
Case Study:
Chatbot Optimization 
at Embark

How Embark achieved a 75% reduction in 

volume and 96% chatbot resolution rate 

with an optimization from Peak Support
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Peak Support has been wonderful. I really 
cherish the relationship. The weekly reports 
are so good, sometimes I take pieces and 
send it to our CEO. You’re more than partners 
to me, you're like colleagues. I really 
appreciate everything that Peak has done, 
from the basic support to the detailed 
analysis and proactive problem-solving." 

–Val Amato, Associate Director, Customer Support



Our CX Tech & AI Solutions
We bring technology with a human touch. We can optimize your existing tech stack or bring 

new technology to improve quality and efficiency.

Tech & AI 

Implementation

We implement a 

custom support 

platform and/or AI 

tools.

Tech & AI 

Optimization

We optimize your 

existing tech stack to 

improve quality and 

drive results.

Tech & AI

Full Service

We take CX off your 

plate. We provide a 

complete solution 

including all tech and 

system administration 

responsibilities.
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Overview

Embark, an ecommerce company that sells pet DNA products, need 

to cut costs on its support team while maintaining exceptional 

customer satisfaction.

The Situation

Embark engaged Peak Support's CX Tech & AI Solutions Team to 

optimize their chatbot. Peak Support updated the chatbot flow, 

optimized the client's help center, designed improved agent assist 

functionality, and launched pro-active chat to drive sales.

The Solution

❑ 75% reduction of chat volume

❑ 96% of chatbot engagements resolved without 

human intervention

❑ 97% CSAT rating maintained

The Results

Read on for more details!
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• Embark, a provider of pet DNA testing kits in the eCommerce 

industry, was seeking ways to reduce costs while maintaining 

an exceptional customer experience.

• Embark has been a Peak Support client since 2020, with 15 

agents in the Philippines providing email and live chat support, 

regularly achieving QA scores of over 98% and CSAT of over 

95%.

• Embark sought to optimize its Zendesk chatbot, to increase 

the number of tickets that didn't require human intervention, 

while maintaining high quality customer care.

The Situation

"It's wild how good our CSAT is."
-Val Amato, Associate Director, Customer Support
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❑Peak Support ran a 60-day 

accelerated optimization, 

including:

oCX Health Check

o Help Center Optimization

o Updated Chatbot Flow

❑Peak Support suggested that 

Embark launch pro-active chat 

to drive sales. Testing launched 

in August with pro-active chat 

going fully live in September.

The Solution

Discovery 
Sessions > CX 
Health Check

Optimization 
Development

June

Knowledge base 
enhancements

•New articles

•Content blocks & 
updates

July

New chatbot 
menu 
introduced

July

New proactive 
chat testing 
begins

August

Seasonal 
promotions 
launched on 
Proactive Chat

September



Key Improvements

• Revised main menu to 
be more customer-
centric

• Updated flow to 
ensure chatbot 
pointed to correct 
articles

• Redesigned to make 
agent transfer the last 
option

• Created 27 new 
articles, updated 201

• Updated headlines to 
question format

• Changed multi-topic 
articles to single-topic

• Created content 
blocks

• Added keywords and 
tags to articles

• Added more 
"Contact Us" links

Updated 
Chatbot Flow

Help Center 
Optimization

Improved 
Agent Assist

• Launched proactive 
chat to drive sales

• Added widget to 
all "shop" pages exclu
ding checkout

• Bot uses 
conversational
phrases

• Auto transfer to a 
team member during 
online hours

Launched 
Proactive 

Chat

• When chats are 
transferred to an agent, 
we gave the agent 
more details about the 
customer's inquiry

1 2 3 4
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Results

96%
Of chatbot interactions 
successfully resolved 
without agent intervention, 
up from 77%

75%
Reduction in volume of 
chats handled by human 
agents

97%
CSAT maintained across all 
tickets

68%
Improvement in first reply 
time on chat, from 28 
seconds to 10

237% 
Increase in revenue per chat 
for proactive chat 

8%
Increase in average order 
size when customers 
engaged with proactive chat
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Pre-Optimized
Reactive Main Options

Optimized Reactive 
Main Options
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Pre-Optimized
Reactive Routing

Optimized
Reactive Routing
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Helpdesk article reboot (slide 1 of 2)
Articles were revised to focus on one topic, and to be phrased as questions.

Original Help Center Article Article Title Revision

My breed club is interested in partnering with you. How 

do we get involved?
Does Embark offer partnership?

Will new health conditions be added to my dog’s 

profile retroactively?

Will you update my results with the newly added 

health conditions?

About the Embark for Breeders test kits What is included in the Breeders test kits?

What’s the difference between the Breed ID kit, the 

Breed + Health kit, and the Purebred kit?
What are the different kinds of kits for dog owners?

What's the difference between the Embark for 

Breeders kit and the Breed + Health kit or Purebred kit?

What's the difference between the Embark for 

Breeders kit and Dog Owner's kit?
1/2

https://help.embarkvet.com/hc/en-us/articles/360057606654-My-breed-club-is-interested-in-partnering-with-you-How-do-we-get-involved-
https://help.embarkvet.com/hc/en-us/articles/360057606654-My-breed-club-is-interested-in-partnering-with-you-How-do-we-get-involved-
https://help.embarkvet.com/hc/en-us/articles/13654055120027-Will-new-health-conditions-be-added-to-my-dog-s-profile-retroactively-
https://help.embarkvet.com/hc/en-us/articles/13654055120027-Will-new-health-conditions-be-added-to-my-dog-s-profile-retroactively-
https://help.embarkvet.com/hc/en-us/articles/360059557793-About-the-Embark-for-Breeders-test-kits
https://help.embarkvet.com/hc/en-us/articles/360043352233-What-s-the-difference-between-the-Breed-ID-kit-the-Breed-Health-kit-and-the-Purebred-kit-
https://help.embarkvet.com/hc/en-us/articles/360043352233-What-s-the-difference-between-the-Breed-ID-kit-the-Breed-Health-kit-and-the-Purebred-kit-
https://help.embarkvet.com/hc/en-us/articles/360043336454-What-s-the-difference-between-the-Embark-for-Breeders-kit-and-the-Breed-Health-kit-or-Purebred-kit-
https://help.embarkvet.com/hc/en-us/articles/360043336454-What-s-the-difference-between-the-Embark-for-Breeders-kit-and-the-Breed-Health-kit-or-Purebred-kit-
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Helpdesk article reboot (slide 2 of 2)
Articles were revised to focus on one topic, and to be phrased as questions.

EMBARK Help Center Articles Article TITLE Revision

I got an email saying my results are ready, but when I 

log in, I don't see any results

Why did I receive an email saying that my results are 

ready but I can't see it when I log in?

I forgot my password and can't log in! How do I reset or 

change my password?
How do I reset or change password?

About Diversity, MHC & DLA Y- What does Diversity mean?

My registered purebred dog has mixed breed 

ancestry. Does that mean they aren't a purebred 

dog?

Why does my registered purebred dog have mixed-

breed ancestry? Is it, not a purebred dog?

My results just say Bulldog. What kind of bulldog do I 

have?
What kind of bulldog do I have?

2/2

https://help.embarkvet.com/hc/en-us
https://help.embarkvet.com/hc/en-us/articles/360001775493-I-got-an-email-saying-my-results-are-ready-but-when-I-log-in-I-don-t-see-any-results
https://help.embarkvet.com/hc/en-us/articles/360001775493-I-got-an-email-saying-my-results-are-ready-but-when-I-log-in-I-don-t-see-any-results
https://help.embarkvet.com/hc/en-us/articles/360043516253-I-forgot-my-password-and-can-t-log-in-How-do-I-reset-or-change-my-password-
https://help.embarkvet.com/hc/en-us/articles/360043516253-I-forgot-my-password-and-can-t-log-in-How-do-I-reset-or-change-my-password-
https://help.embarkvet.com/hc/en-us/articles/360056639893-About-Diversity-MHC-DLA
https://help.embarkvet.com/hc/en-us/articles/10872166570907-My-registered-purebred-dog-has-mixed-breed-ancestry-Does-that-mean-they-aren-t-a-purebred-dog-
https://help.embarkvet.com/hc/en-us/articles/10872166570907-My-registered-purebred-dog-has-mixed-breed-ancestry-Does-that-mean-they-aren-t-a-purebred-dog-
https://help.embarkvet.com/hc/en-us/articles/10872166570907-My-registered-purebred-dog-has-mixed-breed-ancestry-Does-that-mean-they-aren-t-a-purebred-dog-
https://help.embarkvet.com/hc/en-us/articles/10874851299483-My-results-just-say-Bulldog-What-kind-of-bulldog-do-I-have-
https://help.embarkvet.com/hc/en-us/articles/10874851299483-My-results-just-say-Bulldog-What-kind-of-bulldog-do-I-have-
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