 years after your license expires.

If you are changing from a standard ID to an
Enhanced ID or REAL ID, updating your photo,
or want to change your license class you must
renew your license at a DMV office. See
instructions and reservation information for your
county.

If you already have an Enhanced or REAL ID, or
you want to keep your Standard, you can renew
your license online. Your document type will stay
the same.

You can also renew your license by mail.

]

el g

You can also renew your license by mail.
Your document type will stay the same.

Return your

« Completed renewal notice or
Application for Permit, Driver License
or Non-Driver ID Card

« Vision Test Report (PDF)(MV-619) or
get tested by an approved vision
registry provider.

» Check or money order payable to
‘Commissioner of Motor Vehicles' to

NYS Department of Motor Vehicles
207 Genesee Street, Suite 6
Utica, NY 13501-2874

Would you like to talk to a live agent about

Your document type will stay the same. Renewals?
Return your ‘/ v '\’ ‘/ N '\l
« Completed renewal notice or L es JAN ° )

Application for Permit. Driver License

C]Type message here

Il
_/

<[Type message here

11
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P&C Insurance Monitor coverage
set insurers with chatbots

« AAA

- Allstate

« American Family
« Amica

« Chubb

* Farmers

- GEICO

* Hippo

CORPORATE INSIGHT

The Hartford
Liberty Mutual
Metromile
Nationwide
Progressive
State Farm
Travelers
USAA

Report methodology

When rating chatbot offerings, we consider both the chatbots’
placement and findability, the actions or tasks they perform,
and available results. We exclusively evaluated Al chat tools
in our report and left out live chat tools as well as external
communication options such as Facebook chat or Twitter
support.

|deally, chatbots should be offered throughout the public and
policyholder sites and not limited to specific pages. We
reward tools that accommodate a wide range of inputs, either
by providing a comprehensive preset menu or responding to
varied free-text entries. Well rated chatbots answer questions,
provide information, guide users through a process, or
redirect users to a relevant site page or section.

Leading insurers offer more advanced chatbots that can also
initiate transactions directly, such as policy self-service tasks,
or look up policy-specific information. Chatbots should
provide an alternative if the tool cannot answer a query and
funnel customers to the proper live representative if
necessary or requested. We focus on the type of inquiries
chatbots can resolve, the helpfulness of their resources, and
their general understanding of basic inputs.




Rating tiers

Excellent chatbots are readily available and easily findable across an insurer’s digital platform(s), feature a robust
preset menu with well-mapped customer journeys and understand a wide range of free-text inputs. These tools can
initiate tasks on behalf of the user, redirect users to relevant pages/screens or pull up pertinent policy information
within the chat window. Further, an Excellent chatbot sets user expectations up front regarding what type of tasks
it can perform, avoiding frustration when it is unable to recognize an inputted query. Lastly, Excellent chatbots can
direct users to a live representative seamlessly upon request.

Good chatbots are readily available and easily findable across an insurer’s digital platform(s), provide links to
specific site/app pages or tasks, and can direct customers to a live representative. While Good chatbots may
incorporate a preset menu, it includes limited options and a brief mapped customer journey.

Fair chatbots are only findable is specific site/app sections and provide cursory information or plain-text
instructions focused on only a few topics.

Poor chatbots understand a limited range of free text inputs, often cannot provide adequate help or only exist in a
singular site/app location.

CORPORATE INSIGHT 14



Chatbot growth over time

* 9 coverage group insurers « 13 coverage group « 16 coverage group firms
with a chatbot insurers with a chatbot with a chatbot
o One Excellent o Three Excellent o Four Excellent
o Four Good o Four Good o Five Good
o Three Fair o Four Fair o Four Fair
o One Poor o Two Poor o Three Poor

CORPORATE INSIGHT 15



Chatbot growth over time — GEICO November 2019

=

GEICO Virtual Assistant

v

GEICO Virtual Assistant

GEICO Virtual Assistant

-

b

Get An Auto Quote
Make A Payment

Get ID Cards

Add A Vehicle
Report A Claim \

=

a What can | help you find?

Hil I'm your GEICO virtual
assistant.

I'm designed to answer your

insurance questions or show
you where to find things on
geico.com, like where to
request a copy of your ID cards
or pay your bill.

CORPORATE INSIGHT

I'd be happy to help find the
answers to your insurance
questions. Here are some
frequently asked questions
about changes to your policy.
What can | help you find?

How do | add a vehicle?
How do | add a driver?

How do | change my address?

How do | change my address?

If you are a GEICO policyholder
and you're moving within the
next 30 days, log into your
account or sign into the GEICO
mobile app to update your
address

GEICO MOBILE APP
LOG INTO YOUR POLICY

CALLUS

a What can | help you find?

change coverages

Did you mean "How do |

change my address?”

edit policy

To learn more about
GEICO's use of credit
information, visit our credit
FAQ page.

update coverages

To modify your coverage,
just log into your account or

sign into the GEICO mobile
app-

If

16



Chatbot evolution over time — GEICO April 2023

12:30 12:30

4 Search 4 Search

X GEICO Virtual Assistant X GEICO Virtual Assistant GEICO Virtual Assistant

questions or updates! Select a

X 4 you re; }eﬁd\ =
Select an option below or type topic from the list below or type y y

your question to me. in a question. Select which kind of quote you

need:

. Quote to Add Vehicle
Manage Vehicles

Great! The vehicle(s) listed

al Assistant - 12:28 PM

Policy Questions or Changes OK! Which vehicle option do you below are on Auto policy
need?

Happy to help with policy
questions or updates! Select a
topic from the list below or type
in a question.

et a Quote Only 2019 MAZDA 6

Select below to get started:

By the way, it's okay to enter
your best guess for any
questions you're not sure about.

See FAQ Answers

GEICO Virtual Assistant - 9:31 AM

CORPORATE INSIGHT 17
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Amica regularly refreshes its chatbot which boasts a comprehensive preset
menu with well mapped customer journeys

How can we help?

Hi I'm AVA, the Amica Virtual Assistant.
I've provided a few options to get you
started or you can type your question
below. If I'm unable to assist, I'll provide
ways to connect you with our friendly
representatives.

Billing

Policies

Claims

New Insurance Quote

Self-Service

@ What's New at Amica?

= Type your question here

What's New at Amica?

What's New at Amica?

Please select from the following option(s):

Schedule Appointment for a New Life
Insurance Quote!

Introducing Amica's Resource Center!
Amica's Partnerships

Amica Today Newsletter

Type your question here %ﬁ%

How can we help?

Introducing Amica's Resource Center!
Amica's Partnerships

@ Amica Today Newsletter

Introducing Amica's Resource Center!

Amica's Resource Center is your destination
for thoughtful advice to help protect the
people you love and the belongings that
matter to you.

@ Check it out here!

= Type your question here

@.

Remove a Vehicle

Amica's Partnerships

Select a Partnership:
Mercedes-Benz Club of America
BMW Car Club of America
Porsche Club of America
Audi Club North America (ACNA)

Rocket Mortgage

Type your question here =

CORPORATE INSIGHT
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Amica regularly refreshes its chatbot which boasts a comprehensive preset
menu with well mapped customer journeys

How can we help?

Auto

Here are some of our most common Auto
Policy topics:

Policy Changes
Coverage Summary
Uploading a Document
Six-Month Policies
Renting a Vehicle

@ Insight on Policy Increases

= Type your question here %}:5’3—*

How can we help?
Which policy are you inquiring about?

Auto

@ Home

Auto

Your rates are based on a variety of factors.

Read more here about why your car

insurance can increase and things you can
@ do to decrease your premium!

Check here to be sure you are taking

advantage of all applicable discounts!

Coverage changes can be made here as this
@ may help in offsetting the cost.

0

= Il ype your question here %?'-’-

How can we help?

Policy Changes

Please select from the following Auto Policy
Change options:

Add a New Vehicle
Quote a New Vehicle
Remove a Vehicle
Update Coverages
Quote a New Driver

@ Update Lienholder

= [Type your question here

How can we help?
your account.

(If this is not available in your state, please
type 'live agent' at any time to discuss with a
@ representative)

Quote a New Driver

In some states, you can select the Estimate
Driver link under the Policies section of your
account.

(If this is not available in your state, please
type 'live agent' at any time to discuss with a

@ representative)
G &P

Type your question here

CORPORATE INSIGHT
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Chubb pulis up relevant billing information

Chat Chat End Chat End Chat End

Hurmauuirsuciras sucial Scoeuniy

found by selecting “Who's my Agent”. : h
number or credit card number in your

information such as social security
number or credit card number in your
chat.

Good afternoon! I'm your Chubb
Virtual Assistant. | can help with the
selections below. For help with
coverage questions/policy changes,
please contact your agent directly.
Your agent contact information can be
found by selecting "Who's my Agent”.

Please do not include any personal chat.
information such as social security 3
Just now number or credit card number in your

chat. Billing Options
Something else )

Just now

Just now
Just now

Just now
Billing Options How can | help you with your billing?

Just now

Please do not include any personal
information such as social security
number or credit card number in your
chat.

How can | help you?

Just now

. I
How can | help you with your billing? Billing Activity

Roadside Assistance Just now

Just now

Just now

Just now

Billing Windshield Repair Make a Payment Here's your recent activity:

Claims Bill Statements Account # on

03/03/2023 in the amount of $
by

Assessments

Policy

Catastrophe Services Billing Activity

Account # on

Update Credit Card/Expiration Date [© 03/12/2023 in the amount of $
by

Who'smy Agent Paperless Settings [4

ID Cards [2

Profile & Settings [2 AutoPay/Scheduled Payment [

Proof of Insurance/Declaration Page EhathChabE RenrEsentatve

Type your message Send

C
(
(
(C
C
(
(C

Chat with Chubb Representative [ Chat with Chubb Representative

Type your message QJ Type your message Send

Something else...

C
C
(
(
¢
(C
(

C MMM

[ (]
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The Hartford provides detailed responses for both general and customer-
specific queries

Help Center

& chat Q' contact
End Chat

questions or how to make updates
to my auto policy

c Please click whichever of these

you need help with, or enter your
own search.

Vehicles
Drivers
Coverages

Discounts

CORPORATE INSIGHT

Help Center

@ Chat @ Contact

End Chat

c Here are some frequently asked
questions that might help you.

Which vehicles need a CARCO
inspection?

How do | adjust mileage for my
vehicles?

How do | update my garaging
address (the address where my
vehicle is primarily kept)?

How do | replace a vehicle on my
policy?

NA vAan ravar FiictAamizad vance

Help Center

@ Chat @ Contact

End Chat

Can | see if removing a vehicle
will change my premium?

You can! To see what your
premium would look like
without the vehicle, select

See Auto Policy Details

from the Policies

menu. Then, select 'Delete’
next to the vehicle you're
thinking of removing. The
screen will automatically
show you the new premium
cost without that vehicle.

Help Center

@ Chat @ Contact

End Chat

If you're not ready to save
the change, just leave the

page.

If you're ready to remove the
vehicle, agree to the Terms
and Conditions and click
Submit.

Some states require you to
turn in your license plates
when you take a vehicle off
your policy. Check with your
state's Department of Motor




Metromile embeds videos to help policyholders install their Pulse device

Virtual Assistant < Virtual Assistant Virtual Assistant Virtual Assistant

@ Metromile End Chat @ Metromile | End Chat : @ Metromile End Chat @ Metromile End Chat
daevVv

Make sure the device is firmly

plugged into your OBD-Il port

and not sticking out partway.

Once your device is firmly

= - p

To find the portiyouican | Pulse device: how we count your miles

complete a quick internet

No problem! First, you'll need
to locate your car's onboard

diagnostic port (OBD-II port).
This is where the Pulse
device plugs in to measure

search for your vehicle's G @

OBD-Il port location. Type
your vehicle's year, make, and
model with the words "OBD-II

| found it!

installed, you should see a
red light.

your miles. The OBD-Il port is
usually by the driver's side
door, under the left or right
side of the dashboard, in the location). You can also check
center console, or near the out this video for tips on
radio. installing your Pulse:

Were you able to locate the
OBD-Il port?

port location" (E.g.: 2019

tonda Civic OBD=| port Great! Next, plug your Pulse

device into the OBD-II port.
Make sure it is firmly pressed
into the port. Once that is
complete you should see a

qn How to'instal’ ™ \s red light. | see a red light

Nice! Next, take a 5 minute

drive to help the device

connect. Have you finished
E the drive?

3:54 pm

u | Pulse device: how we count your miles | u

Was this helpful? (b QJ

Yes
I need help finding the port | found it! I see ared light | don't see a red light

I'll do it later

€ Message.. €9 [ Message...
Ask a different question

Ask a different question

CORPORATE INSIGHT 23



Allstate offers users the option of a link or step by step instructions

Al Change payment

You - 4:08 PM

change?

Alistate Chat - 4:09 PM

N

complete your task, or step-by-
step instruction?

Alistate Chat - 4:09 PM

{O Message us

Alistate Chat - Now

A Auto
I'm Alistate Chat, an auto?ated - B Stcp-by-step instruction P Payment method
assistant. How can | help? You Got it. Which of these do you You - Now . pp— You - Now
can say things like ‘I need to need? You - 4:09 PM
check on a claim.” or “l want to
pay my bill.” Alistate Chat - 4:09 PM Would you prefer a link to | . .
. complete your task, or step-by- What change are you making? Once signed in to My Account,
Here are some other things | can step instruction? select the Payments dropdown
do. TR T T PR T i Allstate Chat - 4:09 PM K from the top bar and choose
7 9 pay Alistate Chat - 4:09 PM 5 Payment methods from the list.
You - 4:08 PM (
Login help Coverage details ID cards I 7 i On the Payment Methods
Step-by-step instruction screen, you'll see the options to
y . v You - 4.09 PM
) | can help with automatic . Remove stored payment
Change a policy Change payment payment changes. You - Now methods or Edit payments
What policy do you need to methods used for automatic
change? OK. What detail would you like to payments.
et Cat 400 P What change are you making? edit?
— R - Alistate Chat - 4:09 PM
X Type your message a Y Alistate Chat - 409 PM Allstate Chat - Now Were you able to make your
changes?
/ (,7} Auto Edit Suspend Payment frequency Payment date Alistate Chat - Now
N p
You - Now
Cancel Payment method Yes No
-
- T Type your message +  Type your message +  Type your message +  Type your message
CORPORATE INSIGHT 24




Progressive focuses on payment capabilities, including a policyholder’s ability to
move their payment date

CORPORATE INSIGHT

Ask Flo

Ask Flo

ming due date isn't eligible t

I you may be at

View Payment Schedule

Start Live Chat

View Help Center

Ask Flo

How do | check my payment schedule?

st billing stuff can be done on the app

Update Account Info

Ask Flo

By chance, were you looking for info on

?« ny of these it

Amount due

pcoming

Start Live Chat

Help Menu

25



ACSC leverages a chatbot to guide users through a roadside assistance request

all 0

Roadside Assi_§£§nce / Roadside Assi_glqnce / Roadside Assistance : Roadside Assi_§£§nce N’

20% complete 40% complete 40% complete 50% complete

Service type Breakdown location Breakdown location Tow destination

I can only assist with immediate requests. For I Notice

future requests, call 1-800-400-4222. Justnow Members will be asked to show membership
card and photo ID and must be with the vehicle

What type of Roadside Assistance do you need at the service location to receive roadside
today? assistance.

Just now y 3
Your vehicle location

tow Where would you like to tow your Honda?

- RO
Just now Croton Heigh'® .
There are AAA approved repair shops near you.

Hil I'm Marty, your virtual assistant for Roadside 2 ol o,
Assistance. If you're in any danger please stop Please call 1-800-672-5246 if you've been in an pory yp :

this chat and dial 911. This chat session will be accident. 3

read, recorded, and/or monitored to ensure AA Attt Tech Gappelloe A
quality service. What is the year, make, model, and color of your 2

vehicle? This helps the driver find you.
) 9 184 Sou

Thanks for being a Classic member for 3 years,
Ossining

2015 honda pilot
| can only assist with immediate requests. For R, (914) 737-0500 R, (914) 76
Just now

future requests, call 1-800-400-4222. 1
Keyboard shortcuts  Map data ©2023 Google  Terms of Use ‘ 10% Off (UP to 350) ‘ 10% Off

Wh £ Readsida A d g Where is your vehicle located?
todg;’t)ypeo padside Assistance doyounee © Open Closes at 6:00 PM © Open Cl

Your location service is off. Please provide an
Just now address with the city and street name around Just now ca

< ‘ battery H lockout H flat tire é It's correct H No

Type your message Type your message Type your message Type your message

CORPORATE INSIGHT 26
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CSAA's pre-set menu includes a customer journey that leads to a potentially

frustrating result

1247 S @\ - o2 4 100%8,

O @ alcsaa-insurance.aaa.com +

e

Insurance Chat — X
For your security, please do not enter secure information here, such as

credit card details. For more information about our privacy practices,
please see our Privacy Policy.

Hi, I'm the Virtual Assistant for AAA

@ Insurance.

You can chat with a Live Agent by typing
the word "agent”.

Here are some ways | can help you with
your policy. You can also type a question,

and if I am unable to help, I'll connect you
to a Live Agent.

Billing and Payments

Policy Questions and Changes

@ Documents

Type a message... SEND

1] O <

CORPORATE INSIGHT

1248 =@\ - A4 100%8,

O @ alcsaadinsurance.aaacom 4+ :

Insurance Chat -

X

For your security, please do not enter secure information here, such as
credit card details. For more information about our privacy practices,
please see our Privacy Policy.

Billing and Payments

Policy Questions and Changes
@ Documents

Policy Questions and Changes

Here are some ways | can help you with
'Policy Questions and Changes'

Auto Policy Changes

Coverage Questions

@ Other Policy Changes

, N
Type a message... SEND |

I O <

1248 =@\ o A J 100%8,

O @ alcsaadinsurance.aaa.com :

Insurance Chat -

X

For your security, please do not enter secure information here, such as
credit card details. For more information about our privacy practices,
please see our Privacy Policy.

Coverage Questions

@ Other Policy Changes

Auto Policy Changes

Here are some ways | can help you with
your Auto policy

Add/Remove Driver

Add/Remove Car
Edit Auto Policy Coverage

Q Other Questions and Changes

Type a message... | SEND

I @ <

1248 =@\ - o A a4 100%8,

O @ alcsaa-insurance.aaa.com +

Insurance Chat - X

For your security, please do not enter secure information here, such as
credit card details. For more information about our privacy practices,
please see our Privacy Policy.

your AuLo poncy

Add/Remove Driver

Add/Remove Car

Edit Auto Policy Coverage

@ Other Questions and Changes

Add/Remove Car

I'll need to connect you to a Live Agent
to assist with that request.

Would you like to speak to an agent?

@ Yes No

©

Type a message... | SEND

1l O <
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Hippo's chatbot functions exclusively as a means to search through the insurer’s
FAQ repository or access live chat

Hi there ¥
How can we help?

Send us a message
We typically reply in a few minutes

Search for help Q

Q: What happens if | need to submit a claim? >
Q: When can | reach someone at Hippo? >

Q: How do | update my information on My
Account?

Q: What information do | need to create an
account or log in?

] & @

Home Messages Help

Help

8 collections

Home Insurance Basics

>

39 Articles
Home Insurance by Hippo

>
28 Articles
Policies

>
15 Articles
Endorsements & Coverages ,

w

)3 Articles

Smart Home

14 Articles

Q ®

Home Messages Help

< Help

Q: Who do | contact if | have a question about my
bill?

Q: How do | pay outstanding balances? >

Q: What if a tree from my neighbor’s yard fell and
destroyed my fence. Does my policy pay for the
damage, or does my neighbor’s policy? What about
the tree removal?

Q: | got a cancellation notice due to unpaid bills.
Can | reinstate my policy after the cancellation date >

if | pay?

Q: Is my spouse/ SO/ rest of my family covered
under my policy?

Q: Does my smart home system share my
information?

Q & @

Home Messages Help

A: You can pay any upcoming and outstanding balances
on the Payments tab once you have logged in to your

&

> Send us a message

)pen in help center

CORPORATE INSIGHT
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American Family's pre-qualification process is a higher barrier of entry than

most users expect for a simple chatbhot

Chat with us online

Automated chat is available for the topics listed below. Simply provide the requested information and select “Start Chat.”

If you'd like to speak to a representative, simply give us a call at 1-800-MYAMFAM (1-800-692-6326).

First Name Last Name
Topic: State:
Select... Vv A%

Thank you for using American Family’s automated ch
session. Please note, we cannot accept payments thr
from financial institutions or full Social Security numt

How Can I Help You?

bt service. While there is some level of risk with any online service, we have taken steps to protect this
ugh automated chat. Additionally, this service will not accept credit/debit card numbers, information
ers. (We may ask for the last four digits of your Social Security number for verification purposes only.)

START CHAT

- Topie:
Existing auto/property policy

\ﬁh

Select...

Billing and payment questions
Claims questions
Existing Life Policies

Existing auto/property policy

5

CORPORATE INSIGHT
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Survey methodology

« We fielded the survey for one week in March 2023
« We first verified that respondents were auto insurance customers
» We then asked:

“Have you had an issue or question related to your auto insurance policy in the last six months for which you needed
assistance?”

* Next, we required respondents to indicate how they sought assistance, giving them six options
o | called my agent

| called my insurer

| used my insurer’s chatbot

| googled (or used another search engine) my question

| asked a friend/colleague

O O O O O

None of the above
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Survey methodology

« We followed up with an attempt to drill down into the type of question for which a respondent sought assistance

o Our hypothesis going in was that respondents with more complex questions related to claims or policy changes would call and those
with more straightforward queries would leverage a chatbot

« Which of the following topics was your issue most closely related to?
o Billing or payment

Policy renewal

Discounts

Policy coverages, deductibles or limits

Documents (e.g. need a new auto ID card)

Need to make a policy change (e.g. add a new car or driver to the policy)

Need to make a profile change (e.g. update email, update phone number, update address)

Need to file a claim

Have a question related to an existing claim

Login issues (e.g. locked out of account)

Shopping question (e.g. does my insurer offer pet insurance)

Website/mobile app troubleshooting

c 0 o o 0o o o o o o o

CORPORATE INSIGHT 33



Policyholders leverage chatbots to answer a wide range of questions related to

their insurance policy

Which of the following topics was your auto insurance issue most closely related to?

20%
18%
16%
14%
12%
10%
8%
6%
4%
0%
Billing or Filinga claim Making a policy Policy renewal Policy Discounts Documents A guestion Websiteor  Making a profile Login issues Shopping
payment change (e.g., coverages, (e.g.,new related to an mobile app change (e.g., (e.g.,locked out question (e.g.,
adding a new deductibles or insurance ID  existing claim troubleshooting updating email  of account) doesinsurer
driver) limits card) address) offer pet
insurance)
m Agent (n=437) Insurer (n=441) @ Chatbot (n=170)

CORPORATE INSIGHT 34



Top-two and bottom-two box satisfaction numbers are similar regardless of

respondents’ chosen assistance method

How satisfied or dissatisfied were you with the provided assistance?

%
70 65%

60%
60%

51%
50%
40%
%
30% 27% 29
22%
20%
9 %

10% 8% 7% 7% wo 6%
0% - [ ] ]

Extremely satisfied Somewhat satisfied Neither satisfied nor Somewhat satisfied Extremely dissatisfied

dissatisfied
W Agent (n=437) Insurer (n=441) M Chatbot (n=170)
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Respondents were more likely to need to follow up if they used a chatbot

Did you have to follow up to finalize the issue?

%
70 65%

61%
60%
50% 50%

50%
39%

%

40 35%

30%

20%

10%

0%
No

W Agent (n=437) Insurer (n=441) M Chatbot (n=170)
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Chatbot users are slightly more likely to be “extremely likely” to renew their

policy with their insurer

Does this recent experience make you more or less likely to renew your policy with
your insurer?

60% 56%
54%

52%
50%
40%
30%
25%
21% 22%
20%
14%
10% g9 g
10% o% 7% 8% 9% .
4%  O% 4%
o H Il aom

I'm extremely likely torenew  I'm somewhat likely to renew The experience has not had an I'm somewhat unlikely to renew I'm extremely unlikely to renew
impact on my decision to
renew

W Agent (n=437) Insurer (n=441) M Chatbot (n=170)
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Chatbot users are looking for simplicity and speed; most of them initiated the

chat from a mobile device and leveraged the chathot’s preset menu

- Among chatbot users Which of the following reasons best describe why you used a chatbot to

o 48% opened the chatbot on their resolve your insurance issue?
insurer's mobile app

o 31% opened the chatbot on the
mobile web

o 21% used their insurer’'s desktop
site
» Three-quarters of respondents

reported using their insurer's chatbot
before

m | thought it would be the fastest way to address my issue
m | think it's simpler than calling and waiting on hold
| thought it was the best way to reach an appropriate live representative and shorten my wait time
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Chatbot users are looking for simplicity and speed; most of them initiated the

chat from a mobile device and leveraged the chathot’s preset menu

« Almost all (94%) of respondents indicated that their insurer’'s chatbot featured a menu of preset options

o 88% of respondents selected a present menu option
o Most (77%) found it helpful

Did you select one of the chatbot's preset menu options?

No, | wanted to chat with areal person

No, | typed my question into the text field

Yes, but it wasn’t helpful

Yes, and it was helpful

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

CORPORATE INSIGHT
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Some policyholders will always prefer to speak with a live person

Which of the following reasons best describe why you did not attempt to resolve your
insurance issue via your insurer’'s chatbot?

My issue was too complex for a chatbot 36%

| think it is faster to just make a call 30%

| prefer to speak with a live person

22%

I've had frustrating experiences with chatbots in the past

12%

0% 5% 10% 15% 20% 25% 30% 35% 40%

W Nn=431
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A substantial subset of respondents would have utilized a chatbot to address

their issue if their insurer offered one

Does your Insurer offer a chatbot? If your insurer did provide a chatbot, would you
have used it to find a solution to your issue?

n=858
H No m Unsure Yes m No Yes
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Offer a comprehensive pre-set menu

« Chatbots present carriers
with the opportunity to map
out the ideal customer
journey for essential Bl Hello! I'm USAA's virtual assistant,
account activities via a Bl here to help answer your questions. ( Bank Account Services ID cards or policy

. | can help you with banking, documents
Scri pted preset menu insurance and more USAA services.

a || LTS
Chat — X i Chat — X Chat — X

Ask about a Credit or Debit

° Further; preset OPTiOHS Just ask me your question or type it Card Update Existing Policy
provide examples of the in the box below.
typeS of tOplCS users can Notify USAA that I'm Billing and Payments
ask the chatbot, Jelei (R [a [l Good afternoon! I'm USAA's virtual . traveling
; assistant, here to help answer your ,
the chances of leading B icstions. Here are some things | View Coverage and
users to a h@lprl result members usually look for: Transfer funds Deductibles
’ Insyrers can E.IISO help U.SGI’S Ask about Insurance Claims
by incorporating predictive View USAA's routing
search results or suggested number | |
Chatbot inpUtS that appear 3 Dispute a transaction None of these
Enter Your Question Here

as users begin typ|ng Enter Your Question Here Enter Your Question Here

140 Characters Remaining 140 Characters Remaining 140 Characters Remaining
Tip: Press 'ctrl+6’ to reopen Help Tip: Press ‘ctri+6' to reopen Help Tip: Press 'ctrl+6' to reopen Help

USAA Policyholder Site Chatbot Initial Menu and Ask About Insurance Menu
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Allow users to view previous or alternative options without restarting the chat

and include live chat transfer option

* Insurers must prepare for the possib.ility that & Welcome, Neighbor & Welcome, Neighbor
policyholders may have several queries or aDPINg fere (O Use our DI pay Teature )
. wi ing in. State Farm Virtual Assistant 03:09 pm
questions the chatbot could not answer thoutoggine i
Okay, one of our customer care
« The tool should allow customers who are or o con seareh orabilbyenyertne specialsts can help.
become interested in multiple topics to easily g on fust a moment whi | connect
explore new ones . P%‘gne nun*ber+§ate of birth you... i
« Policy number + Zip/postal code
» Insurers can aid customers by providing e e o sceount e Currently, You are number 1in the queve.
examples of related queries and links to . Bill keycode Please wait for a representative to
previous and main menu options respond
Is there anything else | can help you with Sabrina joined the chat.
« Carriers should also provide access to a live today?
i i il- To effectively utilize our available resources, if you
representatlve as a final fail-safe (" Livechat ) { Cannotseebill ) are holding on the phones, you may disconnect that
o State Farm’s virtual assistant offers Other Category N 7\ / call once connected with a Chat representative.
Options, More Options and Live Chat buttons after ( Other billing question ). .( More options ). Chats are timed live sessions. Once connected,
answering an inquiry; live chats take place within the 2 please monitor the conversation for its entire
chat, making the Support experience even more ( I'mdone /n duration to ensure a timely resolution.
convenient
-+ Type your message - - [ype your message -

State Farm Policyholder Site Chatbot Window
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Redirect users to relevant site pages and tasks, but provide appropriate warning

« At minimum, chatbots should offer customers a link to their
desired site element for policyholders not intimately
familiar with their insurer’s platforms

« However, firms should avoid automatically redirecting
users to their desired page after they make a menu
selection

o The abrupt change may confuse users who were not expecting it or
were not ready to leave their current site location

» Tools should also provide appropriate warning before
redirecting users or otherwise signpost that certain
selections will lead to a different page to alert users and
allow them to confirm the choice

o Chubb’s policyholder site chatbot automatically redirects

policyholders to their desired location, and can even load PDFs of
select documents, such as ID cards

o Helpfully, the insurer alerts users that certain preset menu options
result in redirection by marking those links with a small new window
symbol

CORPORATE INSIGHT

Chat with us -

Chat with us - X

e Just now

Good afternoon! I'm your Chubb Virtual
Assistant. | can help with the selections
below. For help with coverage
questions/policy changes, please contact
your agent directly. Your agent contact
information can be found by selecting
“Who's my Agent”.

Please do not include any personal
information such as social security number
or credit card number inyour chat.

Good afternoon! I'm your Chubb Virtual
Assistant. | can help with the selections
below. For help with coverage
questions/policy changes, please contact
your agent directly. Your agent contact
information can be found by selecting
“Who's my Agent”.

Please do not include any personal
information such as social security number

e or credit card number inyour chat.
A minute ago
Billing Options
h

( Billing ) e How can | help you with your billing?
( Claims ) -
( Mzke 2 Payment )
( Policy ) ( Bill Statements )
( Who's my Agent ) ( Billing Activity )
( IDCards [2 ) ( Update Credit Card/Expiration Date [4 )
( Proof of Insurance/Declaration Page ) ( PutoPayiSchechded Payment (1 )
Chat with Chubb Representative
( Something else.. ) ( )
State Farm Policyholder Site Chatbot Window
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Retain chat history and offer users options to access their chat transcripts

- Chat tools should retain and display the chat history while
users move through the platform and allow them to navigate
away from the window as well

Amica Chat Transcript

How can we help?

Hi I'm AVA, the Amica Virtual Assistant.

- The chat should still retain conversation history after users Vo proviledafear opton et Yo
minimize the window, or it automatically minimizes, and be ways 6 connect you with oy fiendly
findable via a conspicuous icon representatives

Billing

» Insurers should provide warning that chat history will be lost Polces

before users close or end their chat window Clams

New Insurance Quote

* Best-in-class chatbots retain a conversation history even as e e
users log in and out of the policyholder site O sersee

» Chatbots should offer save, download, print or email the chat
transcript options

o Amica remembers chat history as users move between the public and [ rypeyour aston e || e
policyholder site pages, and offers a Download Transcript link that S
loads a PDF of the chat conversation in a new browser tab

Amica Policyholder Site Chat Window and Chat Transcript PDF (Truncated)
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