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How to Reimagine Your Customer 
Conversations Using the Latest 
Technology

Ahead of the Curve
Webinar Series
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• All lines are muted
• Submit your questions via dashboard
• Q&A session at the end
• Webinar is being recorded
• Webinar recording will be sent out 
• If you experience a drop in audio, try 

calling in or switching to the phone audio 
option and back to your computer again

A Few House Keeping Items:
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WSI AT A GLANCE

For 25 years, WSI has been providing digital 
marketing services and comprehensive 

marketing strategies to businesses of all sizes 
and across various industries. We are the largest 

network of digital marketing agencies around 
the world.

We are a full-service digital marketing agency 
that helps elevate your online brand, generate 
more leads and sales, and improve your overall 

marketing ROI. 
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Eric Cook is a former 15-year community bank executive, now serving the financial 
services industry as a digital strategist and award-winning web designer with WSI since 

2007. Eric has authored a chapter in each of WSI’s three Digital Minds book. He 
authored the Conversational Marketing chapter in WSI’s recently published book, Digital 

Minds: A Strategic Approach to Connecting and Engaging with Your Customers Online.

TODAY’S PRESENTER

ERIC COOK
WSI Digital Marketing Consultant, Speaker & Author
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1. Conversational Marketing – The Landscape Today

2. Types of Chatbots & How to Get Started

3. Benefits of Chatbots

4. Avoid the “Valley”

5. Q&A

On the Agenda
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Create
Conversations
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Conversations 
on Multiple 
Platforms
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90% of consumers want to use 
messaging for communicating 
with businesses, and a 
majority prefer it over email.

~ Twilio
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Facebook 
Influence

46.1 Billion
Messages Every Minute!



10

MINE YOUR SEARCH ACTIVITY
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1. Informational
– Simple, general information (such 

as FAQs), push notifications
2. Transactional

– Allow interaction with the business, 
likely require authentication for 
payment

3. Advisory
– Most sophisticated, self-learning 

based on past interactions

Three Types of 
Bots
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WEBSITE CHAT IN THE WILD
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Choose Your Own “Chat Adventure”
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MAP YOUR DESIRED CONVERSATION FLOW

15
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“There is a big difference between personalized and 

personable. Machines are far better at personalization 
(ability to look across data sources, instantaneous 
processing, remembering preferences, etc.), while humans 
historically excel at being personable.”

~Jason Henrichs, FinTech Forge
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1. Improved Engagement & 
Qualification
– Keep connected throughout the 

entire customer journey
2. Enhanced Conversion Rates

– Open rates over 80% and click-
through rates over 50%

3. Reduce Costs
– Conversational commerce can 

handle 10x the typical transactional 
capacity of human agents alone

Benefits of 
Chatbots

17
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• Amtrak
– 20,000 employees serving 30 million 

customers per year
– Almost 400,000 website visitors per 

day
• Julie – On-site chat solution

– 800% ROI
– Increased bookings by 25%
– Saved over $1 million in customer 

service expenses
– Answered over 5 million questions in a 

single year
– Julie’s bookings were +30% revenue

Unlikely 
Success Story
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Uncanny =  Bad
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1. Talk “with” not just “to”  your audience

2. Know what questions you need to answer

3. Think about an ideal conversation “flow”

4. Think about what you could automate, but…

5. Don’t ignore the human element

In Summary:
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READ MORE ABOUT THIS TOPIC & MORE IN OUR 3RD BOOK

Available on Amazon and 
other online book retailers. 
Search “WSI Digital Minds” 

or visit
https://bit.ly/wsibook3

https://bit.ly/wsibook3
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Now it’s time for some Q&A
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REACH OUT TO YOUR LOCAL WSI CONSULTANT

Talk to us, we can help!

April 

Want to discuss how technology can 
amplify and enhance your customer 
conversations? 

Reach out to your WSI Consultant 
or email contact@wsiworld.com.

mailto:contact@wsiworld.com
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JOIN US FOR OUR NEXT WEBINAR

Website Conversions: 
How to Convert More of 

Your Website Visitors into 
Leads

April 

Wednesday, May 6th at 11:30 AM EDT
With Chuck Bankoff

California, USA
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AHEAD OF THE CURVE SERIES EXTENDED!

3 New Informative Sessions 

How to Optimize Your Digital 
Presence During COVID-19

May 13th @ 11:30 AM EDT

Tracking the Insights that 
Matter Most to Your Business

May 20th @ 11:30 AM EDT

Defining Your Post-COVID-19 
Digital Marketing Plan

May 27th @ 11:30 AM EDT
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See you next time!
Stay Safe & Keep Healthy
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