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The warm hand-over from Virtual Assistant
to human assisted live-chat Customer Service

Update Virtual Assistant | Nov 2018
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Goals and Results of the Aegon Virtual Assistant
Increase Digital Customer Experience
Reduction in Contact Intention and Average Handling Time
Scalability in offering Customer Service

PvKO Inspiratiesessie – Feb 2019



15Virtual Assistant as one the drivers to reduce costs
for Customer Service and improve Digital Customer Experience

PvKO Inspiratiesessie – Feb 2019

44

40

42

35

33

35

37

39

41

43

45

47

49

May June July Aug Sept Oct

Contact Intention non-VA-users (%)

Contact Intention VA-users (%)

KPI target Contact Intention VA-users (%)

Contact Intention (%) VA-users and Non-VA-users
% of users who contacted Aegon (after using the VA)

Non-VA-users 
= -4%pnt

VA-users 
= -7%pnt

KPI 
target

Average Handling Time 

-20%
for live-chat agents

Goals for 2019

Transactions within VA

Retrieval of customer 
products and statuses

Extension to Google 
Assistant and Voice Portal

Models for analysis

Self-learning Content 
and Dialogues 
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The Aegon Chatbot Case:
Implementation of Virtual Assistant
in 3 months from scratch to MVP go-live!
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17Aegon Virtual Assistant – live since April 2018
From MVP to A/B-test to fully on the website and beyond..
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Implementation Timeline

2018: start 
IT-team 
build in 
3 months!

Agile way of 
working in 
2-weekly 
sprints

Soft launch

April

A/B-testing

May

100% live at 
customer service page

June

MVP 
1st iteration

Improve content

Functionality 
improvements

Data analysis
- Quantitative  
through DigitalCX
- Qualitative through 
own developed model

July - Oct

2nd iterations
More A/B-testing

Design and build of 
next version of VA

Assistance by Robocopy 
for conversational

copywriting

Nov - Dec
Next generation

Improved experiences, 
functionalities and full 
roll-out VA on website



18Go fast, be confident, dare to experiment, but don’t hurry..
From building to go-live in 6 months
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Experiment, Testing, Iterations

Internal
Team

Testing

Stakeholder 
Testing

UX testing 
in own 
UX-lab

with real 
customers

Soft Launch AB-testing 100% live

Continuous
Work in 
Progress

Get results, analyze, and improve every iteration

Continuous Deployment every 2 weeks



19Update project status

Stakeholders 
Testing

in Den Haag 
and 
Leeuwarden
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Analysis 
& Build

Testing

Prepare for
next iteration
Go / No go

Soft launch MVP
1st iteration
Phase 1.1

Measurements

KPI’s
Hypothesis

Improvements

Launch MVP
2nd iteration
Phase 1.2

Introducing the Learning Loop Development Cycle
To launch the product in next iterations

Launch MVP+1

3rd iteration
Phase 2.1

• It is wise to learn from your first iteration 
and improve your product every time 
you launch the product again

• You do not know beforehand what the 
results might be. Based on a lot of (A/B) 
testing and measurements, the 
hypothesis is checked again and you 
decide on improvements that can be 
made for the next iteration

• Never forget, the world changes too in 
the time that we are busy with this..

The Learning Loop Development Cycle – Chi Fung (2018)
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Q1 Q3 Q4Q2

MVP

PvKO Inspiratiesessie – Feb 2019

1st 
iteration

Improve and grow the product every next iteration by learning from experiments

MVP

2nd 
iteration

4th 
iteration

MVP+1

3rd 
iteration

5th / 6th 
iteration

Go-live project planning 2018 - product iterations

Product Delivery in Agile Way of Working
Improve the product every next iteration by learning from results

Product Delivery in Agile Way of Working – Chi Fung (2018)
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Outlook to 2020 and Challenges ahead
The next adventure…

PvKO Inspiratiesessie – Feb 2019



23Virtual Assistant 2020
Improve and extend the VA for all businesses at Aegon
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The Virtual Assistant will be able to assist everyone in 
his/hers digital journey in doing business with Aegon! 

Robotics and AI assist in every journey and transaction, 
and will be channel and platform agnostic.
The same experience in Phone, Voice, Text.

prospect

entrepreneur

Intermediary

MijnAegon
customer

No login
customer

employee

employer

Aegon colleague

Hello, how 
can I help?

Online on 1 web page 

(Service & Contact page)

90% of Frequently Asked 

Questions

Recognition of customer intent 

not optimal, daily improvements 

based on real-time analytics

Available on most webpages of 

Aegon.nl

Chatbot available in “Mijn Aegon” 

to use customer specific data

Able to answer even more questions 

and do one-way transactions

A True Virtual Assistant!

Identity management, retrieval 

customer data and transactions

Can assist the customer in virtually 

all self-service possibilities
2020

2018

Starting from a simple 
1-star chatbot…

…working towards a 
multifunctional 5-star 

Virtual Assistant

FAQ Bot

Transactional Bot

Virtual Assistant
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Knowledge of Virtual 
Assistant and other 

knowledge channels are 
double maintained

Scripted Q&A’s and 
dialogues are burdensome 

and labor-intensive

Content maintenance, 
retrieval and matching is 

not yet self-learning.

Generation of content from 
an updated database is not 

yet possible
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27Chatbot development from a tech perspective
How to get from driving the VW Beetle to driving a Tesla..
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Old Skool Cognition

Question Key word Natural Language Understanding

Programming
Dictionary

maintenance
Self Learning

Matching Scripted Retrieval

Programming Generative
Self Learning 
Generative

Dialogue Scripted Dynamic

Programming
Non Linear 

programming
Self Learning

Answer Scripted Natural Language Generation

Copywriting
Answer

compiling
Self Learning

Q

A

and beyond..

The 5-star Virtual AssistantThe 2-star Transactional chatbot



28Thank you!

Chi Fung
Product Owner
BIS Digital Solutions
Aegon Nederland

chi.fung@aegon.nl


