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Curious about the real-world impact of Al chatbots on customer service? As indu >
frontrunners use Al to significantly improve their customer experience (CX), lagging behind

isn't an option.
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sectors, we're sharing 11 real world examples. Everything from the practical veneiis o1 cost

reduction to more meaningful customer experiences through personalisation. Read on to
make sure you recognise the often overlooked service improvements too, like hassle-free
onboarding and mobile access to support.

Jump to section

Seizing chatbot opportunities in customer service

11 ways Al chatbots are improving customer service today

Understanding how Al assistants can help customers

Frequently asked questions (FAQs)

TL;DR

¢ From travel and retail to property and leisure, frontrunners in all kinds of industries are
reaping the rewards of using Al chatbots, from corporates and startups to local
government

¢ Al chatbots improve customer service by enhancing the omnichannel experience,
automating lead generation, improving accuracy of information, facilitating self-
service, and much more

¢ Customers benefit from a more convenient service, get more accurate information, and
consistent support in any language as well as on mobile if they're on-the-go

o When property developers JLL launched an Al assistant they anticipated it would
answer 25% of resident queries, but in the first month it achieved 60%, showing
customer demand for Al chatbots is high B

¢ Using Al chatbots to remove hurdles that typically annoy people, like long v ..
being passed between departments, or having to get in touch at certain tim -8 ®
through limited channels, is an easy win for customer service leaders
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Customer experience is changing rapidly.

The once-humble chatbot, set up with only a rigid set of FAQs, is now driven by powerful Al
technology. Next-generation assistants use natural language processing to understand

everyday human language and assist people with enquiries. Unlimited integrations mean

you can blend Al seamlessly into your everyday business systems too, like your CMS or
booking system.

When The Boston Consulting Group ran a global survey of customer service leaders, almost
all of them (95%) said they expect their customers will be served by a chatbot “at some

point in their customer service interactions within the next three years”.
®

(€9,

64% 95%

believe Al is critical to success expect chatbots will serve customers

Al chatbots are no longer an optional tool for customer service providers, they're = *o
enhancing CX. It's not a question of if you should, but how you wil/l make the m« P
|

potential. 4
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reaping the rewards of using Al, from corporates and startups to local government. Here's a

peek into 11 specific examples of all the ways Al chatbots are reshaping and improving
customer service right now.

1. Give instant responses to customer queries

Move past the era of overlooked emails and exasperating phone queues. An Al chatbot can
give your customers real-time, instantaneous responses to promptly solve their queries.

When leisure provider Mytime Active had to unexpectedly close their call centre, their Al
assistant let customers know what was happening and handled queries as they came in, so
the contact team could re-open without a backlog and they got zero complaints.

2. Make support available
around the clock

Al chatbots are operational 24/7, and you
might be surprised to learn 35% of all the
interactions our Al assistants deal with
happen outside traditional 9-5 working

hours. Using Al, you can break free from
the constraints of traditional working 35% of queries come in when
hours and give your customers critical contact centres are closed
care at all times, whether your support

teams are online or not.

3. Greet customers on their preferred channels

Al chatbots help to rapidly improve your omnichannel experience since theycan = *h

customers across multiple channels, including the messenger and social medi: ‘:
they already use. Make your service available where they are and customers doi - »
go to any effort to reach you. They're more likely to return when support is accessibie and
user-friendly.
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4. Serve anyone, anywhere, with multilingual capavmues

A

Al chatbots speak 150+ languages

N

Breaking down language barriers is a breeze for Al chatbots, thanks to their multilingual
skills. Use Al to support any customer, wherever they may be, removing language barriers.
Easily pave the way for an accessible, first-rate customer service that reaches every corner
of the globe.

Stina, whose fame we already mentioned, helps ferry passengers across all of Northern
Europe and so was trained to speak in English, Swedish, Polish, Norwegian and Dutch.

5. Automate lead generation

Al chatbots have become an automatic lead generator, especially using QR codes to offer

customer support on the go. Property managers, for example, can add a QR code to For

Sale or To Let boards for potential buyers and tenants to scan. QR codes take them straight
through to the Al chatbot to book a viewing, right there and then, speeding up the enquiry
process and filling up your diary with potential new customers.

6. Keep a consistent tone and accurate information

Using an Al chatbot to handle routine enquiries eliminates the risk of human error, making
sure customers receive consistent and correct information every single time, so*'

put trust in your service and stay loyal. A word of warning, though: choose whic P
-$

you use to create your chatbot carefully. 4

LLMs (large language models) like ChatGPT are transforming customer service, making it

50f13 4/12/2024, 3:49 PM



11 ways chatbots improve customer service (+ examples) https://ebi.ai/blog/chatbots-improve-customer-service/

Your fast track to Self serve — go _Support — we doiit all for you, Data — no APIs? Speak to
unlocking Al live in 15 mins starting at £500 offf data experts
» Login
Features Pricing
E B I /\ I Your challenge Resources
About us Get started
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changed or altered unless you actively choose to update it.

Name your Al chatbot for maximum business impact and it can also help with offering a

uniform customer experience for every interaction. When The Camping and Caravan Club
first launched their Al assistant, Compass, they found customers responded well to their
new aptly-named personality that guides and directs them through their services.

M@

Camping and
Caravanning
Club

The Friendly Club

Our members have effortlessly embraced and interacted with our Al
assistant, and we're excited to expand its usage even further in the
upcoming year

Rachael Pearson
HEAD OF MARKETING AND DIGITAL

7. Offer self-service to give customers independence

Al chatbots naturally create a smoother self-service journey for customers with parts of
your service fully automated. Take a car dealership. A potential buyer can interact with an
Al chatbot to book a test drive without any human intervention. This not only saves your

agents time, so you can focus on the test drive itself, it's a much better experience for your
customers, making the booking process quicker and easier.
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8. Automate onboarding

By handling routine tasks and initial customer interactions, Al chatbots can make sure all
the new customers you bring on board get a seamless introduction to your services.
Automate onboarding and, overnight, your process can become more efficient and user-
friendly.

For Get Living property developers, onboarding new customers means moving them into
new rental apartments and they use their advanced Al assistant, Evie, to do this. From

reminding people to fill in the inventory to letting them know where they can park, new
tenants can ask Evie for help with anything they need to help settle in.

Ask Evie more than 150 questions

Practical help Where to go What to do

How do | set up an What's happening in

Where's the nearest
Pizza place?

account with my
energy supplier?

East Village this
week?

9. Make it easy for customers to choose from multiple
services

If you work for an organisation that has many different locations, services or der

like a local council, you can use an Al chatbot to avoid passing people between | ‘ 8
departments to get the answers they need; simply train it to recognise which enq y
relate to which department. Barking & Dagenham Council use their Al assistant to handle

gueries for six different departments.
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10. Deliver personalised experiences for every individual

Al chatbots take personalisation to a whole new level, catering your experience to each
unique individual, even if you have tens of thousands of customers. Knowing the habits and
preferences of every customer, smart Al assistants can offer highly personalised
recommendations for each person. This transforms your customer insights, so you can

turn everything your Al chatbot learns about your customers into actionable steps to
enhance the service you provide for them and improve satisfaction.

The Al grocery assistant for Coop Sweden knows to only recommend recipes with suitable

ingredients to customers who only shop vegan and never buy meat. It's the equivalent of
that customer going straight to the free-from aisle in-store because the Al chatbot already
knows what they want (and don’t want).

11. Reduce hold times

Say goodbye to lengthy hold times with Al chatbots. They answer customer queries
instantly, cutting out time customers have typically spent waiting for a response. This swift
service not only boosts customer satisfaction but also frees up your customer service
agents to work on more profitable or unusual tasks, improving overall efficiency and making
room to grow your business.

i
4
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It's natural for customer service leaders to worry about the customer response to the
automation of customer services, wondering how they’ll achieve empathy with Al.

When property developers JLL launched an Al assistant to deal with maintenance issues,

they anticipated it would answer 25% of resident queries, but in the first month it achieved
60%, showing demand and acceptance was high. Customer response to Al automation can
often be overwhelmingly positive, with Zendesk finding “71% of customers already believe

that Al will help to make customer experience more empathetic”.

Here's how those customers stand to benefit.

Understanding how Al assistants can help
customers

Automated services are instant, easy to use, and help remove traditional elements of
frustration that creep in for customers. When we created an Al assistant for Legal &

General Insurance, 83% of their customers who used it started turning to it first for help,

rather than emailing in or phoning up.

e Access to support that suits their schedule (any time of the day or night) is convenient
for customers and so encourages them to stick with your service.

¢ Not having to sit on hold or wait for replies means customers can avoid frustration,
especially when enquiries are urgent or they’re out and about needing mobile support
along the way.

¢ Consistently receiving prompt, accurate replies means customers can feel more able
to put their trust in you, since you provide a dependable service that makes th~" ™ *=s
easier. "

« Being able to access an Al chatbot from anywhere in the world means ther. @ ° 'S
barrier to anyone getting support and customers have the freedom to interact v..... you
from anywhere.

¢ Customers can feel empowered by self-service options, having the opportunity to solve
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¢ Get to know your customers well enough to make relevant recommendations and
reliable suggestions and they'll spend less time having to search for the right products
and services.

Stress-free CX using Al chatbots

One clear theme that runs through all the reasons why Al chatbots improve customer
service is eliminating frustration. Since customers will often need help with a problem or to
clear up some confusion, removing hurdles that typically annoy people, like long wait times,
being passed between departments, or having to get in touch at certain times or through
limited channels, is a real win for customer service leaders. Especially since Salesforce
found “only 38% of consumers actually want to talk with a human when engaging a brand”.

Using Al chatbots, it's easy and affordable to offer a convenient, personalised customer
experience so that everyone that comes to you gets a superior service.

Improve your customer service today with a next-gen Al
assistant

You don't need any technical skill to launch an Al assistant. It takes just 10 minutes and all

you need is your website url — take a look at our how-to guide to see just how easy it is.

Launch your Al chatbot today

FAQs .9

How do chatbots improve customer service?
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