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Entry Points
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Live Chat Session

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

= Citizens Live Chat =

Requestor Information

Topic:

| Select... hd |

Billing Quastons
Contact My Agent
Existing Claim

File a Claim

General Policy Questions
Get a Quote

Make a Payment
myPolicy

Website Navigation

Other

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.

® Citizens Live Chat BETA

Live Chat cannot accept claims at this time. You can file a claim using either

of the following options:

1. Log in to myPolicy, and select File a Claim.
2. Call our claims hotline at 866.411.2742. (24/7)
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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

Website Analytics

Total Reacive | _proacive | Conversion Hourl Engagement
Stats Page Views | Engagements | Engagements Rate mﬁﬂﬁ ) - r;yF‘oIicy -_334
ZTH=Z208 e a Payment 112
78,136 408 1,063 1.88% o g = Oter W 51
69 NA
NA

*Website data collected 247

myPolicy Info. 29,931 0.23% = = Website Navigation [l 74

PaymentInfo. 38,697 10 028% |- Py P | omen Eﬂﬁgﬁx = o
myPolicy Registration 9,508 229 1,063 1350% | wene T B Conre oo | 12
Offline 1680 Sr23833382888 2828888828882 Exsting Claim | 9 (
ven Clossd FileaClam | 5 \(CITIZENS
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Live Chat Session Views

Policyholder View

= zens Live Chat =~

10/29/2021, 12:04 PM Home Owner says

1 need assistance with myPolicy. My question is I need assistance with
myPolicy. How do I register for myPolicy?

10/29/2021, 12:04 PM Citizens says

Trt\an}( you for contacting Citizens! A representative will be with you
shortly.

10/29/2021, 12:04 PM Susy Thank you for your patience. My name is
Susy and I'll be happy to assist you today.

Message:

Staff View

[ Active Web Collaboration - Contact Details: 12:04:14 PM = O

File Edit View |Insert Format Tools Actions Help

« Disconnect » Requeue - < Invite G Callme |
0| 2= 2| &ooos i 5| BRooo0 | _
Directory Query: ~ SearchIn = 2

@) This Web collaboration contact is active.

Session |Detais | Contact Data ‘l Directory I Wrap—i.pl

L 10/29/2021, 12:04 PM Home Owner says
I need assistance with myPolicy. My question is I need
assistance with myPolicy. How do I register for myPolicy?
“% 10/29/2021, 12:04 PM Citizens says
Thank you for contacting Citizens! A representative will be
with you shortly.

‘& 10/29/2021, 12:04 PM Susy Thank you for your patience. My
name is Susy and I'll be happy to assist you today.

‘é; | B I U | <InsertURL> ~ <Insert Message > o

fJoueue: we_mypolicy Description: A

ﬁ
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Live Chat Survey

In closing the session, a final screen will populate:

. . . Tell Us How We Did
» Thanking the user for using Live Chat ST e
;h?nk you _for using Live Chat. Your feedback is invaluable in
» Soliciting feedback based on three T
. . Let us know about your experience by taking a three-question
questions: curvey.
. . . . If_it does not open automatically, please open thg survey in a new
1 . Rate you r eXperlenCe Wlth CltlzenS lee window. Your pop-up blocker may need to be adjusted for access.
Chat. (1-5 scale) Chat Summary:
2. Rate your overall satisfaction with the © 2s/202. 12204 P ome Ouner saye
representative. (1-5 scale) i A M R
3. Would you use Live Chat again in the
10/29/2021, 12:04 PM Citizens says
fUtU re? (yeS Or nO) Ejryl(-.gr?tllly.fm contacting Citizens!: representative will be with

» Providing access to the Chat Summary
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Preliminary Results

- TI————
Performance measurements analysis to determine overall success include:

Customer Satisfaction (CSAT) Survey Results
C wown | SuveysComplete | CSATSeore

June 2 50%
July 5 100%
August 10 90%
September 4 100%
October 10 80%
Total 31 87%

myPolicy Registrations

Chat Received Number of New Registrations

June 80 30
July 180 99
August 168 86
September 142 92
October 152 132
Total 722 439
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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



	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9

