Set well-defined goals: Define your goals first and identify what you are actually
trying to address.

Those may be;

Chatbot lead generation: Collect the verified and potential data of customers.
Support deflection: Reducing the work of human agents by answering basic
queries instantly.

Chatbot customer retention: Use the chatbots to keep customers satisfied and
engaged.

Choose the right platform: Choose a platform that will integrate properly within
your present system to provide easy chatbot integration.

Start with high-volume and low complexity queries: By using automated
helpdesk systems, try to address simple queries in the beginning, like FAQs, order
status checks, etc.

Special Considerations to take for Indian businesses

Language Planning: Identify the main languages of your target customers and
make your system support those languages by integrating them.

Mobile First Design: Always check that your chatbots work seamlessly on mobile
phones.

Payment Integration: Integrate with payment via UPI, Paytm, or any other
popular method. Integrate all the payment methods through UPI, Paytm, or any

other popular ones.

Implement sentiment analysis: Conversational AI immediately detects the
emotions of customers, it may be frustration, confusion, etc, so implement this to
analyse the emotions properly.

Personalization: Use customer data to personalize the chatbot experience or to
personalize responses and recommendations.

Implement an effective handoff system: By using Al in customer support
protocols, make sure that there is a smooth process of transfer to human agents
when the situation seems complex.

Best practices on a global level:

Cultural Adaptation: Customize answers to fit different cultural contexts.

A/B Testing: Always try different kind of responses and tone of conversations to
know which one works best.

Feedback Loops: Collect the real-time feedback from customers and analyse it

carefully.

Leverage analytics: Tune performance with chatbot analytics and conversation
data to identify trends.

Extend capabilities: More features for chatting with AI, like booking
appointments, enabling payments, or recommending products.

Measure and refine: Track resolution rates, CSAT, and cost savings as important
metrics of user engagement with chatbots.

Additional features to consider:

Emotional Intelligence: Try sentiment analysis and empathy training to
understand customer emotions better.

Predictive Analytics: Predict using AI to identify customer needs and problems

Omnichannel Integration: Provide a consistent experience across all touchpoints.

Throughout this journey, focus on AI and CRM integration to ensure your 24/7
customer support chatbot has access to complete customer profiles and can
deliver truly personalized chatbot experiences.

Customer-Centric Metrics: Customer Satisfaction Score (CSAT): Target 80% or
higher score of customer satisfaction for automated interactions.

Net Promoter Score (NPS): Measurements of customer loyalty and advocacy
Response Time: An expected response time of under 2 seconds for regular
enquiries

Resolution Rate: Tracking the percentage of queries resolved without human
intervention.

Business Impact Metrics:

Cost per Interaction: To track the difference between the cost of interaction
taken by the chatbot and the human agent.

Revenue Attribution: Keep track of sales and conversions from chatbot
interactions.

Containment Rate: Percentage of queries handled by the chatbot alone.

Call Deflection: Reducing the volume for conventional support channels by
human agents.

Technical Performance Metrics:

Intent Recognition Accuracy: Accuracy of request recognition by the Al
chatbots.

Conversation Completion Rate: Tracking the result of interaction completion
successfully.

Escalation Rate: Keep observing when human intervention is needed.
Platform Performance: Tracking how much time it is taking to respond across

various channels.

E-commerce and Retail: 60-80% of containment rates, nearly 33% of consumers

express that they need the AI chatbots for hotel and restaurant reservations, as

per Master of Code.

Finance and Banking: 50-70% of containment rates, 54% are using these chatbots

to make payments, as per Master of Code.

Healthcare: 40-60% containment rates, nearly 70% of the administrative tasks are

being automated by using Al chatbots, according to Master of Code.

Education: These chatbots give 90.6% accuracy in the responses generated by
them, with an 84.7% satisfaction score in the education sector, as mentioned in
MDPI.
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