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AI is truly a game changer.
Chatbot applications allow businesses to 
simplify complex tasks and transactions, 
reduce costs, improve response times, and 
enhance customer satisfaction. Bots can also 
streamline processes, make decisions based 
on data, and generate insights from customer 
conversations.

AI enables us to provide customers with 
convenient, personalized, and timely 
assistance through any digital touchpoint with 
simple rule-based chatbots that can mimic 
human conversation.

It is easy to create helpful chatbots that 
enable customers to get the answers they are 
looking for without having to speak to a 
human agent.

What is more, you can quickly build a chatbot 
using a simple drag-and-drop interface and 
pre-defined and customizable templates.

AI chatbots use natural language processing 
or machine learning to understand customer 
requests and improve with each interaction.

Most intelligent bot solutions, lower your 
customer support 24/7 with simple rule-based 
or intent-based conversational chatbots.

Here are 3 good reasons why you should be 
using AI chatbots for your business:

According to the Zendesk Customer 
Experience Trends Report 2023, 72 percent 
of business leaders said expanding AI and 
chatbots across the customer experience is 
their priority over the next 12 months.

Acquire
Utilize unique entry points to capture 
leads.

Grow
Increase conversion rates with 
personalized offers.

Retain
Keep customers engaged and enrich 
their browsing experience.
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Using AI to enrich your customer 
experience is a no-brainer. Now you 
can build intelligent chatbots to 
engage, support, and generate 
leads. You can even automate your 
customer support and reduce costs 
with a no-code virtual assistant that 
supports conversational journeys 
across your customers’ preferred 
channels.
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Even at busy times, customers demand 
simple, quick service. Wait periods are 
eliminated with immediate support when bots 
take over the first interaction. Chatbots can 
offer worldwide, round-the-clock assistance 
to customers at their convenience, even 
during agent offline times, since they are 
constantly awake.

Chatbots are used by Photobucket, a media 
hosting service, to offer 24/7 assistance to 
foreign clients who may need assistance 
outside of usual business hours. Customers 
can use bots to quickly search for information 
on their own or obtain answers to frequently 
asked questions. Photobucket has witnessed 
a three percent gain in CSAT and a seventeen 
percent improvement in the first resolution 
time since putting a chatbot into place.

Offer prompt, around-the-clock 
customer service1 As per the CX Trends Report, a majority of 59 

percent of consumers who engage with 
chatbots expect that their information will be 
utilized to customize their subsequent 
encounters with a company.

Benefits of personalizing chatbots

AI-powered chatbots can leverage pertinent 
data to provide individualized experiences 
when they are coupled with your other 
business systems, such as your CRM, 
marketing automation software, or customer 
support tools. 

Here are a few instances:

Modifying messaging to reflect the stage 
of the customer journey

Suggesting appropriate goods or 
services by their inclinations, habits, or 
demographics

Delivering details about new goods and 
services

Although consumers are aware that bots 
gather personal information, they prefer that it 
be used to improve customer service. 

Provide the more individualized 
service2



Customers are no longer restricted to 
purchasing at nearby brick-and-mortar stores 
thanks to internet shopping. Since consumers 
can buy goods from any location in the world, 
removing obstacles to communication is 
essential to providing excellent customer 
service. 

Chatbots can ask the user for their preferred 
language at the beginning of a session or use 
artificial intelligence (AI) to guess the 
language based on user input. Multilingual 
chatbots are capable of multilingual voice, 
text, and chat conversations. AI can also be 
used in conjunction with multilingual chatbots 
to answer routine inquiries and carry out easy 
tasks in the language that the consumer 
prefers.

Assist in multiple languages3 Customers may encounter discrepancies 
when interacting with support teams because 
agents differ in terms of their training and 
level of knowledge. Chatbots provide 
consistent customer care experiences 
because they operate on predefined 
frameworks and pull answers from a single 
source of truth every time, while most firms 
strive to continuously improve their 
customer service training.

Clients who use your services regularly often 
never speak with the same support 
representative twice. 

Ensure more reliable assistance4

According to 37% of the agents surveyed for 
our CX Trends Report, clients show signs of 
visible frustration or tension when they are 
unable to finish basic chores by themselves. 
By offering self-service options, chatbots can 
assist reduce that by enabling users to swiftly 
and easily obtain information when they need 
to or handle simple problems on their own.

For instance, Zendesk bots can point users to 
help centre articles, FAQ pages, and 
community forums. To respond to frequently 
asked inquiries from clients, they can also 
extract data from your current knowledge 
base. 

Provide practical self-service 
choices5



Regardless of the channel or device they're 
using, customers expect conversations to 
flow naturally between platforms, so they can 
pick up where they left off.

However, not many companies provide this 
kind of expertise. You may use bots to 
respond to frequently asked queries via email, 
your website, Slack, and other messaging 
apps to differentiate yourself from the 
competition. For a seamless, unified 
experience, connect discussions between 
your AI chatbots, and the rest of your IT 
stack. 

An outline of how chatbots use AI to gradually 
offer an improved service may be found here:

Enhance customer service at 
every turn8

Over time, chatbots offer better self-service 
alternatives because they learn from every 
contact.

Companies can use chatbots to assist them in 
offering consumers proactive support and 
recommendations. Businesses can use 
chatbots to proactively connect with 
customers by monitoring user activity on 
their websites. 

A chatbot could be used, for instance, by an 
online retailer to welcome a returning 
customer and alert them when the inventory 
of the items in their cart is running low. 

Offer prompt customer service6

To communicate with brands, consumers use 
a variety of platforms, including social media, 
messaging applications like WhatsApp and 
Messenger, email, and phone calls.

Provide multichannel support7
Monitoring
Artificial intelligence chatbots monitor 
users' responses to each response they 
submit.

Collecting
Chatbots will continuously collect and 
analyze user data to deliver more precise 
and tailored responses.



Learning
Your chatbot will learn the best response 
for each kind of scenario based on the 
knowledge it acquires.

Refining
The chatbot will become more adept at 
deciding which queries to forward to an 
agent and, which ones it can handle 
answering on its own.

Chatbots lighten the effort of agents by 
intercepting and deflecting possible tickets. 
They assist clients in finding the solutions 
they need by handling monotonous jobs, 
answering general inquiries, and providing 
self-service choices. This enables agents to 
concentrate their skills on requests or 
complicated problems that call for human 
interaction.

These requests may differ according to the 
goods, services, or sectors that a firm offers, 
but they often consist of:Chatbots can be programmed to request 

customer feedback after conversation. To 
find out how the help conversation went, the 
bot can ask one survey question in the chat 
window. The customer has the choice of 
giving a rating between one and five and can 
add a written note for more details.

What's more, businesses can use chatbot 
interaction logs to search for and evaluate 
issues, commonly asked questions, and 
well-liked features and goods.

Get customer feedback9

Cut back on customer inquiries10

Providing tracking and order status data.

Providing product information.

Helping with refunds or returns.

Finding payment problems and 
maintaining account balances.

Getting thoughts.

Supplying self-service.



Simple chores and customer inquiries can be 
diverted by chatbots, but occasionally a 
human person should be consulted. By 
employing routing and intelligence to match 
the conversation to the most suitable agent 
based on talent, availability, capacity, and 
issue priority, bots with AI can gather crucial 
data at the start of an encounter. 

AI-powered advanced bots can deduce the 
intent and sentimentality of customers from 
their language and wording. On AI, these 
phrases signify:

Determine customer intent to 
provide more context11

Seventy-one percent of consumers think AI 
and chatbots speed up their responses, 
according to our CX Trends Report. However, 
receiving prompt service is only the 
beginning. To improve customer engagement 
and interactions in the following ways, 
chatbots can be a useful tool:

Maximize client, interaction12
Use triage and routing to streamline 
services13

Client intent
AI can discern the needs of the client, 
including the nature of their query.

Customer sentimentality
AI can discern whether a message is 
neutral, good, or negative.

Proactively notifying customers about 
tracking numbers, order statuses, or 
payment problems

Gathering customer opinions following a 
conversation or issue resolution.

Meeting the customer where they are by 
having synchronous or asynchronous 
conversations across channels.

Confirming appointments and sending out 
reminders.

Adapting messages to the voice and tone 
of your brand.



Replace laborious, manual sales duties with 
chatbots. They can plan product demos, 
gather leads, qualify them, and interact with 
website visitors.

What's more, through proactive 
communication, question-answering, and 
product or service education, chatbots can 
nurture prospects and potential clients along 
your sales funnel. Consequently, they can 
assist:

Maximize revenue14

These smooth transitions between chatbots 
and operators can improve customer 
satisfaction, speed up service, and save time.

Natural monologue can assist companies in 
generating leads. Conversational AI refers to 
the use of machine learning (ML), natural 
language processing (NLP), and customer 
data by AI-powered chatbots to identify text 
and voice inputs and generate a 
conversational flow.

AI bots may simulate human interactions and 
have a realistic conversation to answer 
inquiries while collecting customer data, as 
opposed to sending them to a form. The 
following types of data can be gathered by 
chatbots:

Boost the production of leads15

Pages that a buyer looked at.

Shopping carts left abandoned.

Verses.

Positioning.

Inclinations.

Reduce the bounce rate.

Maximize conversion.

Cut down on discarded shopping carts.

Automate upsell and cross-selling tasks.



Chatbots utilized for various purposes can 
leverage conversational commerce to reach a 
large number of customers at any given 
location. This means that companies use 
conversational technologies, such as bots and 
AI, to improve the buying experience, of such 
as e-commerce sites.

Online shops can, for instance, use bots to 
serve as virtual assistants, responding to 
inquiries from customers about products 
instantly or providing proactive support for 
items in their shopping carts to encourage 
them to make purchase.

Improve marketing and 
conversational commerce16

Conversational commerce can be leveraged 
by chatbots for a variety of uses to reach a 
large number of customers at any given time. 
This implies that businesses use 
conversational technologies like bots and AI 
to enhance the purchasing experience on 
their e-commerce websites.

Enhance conversational commerce 
and marketing17

Businesses can experiment with various 
messaging formats using chatbots to 
determine which ones perform best. You can 
set up A/B tests with certain chatbot systems 
so that users see various iterations of the 
conversational experience. You and your staff 
may ascertain, which versions are linked to 
clients based on their responses.

When A/B testing AI customer care bot 
messages, the following KPIs are important to 
keep an eye on:

Assistance with A/B trials18

The time it takes a consumer to reply to 
your chatbot is known as the activation 
rate.

The self-service rate refers to the chatbot's 
capacity to answer queries without the 
need for human (agent) participation.

For example, online retailers can employ bots 
to function as virtual assistants, answering 
consumers' questions about products 
immediately or offering proactive support for 
things in their shopping carts to entice them 
to buy.



Retention rate: the number of users who 
come back to the chatbot in a 
predetermined amount of time.

Confusion-causing factors: the frequency 
with which chatbots misread consumer 
messages.

Companies can also use bots to assist in the 
onboarding and training of new agents. During 
onboarding, chatbots are always available to 
answer questions even when managers or 
trainers aren't. AI can find pertinent help 
center articles and recommend the best 
course of action to new agents so they can 
assist clients in realtime.

Chatbots can be used by businesses to 
provide new hires with self-service tools, 
which will facilitate their integration into the 
company culture. Chatbots from HR and IT 
can assist new hires in learning about 
company policies and offer solutions to 
frequently asked queries.

Enhance onboarding and training 
for agents19

Naturally, a lot of the topics we've already 
discussed help create a better employee 
experience (EX) that lowers turnover, such as:

Additionally, bots can interact with staff 
members by presenting internal surveys and 
feedback possibilities. This enables your 
company to get employee sentiment and 
satisfaction scores.

Reduced attrition rates20

Streamlined processes

Tasks that are automated

Deflected tickets

Simplified onboarding process


