
October 16, 2013

Davis Theopolis,
President, Wingnutty, Inc.
324 Wingnut Dr.
Crescent City, CA 95531

Dear Davis Theopolis,

First off, we would like to apologize for the frustration we caused you over our new
speech self-service solution. You’re a valued customer with us and we wrote this letter
to attend to your concerns, showing you the advantages of our new self service system
as well as being able to have your lasting relationship with Avis Budget Group.

We understand that you were used to speaking to a live agent when making a
reservation, and even if this came to a surprise to you using our new
automated-system, rest easy we haven’t eliminated the choice of speaking to one. At
first we needed seven pieces of information before transferring to an agent however
due to the solution, the number reduced to three making you save time to speak with
one.

After some research, we found that for you the customer, switching to this new
self-service system had plenty of benefits that can accommodate for both of us. With
this new switch we’re able to:

▪ Save the customer’s time by making you speak with a live agent for general information.
▪ Save over $1.5 million USD making us able to continue our services.
▪ Deliver 100-percent uptime for everyone.
▪ Exceeded our expectations with call completion rate of 70 percent.
▪ Read your personal data once so that the agent can begin by addressing the caller’s

name, their location and afterwards, booking the vehicle.

We could see that the solution was going to drive both efficiency and put the customer
first. Knowing what the callers want and adjusting the call flow to give that to them as
fast as possible is the key to making the interactive voice response work.
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We hope you understand our reasons for this change, and we will like you to continue
being a part of us.

Also, as a valued Avis member, we will provide to you a 10% discount on your next
reservation as thanks.

Sincerely,

Christopher Ramsaroop
Avis Budget Group
7 Sylvan Way
Parsippany, NJ
(973) 451-0715
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