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The Problem

Development and launch of chatbot (for UK market) 
by client had teething issues, which required 
continuous monitoring and reporting on key 

chatbot performance metrics.

The LatentView Solution

Developed a dashboard which 
monitors performance of client’s 

newly launched chatbot. 
Dashboard metrics identified 

engagement rate of the 
chatbot by customers and 

number of chat disconnects, 
among others.

The Before State

Client spends ~ $150 million 
globally for customer service. 

Without the presence of a 
chatbot, high number of 
customer service-related 

queries (20% of all queries) 
were escalated to 

human agents.

The After State

Improved bot performance 
through analysis of call 

escalations and classifying 
reasons for escalation. 

Escalation rates dropped from 
20% to 4.48%. Resolution 

rates jumped to 85%.
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