Al Chat Bot for Password Issues

One of the first questions they are asked when starting a chat is “Have you set up your SSPR (Self Service
Password Reset) Account?”

¥ Onelink SSS Chat

available at:
https://www.luxottica.com/en/priva
cy-statement NOTE: Navigating
away from the chat window will
cause your chat session with us to
disconnect. Please stay on this
page until you are done chatting
with our representative.

Customer Care - 8:06 PM

Have you set up your SSPR (Self
Service Password Reset) Account?
Customer Care - 8:06 PM

When selecting the “Yes” option, the chat will refer the store associate to try the SSPR account by providing them
with a link along with instructions as well. As you can see it will also follow up with “Did that work?.”

®3 OneLink SSS Chat

Customer Care - 8:08 PM -

Yes

You - 8:08 PM

Please visit
https://account.Luxottica.com/edir
password/private/login After
clicking the link, choose Forgotten
Password. Enter your User ID, click
Search and follow the directions on
the screen

Customer Care - 8:08 PM

Did that work?

Customer Care - 8:08 PM

If thisdoes in fact fix theirissue, then the chat is ended as their issue is resolved. However, if it did not work, then
the store will be redirected to the agent for further assistance.
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Did that work?

Customer Care - 8:08 PM

No

You - 8:08 PM

Please hold while we transfer you
to an agent.

Customer Care - 8:09 PM

We've got the details you provided.
Please give us a few moments to
match you to the next available
associate.

Customer Care - 8:09 PM
1 =

Another option can be seen below:

The same question will be asked such as “Have you set up your SSPR (Self Service Password Reset) Account?”
If the store says No, they will be redirect to additional questions to see what type of support is needed.

®3 OnelLink SSS Chat

Customer Care - 8:15 PM -

Have you set up your SSPR (Self
Service Password Reset) Account?

Customer Care - 8:15 PM

No

You - 8:15 PM

What issue are you having today?

Customer Care - 8:15 PM

| forget my network password

| changed my network password but it is not working

| can't login to Ciao! ~ Other Login Issue

|
Inthis example, we are going to explore the “l changed my network password butitis notworking.” This is where
the Al Bot will then ask, “Has it been 30 minutes since you changed your password.”. If the answer is no, then

the Al Bot willredirect the store associate to wait for the allotted time for the password to properly sync as there
isn’t anything the store associate can do at this point.
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You - 8:15PM

If you changed your network
password, but you are unable to
login some of your applications,
there may be a syncing issue. It can
take up to 30 minutes to sync your
password

Customer Care - 8:15 PM

Has it been 30 mintues since you
changed your password?

Customer Care - 8:15 PM

In the event the store associate says Yes, they will then be redirect to an agent for further support.

3 OnelLink SSS Chat

changed your password?

Customer Care - 8:15 PM

Yes

You - 8:16 PM

Please hold while we transfer you
to an agent.

Customer Care - 8:16 PM

We've got the details you provided.
Please give us a few moments to
match you to the next available
associate.

Customer Care - 8:16 PM




