Zoho SaleslQ for
customer service
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What is Zoho Sales|Q?
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What's Zoho SalesiQ?



Live chat Chatbot

Widgets/
Integration ’
Translation @ w
SaleslQ

Live chat and

REBEIE | . analytics platform 24/7
P Business hours
\ N

Audio call

Mobile SDK

Profanity
management

“ce

Instant messaging
channels

[~}

Remote access Screenshare
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Why do customer service teams
need live chat software in the first
place?



Please hold..
Your call is very
Important to us
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Hard relate?

Don't make your customers wait endlessly. In
today's market scenario, every less-than-perfect
experience your customer has pushes them to your
competitors
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Provide instant help on your
customers' preferred channels from a
single place
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& Z Zylkerautomobiles
@ e Fantastic! Could you help
me with your name?

Website we

e And your email address?

maxkelly@zillium.com e

What is your contact number?

Facebook e

®

Can you share us the delivery location?

Whatsapp

Mobile app

@

Instagram

O

Telegram




M Instant help

Now what do you do when customers reach out
round-the-clock?
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Assist customers round-the-clock



Enable self-service with in-chat FAQs

FAQs

Browse through our articles

Zylker automobiles A

[ What is Preventative Maintenance?

11 views w1

) What Maintenance should | be doing
and when?

12 views 1® 1

5 How do | know when my car needs a
tune up?

16 views @ 1

= How should | prepare my car for
winter?

0 views @ 1

B Conversation <€ FAQs
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Offer 24/7 customer support with chatbots

«  Build your bot easily with our codeless drag-and-drop interface
«  Customize your chatbots without any limits using our programming interface

- Provide instant responses to FAQs with Answer bot—our ready-to-deploy
near-human Al chatbot

« Create a hybrid (Guided flow+Al) chatbot by adding Al (Answer bot) capabilities
to your codeless/programmed chatbot

«  Deploy your chatbots on all your support channels—website, mobile app, and
instant messaging apps like WhatsApp, Instagram, and Facebook
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With chatbots and FAQs to handle first-level
queries, you can now focus on those that need
your attention

Let's take a look at how you can do that
more efficiently
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Improve your support team's
efficiency



Route incoming chats to the right expertsto .
perfect your First Contact Resolution (FCR)

Dave the
tech guy

Returns processing
team

Last contacted
/|  operator
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Get a head-start with a preview of
what the customer is typing

.

Scott

Oh, I'm sorry for the inconvenience caused. Could you tell me at what stage
g you're facing the issue?

Jenifer

right when | enter my corporate card details and submit

Scott

g What's the error you're getting?

Mé
[ *s+ |t says 'Please enter a valid card number' It's a MasterCard. There really sho }

&

@

Type "/" for canned replies. ‘ Close = \ )
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Answer customers in no time with
pre-saved responses

r-%}Sam

Hi James!

Search results

LI Sam, do you want to know more about Zylker's deals and offers?

REIE Sam, how can | help you today?

2 /helld| © e ‘
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Get apt reply recommendations from
our Al assistant, Zia

@#3854 @,%ED

2 Zylker Ecommerce & Support QPatricia

Conversation tags )

How to schedule a return?
@ Patricia [i] 'minago & Support

How to Schedule a Return

To return an item you ordered:
1. Tap on Your Orders in the app Menu.
2. Tap on the completed order that you need to create a return for.
3. Tap on Order Details.
4. Tap on the Return button under the Shipment Details section to create a
return for the item.
5. Enter the guantity of items, select an option from the Reason for return
menu, and then add any additional inf ion in the © box. Click
.. on Continue.
Hi, is anyot 6. Note: In case you're trying to return a smartphone, then you'll be prompted to |
install a diagnostic app to validate defect. Based on the outcome of the 1
£} James Nelson app troubleshooting, we will provide the next course of action.
Hi, is anyor 7. Choose the refund mechanism.

8. Choose the pickup date and slot. That's it your return is scheduled.

Patricia 0

£ James Nelson
X

Hi Particia,
Can you he
ik 0O ® 0 Expand
P Hello there L % How to schedule a return? % Returns and refunds
M
Type */* for canned replies.
% ® 00
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Turn potentially long or complicated
chats into a call

Scott

| understand. And since this your first
party order with us, I'll check if we can
move things around and accomodate
your order

Jane

That would be great!

Scott

Could we get on a call to discuss this
further?

Jane

Sure
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And share your screen to aid
customers visually
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Integrate your help desk software

Turn chats to support tickets, view, and manage all tickets associated with a
customer right beside the chat.

My Chats

Active (1) Missed

Q Search (minimum of 3 characters)

@ #3726
2 Zylker Foods % Zylker Support QPatricia

Closed (448)  Conversationtags )

Add a Ticket
Priority *
High
Hello
% Aline Status *
Hello Open

Classification *

Problem

Department *
€% Aline

I have

Product Support

¢ By @)

Available @D

o Contact tags

3% & (» .
Type New Visitor
Source Eaw@
IP address 121.244. % %
Landing page https://foodie...

Website activity

Profile Enrichment

o W
] # Zoho Desk
Patricia 0
e i Convert chat as ticket
RECENT TICKETS
X v

Q, Search ticket across desk

Patricia
| visitor
4 M

@ Type "™ for canned replies.

Bla e

© 0

Close v
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@ ZohoDesk I

No ticket associated with this
chat

Convert chat as ticket

RECENT TICKETS

Q

#580 - Open O
Hi

)5 May, 2022 | Patricia Boyle
#581-0pen G
Hello

05 May, 2022 | Patricia Boyle

CONTACT DETAILS [

Contact Owner

Patricia Boyle
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Minimize the toggling—view and manage data from.
all your databases right beside your chat screen

Ronald =
f@ 2 &% % » IPaddress 121,244 2%+ \

£ Zylker Furnitu... & Support .Scott

Conversation tags e Landing page https:/fwww.w... 4 Y
€ % 37900
£ Ronald 2 | Al Activity v
_ ITEM DETAILS
Connect with an operator — F  Clearbit e
: Item Name
& Zist 8  Order History C ~

Tiago Engineered Wood Four Door
Wardrobe in Wenge Colour by

Please hold on for a moment. | am looking for an operator to assist you. Full Name Ronald

Gender Male
HomeTown
Zist (bot) forwarded the chat request Created on Dec 6, 2021
Scott accepted the chat transfer request i
Net Price
RECENT PURCHASES
B oot ? 37,900
Q Searcl o)
How can | help you?
2 Status
New messages - - ¥ 37,900 i .
Tiago Engineered Wood Four Door Sh'pped
‘g‘:? Ronald Wardrobe in Wenge Color by HomeTown
| have an issue with my last order Shipped | Jun 28, 2022

e Cancel order
Z 11,900 )

S \ J

Paris Fabric Office Chair in Black Colour

@ Are you talking about 'Tiago Engineered Wood Four Door Wardrobe in Wenge
Color by HomeTown'? © @ by HomeTown

Delivered | Jun 3, 2020

\9 q)ld) | ¢ . [(‘.I_c:sev )

@ o o @zohosalesiq




Tag chats to ensure prompt

@ o o @zohosalesiq

ollow-ups

£ e #19304

£ Returns and refunds % General & Scott
Conversation tags Happy customer  Testimonial  Special coupon ... e

| ordered the wrong colour by mistake

It's already shipped and | don't want to cancel it since | bought it on sale

Is it possible to change the color instead of canceling it?

‘ Scott

It's tricky since it's already shipped. But | can talk to the vendor and see how best we can help in this

Ccase

ﬁ& Ronald

Thanks. When can you let me know?

1 Scott

I'm trying to contact the vendor, please give me a few minutes
i

&% Ronald

Okay

‘ Scott

Since the product has already in transit, changing the color in the current order isn't possible. However,
P y ' ging p )

since you're a long term customer, we can give you a coupon code so you can return this product and

order another one with the same price

£% Ronald
That's perfect!\

k Thank you so much

t O




M Instant help

/1Round the clock support

11 Support team efficiency

Now how do you know if it's all working and your
customers are happy with your support?
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Measure the efficacy of your
customer support



Automatically collect post-chat feedback

¢ Patricia
Hi! I'm Patricia. You can ask your ...

Share your Rating & Feedback X
" 38 = =
23 = =
Please rate this support session as
Sad/Neutral/Happy

Patricia explained the whole thing to me
very patiently. Really happy with the service.

N Cancel @ Submit J
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Get comprehensive reports on your

support operation

rOperators i
Feedback rating

75% 10% 6%

Good rating Ok rating Bad rating

Operator availability

1 Anabeth Holmes
anabeth.h@zylker.com
12 Elsa Gomez
elsa g®zylker.com
13 James Baxter

james.b@zylker.com

Operators Q

9%

No rating

Total time

23h 13min

72h 32min

35h 50min

This month C ¥ & G 1

G Operator status

0.63%
6.21%
Good
Based on 122 rated chats 60%
32 Chat hours

Average rating ® Available 54h 36min
Hours spent by operators on chat
sessions
e dle 12h 2min
1Kh 41min
50.94%
Total Hours A
42.23% Busy 2h 32min
6h 19min 58s
70% 40 Operatans ® Engaged 18h 29min
3.5 out of 5 operators Average daily working hours per
Operators with ratings equal to or more operator
than the average
Summary « 01-May-2023 - 31-May-2023
[ ] ] L] 01-May-2023 02-May-2023 03-May-2023 04-May-2023 05-May-2023 06-May-2023 07-May-2023 08-May-2023 09-May-2023
97.72% 2.28% 0% 0% °
68.83% 31.17% 0% 0% L]
4317% 56.83% 0% 0% L] (] L] [ []

1
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Train your support team with chat and call

monitor

- : - ; #a720
ST H - £
Monitored Chats ~ = i Peter G Ty = == £ ZylkerStays & Sales § Evan
. Joshua | #42 Just now . Hello there & Sara = #4732 2min ago & Incoming call from Trey & Salesia
A promotional offer | ., A Outgoing call
n "v 2 Call from Trey 0555 PM
Roks _
€3 Trey
Jeremy %41 Just now Connect me to & person
Do you have curb sid., o [ 3 Call from Trey @ More info
Zozo Contact tags
Akash  w#a7za 28min ago °
Rob = #40 4 mins & Sorry i couldn't find any resource to your search ¢ Incoming call 2
Do you have any discou... 1 Type Returning Visitor
Roly Alana #4727 30min ago Source = @ @
s . A Outgaoing call
Rachel | #39 Fmins g Connect ta operator Lt : 3 1P addross 122.15.156.147
This is really frustrating L -
Landing page https:[fwww.w3schoo...
Loz
- Connecting you to a support executive... A Aetivity »-
& Profile Enrichment £
Zozo (bot) forwarded the chat request
Peter accepted the chat transfer request P Clearbit =
- Zoho Campaigns ~
Petar
g Hihowcan  heip you? [ zoho Desk -
B zohocrm ~
Rob
1 want Lo schedule bulk recurring orders
Do you have any discounts for large volume recurring orders?
MONITORING GH CALL Add notes Stop Monitor
L by Scott
2 My colleagues (& Internal chat () Help J
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See what our happy customers
have to say!



Hear from our customers .

“With Zoho SaleslQ, we have

raised the bar of customer

“On average, Zoho SaleslQ has “Many of our customers and “Zoho SaleslQ literally changed

increased our ability to handle shareholders wouldn’t be with us the way we provide assistance to

relationship. Our customer visitor queries by 36% per day. if we didn’t have SaleslQ. It helped thousands. We are very happy

with it and will definitively

support has never been so SaleslQ has also improved our us gain trust from our customers,

continue to use it.”

efficient.” sales numbers. Customers have and we cannot put a price on that
been more likely to reach out to contribution.”

us, especially because the chat

works well on mobile phones and

computers.”

Gobat Laurent,
y Coordinator, Scientific Information
University of Neuchatel

Luke Genoyer
Sales & Markerting Manager,
Global Call Forwarding

Jorge Gonzalez
CFO, Borner Corporation

Rodrigo Ferrer,
: CTO, Pré-Laudo
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Our prominent accolades



(C]
crozdesk’
QUALITY
CHOICE

TOP RANKED SOLUTION

* 2022 *

)
crozdesk’

TRUSTED
VENDOR

HIGH MARKET PRESENCE

* 2022 *
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Awards and recognitions

C

Leader

Leader

C

G

Leader

Small Business SUMMER m Small Business

bR 2022

Easiest Admin

Leader

2022

Leader
2022 T
G
Leader Leader

e 2022

Users
Love Us

WINTER FALL
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support@zohosalesiqg.com

To schedule demo:
https://www.zoho.com/salesiq
[free-demo.html




