
1.7 million 
questions answered 

with 

over

95%

of inputs matching with 

existing content

Conversational AI 

Success Story

Age UK is the United Kingdom’s largest charity for older people, providing 

services and support at both a national and a local level to enable and 

support older people.

Key Goals Achieved

Improve discoverability of 

a large amount of online 

content

Give people more ways to 

easily interact with and find 

information

Resolve easy-to-answer 

queries online to reduce 

Advice Line calls

Be proactive in testing new 

innovations to better meet 

the charity’s goals

The V-Person™ Solution

Since the launch of the virtual assistant on the Age UK website in 

March 2017:

During 2020, Age UK saw a shift in how people were accessing 

information and upgraded their virtual assistant to improve support.

68%

An upgrade to a more 

mobile-friendly interface 

design delivered a 

better experience to the

of users accessing the 

website via mobile or 

tablet.

After the interface 

upgrade launched in 

April 2021, usage of the 

virtual assistant 

increased

50%

45%

of engagements used 

custom conversation 

flows designed to guide 

users to the right 

information

Most used 

conversation 

flows:

Volunteering (53%)

Telephone 

Friendship (25%)
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Why Creative Virtual? Creative Virtual is a conversational AI leader recognised in the industry for our two decades of 

experience and unmatched expertise. Our success lies in the ability of our highly experienced team to deliver best practice 

expertise alongside our award-winning technology. We collaborate with organisations around the world to improve their 

customer, employee, and contact centre experiences with customised chatbot, virtual agent, and live chat solutions.

Learn more: www.creativevirtual.com |  info@creativevirtual.com

Web chat was also added in April 2021 to provide live 

agent support on the website, increasing the number of 

channels available and improving accessibility.

Through an integration of V-Person with Twilio, users are seamlessly handed 

over to a live agent within the virtual assistant interface.

The live agent is passed the user’s full conversation with the virtual assistant 

within the Twilio agent view. This enables them to immediately pick up the 

conversation with relevant information and advice.

Positive Feedback

over the next year.

“The virtual assistant makes it easier 

for us to better understand the 

customer’s needs before they connect 

to us directly. It paves the way for us to 

dig a bit deeper into what the customer 

needs and smooths the process for the 

customer in getting the answers they 

need without having to go through 

everything again.”

-Advisor, Age UK Advice Line Team

“Reading through what the 'caller' 

has written in the chat with the virtual 

assistant before connecting to an 

advisor can be helpful if they are a 

slow typist, as you can pre-empt 

some of the information they are 

going to ask you for and start looking 

for sign postings and guides they 

may find useful.” 

-Advisor, Age UK Advice Line Team
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