
The World’s Leading  

Conversational CX Platform
for brands across the globe

Value Added by:



Private s Confidential

The World’s Leading  
Conversational CX Platform
for brands across the globe

750+
Global Enterprise  
Customers

1B+
Platform Conversations  

uarterly

100+
Languages  
Supported

$100M+
Business Impact  
Created Yearly

Yellow.ai’s 
global customer  

footprint



yellow.ai O v e r v i e w

G r o w i n g 5 X YoY



Chatboton  
website

BotsonSocial  
Media

Telephonic  
IVR

Email AmazonEcho

GoogleHome
Twoway  

WhatsAppBot

120+languagessupported,25+Communication Channels

C h a n n e l s a n d l a n g u a g e s of cus tomers ’ p r e f e r e n c e

Ticketing 
management

Enterprise  
messaging

Virtual 
assistants



S e r v i n g industr ies , 750+ c l ients a c r o s s t h e g l o b e



P u b l i c s e c to r c r e de nt ia l s

I n c o m e Tax D e p t Govt of R J Govt of P u n j a b M P Electr ic i ty B P C L MoE, GoI

P B Electricity Board 

Dept of Agriculture

We are registered with GeM Portal



C h a n n e l s Opted:
Website, WhatsApp

U s e cases :

●

●

● Registration and  
Authentication 
View Bil l , meter
reading and payment  
Customer Support

C h a n n e l s Opted: IVR

U s e cases :
● Technical support
● Power supply, billing and 

transformer related 
issues

● Customer Support

C h a n n e l s Opted: WhatsApp, 

Website

U s e cases:
● B roadcast information
● FAQs resolution
● Knowledge 

management and 
Document cognition

C h a n n e l s Opted: WhatsApp

U s e cases :

●

●

● Registration and  
Authentication
View Bil l , meter reading 
and payment 
Customer Support

C h a n n e l s Opted: WhatsApp, 

Website, IVR

U s e cases :
● Order management
● Product discovery
● Multiple languages
● Customer Support

C i t i z e n s e r v i c e s pr o j e cts b y yellow.ai

C h a n n e l s Opted: Whatsapp

U s e cases :
● FAQs regarding govt 

welfare schemes for 
child and women with 
focus in tier 2 and 3 cities

C h a n n e l s Opted:
Website, WhatsApp

U s e cases :

●

●

● Registration and  
Authentication 
View Bil l , meter
reading and payment  
Customer Support

C h a n n e l s Opted: WhatsApp

U s e cases :
● Rolling out education 

initiatives for govt. 
Schools across North 
India



H o w yellow.ai is e m p o w e r i n g g o v e r n m e n t s to 
e n a b l e  b r o a d - c o v e r a g e  c i t i zen  s e r v i c e s  a n d  

dr ive e n g a g e m e n t t h r o u g h e a s y a c c e s s to
in format ion



Major C h a l l e n g e s f a c e d b y G o v e r n m e n t a g e n c i e s

D i s s at i sf i ed c i t i zens

High turnaround time in query resolution 
process leading to increased dissatisfaction
amongst citizens

L a c k of universa l h e l p d e s k
Need of 24/7 helpdesk with easily accessible 
communication channel to provide reliable
information and solution

D e c r e a s e d e m p l o y e e ef f i c ie n cy
Increased workload on employees due to 
large scale of incoming queries leading to
poor efficiency

Major c h a l l e n g e s  
fa c e d  b y  

G o v e r n m e nt  
a g e n c i e s

Wa s t e of t i m e

Large amount of time is wasted due to the 
manual registration related processes and
other similar services



S oc ia l I m p a c t in Welfare d e p a r t m e n t Maharashtra Govt.

C h a n n e l s Opted: Whatsapp

U s e cases : FAQs regarding govt welfare schemes 

for women and child with focus in tier 2 and 3 

cities

● Information regarding covid 19

● Anganwadi centre related

● About rural child care centre

● Pregnancy women care

● Regarding breastfeeding and maternal health

● Growth of child

● Cleanliness related

● Regarding teenage girls health

D e p a r t m e n t of W o m e n a n d C h i l d D eve l o p m e nt ,  

G o v e r n m e nt of Maharashtra

B o o s t i n g g r o w t h e n h a n c e m e n t a n d ca re

Empowering women and child with access to 

government welfare schemes

Creating awareness and providing support services 

virtually

Enriching citizens with correct information and avoiding 

rumours

Assisting development of children below 6 years with 

focus on nutrition and health

Assisting adolescent girls (11-18 years) empowerment 

through nutrition, health care and life ski l l education
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approx. queries resolved
7 0 0 K

$ 9 M
approx. amount of bookings

1
bots in action

2
active channels - Website, Whatsapp

13
languages configured

350 K
average monthly new users

4.7M
average monthly messages  

exchanged

74%
queries handled through 

chatbot within 3 months

95%
bot accuracy

Strictly confidential

C a s e s t u d y - C u s t o m e r S u p p o r t a n d B o o k i n g

L e a d i n g I n d i a n  
P S U
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Deployment and success story Madhya Pradesh Madhya Kshetra 

Vidyut Vitran Co. Ltd.

1,53,998
Total calls

1,53,373
Total inbound calls

1,52,918
Minus CUG

1,46,211
Minus Other Status

27,420
Complaint hit API

1,11,803
Minus Short Calls (<26 sec)

25%
% Complaint hit API

39,024
Calls transferred to agents

75%
Self serve



W h y c h o o s e yel low.ai?

Go-l ive S t rat e g y : S u p e r Q u i c k W h a t s A p p D e p l o y m e n t s  

( WA a c c o u n t live 5 - 10 days)

Government Schemes Understanding

24/7 Customer Service

Complaint handling & Automated Feedback  

Customer Education

Multil ingual Support  

FAQ Handling

Push Notifications



Yellow.ai’s bots in 
action for PGRS



V oice E n a b l e d o n C h a t



V oice E n a b l e d o n C h a t



I n s u r a n c e Pol i c y Detai l s - E N G L I S H I n s u r a n c e Pol i c y Detai l s - H I N D I

Col lec t ions Cal l - H I N D I
Col lec t ions Cal l - U S E N G L I S H

A g r i c u l t u r e I n s u r a n c e - H I N D IITMS A u t om a t i on - E N G L I S H

L e a d Generat ion - E N G L I S H

R e n e w a l C a l l i n g - E N G L I S H Elec tr ic i ty C o m p l a i n t - H I N D I

T e l e m e d i c i n e - U S E N G L I S H

H R F e e d b a c k Cal l

Col lec t ions Cal l ( C u s t om e r  
Paid) - H I N D I



P r o je c t I m p l e m e n t a t i o n  
F r a m e w o r k



D ig i ta l Enablement R o a d m a p

Ac t io n s
Establish Digital Enablement Program Office 

Use case evaluation and prioritization 

Identify sponsors, adoption evangelists 

Implement prioritized use cases

O u t c o m e s
Finalized KPIs, Value delivery, superior 

customer experience

01 E A R L Y A D O P T I O N

Ac t io n s
Cover all key functions, leverage learnings 

from pilot

Monitoring & Optimization through analytics 

dashboards

Set up training & programmatic learning 

services

O u t c o m e s
Continue to achieve KPI metrics

Increased backlogs for bot implementations 

Knowledge base, COE plan, Tools and 

guidelines

0 2 E X P A N S I O N

Act ion s
Factory model, Increased velocity 

of bot delivery

Evangelization, drive citizen bot 

developer program, Hackathons

O u t c o m e s
AI/Automation first mindset 

Sustain change

0 3 T R A N S F O R M A T I O N

C H A N G E M A N A G E M E N T
CULTURE AND GOVERNANCE



Delivery Methodology

• Design 
workshops 
covering 
Functional, UI,  
conversation, 
integration 
requirements

● Channel account  
setup

● Design journeys
● Test API integration
● UI development

● Develop journeys
● Integrate APIs
● Acceptance test  

cases
● Analytics design 

and development
● Quality Assurance
● Early preview

● Prepare UAT Test
cases, BOT guide
(optional)

● Hand over for UAT
● Fix bugs

● Deploy in 
production

● Smoke test
● Go-Live

ON-GOING BOT 

TRAINING & 

ENHANCEMENT

● Business flow of 
BOT

● API doc, 
Environment 
details for access

● Li st of FAQs
● Channel account
● B rand guidelines,  

Bot Persona
● Review 

requirements spec

● Ongoing 
Clarifications

● Pending inputs
● Conversation flow 

sign-off
● Utterance  

guidance

● Ongoing 
clarifications

● Support API   
integration

● Guidance to curate 
training data

● BOT testing
● Raise bugs / issues ● Final sign-off

D E F I N E D E S I G N I M P L E M E N T A C C E P TA N C E   
T E S T I N G

G O - L I V E

W h a t YM Te a m D o e s

W h a t c u s t o m e r Te a m D o e s



Team structure and Escalation Matrix

Process setup for rich customer 
experience. escalation matrix for customer 
queries and concerns.

Incident rectification, service request 
response, applicable improvement on bot 
maintenance and platform support

YM team will work closely with customer 

for accelerated problem resolution and 

continued business operations, enabling 

them to optimize the value of their YM 

investment

C u s t o m e r T e a m

TECHNICAL LEAD

FUNCTIONAL LEAD

INFRASTRUCTURE LEAD

QUALITY MANAGER

PROJECT MANAGER

BUSI NESS SME/UAT

Y M – S T U D I O T E A M

BUSI NESS ANALYST

SOLUTION ARCHITECT

T EST ANALYST

DEVELOPER

UX & SERVICE  
DESIGNER

DELIVERY MANAGER

CONV DESIGNER

Dir / Sr. Dir. Del ivery

S V P , Global Del ivery

C E O

Y M S T E A D Y S T A T E

SUPPORT ENG.

CU ST OMER SUCCESS  
MGR.

VP,  A d o p t io n  & 
C u s t o m e r s u c c e s s



S c o p e S t a t e m e n t

b u s i n e s s n e e d

Developing and deploying a chatbot on whatsapp for grievance registration and status 

tracking

s c o p e o ver v i ew

● 3 Journeys

● 35 FAQs

● 7 API integration

● Language: English, Hindi



K e y Milestones
Dependency on client, developer, whatsapp team and integration.

Deployment

● Golive

UA

T

● Bot review

● Incorporate  

feedback

● API testing

Development

● Develop journeys

● Integration

● WABAsetup

Flow sign off

● Design structure

● Gather media

● CRM/API details

● Content

● FAQ

1 432



T a s k s a n d O w n e r s h i p

t a s k t a s k o w n e r

flow changes/media/content Yellow

FAQ DoGR

API discussion Yellow + DoGR

develop journeys Yellow

API integration Yellow + DoGR

UAT DoGR

WABA prerequisites Yellow
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Design 

Thinking  

workshop

Discuss & 

Approve  

BOT flows

Build Chatbot

BOT QA

Analyse & Build
Bot Flows

Training and

Deployment

User
Acceptance  

Testing

Natural 

Language  

Training

Week 1 Week 2 Week 3 Week 4

Go-Live 
Refinement of 

cases (if required)

Setup

Design and Configure

Test and Train

Refine

M1

Go-Live

Design Thinking Workshop and Ca s e  
Selection
• Cross functional design thinking

workshop focused on chatbots – long 
list of prioritized use cases

• Discuss & approve BOT flows & 
integration plan

K
e
y

A
c
ti

v
it

ie
s
  

fo
r

c
h

a
tb

o
t

Test and Train

• BOT QA for the selected cases
• BOT NLP Training
• User familiarization & communication
• Training of Agents on the dashboard 

console

Design and Configure

• Cross functional BOT integration & platform 
deployment

• Sequencing of use cases deployment by 
function

• BOT deployment of selected use cases

Refine and roadmap

• Solution tweaked and ready 
for scale up

• Finalise chatbot 
implementation roadmap

Share 

Integration 

Information

Discuss & 

Approve  

Integration plan

Application 
Integration 
Plan

Client Application Integration

I m p l e m e n t a t i o n & P r o j e c t P l a n



E s c a l a t i o n Matrix

Delivery 

Manager

Business  

Lead
CPO

Delivery Manager

Business Lead

CPO



H o w  g o v e r n m e n t  C I O s  c a n  l e v e r a g e  
conversat ion a l  A I  to del iver  m o r e  

personal ized, d ig i ta l s e r v i c e s to their c i t i ze n s



Deve lopment speci f ic use cases to tack le

cha l lenges

24/7 c u s t o m e r  h e l p d e s k  

providing authentic 

information and solutions 

to citizens

Can handle lar ge s c a l e a n d  
diversity of quer ies  

coming from thousands to 

millions of users

4 0 0 + mil l ion W h a t s A p p users in India, m a k e s it the mos t preferred channel of

commun icat ion

Design and conduct 
t h o u s a n d s  for 

s u r v e y s  to 

understand the 

socio-economic 

condition of citizens 

in this category

B r o a d c a s t  
not i f icat ions and alerts 

like latest updates, 

welfare schemes and 

policies, etc can be 

enrolled systematically

3 6 0  d e g .  l i fecycle  
t r a c k i n g and ensuring 

social benefits are 

received

Since majority of backward 

class citizens are looking for 

a means to earn their living.  
Here they can s e a r c h  for 

jobs in their interest of areas 

as well as government can 
p o s t all u p c o m i n g jobs with 

details on number of 

reserved seats

Auto -cr eat ion  of C V s  by 

collecting data in regional 

languages



I m p a c t c r e a te d b y yellow.ai o n C i t i z e n s

A u g m e n t Tr a n s p a r e n c y  

a n d  Credibi l i ty  w i t h  a  

C o nv e r s a t i o n a l  

G o v e r n m e n t

More P o w e r to C i t i ze n s  

w i t h  a  S e c u r e  

G o v e r n m e n t C h a t b o t

A l w a y s A c c e s s i b l e a n d  

I n sta n t a n e o u s  C i t i ze n  

A s s i s ta n c e

S p e e d u p S e r v i c e a n d  

E n h a n c e  C i t i zens ’  

E x p e r i e n c e

A  S i n g l e  W i n d o w  to 

A c c e s s  Mult ip le  

G o v e r n m e n ta l S e r v i c e s

C o nv e r s a t i o n a l A I for 

G o o d G o v e r n a n c e



THANK YOU

The preferred digital assistant platform of enterprises


