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CASE STUDY

ŠKODA AUTO UTILIZES TENEO TO
BUILD AND SCALE INDUSTRY-LEADING
CONVERSATIONAL AI TO DRIVE GROWTH
ACROSS EUROPE
In a collaborative effort between Artificial Solutions and ŠKODA AUTO the
Conversational AI solution ‘Laura’ has been developed and deployed across
Europe in order to supercharge customer experiences and support the rapid
growth and upscaling of ŠKODA AUTO’s digital engagement strategy.

KEY HIGHLIGHTS
•

‘Laura’ CAI solution has scaled to cover
13 European regions in less than two
years

•

Significant competitive edge in the
automotive industry

•

100% increase in customer requests
from April – March 2022 with 0 platform
performance issues

•

Full GDPR compliance and data security

•

SaaS model enabled costs to stay low
but production to scale up

•

Extreme complexity of project has been
made simple via platform flexibility

•

•

Technical requirements of developer
teams met throughout the development
project

Multidisciplinary team enabled by suite
of bespoke features allowing for even
greater future expansion and future
proofing

READ ON
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COMPANY
Founded in 1895, ŠKODA AUTO is one of the world’s oldest car
manufacturers. The company is a subsidiary of Volkswagen
Group and in 2021 alone, a total of 878,000 cars were delivered to
customers worldwide.

THE CHALLENGE
The automotive industry has undergone a rapid change over the past
decade with a variety of market forces, environmental factors and
user behaviors impacting some of the largest organizations on the
planet.
Rapid digital transformation has been required of automotive
manufactures as a result of industry disrupters and a shift
in expectations from online customers. For decades, the car
showroom represented the central point of sale for the automotive
industry, however, converting digital users to test drive bookings
has represented a challenge for the sector. The added impact of
COVID-19 in 2020 and 2021 added to the pressure on manufactures
to convert digital traffic to test drive bookings.
“ŠKODA AUTO needs to adapt to the changing industrial environment
to satisfy its customers’ needs and become a people-focused brand
that provides end-users with genuine value.”

NEXT LEVEL – ŠKODA STRATEGY 2030
MISSION: Modern accessible mobility with everything you need and
surprises you love
VISION: We will help the world live smarter
According to ŠKODA AUTO’s 2021 Annual Report, “the Company
plans to sell every fifth car online in 2025, while customers are
already now benefiting from a virtual showroom concept in selected
European markets. The Simply Clever strategy is designed to not
only deal with physical solutions for the brand’s cars but also the
associated services and user experiences. ŠKODA AUTO wants
to listen to its customers even more carefully when designing its
products.”
ŠKODA AUTO has ambitious plans for 2030, which include key
sustainability targets and the intention to be one of the top five
selling makes in Europe in seven years-time.
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THE CONVERSATIONAL AI SOLUTION
A multidisciplinary international team built ‘Laura’ using Teneo in
2020 and quickly scaled the solution over a two-year period. The
solution rapidly transformed the digital experience of visitors to
ŠKODA AUTO digital properties, providing major improvements
to customer journeys with a totally automated system. In a short
time frame, the ŠKODA AUTO team were able to communicate and
engage with millions of additional users while supporting their
individual requests and requirements.

THE RESULT WAS A MAJOR INCREASE IN TEST DRIVE
BOOKINGS AND ONLINE ENGAGEMENTS
‘Laura’ was able to collect data across a number of touch points and
provide highly personalized recommendations to drivers reviewing
ŠKODA´s product range. The engagements and interactions helped
SKODA to adapt responses based on personal preferences.
‘Laura’ is able to lead the customer into the car configurator to help
specify the details including upselling with additional warranties and
service agreements before can scheduling a test drive at the nearest
dealer based on actual availability of a car similar to the one the
customer has configured.
Thanks to Teneo’s topic switching ability, the customer can at any
time interrupt the conversation and for example, return back to
advice about what car to choose, or see what options might be
available on a different budget.
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SCALING A MAJOR CONVERSATIONAL AI SOLUTION
Following the successful implementation of ‘Laura’ and a high
ROI being achieved from the project, ŠKODA AUTO recognized the
importance of rapid deployment in new markets.

“The expansion of our Conversational
AI solution in these key regions further
demonstrates our commitment to provide our
customers with the best service and experience
possible. The dedicated team has been working
hard in order to expand the market coverage
and capabilities of ‘Laura’ and we’re extremely
excited about the next phase of our project and
look forward to sharing ‘Laura’ with millions
more people.”
VERONIKA MAREČKOVÁ
Business Lead from ŠKODA AUTO
Unlike a wide variety of other Conversational AI platforms, Teneo was
able to seamlessly support the wide range of requitements from the
ŠKODA AUTO team, who faced minimal friction in the development
and deployment of the solution in new languages and regions.

“Once more, Teneo has demonstrated its
ability to scale solutions effortlessly and adapt
to highly complex requirements and client
needs. ŠKODA AUTO has enjoyed significant
success and gained a competitive edge over
its competitors over the past two years by
investing in Conversational AI and by showing
a commitment to growing its dedicated team.
I’m thrilled with the results we have achieved
so far and look forward to many more years of
expansion and success.”
JOEL PLAZZOTTA
Account Executive for Automotive, Artificial Solutions
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COUNTRIES COVERED BY ‘LAURA’
•
•
•
•
•
•
•

France					
• Slovakia
Sweden
• Serbia			
Spain					
• Ireland
Ukraine
• Finland			
United Kingdom 			
• Italy
Czech Republic
• New Zealand
Poland

A PLATFORM DESIGNED, DEVELOPED AND MAINTAINED
FOR TECHNICAL EXPERTS
Following the expansion of the ŠKODA AUTO CAI solution across a
number of new regions across Europe in April 2022, Teneo received
a 100% increase in the volume of requests from ŠKODA’s websites.
The rapid increase in demand from Teneo did not cause a single
moment of downtime for the platform as the system architecture
automatically increased its bandwidth to handle the increased load.
This allowed ŠKODA to instantly deploy the solution across their
digital properties without technical issues or drawbacks to their own
websites or customer engagement.
For Conversational AI development teams there are no limits to
scalability or system expansion. This has been a fundamental
aspect and benefit for the successful delivery and deployment of
the ŠKODA AUTO project.

Get in touch with us for more information
info@artificial-soutions.com | www.artificial-solutions.com

Teneo ® is a registered trademark in Europe

