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Overview
Get Safe Online is a unique public/private sector, 
not-for-profi t organisation dedicated to providing 
information and advice on online safety and 
security to the UK public and small businesses. 
It is the UK’s leading source of unbiased, authoritative 
and easy-to-understand information on protection 
against fraud, identity theft, viruses, abuse and 
many other problems encountered online - as well 
as physical computer or mobile device theft/loss, 
backups and related topics. Jointly funded by HM 
Government and leading organisations from the 
technology, banking, retail and other sectors, 
Get Safe Online also has other partners which 
provide invaluable technical, logistical and
 communications support.

Get Safe Online’s key communication channel 
is its website – www.getsafeonline.org – as well 
as outreach activity, lobbying, partner activity, PR 
and social media. It has risen to the challenge of 
communicating effectively with all its audiences, 
representing a massive cross-section of individuals 
and businesses – with information and advice that 
is free, impartial and pragmatic.

“By providing quick, easy access to Get 
Safe Online’s vast online information resources 
and removing the need for users to telephone 
us directly, our V-Person solution has enabled 

us to provide a great experience within 
the budget constraints of our not-for-profi t 

organisation.”

Chief Executive, Get Safe Online

The Challenge
 

Get Safe Online’s key communication channel – its website - is arranged in a simple and logical manner to make 
it easy for users to fi nd and navigate to the information they need. From an intuitive menu and links, users can 
fi nd what they want not only by where it should be located technically, but where they would expect to find 
it based on their perceptions and common usage.  However, since everyone has a different way of 
searching for information when they access the site, it was decided to offer an alternative 
method of fi nding advice easily and effi ciently.  



The Solution
After extensive research and consideration, the 
ideal solution was Creative Virtual’s V-Person™, 
a tool already used by many high-profi le, customer 
-facing organisations to increase their self-service 
capabilities. 

Dubbed Terry Tablet, Get Safe Online’s virtual 
assistant gives site visitors the ability to type in 
questions in plain English, making fi nding the 
relevant advice fast and easy. The tool not only 
provides an instant response, but also points 
visitors to the most appropriate page(s) for 
more comprehensive information and advice 
on their selected topic. 

The virtual assistant appears within a popup and 
can be accessed through a prominent panel on 
the homepage and buttons from individual subject 
pages. The solution is hosted by Creative Virtual 
and launched on the Get Safe Online website in 
May 2013.

Get Safe Online and Creative Virtual collaborated 
closely to develop a database based on the website 
content. The database allows Terry Tablet to respond 
to questions with answers that contain simple advice 
as well as opening the relevant advice page from 
the website. 

Through implementation of glossary links, Creative 
Virtual has given Terry Tablet the ability to defi ne a 
variety of terms for users within the answer. All the 
user needs to do is hover over any word or phrase 
with a blue dotted underline, and the defi nition 
automatically appears for further clarifi cation.

Terry Tablet also utilises Get Safe Online’s video 
collection by giving users the option to view 
videos as part of his answer text when related 
content is available.

Creative Virtual provides comprehensive reporting 
to Get Safe Online, which not only allows the organ-
isation to monitor trends but also update the questions 
database and, perhaps most importantly, gain 
insight on potential new content for the website.

In 2014 Get Safe Online implemented a website 
redesign featuring separate Personal and Business 
areas. To coincide with their new website release, 
they collaborated with the Creative Virtual team 
to provide a second virtual assistant that would be 
considered business professional and Gabby was born. 

With a new template and business professional 
presentation, Gabby has been serving website visitors 
since November 2014 with the same goal in mind – 
to increase customer’s self-service capabilities. She 
offers the same information as Terry Tablet but with a 
more professional look and feel to appeal to business 
professionals visiting Get Safe Online’s website. 



The Result

Why Creative Virtual?
Creative Virtual is a global leader in customer experience engagement solutions. We have over ten years 
of experience working with organisations across a variety of industries, including HSBC, Verizon, National 
Rail Enquiries, Autodesk, Lloyds Banking Group, Renault and Commercial Bank of Dubai. Our innovative 
V-Person solutions bring together advanced technologies in knowledge management, natural language 
processing and virtual assistants for Smart Help tools that are unique in the marketplace today. Let us help 
you gain that competitive advantage with our powerful and fl exible omnichannel customer engagement solutions.

Contact Creative Virtual at www.creativevirtual.com or email info@creativevirtual.com

Get Safe Online is a small organisation with very limited resources and no contact centre, so giving users 
the ability to fi nd the information they want quickly and easily is paramount. Their V-Person implementations 
provide website visitors with an additional means of fi nding the information they seek, thereby enhancing 
usability, increasing average pages per visit and reducing bounce rates. 

Get Safe Online is also able to cater to the wide variety of their audience by offering both a fun and playful 
Terry Tablet to the general public on the Personal area of their website and a professional Gabby for those 
seeking advice on the Business area of the website.

Through the use of promotions, Get Safe Online has increased awareness of their self-help tools and 
statistics clearly show a rise in usage of their V-Person by website visitors. For example, during the four 
month period of June to September 2014 they saw an increase in conversations of more than 150% over
the same period during 2013. 


