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Practical guide to 
MASTERING CHATBOTS



Chatbots offer valuable 24/7 support to businesses, 
providing an automated alternative to sending all inquiries 
HMVIGXP]�XS�EKIRXW�Ū�[MXLSYX�WEGVMƤGMRK�UYEPMX]��;IPP�XVEMRIH�
FSXW�GER�ERW[IV�GYWXSQIVWŭ�QSWX�GSQQSR��LMKL�ZSPYQI�
questions and enable agents to focus on higher value 
GSRZIVWEXMSRW�
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%W�GLERRIPW�QYPXMTP]��WS�HS�XLI�RYQFIV�SJ�VIEP�XMQI�
GSRZIVWEXMSRW�[MXL�GYWXSQIVW��*SVVIWXIV�TVIHMGXW�XLEX�
overall, digital customer service interactions will increase 
F]���	�MR������1 

8LEX�OMRH�SJ�KVS[XL�GER�WIIQ�YRQEREKIEFPI��IWTIGMEPP]�MJ�
]SYŭVI�EPVIEH]�WXVYKKPMRK�XS�WIVZI�]SYV�GYWXSQIVW�EX�WGEPI��

4PYW��]SY�WLSYPH�GSRWMHIV�FYHKIX��%HHMRK�QSVI�EKIRXW�XS�
XLI�TE]VSPP�GER�FI�GSWX�TVSLMFMXMZI��EW�EKIRXW�GSWX����XS����
XMQIW�QSVI�XLER�QSHIVR�WIPJ�WIVZMGI�GETEFMPMXMIW��

6IGIRX�GLEXFSX�HIZIPSTQIRXW�PIX�]SY�FVMHKI�XLEX�KET��2S[�
]SY�GER�XEOI�TVIWWYVI�SJJ�]SYV�EKIRXW�[LMPI�MQTVSZMRK�
XLI�GYWXSQIV�I\TIVMIRGI��%VXMƤGMEP�MRXIPPMKIRGI��%-
�MW�XLI�
OI]�IREFPIV��TS[IVMRK�WIPJ�WIVZMGI�FSXW�JSV�TIVWSREPM^IH��
GYWXSQIV�ƤVWX�WIVZMGI�

Decide if it’s time to 
add chatbots 
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Bot benefits to 
your customers:
• 24/7, on-demand support

• Personalized service

• Fast and easy issue resolution

Bot benefits to your 
organization:
• Scale effectively to assist all customers

• Reduce costs

• Optimize employee resources 

1 https://go.forrester.com/blogs/customer-service-predictions-2021/

https://go.forrester.com/blogs/customer-service-predictions-2021/
https://go.forrester.com/blogs/customer-service-predictions-2021/
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/IIT�XLI�FMK�TMGXYVI�MR�QMRH��(IPMZIVMRK�GSRWMWXIRX��QIERMRKJYP�
I\TIVMIRGIW�VIUYMVIW�E�YRMƤIH�ETTVSEGL�XS�EPP�]SYV�GLERRIPW��
0SSO�JSV�FSXW�XLEX�SJJIV��

Functional capabilities  

• -RXYMXMZI�XSSPW�PIX�]SY�HIWMKR�GLEXFSX�ƥS[W��

• =SY�GER�I\IGYXI�QER]�XEWOW�Ū�IMXLIV�EPSRI�SV�
[SVOMRK�[MXL�SXLIV�FSXW�ERH�LYQERW��

• 8LI]�GER�FI�HITPS]IH�SR�QYPXMTPI�GLERRIPW�

2EXYVEP�PERKYEKI�YRHIVWXERHMRK��209
�TVSGIWWMRK�ERH�
speech support 

• Conversational bots, or having a roadmap to 
do that, prevent customer experiences that feel 
GPYRO]�SV�SYX�SJ�HEXI��%�UYEPMX]�GSRZIVWEXMSREP�
MRXIVJEGI�[MPP�OIIT�GYWXSQIVW�JYPP]�IRKEKIH�

Fit within the entire ecosystem integration 

• &SXW�WLSYPH�IRLERGI�XLI�GYWXSQIV�ERH�IQTPS]II�I\TIVMIRGI���

• (ITPS]�MRXIPPMKIRX�FSXW�XLVSYKL�SRI�TPEXJSVQ�
that can maintain context of customer 
engagements and share messages between 
YWIVW��FSXW�ERH�GVSWW�JYRGXMSREP�W]WXIQW��

Select the right technology
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Whether you’ve already 
implemented a bot and 
want to get more from 
it, or you’re trying to 
ƤKYVI�SYX�[LIVI�XS�FIKMR��
this guide can help.


