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Everybody’s talking about chatbots, but the reviews are 
definitely mixed. Some businesses (and customers!) love 
them, other businesses and customers find they create 
more problems than they solve. So, bottom line: will 
chatbots help or harm YOUR business?

Here at Your VCTO, we think the more you know about 
what chatbots can do - but are rarely programmed to do 
correctly - the easier it is to determine how much profit 
and power they can add to your business.  The single 
most important chatbot decision any of us can make is 
how to handle the “chatbot to human handoff.” Here 
we’ll share the good and bad of bots and show you how 
your bot and your humans can work together to create a 
truly noteworthy level of customer service.

Hello, Nice to Meet You.  I am a Chatbot!
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Chatbots are tireless customer service agents.  They are available 
24/7/365 with no sick days or personal days.  They don’t care about time 
zones or time off.  

A chatbot is capable of handling multiple customers simultaneously (vs. a 
human who can only do one at a time.  At an average of $15 an hour, that 
linear human is costing you more. 

Chatbots can capture “Top of the Funnel” leads at various consumer 
touchpoints. This paves the way for a human marketing team to nurture the 
leads generated through live chats.  

A chatbot can assist in gathering the Top of the Funnel leads from customer 
interaction and help to optimize your marketing campaigns more precisely 
based on the data they effortlessly collect - all without human error.  Or 
human whining.

The Bots Are All Right
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Bots can perform the initial interaction with the customer to give them returns on 
their time by assessing the queries faster, thus significantly reducing the churn 
(you’ve probably noticed that customers demand immediacy, and chatbots are 
always ready to deliver).

Live chat has much greater customer satisfaction when compared to email or 
telephonic conversation, and that’s still true when a bot is doing the chatting. The 
American Marketing Association found that B2B companies who used live chat 
see, on average, a 20% increase in conversions. Go Bots!

Many people on both sides of the transaction dislike 
chatbots because “they have no personality.” This simply 
isn’t true. Rather, they have exactly as much personality as 
we give them. A chatbot that is clever, funny, or surprising 
can actually add considerable good will and be a huge 
asset for your company’s brand.
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Failing to include human intervention annoys 
customers.  But also, Intervening when 
unnecessary annoys customers.  So some 
annoyance is bound to happen. The trick is to 
determine the most important moments of 
human handoff. 

53 percent of 3,000 consumers (who had 
used a chatbot for customer service in the 
last year) found chatbots to be "not effective" 
or only "somewhat effective." But so much of 
our experience of “effective” or not is 
determined by A) using the chatbots in the 
right way, at the right time, and B) 
programming your bots to be charming as 
well as useful.

Don’t Let Your Bots Go Down on Me

CHATBOT
Hi! Welcome to To Bot or Not to 
Bot! How can I help you today? 
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US consumers were far harsher in their 
assessment of chatbots, with 14 percent 
rating them as “not effective” versus only 5 
percent of UK consumers. 

59 percent of businesses that have a chatbot 
are unsatisfied with its performance..

Chatbot deployments that are disconnected 
from agent-assisted touchpoints caused 
major issues with consumers.  Lesson: our 
bots are helping us, so we must be ready to 
return the favor. 

Fifty-nine percent (62 percent in the US and 
55 percent in the UK) found that having to 
repeat information and context to a human 
agent in the event of escalation from 
chatbots was the biggest hassle.
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The truth is that when human beings are trying to 
understand new things, our thinking tends to become very 
binary.  Are chatbots good, or are they bad?  Are they good 
or bad for my industry? Are they good or bad for my 
business model?  

We encourage you to think of chatbots differently.  Our 
experience is that the right chatbot, programmed the right 
way, integrated correctly at the right points of contact with 
your human team, can actually give you a significant 
advantage in your marketplace.  

It’s about discovering and designing a dynamic technology 
combination that minimizes the human intervention required, 
but still increases accuracy, connection, and profits. 

When a Bot and a Human Love Each 
Other Very, Very Much. . . 
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Successful chatbot implementations will get 
the human-machine blend right and provide 
a seamless performance across all media = 
optimization of efficiency AND connection. 

The “Bot + Human” hybrid is the new 
approach that’s changing how we think of 
customer support and satisfaction. 

The “Bot + Human” combination is going to 
be a new disruption in the customer 
service industry.  

It’s about finding the right technology 
combination that minimizes the human 
intervention required, but still increases 
accuracy and connection, using chatbots to 
share some of the special differentiators in 
our brand. 
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Top Scenarios for Bot to Human Handoff

Complexity

Hot Leads

ASAP

Timing

Bot Fails or Human Flaws

Offer Choice

Take Back Your Personality
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Complexity 
Train your bot to recognize its limits. Instead of failing to 
understand and help the user, it will be able to assess when 
a specific user request requires bot-human handoff. In this 
instance, the bot can politely say: ”I’m not able to solve this 
issue on my own. Please wait while I transfer you to one of 
our human agents who is sure to be of help!”  

Hot Leads
The consumer who’s ready to convert: you want to take 
care of them when they visit your site or try to get in touch 
via WhatsApp or Messenger. Did you know that you can 
condition your chatbot to initiate chatbot-human handoff 
when the user fits the profile of a hot lead? The Harvard 
Business Review study found out that companies that 
responded to a potential client within one hour of their 
inquiry were 7x more likely to qualify the lead.
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ASAP
There are urgent situations where a bot can speed things up, and others where it 
can be a serious deterrent to issue resolution. A great example: a customer is late 
for or has an issue shortly before the departure of a plane, train, or bus and the 
issue needs to be resolved promptly. Customers in distress will be handed off to 
your human employees who will be able to assist them quickly and efficiently, thus 
protecting both the customer and the chatbot from human wrath. 

Timing
Bad handoff examples: It is after midnight in your customer’s 
time zone. You send them to your chatbot. It answers one 
question and then stops. In the morning, a human intervenes. 
When a chatbot needs human intervention it needs to tell 
the customer that a human will get in touch along with the 
hours when that can and will happen.  That gap, without 
communication, will kill a sale. 



Bot Fails or Human Flaws
People like to mess with bots. You have to
determine if your bot’s “failure” is real or not. 
When a bot fails repeatedly with the same user, 
the failed user intents can be sent to your human 
team as a Slack, Intercom, or email notification. 
Then, it’s up to one of your support agents to 
determine if the intent is a relevant request that 
requires agent engagement, or a silly game 
played by your customer. 

After each such incident, the agent will write up 
the case and retrain the bot (or send it to the 
dedicated bot-creator so he or she can do it). The 
request can fall under the simple queries 
category where the chatbot takes care of its 
resolution from start to end or to the complex 
query category.

GetYourVirtualCTO.com



Offer Choice
Some people refuse to chat with a bot. Giving your people the 
choice between a bot and a human is a great way to introduce 
your new chatbot to your customer base. To introduce the idea 
of a bot, the trick lies in NOT giving people a choice on a 
classic static interface in the form of a button, BUT rather 
inside the chatbot conversation flow. Let the user have a 
couple of interactions with the bot but do place the option to 
speak to a live agent close to the start of the conversation.

Take Back Your Personality
Just as people like to mess with bots, many of your 
people will enjoy it when your bots “mess back” - so 
long as it’s a match for you or your business.  Your 
bot can have a sense of humor, be more colloquial, 
or more sophisticated, if this tone is part of your 
company’s brand.
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Chatbot Intervention Call
Treat Yourself!
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Schedule your FREE



If your company is a chatbot virgin, we hope this helps you start to think 
about whether it’s time to welcome a bot into your marketing or customer 
service cycle.

But we also want to help if you’re already using 
chatbots and they’re just not working for you.  
Keep in mind that the failure may be largely 
connected to using a bot with a flat personality, or 
it may be that your bot to human handoff is just 
plain bumpy.

Use this link to schedule a FREE Chatbot 
Intervention Call with Mike Mahony.
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https://time.getyourvirtualcto.com/lite/chatbot-intervention-call-zoom
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