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Nahtlose Integration
von Social Media in die
Kundenkommunikation.
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Polizei Munchen  PolizeiMuenchen - 23 Sep
% Betrunkene 17Jahrige wurde gerade von

ihren Eltern abgeholt.Kollegen sitzen nach
Ansprache des Vaters immer noch zitternd
in der #Wiesnwache

B 3 572 ¥ 2.17sd. 1l
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jafone.de =

pizza.de Bestellstatus 20:06 .
Bestellung nicht vermittelt

Bestellung nicht vermittelt!

Die Bestellung vom...

bestellstatus@pizza.de 19:38 |

’ s Carsten Do
Ihre Bestellung kann nicht ausgeliefert werden & Min. .
Sehr geehrter Besteller sehr geehrte Bestellerin,
Sie haben eben bei Bamberger-Burger-Manuf... ’a;:; :l"g:h':
pizza.de Bestellstatus 19:30 | f:s '!32::2;
Bestellung nicht vermittelt r, wie man ¢
Bestellung nicht vermittelt!
Der gezahlte Betrag wird zurlickgebucht.... s deb dae
= e “-  Als Antwo
¢ Nachrichten  pizzade Details
| pizza.de

Sorry Jens! Leider hat es

Fehler

nicht geklappt mit der @J ens ja

'ngzr?é?:izczsrj\teB"eusr;giIErlrr;Tgee"ht d Eall Sie haben die maximale Anzahl der
alifs Halls. 3 € Gutschein: en.rd Gutscheine c!leser“Aktlon bereits
PQBG-BSRT-NU5X-SUFQ Qualitats eingelost.

Sorry Jens! Leider hat es I

nicht geklappt mit der d I€ESE WE SchlieBen

pizza.de Bestellung. Ein Teil

der nachsten Bestellung geht ‘-\

aufs Haus. 3 € Gutschein:
ANCY-RU4J-DQSS-M246

&3 Kommentieren ... ()
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Kundenservice? Hier:

Telefon

Telefax
Briefe/Postkarten

Soziale Netzwerke
Twitter

Online Self-Services
Foren

sSms/mms
Live/Video Chat

App
Video-Telefonie

Messenger Apps

0% 20% 40% 60% 80% 100% 120% 140% 160% 180%

Anteil der Befragten Quelle:
Dr. Fried & Partner

I Heute bedient I Wird zunehmen I Wird deutlich zunehmen © Statista 2016
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Kunden? Hier:
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Facebook community Update

1.65 Billion

on Facebook each month

O ¢ ¢ @

1 Billion

on WhatsApp each month

900 Million 400 Million

on Messenger each month on Instagram each month

Quelle: Facebook 27.4.2016
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Relevante Kanale nach Alter

e ———
OPOO=
S| £ £

Dr. Holger Schmidt | Netzoekonom.de | hs@netzoekonom.de 20/06/16
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Umdenken, mal wieder

brightONE Consulting GmbH




brightONe

Neue alte Kanale

38% der Fuhrungskrafte sehen den Messenger als den kinftig wichtigsten Kontaktkanal
(Haufe, 2016)
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Neue alte Kanale

brightONe

,2Wir steuern einer Zeit der noch intensiveren Live-Kommunikation mit dem Kunden ent-
gegen, wobei die Unternehmens-Website oder externe Landingpages fir Direktbuchun-
gen oder Kontaktaufnahme weiter an Bedeutung verlieren werden.”
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Py 12:00 PM
KLM >
Active Now

Dear traveller, your flight has
been delayed. We are sorry for
the extra wait! Keep an eye on the
information screens - just in case
your gate number changes.
Should you have any questions,
our staff will be happy to help.

o -
KLM 5 DELAYED
DOFQTK
Sarah Hum 14A
Jeremy Goldberg 148
Evan Litvak 14c

KLOBO5 ~ 11:00 AM  3:55PM

100% -

oo B

< Recent

12:00 PM
K™ >

with us soon & Here are your
travel details.

DOFQTK

Sarah Hum
Jeremy Goldberg
Evan Litvak

Non-Stop
Wed, March 30 9:50 AM

AMS » SFO

Non-Stop
Sun, April 3 1:65 PM

SFO » AMS

Py

1 | € Recent

~

-o

12:00 PM
KLM >
Active N

AVIS ‘ orv

Check In

Here it is! Your boarding
pass. Keep it handy and it'll
fly you through the airport.

1 c2a
14A
148
14c

KLOGOS 8:50 AM 9:50 AM

AMS ¥ SFO

100% m—-

1 | € Recent

$4,03254
!% AM S )+ SFO % View Details 7] View Boarding Pass
: 0 0 ) 2 : (&)
— ~— ~

@ o=
0o T 12:00 PM
KLM >
Active Now

Sun, April 3 1:45 PM

SFO = AN

$4,(

View Details

Check-in is open: go aheac
get your boarding pass! Se
s00n on board with us &

KLOBO0S 8:50 AM *

AMS ¥ S

Check In

O
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Leichtgewichtig?

Brand-Accounts

Dienstleistungen &
Assistenz
(Taxi ordern,
Wecker stellen

brightﬁ'ﬁ'e'

Chat mit
Unternehmen

In-App-Shops

Dating-Funktionen
(Tinder)

Zahlfunktion
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Social Engagement statt Like

Iqa 2012
Q42013

150% jahrliche
Reichweiten-

Kommentare

steigen Jahr fir Jahr

um 67% steigerung

Dezember 2013

Comments Share Likes

Maximal eine Stunde geben
viele Verbraucher dem
Kundenservice eines -
Unternehmens fur eine F
Ruckmeldung

(Haufe, 2016)
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Dezember 2012 Realer Dialog
steigt um 180% -
Jahr fir Jahr

Wachstum von
Firmenpostings und Dialog
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Neuve alte Technologie

"Hey, du Mensch!", antwortet Poncho und grinst mich unter seinem gelben Regencape an.
(,Die Zeit“ iber den Bot Wetterkatze, 2016)
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https://www.youtube.com/watch?v=WnzlbyTZsQY
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https://www.youtube.com/watch?v=WnzlbyTZsQY

Personlichkeiten im Bot-Business

brightONe

Bots im Sales & Kundenservice (Conversational Converse)

o=

SFO » AMS

l\.i View Detaly
-0

\oe

A

12200 M

Boarding Pass

1 | { Recent

e ov 12:00 PM
KM

AVIS " Oru

TN -
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Personlichkeiten im Bot-Business

Bots im Sales & Kundenservice (Conversational Converse)

Today
human =
can | get 1 soft taco with beef?
tacobot 1 oo
Sounds good. So right now, I've got 1 Soft Taco with:
e Seasoned Beef
e Cheese
e Lettuce

You know. you can add a bunch of stuff to anything on your order. Let me know if you want to see
the whole list of add-ons.

Tips:

When you're finished with your order, just say "Check out™.

If you want to add more than one of something, just say "Add 2 of these”

You can change anything in your order by just saying something like “Can | get chicken instead
of beef?”
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Personlichkeiten im Bot-Business

brightONe

Bots im Sales & Kundenservice (Conversational Converse)

o=

SFO » AMS

l\.i View Detaly
-0

\oe
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12200 M

Boarding Pass

1 | { Recent

e ov 12:00 PM
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AVIS " Oru

TN -
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Personlichkeiten im Bot-Business

Media- und Unterhaltungsbots

Hardwell >

Typically replies in minutes

Manage

< Home (2)

View

Thanks for voting in this week's
track of the week! I've got three
options for you below, have a
listen and pick your favourite.

Serpent Amste
Row Rocka Jay He

\’O Vote

” Thanks for voting for: Row Rocka
.° - Serpent ®

Type a message...

Record Bird >

Typically replies within an hour

( Home (2)

Announced This Week

Released This Week

@ Records By Artist
®

Manage

Announced This Week

Jim James
Eternally Even

View On Record Bird

Share

@ Go Back
(-]

Type a message...

The W\
Starbo

©

< Home (2) Typicall

@

brightONE

Bieber Fans >

y replies within an hour

Manage
I mean Selena and me, we had a
marriage type thing

You can't just get over that

But man the way we were
analyzed. Every little thing we did
was plastered across the news

EAEN . \¥
0 COURT!

goo.gl

| think we moved in together just
to get a break from the world,
and it made it worse

But hey, who hasn't done crazy
stuff for love!

Have you ever done anything like
that?

Type a message...
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Personlichkeiten im Bot-Business

Media- und Unterhaltungsbots

-~ ™ - N
° / o L \
0  —— | @ —— | ® == "
| | | | | |
N 12:30 Pu 0N - i e w 12:30 M |
< Recent CNN Block { Recent CNN Block “ ’
CNN | J rrm—— | 4 {
21,142,416 poople like this Ok, got it. It's been a big ‘
ModiafMews/Pubishing news day. Here are your top
| : stories: { ; Hgh school student invents a |
cheaper hearing aid
Hi Mark, let's get started. 'l ‘ L onstopavnpussysumgl floebon
send you top stories every ! and then scts 25 8 hearing e for snruptly
day. If you get lost, just type
help. Pick an option below to
get going. Read story
= Saturn's rings might be younger High sci
op stories than dincsaurs cheaped Get a summary
There's a poaaibdity the planets 16-year
Stories for you w‘»,nv..v iy & 100 million ysars oid M.: Ask CNN
© o
Read story
O i 16-year-old Mukund
et & summan -
y Venkatakrishnan has
Ok.wﬂ-lt':b“ﬂlb'o e invented a device that tests
@ ﬂ"".’ le TS 309 your: top @ Ask CNN hearing and programs itself
Siice: Q| ]| to become a hearing aid. °
|

\ r ) \ — ] = | !

- e NG v’ \

- N
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Personlichkeiten im Bot-Business

Unterhaltungen anderer Art...
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You really caught my eye. I'm sure you are really popular on here, but it
would make my day if I heard back from you. You are really a great girl.

(n
u
[
.
i
il
T
X
D

Feb 8, 2014 — 3:36pm
I bet you say that to all the girls, haha.

QA0S Mabet

Sent to 1 » 84% Match

Feb 8, 2014 - 3:38pm

Are you doing anything tonight? You are a great qirl.
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Selbsthilfegruppe Bots

“Coping With Humans”

https://www.youtube.com/watch?v=f8 T8eWBmIs0
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https://www.youtube.com/watch?v=f8T8eWBmls0

Bestehendes Set Texten & Antworten Trainings & lebenslanges Lernen
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Vielen Dank!

brightONE Consulting GmbH
Anja Bonelli

Head of Products
E-Mail: anja.bonelli@brightone.de



