Case Study
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How Ada's accessible AI has enabled Qapital
—the popular personal finance app—to instantly
solve 25k support inquires per month
CHallenge BEFORE ADA
In 2017, Qapital was listed by Google as ‘the
Most Innovative App of the Year’, after
launching its mobile-only banking service that
makes it easier to plan, invest, and save.  

As the app went on to save its customers more
than $1 billion, its reliance on Zendesk live
agents for customer service proved
challenging. The bottleneck was creating
roadblocks for both customers and agents. 

Long wait times and an ever-growing ticket list
resulted in frustrated customers and kept
agents from handling more valuable inquiries.

As a company used to shaking up the
conservative banking space, Qapital knew it
had to bring the same level of innovation to its
customer service. 

 


AUTOMATING WITH ADA
Members of Qapital’s existing support team
worked with Ada’s Automated Customer
Experience (ACX) Consultants to introduce
automation as the first line of customer
service. 

In less than 30 days, Qapital used Ada’s
easy-to-use, AI-powered platform to build a
customized chatbot that solves 25,000
monthly customer inquiries, without the need
for agent assistance.





Before Ada

100% of inquiries handled by
Zendesk live agents 

Agents unable to manage the
escalating volume of tickets

Support hours limited to 8:30
a.m. to 5:30 p.m. EST

After Ada

More than half of inquiries
solved without live agent

Agents freed to support with
proactive, high-value inquiries

24/7 chatbot available instantly  
to support

“We’re a technology company,
and our value comes from
providing people with fast, smart
and mobile-first solutions, so
when it came to selecting the
right chatbot, Ada fit our goals in
every way.”
Nimrod Barnea, QAPITAL

Vice President of Customer Experience
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The Ada Difference

&

Empowering a non-technical team

“As an app and fast-growing
business, our developers’ time is in
high-demand,” adds Nimrod. “With
Ada, we not only save a valuable
resource, we can also put the
chatbot in the hands of a customer
service professional.”

Unlike other tools, it doesn’t take a developer to
build with Ada. Instead, an active member of
Qapital’s customer support team is able to
divide her time between managing the chatbot
and providing live assistance as an agent. 

Even better, by removing the need to wait for
developers to make changes, she can create,
add, update, and strengthen content instantly
whenever required.

“With just Zendesk alone, our agents
were handling every issue with the
same level of urgency,” shares
Nimrod. “With Ada, customers can
talk to an automated service that can
identify their issue and create a
ticket, if required. We then use this
information to assign priority to
those issues so bigger, more
time-sensitive inquiries are solved
faster. The agents are happier. The
customers are happier.”

STREAMLINING SUPPORT PRIORITIES

By automating 25,000 monthly inquiries, Ada
allows Qapital’s agents to shift their time from
handling every issue to only managing those
that are high-value and require the human
touch for resolution.

IMPROVING PERFORMANCE WITH INSIGHTS

The data captured from Ada’s Analytics
Dashboard is depended on by stakeholders
across the company who use the insights to
improve the mobile app’s processes, plans,
and pricing. 


“We see every customer service
interaction as product feedback,”
explains Nimrod. “That’s why Ada’s
value hasn’t only been in how the
platform improves our customer
experience, but also in how it
provides us with the information we
need to understand how to improve
our product.”

As the market leader in Automated Customer Service (ACX), Ada is
the only chatbot platform purpose-built to support an
automation-first customer service strategy.

By diminishing dependence on IT and uncovering new opportunities
for revenue, Ada's automation is designed to transform the support
model from a cost center to profit center. Headquartered in Toronto,
Ada enables clients around the world, like TELUS, AirAsia, and
UpWork, to put automation and AI at the front end of their
customer service strategy, thereby freeing live support agents to
have greater impact.
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+1 (855) 232-7593
hello@ada.support
@AdaSupport
facebook.com/getadasupport
linkedin.com/company/ada-support-inc.

