
Live Chat
Jeremy Pope

Vice President of Customer Experience 



Overview 

 Pilot launched on June 17 

 Hours of operation: 9 a.m.-4.p.m. 

 Limited scope/support for policyholders only

myPolicy

Website Navigation  
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Entry Points 

myPolicy Registration Screen (reactive) myPolicy Registration Screen (proactive)

Online Payment Screen (reactive)myPolicy Landing Page (reactive)
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Live Chat Session

Multiple topics are provided in the dropdown 
menu, though scope of support is limited to: 

For out-of-scope topics selected, a message will 
appear providing options for further assistance 
either through self-service channels and/or by 

contacting the Customer Care Center.
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Website Analytics

Website analytics provide insight on usage and topic selections which assist with determining 
further expansion of scope. 

Data being evaluated:

 Number of visits/landings on each page that hosts the Live Chat link
 Clicks on the Live Chat link to initiate sessions (proactive versus reactive)
 Topics selected from the dropdown menu outside of scope of support
 Hourly website traffic where Live Chat was selected
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Live Chat Session Views 

Policyholder View Staff View
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Live Chat Survey

In closing the session, a final screen will populate:

 Thanking the user for using Live Chat

 Soliciting feedback based on three 
questions:

1. Rate your experience with Citizens Live 
Chat. (1-5 scale)

2. Rate your overall satisfaction with the 
representative. (1-5 scale)

3. Would you use Live Chat again in the 
future? (yes or no)

 Providing access to the Chat Summary
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Preliminary Results  

Performance measurements analysis to determine overall success include:
Customer Satisfaction (CSAT) Survey Results 

myPolicy Registrations 
Month Chat Received Number of New Registrations 

June 80 30

July 180 99

August 168 86

September 142 92

October 152 132

Total 722 439

Month Surveys Complete CSAT Score

June 2 50%

July 5 100%

August 10 90%

September 4 100%

October 10 80%

Total 31 87%
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Next Steps

Extending pilot through March 2022 to gain additional data/feedback:

 Adding additional entry points to promote Live Chat 

 Expanding scope to include billing questions, document requests, providing agent 
contact information and assisting with existing claim questions 

 Extending hours of operation until 5 p.m., aligning with other carriers in the market

 Additional promotion of the survey to gain policyholder insight 
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