Live Help

Video in the Contact
Centre

Karyn Stevely, Customer Serv




Live Help

 Launched in Oct 2011

* Bring a service face to
schuh.co.uk

 Extend our service offer to
our customers

« Answer queries in real
time
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FREE and Fast Delivery

Easy 365 Day Returns

Welcome to schuh, do you need any help?

Click the green button below and we will be right with
you. Alternatively click our live help tab on the right.
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What does it actually do?

« Connectto live video
operator in real time

« 1or2way video

 Co-browse — operator
can navigate the site

« Assistin the checkout

« Text chat for customers
who prefer it
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Different strokes




Customer Queries

* Product Info
* Sizing
e Acloser look?

schuh
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Customer Queries

Returns Info

Delivery Options

Problems at checkout
Engage with customers
Personalise the experience




Engagements

m Calls

® Email
Live Help
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Headline results to date




Don’t ask us
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Don’t ask us
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