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MFast is a leading fintech platform in Vietnam, empowering individuals with limited

access to traditional banking services by offering financial and insurance products

through a network of field agents. Committed to exceptional customer service, MFast

was facing a challenge: a growing volume of inquiries that were overwhelming their

support team and impacting customer satisfaction.
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Challenge:

MFast, like many businesses, struggled with a surging number of customer support

inquiries. This led to:

Overwhelmed agents: The support team was unable to keep pace with the growing

demand, leading to longer wait times and frustrated customers.

Reduced efficiency: Agents were spending a significant amount of time answering

routine and repetitive questions, which limited their ability to address and spend

adequate time on more complex issues.

Impact on customer satisfaction: Long wait times and limited access to personalized

support were negatively impacting customer satisfaction.

Solution:

MFast recognized the need for a scalable and efficient solution to manage their

customer support workload. They partnered with CX Genie to implement an AI-powered

chatbot that seamlessly integrated into their mobile app and customer support platform.

This chatbot enabled MFast to:

Automate responses to commonly asked questions about products, services, and

account management.

Provide 24/7, instant support to customers, regardless of location or time.

Free up valuable agent time to focus on intricate customer inquiries and personalized

support.
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Results:

The integration of CX Genie's solution achieved significant and measurable results for MFast:

40% Increase in Efficiency: The chatbot's ability to handle routine inquiries effectively

freed up agents' time, allowing them to dedicate their efforts to complex issues and

personalized interactions, which led to a 40% boost in overall team productivity.

Over 100,000 Customers Served Swiftly and Accurately: The chatbot provided fast

and accurate information to customers, significantly reducing wait times and

frustration, ultimately serving over 100,000 customers with efficiency.

Enhanced Customer Satisfaction: Faster resolutions, improved accessibility, and a

more personalized experience resulted in increased customer satisfaction, solidifying

MFast's reputation for exceptional service.

Beyond the Chatbot:

In addition to the chatbot implementation, CX Genie and MFast collaborated on further

initiatives aimed at enhancing agent performance and customer engagement:

Building a Virtual Assistant: A dedicated AI-powered virtual agent was constructed for

MFast to further streamline customer support tasks, offering additional assistance

to the human team.

AI-Powered Agent Classification: CX Genie's AI capabilities were leveraged

to automate the classification of MFast's seller agents, enabling a more data-
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driven and efficient approach to agent management.

Personalized Product Recommendations: The chatbot was empowered with AI

to recommend products that best matched each individual seller agent, improving

the effectiveness and relevance of their interactions with customers.

AI-Driven Agent Follow-Up and Training: MFast together with the CX Genie team

implemented an AI-powered system for individual agent follow-up and training,

providing them with personalized guidance and support for continuous

improvement.

Conclusion:

MFast's partnership with CX Genie is a winning example of the transformative power of

AI-powered solutions in the customer service landscape.

By automating routine tasks, enhancing efficiency, and fostering personalized customer

experiences, CX Genie played a key role in driving MFast to a position of leadership

within the fintech industry in Vietnam.

This case study demonstrates the significant impact that CX Genie's solutions can have on

businesses seeking to innovate, and elevate their customer service strategies and

achieve measurable success.

Ready to unlock the potential of AI for your business? Contact CX Genie today!

Share  

We respect your privacy

We use cookies to enhance your browsing experience, serve

personalized ads or content, and analyze our traffic. By clicking “Accept

All”, you consent to our use of cookies. Cookie Policy

https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy


Welcome to CX Genie,

where falling behind on AI is not an option!

Experience personalized AI chat support that's as effortless as flipping a switch – simple in both

pricing and setup. Join us and stay ahead with AI-powered solutions!

No credit card required

Now available on

Build your own chatbot
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Join our newsletter!

Sign up for our weekly newsletter and stay ahead of the

curve with the latest AI innovations, CX Genie updates,

and much more.

Enter your email address

Follow us
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Contact

 hello@cxgenie.ai

 Meydan Grandstand, 6th floor, Meydan Road, Nad Al Sheba, Dubai, U.A.E.

 18 Sin Ming Lane, #07-13 Midview City, Singapore (573960)

 Level 2 - 11 York St, Sydney NSW 2000, Australia

@2024 CX Genie. All rights reserved FAQs Privacy Policy Terms of Use Roadmap

Subscribe



We respect your privacy

We use cookies to enhance your browsing experience, serve

personalized ads or content, and analyze our traffic. By clicking “Accept

All”, you consent to our use of cookies. Cookie Policy

https://www.trustpilot.com/review/cxgenie.ai
https://www.producthunt.com/posts/cx-genie-2?embed=true&utm_source=badge-top-post-badge&utm_medium=badge&utm_souce=badge-cx-genie-2
https://appsumo.com/products/cx-genie/?query=CX%20Genie%20-%20Plus%20Exclusive
https://www.cxgenie.ai/#solutions
https://www.cxgenie.ai/pricing
https://www.cxgenie.ai/enterprise
https://www.cxgenie.ai/referral
https://www.cxgenie.ai/resources
https://www.linkedin.com/company/cxgenie
https://twitter.com/genie_cx
https://www.facebook.com/cxgenie.global
https://www.youtube.com/@CXGenie
https://discord.gg/B3heXRJ5dc
mailto:hello@cxgenie.ai
https://www.cxgenie.ai/#faq
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/terms-of-use
https://cxgenie.canny.io/
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy
https://www.cxgenie.ai/privacy-policy

