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Chatbots Useful for Some
Customer Service, but
Can't Do Everything Yet
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m arketers are looking to chatbots to personalize the automated aspects of customer
service, but many believe the technology still has some ways to go before catching up
with their expectations.

According to an April 2019 survey from Ada and Forrester Consulting, 89% of customer
service decision-makers in Canada, the UK and the US believe chatbots and virtual agents are
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useful technologies for personalizing customer interactions.

More than 90% of respondents agreed that factors like understanding the value of the
customers’ transactions, providing personalized responses and automating actions based on
responses are important. But far fewer companies felt that their chatbots are capable of
successfully fulfilling those needs.

Important* Capabilities for Successful Customer
Service vs. Their Company's Current Chatbot Abilities
According to Customer Service Decision-Makers in
North America and the UK, April 2019

% of respondents

Understand the value of the customer and their history of
transactions/interactions with the company

55%

Provide personalized responses to each customer regardless of
whether it is an FAQ

69%
Automate actions based on customer responses

52%

Understand the customer's context

65%

Lead users through an automated dialogue to clarify intent
90%

47%

Provide real-time insights to agents to resolve inquiries quickly
BB%

64%

Identify customers and address them by name unprompted
82%

55%

[l important* capabilities M Current chatbot abilities

Note: read as 91% think it is important or very important to automate
actions based on customer responses, while only 52% of companies'
chatbots can automate actions based on customer responses; *very
important or important

Source: Ada, “Prioritize Personalization When Choosing Conversational
Cha.mot Platforms To Reap Rewards" conducted by Forrester Consulting,
April 25, 2019
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If industry leaders are trepidatious about chatbots, the consumer outlook is even more
skeptical. There is a significant discrepancy between the way businesses and customers feel
about chatbot effectiveness, according to a survey conducted throughout 2018 by NICE
inContact. While 63% of contact center decision-makers in the US, UK and Australia felt that
chatbots and virtual assistants make it easier for customers to get their issues resolved, only
33% of consumers in those countries felt the same.
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Despite these frustrations, adoption rates of chatbots are expected to soar in the next 18
months, according to a survey conducted by Salesforce in November and December 2018.
When the firm polled 3,500 multinational customer service agents and decision-makers, it
found that 23% were using chatbots, but an additional 31% said they planned to adopt the
technology in the next 18 months—indicating a projected growth rate of 136% in that
timeframe.

However, if chatbot technology fails to meet and keep up with key aspects of customer
service success, adoption rates could slow.
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