
The Challenge
Stanleybet experienced a massive increase in player registration, and 

a shift to digital, during the COVID-19 pandemic. The customer 

onboarding process needed to scale up and work seamlessly to 

prevent customer drop-off.


Player growth created an increase in repetitive queries, stressing the 

Customer Support agents and leaving little time to nurture 

relationships. Additionally, a larger language capacity was required, 

coupled with the evolution of responsible-gaming requirements. 

Stanleybet recognized they needed to take a data-driven approach.
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Leading European Gaming Operator 
Successfully Implements AI to Automate 
Player Engagement
The Stanleybet Group is among the largest iGaming operators in Europe. The company is present 
in Belgium, Cyprus, Italy, Malta, and the UK where it operates in the B2C market with over 2,000 
branches and 3,000 employees and collaborators. 

Key Targets Stanleybet Set out to Achieve

24/7 Customer Support 

A solution that never sleeps, goes 
offline or takes a break.

Self-Service Technology 

A fully automated service which 
redirects to a human when needed.

Data Insights

A solution that provides new insights 
on customers’ sentiment and needs.

Full integration

Direct back-office interoperability to 
provide player data, verification and 
transaction status.

Scalability

A method that can scale 
proportionately to an increase in 
demand.

Quality & Consistency

Providing players with the best 
service irrespective of the time of 
which agents are ‘on call’. 

Speed

Reducing the wait time for response 
and resolution.

Outstanding Results Highlighted

43,832 
fully automated

conversations in 9 months

27%

6,000+ 
man hours saved

in 9 months

34% 
of all conversations auto connect 
to the backoffice to retrieve 
personal customer data

35%
of all Contact Centre traffic 
automated through the Virtual 
Agent (VA)

96.5%
recognition rate by the Virtual 
Agent (VA)

Automated 
Conversations Winning 
When it Comes to 
Customer Support

As the Virtual Agent matured rapidly, human 

assistance was reduced by 27% within 9 

months of operating. While fully automated 

conversations grew from 34% in May to 

52% in January.
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Automation of Key Services & Processes

Verification Bonus Requests Authentication Withdrawal Issues & Management

Risk Control & Night Limits Deposit Management Bonus Issues VIP Management

Bet Checks & Issues Activation Processes Documents based verification

Platform Issues Login Assistance Deposit Issues Limit Checks Balance Checks

Registration Processes Account Status & Processes Contact & Complaints
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61% Boost in Player Satisfaction 

Players rated their experience with the 

Virtual Agent. Results showed that the 

satisfaction rating increased by 61%, from 

107 points in May to 173 points in January. 

Stanleybet registered a positive outcome 

from its customers and is now constantly 

expanding the use-cases that the Virtual 

Agent can tackle.

Conversational AI Provides the Needed Edge

Customers want a real conversation 

that has empathy. Stanleybet’s 

Virtual Agent is built using Artificial 

Intelligence (AI) that accesses 

customer information securely and is 

fully aware of the context of the 

conversation.

The Virtual Agent handles requests 

and tasks on your behalf, like a 

human agent. VAs improve customer 

experience, reduce churn and 

optimise productivity. They 

seamlessly integrate with industry-

leading CRMs such as Salesforce, 

ZenDesk, Freshchat, LiveChat and 

more.

AI capabilities mean the Virtual Agent 

improves over time, learning new 

processes. Also, once it realises that 

the conversation has become too 

complex for it, it automatically 

transfers to a human agent who can 

swiftly respond to the requirements.

Fully support your players
A Virtual Agent that’s there 24/7, 365 days a year and supports 

100+ languages. Always be there for your customers, whenever 

they need you most while speaking their language.

Compliance Ready
Protect vulnerable customers. Our 

responsible gaming solution is 

compliance-ready and triggers 

workflows to immediately ban or act on 

any flagged data point.

Infinitely 
scalable
Scale quickly for one-off 

events, like tournaments with a 

Virtual Agent. Your VA will 

handle all of the onboarding, 

KYC and other repetitive 

questions.

Omni-channel
Working across all channels, 

your Virtual Agent is always 

evolving using AI and Natural 

Language Processing to talk with 

the customer and take care of 

their requests.

Crucial data 
collection
Integrate your marketing channels 

and apps into your platform and 

start collecting vital data that 

allows you to improve the 

personalization for cross-selling.

End-to-end coverage
Benefit from a full set of deliverables, including the 

dialogue design, which will make your project pain-free. 

Our solution works with all internal systems, including 

self-built solutions.

Reduce stress on HR
Your Virtual Agent will help reduce the 

need to hire and retain more staff. It will 

also liberate your existing team for 

repetitive workflows.

 “We love the results! As a data-first company, working with our Virtual Agent 
Claire has helped us increase productivity, cut running costs and achieve 
positive levels of customer satisfaction. We have reduced customers’ waiting 
time and automated entire workflows to provide a quick resolution to specific 
customer queries.”

– Dalia Pecingina, Head of CX, StanleyBet Group

Contact us for a free consultation

Malta: (+356) 2010 5006

UK: (+44) 0203 916 0018

Cyprus: (+357) 25000350

hello@ebo.ai 

www.ebo.ai
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