eBook - AI Chatbot 101

A Complete
Guide to Building
Chatbots

Key Takeaway
This eBook talks about the “when”, “why”, “what” and “How” of AI
Chatbots. It tells you why enterprises felt the need to opt for
conversational AI, what is an AI chatbot and also explains to you
how you can design your own bot. In fact, this eBook includes
some real-life instances where AI chatbots transformed customer
experience.
Birth of AI Chatbot to improve customer experience
First popular bots - Siri, Alexa and Google
Factors driving popularity of AI Chatbots
8 easy steps to define your virtual assistant
Understand why enterprises like you are adopting
Lastly, how brands are using to drive their RoI
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Why and When did the Businesses
Feel the Need for a Chatbot?

First, globalization and then the internet has transformed the
priorities of businesses to a large extent. Businesses could feel that
customer service has to be top-notch to make a mark in any industry.
Globalization is responsible for opening new doors to enterprises. In
the late 90’s and early 2000’s, as businesses started to explore new
opportunities, overseas operations, and international customers, they
felt the requirement of customer service even more.
Entrepreneurs found out that without
a fast, multilingual customer-service
team that offers 24/7 support to the
customers, it will be difficult to
succeed in any industry. And this is a
basic customer requirement,
irrespective of the industry of
operations.

Source: Acquire

Businesses could also feel that the key to a successful customer
experience lies in regular interactions with customers and in offering
them assistance throughout. Many organizations were apprehensive
around this time. They couldn’t understand if a manual workforce was
sufficient to offer a high level of customer support that customers
were demanding.
Enterprises were in search of a technology that can help them
connect with customers through their choice of communication
channels. They needed a technology that could reduce repetitive and
boring workloads from the employees without compromising on
customers’ experience.
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Why and When did the Businesses Feel the Need
for a Chatbot?

I think chatbots are the
future of engagement
between a fan and a brand
or celebrity.
- CHRISTINA MILIAN (FORBES)

Also, the tastes and preferences
of the customers have been
changing as well. Businesses of
the present day are dealing with
tech-savvy millennials and gen-z
people who are extremely
empowered when it comes to
the internet and digitalization.

If businesses don’t evolve their operations and don’t switch to a
technology that offers fast responses, accurate solutions, 24/7
support, and omnichannel integration opportunities, they can’t keep
up.
That’s when the fundamental idea of an AI chatbot was first
introduced. AI chatbots are fast, they provide meaningful solutions in
up to 80% of cases and also maintain a balanced approach by
assigning complex queries to live agents (or humans).

Let’s Talk about the AI Chatbots who Changed Our
Perspective
Let’s drive down memory lane and discuss some of the first AI
chatbots that changed our perspectives and explained how useful AI
chatbots can
SIRI
Apple created Siri in 2010 using Natural Language Processing (NLP).
This extremely intelligent could easily initiate conversations with
iPhone users and address their complex queries with text messages.
Over the years, Siri has evolved to a large extent. Now it answers in
text and audio format and provides an advanced interactive
experience to iOS users.
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Why and When did the Businesses Feel the Need
for a Chatbot?

Google Assistant
Google Assistant was initially known as Google New. The popular
tech-brand has launched Google New back in 2012. Back then,
Google new could only answer the questions of users and make
recommendations. With time, Google New has evolved and can give a
tough competition to Apple’s Siri. From 2017 onwards, Google Now
has been replaced by Google Assistant. Google Assistant has
redefined the concept of “omnichannel experience”, especially for
Android users. It lets you complete a voice search on any app and
channel and provides all kinds of information users are willing to
know.
Alexa
Back in 2014, Amazon came up with its version of a personal
assistant, Alexa. This is another example of an intelligent personal
assistant that comes in-built with Amazon Echo, Echo Dot, etc. For
third-party manufacturers, the Alexa app is also there. Alexa can help
you with a large range of activities like playing music, creating a to-do
list, setting reminders, controlling different smartphone features, and
so on.
Businesses should understand that all three of these personal
assistants/ Conversational AI platforms have been accepted by
customers extremely well. This also confirms that the addition of an
AI chatbot to your business strategy can also provide you greater
customer satisfaction.
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Primary Driving Factors behind the
Popularity of AI Chatbots

Customer Engagement
The overflowing growth in technology doesn’t confirm that the
customers’ digital expectations will meet a brand’s services.
Consumers expect personalized support throughout their sales
journey.
Brands may focus on developing customized products, but they
clearly miss out on personalizing their interactions with customers
while representing those products.

Source: QuickBooks
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Primary Driving Factors behind the Popularity of AI
Chatbots

Motivated and Productive Workflow
The employer-employee relationship is also at risk. When employers
are putting too much work pressure on the employees, they are
bound to feel demotivated and less productive.
Employers need applications and tools that could churn out the
repetitive tasks from the employees’ to-do lists. That way, employees
can focus on meaningful tasks that actually matter.

Source: Smartsheet

System-System Integration
One of the most critical things that most enterprises are looking
forward to is the creation of an inclusive workspace with top-notch
system-system integration.
However, IT companies have still not been able to demolish the
manual systems from the context. This has resulted in the creation of
an expensive system consisting of manual and technological
components. System-to-system integration is essential for enterprises
to create a seamless experience for employees and customers.

When a massive technological disruption occurs, it’s
NOT always because there’s a problem that needs to be
solved. It rather occurs because there are a few factors
that are driving to cause a technological breakthrough.
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Primary Driving Factors behind the Popularity of AI
Chatbots

Your consumers have a lot of expectations from you. With the everchanging technological advancements, consumers now have greater
expectations from brands.
They need a communication platform that can text or talk to them
throughout their buying cycle
They need virtual assistants that can help them out in handling
small to big activities
They expect personalized interactions and quick query resolution
A Chatbot can do all these and much more. So, AI Chatbot is the
solution here. Let’s find out more about Chatbots in the next
chapters.
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How can we Define an AI Chatbot?

What is a Chatbot Exactly?
A chatbot is an Artificial Intelligence-powered program that bridges
the gap between customers/prospects and an enterprise. Chatbots
can humanize customer-system interactions. They can help you
create pre-recorded natural conversations that seem very natural and
help in lead generation.

Before there were computers, we could distinguish
persons from non-persons on the basis of an ability to
participate in conversations. But now, we have hybrids
operating between person and non persons with whom
we can talk in ordinary language.
- KENNETH COLBY

What are the Common Areas of Communicating with Chatbots?
Standing in 2021, AI chatbots have reached such an extent that
people can interact with chatbots in any channel, platform, or app
where they feel most convenient.
AI chatbots have successfully replaced the conventional Graphical
User Interfaces (GUI) with Conversational User Interfaces. You don’t
need different communication solutions for different channels
anymore. A single AI chatbot can now communicate with your endusers through the website, Facebook Messenger, WhatsApp for
Business, SMS, Google Business Messages, and any other channel
that you can possibly think of.
START YOUR 21 DAY FREE TRIAL

10

03

How can we Define an AI Chatbot?

Source: ChatbotsLife

Chatbots have now built an omnichannel network and have taken
customer-communication to the next level.
How can you create a good customer-chatbot interaction
experience?
Natural Language Process (NLP) - for seamless integration and
communication
Speech-to-Text - end users are most likely to speak faster than
they type a message. Hence, this technology works as a speedier
mode of communication
User Interface - different UI elements can improve the interaction
experience of the end-users, especially in different types of
scenarios.

Can Chatbots resolve all customer queries?
Chatbots can resolve up to 80% of customer queries. But when a
complex query or problem comes up that’s not pre-recorded and
impossible for AI chatbots to resolve, they can assign the query to a
live agent. Hence, Chatbots can decide the intensity of a problem, and
accordingly, they can detect whether a particular problem will be
solved by the chatbot itself, a live agent, through a call, or through
online chat.
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How to Build a Chatbot? - A Stepby-Step Guide
01

CONCEPTS
Before you start with your chatbot, make sure you know its goals.
For example, if you’re building a customer-service-centric AI
chatbot, you should set your modest goals first. For example,
what services you want to offer, what kinds of questions your
chatbot can answer when to assign your chatbot to a live agent,
and so on.
Once you’re done with your goals, you need to set the FAQs, the
used cases, and at least 10 times that your customers are most
likely to talk about. For example, if you run an eCommerce
website and you’re keen on building a customer-service chatbot,
you might want to include the “Return and Refund Policy” as a
major item.

02

SELECT A CHANNEL
A text-based AI chatbot is compatible with different types of
communication channels. So, it’s up to you how many channels
you want to integrate with. The more the merrier.
If you’re planning to build a conversational experience, you should
always add to channels like Facebook Messenger, WhatsApp for
Business, Google Business Messages, Line, Viber, Slack, and so on.
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How to Build a Chatbot? - A Step-by-Step Guide

However, before zeroing on a particular channel, make sure you
evaluate all the aspects. You should identify whether or not the
channel makes sense for your business. If your target customers
are not present in that channel, there’s no point in investing there,
right?
Finally, we also recommend you select a channel that offers you
an open API to embed the bots programmatically.

03

CONVERSATIONAL ARCHITECTURE
Chatbots have a different GUI structure as compared to regular
mobile apps. They follow Conversational UIs (Also known as CUIs)
with an open-ended design. A CUI opens doors to unlimited
countless ways to say the same thing in different words.
You should make sure that the conversational architecture you
build is story-based. It can entertain any number of turns taking
place between your bot and the end-users.
A major part of any chatbot architecture is to maintain context.
This is to ensure that new queries from customers can be
resolved using the previous contexts of similar kinds.
The first step of creating an AI chatbot should always be to create
a conversational architecture. Developers can find a lot of
similarities between this and a GUI information architecture.
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How to Build a Chatbot? - A Step-by-Step Guide
04

DESIGN YOUR DIALOG FLOWS
You need to build a Dialog Flow to provide all the details the
developers will need to build the bot. The dialog flow design
should include whatever the chatbot will say in each step of a
conversation.
Also, make sure the message design has been created outside of
the flow diagram. That’s because you’ll need to create different
variations of the same messages for different dialog steps. This
process is also known as random prompting.
Also, make sure that you design your bot in such a way that it can
say the same thing in different ways. For example, the phrase
“Okay, Sure” can be stated in different ways like “Noted”, “Yeas,
sure”. “Definitely” and so on. This way, you can represent your
bot as less robotic and more humanized.

05

GIVE CHATBOT A PERSONALITY
You need to add a personality and a name to your AI chatbot.
That’s the one thing that’s going to help your bot stand out. But,
let’s decide what personality trait you want to include in your
chatbot.
It could be anything from the below list:
Extrovert
Charming
Funny
Nerdy
Supportive
Motivating
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How to Build a Chatbot? - A Step-by-Step Guide

Make sure that your chatbot holds any one of these personality
traits apart from being simple and polite. With a specific
personality trait and a unique name, it will be easier for the
audiences to connect better with your chatbot.
To figure out which personality trait will be the best fit for your
chatbot, you have to be clear about your buyers’ persona. The
sooner you know whom you’re targeting, the better you’ll
understand what kind of communication or personality will work
best for them.

06

IDENTIFY THE INTEGRATIONS
The numbers or types of integrations you want to include are
purely dependent on which all applications you want to automate.
Also, if you already have some integrations on your existing
platforms, a chatbot can very well include them.
However, the concept of self-service chatbots is pretty popular
these days. So, for that, you may require some new integrations.
You’ll have to integrate new software packages, databases, and
tools to make the bot function properly.
Also, remember that to build a chatbot, you’ll not have to make
integrations for all functions. For example, for FAQs, no
integrations are required. Your AI chatbot can easily refer to
previous contexts to answer those questions.
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How to Build a Chatbot? - A Step-by-Step Guide
07

PICK DEVELOPMENT PLATFORM
Now that we’ve almost reached our goal, it’s time for us to select
a chatbot development platform. The selection of a platform is
like a “make or break” decision for your AI chatbot. So, make sure
that you select it appropriately.
The chatbot platform you create should be easy to work with and
it must support all types of integrations you’re willing to include.
Also, create separate chatbot flow logic for different chatbot
features. That will make the development process simpler.
You’ll need at least the following elements to build a bot:
A text item that displays simple messages to the end-users
There should be a “quick reply” option with every text
Use a “user input” element to collect the users’ feedback
Include images with descriptions in a gallery format within
your chatbot
Note: These are not all. You can always include more options to improve
your bot’s performance.

08

TEST YOUR CHATBOT
Make sure that you test and retest all the bot flows after the
development is done. You should not miss out on any flow as it
could create problems in the future.
Also, ask yourself if the final bot you’ve created matches your
initial goals or not. If not, you should start the process all over
again.
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How Chatbots can Help
Enterprises?

To put it simply, AI chatbots can do all those repetitive
and frustrating tasks that your employees don’t want to
do, and your end-users expect you to do.
So, let’s have a discussion about the tasks an AI chatbot can do to
help any enterprise:
Chatbots can send timely alerts to your end-users. These alerts
could be anything from product recommendation, price drop alert,
last date of bill payment, and so on. These alerts include a brief
description of what, why, and when. Refer to an example below:
“The last date to pay your credit card bill is the 15th of March, 2021;
the due amount is $XXX”.
AI Chatbots can perform many action tasks and activities. These
include collecting necessary datasets, modifying them, and finally
uploading them to the system. Hence, employees can free-up the
excess time they were spending on repetitive tasks.
AI Chatbots can also help with Knowledge tasks. This includes
answering customers’ common questions, sending updates, etc. AI
chatbots can refer to different knowledge sources like FAQ
databases, search engines, PDFs, etc.
Chatbots also help an enterprise with information tasks. It can
look-up different reports, pull-out information to help out the
users with the information they have been inquiring about.
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Real-life Chatbot Success Stories

Let’s consider the examples of 5 popular brands that used AI Chatbot
to achieve great things:
Spotify
Spotify has mastered the use of the Facebook Messenger
chatbot. With its messenger chatbot, listeners can search
for any music they’re willing to listen to. Also, sharing
music has become pretty easy with the Spotify
Messenger chatbot. Spotify sends you music
recommendations based on your listening preferences,
mood, or any particular music genre that you would like
to explore. Spotify’s Messenger chatbot is largely
customer satisfaction and retention focused.
Fenesta
Fenesta is a popular name in the Indian manufacturing
industry. This B2B company is successfully operating in
300+ cities of India. They have also taken their customer
service activities to the next level using their WhatsApp
for Business Chatbot. Fenesta used Konverse’s
WhatsApp Business API to automate their customer
support operations. The results have been remarkable for
Fenesta. Fenesta was able to reduce its customer
complaints by 30% using its WhatsApp for Business
Chatbot.
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Real-life Chatbot Success Stories

Sephora
French beauty brand Sephora has also used AI chatbots
to improve its brand presence. In fact, Sephora has
adopted an innovative approach while integrating
chatbots into its business strategy. This brand played the
“personal assistant” card to satisfy its customers. Through
its AI chatbot, Sephora went on offer make-up tutorials,
product recommendations, etc. Sephora’s chatbots also
collect customers’ reviews and ratings to understand
customers’ standpoints and to make necessary changes in
their strategy.
Pizza Hut
French beauty brand Sephora has also used AI chatbots
to improve its brand presence. In fact, Sephora has
adopted an innovative approach while integrating
chatbots into its business strategy. This brand played the
“personal assistant” card to satisfy its customers. Through
its AI chatbot, Sephora went on offer make-up tutorials,
product recommendations, etc. Sephora’s chatbots also
collect customers’ reviews and ratings to understand
customers’ standpoints and to make necessary changes in
their strategy.
Mastercard
FinTech companies also have their fair share of AI
Chatbots. Consider the example of Mastercard. This
brand has been using Facebook Messenger chatbot like a
pro. Be it customers’ queries on bank balance or
transactions, Mastercard’s Messenger chatbot answers it
all. Mastercard also offers cool discounts for some of its
partners like Subway, Cheesecake Factory, etc.
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Final Pointers to Remember

We have reached the final phase now. Let’s sum-up all the things that
we discussed here:
Enterprises have felt the needs for AI chatbots in the first place to
automate their customer support activities and to satisfy
customers
AI chatbots have an omnichannel presence and it can interact
with customers through websites, different communication
channels, and multiple apps.
Building an AI chatbot is a 7-step long critical process. If you find
it difficult, you can always contact a chatbot provider.
Chatbots help enterprises in integration-based, action-based
activities.
Many popular brands are using AI chatbots to improve their
customer satisfaction
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Hope you enjoyed reading!

Turn Conversations into Conversions
Website | WhatsApp | Messenger | Google | Voice

START YOUR 21 DAY FREE TRIAL

www.konverse.ai

