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WHERE WE SEE CHATBOTS MOST, AND THEIR IMPACT

One of the major areas you initially saw chatbots scale was recruiting and talent management functions. You

can argue that bots shouldn’t necessarily be talking to candidates in the name of “candidate experience,” but

bots are good at handling FAQ and application status, so logically it makes sense at scale.
Another common use is customer experience chatbots, which place orders and make appointments.

There are other industries where chatbots are common, notably e-commerce, HR functions, travel and
hospitality (largely to help cover different time zones), and even health care (bots can help patients pre-fill

information to make the actual visit more efficient).

Customer experience and support is typically the main focus of a chatbot. 63% of customers typically stop
dealing with a company after one poor experience, and 70% don’t want to wait more than two minutes for

an answer they seek. Chatbots specifically address both of those concepts.

As for some of the core functions that chatbots can typically provide? Here’s a partial list:

e |Improving customer service: This means getting customers quick answers to FAQ, or reducing wait
time, giving customers another option instead of waiting, etc.

e More effective shopping process: A customer sends specifications to the chatbot, and the chatbot can
go into the inventory or contact the sales department directly -- plus, preferences get saved, so the next
time the customer returns, that information is pre-loaded.

e Personalization: Instead of a customer having to navigate a website with potentially hundreds of
different pages and navigation options, the chatbot creates a 1-to-1 conversation.

e Response rate: Chatbots can reply to 100% of messages, which humans often do not do (largely
because of time being a finite resource). When responses are actually answered, you obviously have a
better chance of converting a visitor to a buyer.

e The automation of repetitive tasks or questions: This saves your business time, and it keeps your
customers happy. Who wants to wait forever for the answer to a simple question, when you can get it
quickly from a chatbot?

All in all, the benefits of chatbots are pronounced both internally and externally:

e Internally (your processes): Save time, focus on more important things, retain and up-sell customers,

and save money.

e Externally (your customers): Make your digital processes easier for them, save them time, keep them

happy and returning.
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IS THERE A DRAWBACK TO CHATBOTS, THEN?

Sure, there are drawbacks, although as chatbots evolve, there are less and less. Probably the biggest
disadvantage is that most simple, basic chatbots are designed to answer first-level questions only, as
opposed to more complex queries -- and that could potentially frustrate customers. Now, there are simple
workarounds to that on the business side, including training chatbots to immediately route complicated
questions to a live support person. But because chatbots operate from a specific database that could

be limited in scope, they work best for FAQ and repetitive, automatable processes as opposed to deep

conversations with customers.

That said, with increasing chatbot complexity, there is increasing possibility for more complex
conversations that involve full decision trees, including selecting vacation opens and then booking them.

Those chatbots are less normative, but the field is evolving daily.

‘ WHAT PERCENTAGE OF COMPANIES ARE USING CHATBOTS RIGHT NOW?

About 40% of companies with 500+ employees currently deploy at least one chatbot or Al-driven assistant
right now, and financial services is expected to automate up to 90% of consumer interactions with
chatbots by EOY 2022. Gartner has predicted that 85% of customer interactions will be managed without
humans by EOQY 2021, and by the end of 2023, that could mean 2.5 billion customer service hours saved by

companies. (That's the equivalent of 285,388 years.)

Per Forrester and others, the chatbot industry has a compound annual growth rate (CAGR) of 27.9%, and

should be a $10 billion sector by 2024.
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‘ HOw MUCH MONEY CAN BE SAVED?

This figure does vary by industry, but in general, customer service costs can be reduced by 30%. Businesses
all-in spend about $1.3 trillion on 265 billion customer calls per year. Chatbots can help businesses save on
customer service costs by speeding up response times, freeing up agents for more challenging work, and

answering up to 80% of routine questions.

Chatbots are expected to help trim $8 billion from business costs by next year. And it’s not just about
shaving costs, either: many businesses use Chatbot technology to generate leads and make sales. Chatbots
can proactively alert customers to sales and discount opportunities, increasing upsells and engaging
visitors. Chatbots on third-party messaging platforms such as Facebook Messenger can provide useful
content that drives visitors to the company website. They can also offer expansive menus that present
customers with options that they weren’t even thinking about when they initiated the chat - encouraging

clicks and product discovery.

To determine exactly how much your brand could save, get in contact with us.

‘ SHOULD YOU BUILD YOUR OWN CHATBOT, THEN?

You theoretically could, although without a proper development background, it’s very likely to be a longer,

time-consuming, potentially-frustrating process. There are tutorials online to guide you, but typically a

better approach is a third-party, outsourced chatbot solution.

At Conectys, we partner with Google, Microsoft, and UiPath. Our bots are designed to engage with your

end users. It's very multi-faceted, including ES documentation.

At the same time, it's important to note that Conectys deeply believes in the intersection of human beings
and technology. We don't see technology, however advanced, as a replacement for human beings by any
means. In fact, during the pandemic, we grew headcount 30%, largely among agents, and we’re about

to (might have when you read this) clear 3,000 total global headcount. We think the most productive
customer experience comes from human and tech working together. Our delving into chatbots was more
a function of what the market, and our customers, wanted to see around natural language processing, Al,

machine learning, and the ability to more rapidly scale customer support efforts.

While chatbots can no doubt capture data about customer preferences and trends (this item being
returned more, etc.), human agents do that very well, and then can go inform sales, marketing, and

product discussions.

This leads nicely into an important point.



https://www.conectys.com/contact/
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AREN'T CHATBOTS AND Al DESIGNED TO TAKE JOBS AWAY FROM PEOPLE?

No. This is a misunderstanding. Chatbots and Al are designed to optimize processes around people’s
time, priorities, and the scaling of quality customer experience. While many do invest in Robotic Process
Automation (RPA) and chatbots as a form of cost containment or control -- we would never ignore that
topic -- the goal of these innovations is not to remove humans from the workforce, but to make human

contributions more value-add.

For example, with one hardware provider we work with, when we began automating some of the support
processes, the human agents were able to notice new trends in languages we needed to support and the
need for Sunday coverage as well. We presented that to the client, who accepted and was glad to have a
strategic partner looking out for their brand in the process. Some of those decisions are arrived at because
human agents have more time to think about the client engagement when a portion of their support work

goes to automated processes.

WHAT SHOULD YOU DO NOW REGARDING CHATBOTS?

Feel free to connect with us if you'd like. We have been in business since 2004, and now do customer

experience work with several major global brands, including social media, travel, hospitality, and financial
services. We work in 35+ languages, 24/7, with 11 global delivery centers -- and in 2019, we began building
our digital-first team with consultants focused on RPA and chatbots. We expect this team to grow

exponentially in coming years; we also just added a new CTO.

We'd love to discuss how chatbots could most benefit your customer base.
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