
For a premier, fast-growing DTC digital healthcare company, customer 
experience is the top priority for its commitment to expanding access and 
reducing the friction of specialized care. To ensure patients receive the 
individualized care they need, personalization is key throughout the entire 
customer journey - customer service is no exception. 

Each support query is carefully handled; a majority of contacts are 
high-touch and require context and sensitivity. Agents were spending a lot 
of time tending to customers’ concerns and gathering key information to 
take action and tailor responses accordingly. The Senior Director of Service 
Operations recognized that upholding this high level of personalization was 
unfeasible to uphold due to the company’s rapid growth and frequent 
seasonal hiring.
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How can the Senior Director of Service Operations effectively deliver 
hyper-personalized customer service experiences at scale?

Let’s connect:                                    sales@thankful.ai                                    www.thankful.ai

With Thankful’s Agent Assist, routing tickets and delivering information 
directly to agents within the brand’s helpdesk. As a result, the Senior 
Director of Service Operations saw their support team’s productivity
increase by 43% — saving the brand up to $326,023 a year.

The agents are now able to resolve more queries in less time while maintaining the brand’s high standards 
for personalized patient experiences.

Agent Assist’s AI-powered capabilities and convenient access to customer context also decreased 
low-skill tasks by 38%. This enabled agents to focus more on what they do best; providing customers with 
the individualized and empathetic support they need. 

In need of a technology that provided their agents with easy access to information, the Senior Director of 
Service Operations partnered with Thankful. 

Thankful’s Agent Assist integrated seamlessly with their existing helpdesk and business systems. This quick 
integration enabled the team to deploy it across all text-based support channels. 

The Thankful team worked alongside the Senior Director of Service Operations to strategize and optimize 
Agent Assist for their specific support needs. This included building out conditional statements that 
aligned with the brand’s complex retention tactics; designed to help guide agents and create a more 
frictionless process.
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