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Why are enterprises singing the praises of intelligent chatbots? Because they’re seeing incredible results. 

One North American retailer saved $1.6 million in contact center costs by using an intelligent chatbot to 
deflect interactions from human agents. Research backs up the argument that businesses can significantly 
reduce labor costs when deploying chatbots. A report by research service BI Intelligence cites potential 
savings of 30 percent for businesses that automate customer service with chatbots.1 

But some customer experience leaders are skeptical. They wonder whether chatbots can really reduce 
contact center costs and deliver tangible business value. 

The answer is an emphatic yes. Enterprises can use artificial intelligence-based chatbots as virtual agents 
or assistants to replicate the effectiveness of their best human agents, taking on more of the high-volume/
low-value interactions live agents currently handle and freeing them for more high-touch, high-value work.

Here are four ways intelligent chatbots can help your company save money, increase service rates, and 
improve customer satisfaction and loyalty.

Proactively reduce the need to interact with humans
With chatbots, you don’t need to wait for a customer to contact you to resolve an issue. Intelligent 
chatbots can determine customer intent before a customer even types a question. For instance, 
a chatbot knows when a customer logs in to a company website to view a bill. The chatbot can 
then proactively engage with the customer with statements such as, “I notice your bill is higher this 
month than last month. I can help you understand why this is and how to avoid this in the future.” 
The customer no longer needs to speak with a live agent, saving your company costs while 
improving customer satisfaction and retention. 

Another example: blocked credit cards. A customer logs in because his card has been blocked. 
An intelligent chatbot can know this and immediately help him unblock the card. First, the chatbot 
provides a visual view of suspicious charges for the customer to review and verify. If all charges 
are valid, the chatbot can unblock the card without the customer needing to call and speak with 
an agent.  

Despite the increased use of digital interactions, people still resort to the phone channel because 
organizations do not create and implement their chatbots well enough for customers to self-
serve. An intelligent AI-based chatbot designed to emulate human conversation and understand 
customer intent helps consumers self-serve and thus prevent calls. 

1Laurie Beaver, “The Chatbots Explainer,” BI Intelligence, July 2016
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One North American retailer saved $1.6 million in contact 
center costs by using an intelligent chatbot to deflect 
interactions from human agents.”



Not All Chatbots Will Save You Money
There’s a big difference between simplistic chatbots that don’t understand intent and those that are 
intelligent (able to integrate with enterprise systems, leverage big data, and use artificial intelligence).

For the greatest savings and overall results, employ an intelligent chatbot that can

Present user-specific responses based on data from back-end systems. 

Emulate human conversation and understand context. 

Execute transactions on behalf of users.

Handle complex intents.

Expedite resolution through proactive service.  

Deflect reactive customer interactions from live agents 
By handling routine questions and tasks that eliminate the need for calls, email, and chats with live 
agents, chatbots reduce the cost of delivering customer service and allow live agents to focus on 
higher-value transactions. In fact, a well-designed chatbot that handles repetitive and transactional 
questions can deflect 20 percent or more of interactions away from live agents.  

Here’s an example: A leading global airline used an intelligent chatbot to provide customers with 
instant, accurate answers to their questions about flight status, baggage rules, and more, which 
reduced call and live-chat volume by 40 percent. 

Chatbots drive greater self-service, savings, and revenue
One of [24]7’s North American retail customers used an intelligent chatbot to improve efficiency, 
increase self-service rates, drive incremental revenue, and deliver consistently engaging 
experiences. 

In a six-month period, the retailer  

Contained 55 percent of contacts within the web self-service channel.

Saved $1.6 million in contact center costs by deflecting interactions with 
human agents.

Received $27.8 million in chat-contributed revenue. 
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20%
of repetitive and transactional questions can be deflected 

with a well-designed chatbot
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Assist human agents by suggesting responses 
Intelligent chatbots can speed customer support by suggesting responses to live agents who 
are chatting with customers. This saves time because agents no longer need to search various 
knowledge bases for answers. 

How can a virtual agent help a human agent be more effective? Your chatbot becomes smarter 
by using machine learning of customer behaviors over millions of interactions and can share that 
intelligence with your human agents.

Not only do intelligent chatbots help agents respond more quickly and accurately to customer 
questions, they help reduce handling time by providing a seamless handoff to a live agent. This 
prevents agents from having to ask customers the same questions that the chatbot already 
covered.   

Help scale and grow your business
By handling more customer interactions and deflecting time and energy away from live agents, 
chatbots can help grow your customer base, expand your geographic footprint, and introduce new 
products and services—all without increasing your human capital costs.

For instance, a bank with 50,000 customer-service interactions per month could automate 50 
percent of those interactions using a chatbot. Once automated, not only could the number of 
chatbot interactions increase without incurring incremental costs, but existing human agents would 
be open to handle an additional 25,000 live interactions each month.

An enterprise-ready chatbot will deliver the scalability to handle exponentially more interactions 
simultaneously as your chatbot becomes more popular with customers and as you expand your 
reach and customer base with new services and markets. 

Finally, an intelligent chatbot scales, grows, and learns over time using machine-learning chatbot 
models that process large amounts of structured and unstructured data. These models train 
the chatbot to recognize tens of thousands of customer messages, classify requests, extract 
query parameters, and map needs to the right answers. As your chatbot continuously learns and 
becomes smarter, it further increases self-service rates and reduces live calls to help you scale 
even more.
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Learn how chatbots can benefit your enterprise  
When you consider the ways that chatbots can deliver substantial savings and return on investment, it’s 
easy to understand why 80 percent of companies already use chatbots or intend to implement them by 
2020.2  

How about your business? If you haven’t already deployed intelligent chatbots for customer engagement, 
don’t let a lack of insight into chatbot technology hold you back. 

Read our executive e-book Your Best Agent Is a Chatbot to learn everything you need to know about 
artificially intelligent chatbots.       

2“Can Virtual Experiences Replace Reality?” Oracle, 2016
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