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Ecommerce Chatbots

Chatbots have exploded in popularity following recent advancements in generative artificial
intelligence (Al).

While some people use OpenAl’s ChatGPT to help on homework assignments and generate
pickup lines for dating apps, ecommerce businesses are using chatbots to provide high-quality
customer service in real time.

Given their cost-effectiveness and ability to “drive positive customer emotion,” Gartner predicts
that chatbots will become a primary customer service channel by 2027.

However, chatbot deployments aren’t perfect. Some bots might have limited conversational
abilities and can’t handle complex queries. They may also lack contextual understanding, even if
they are programmed to pull data from a CRM system that provides insight into the customer’s
purchase history and previous interactions with the bot.

Finally, bots lack a human touch. One study found that 95% of online shoppers who interacted
with a chatbot said their presale experience would have been better with human help.
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That being said, there are many things chatbots can do well, including basic customer support,
product recommendations, and cart abandonment.
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Types of ecommerce chatbots

Ecommerce chatbots come in three types with varying Al capabilities. Machine learning
algorithms enable chatbots to learn from interactions, while others are manually programmed
with rule-based responses.

Al-driven chatbots.

Al-driven algorithms can analyze the content, intent and sentiment of customer queries, and
provide contextually relevant responses using natural language processing (NLP). These chatbots
deliver personalized experiences through user segmentation.

Conversational Al can generate human-like responses rather than using canned phrases, which
provides a more positive experience. Machine learning algorithms continuously learn from
interactions, increasing the accuracy of their output over time.

Rules-based bots.

Arules-based bot operates on a set of predefined rules and conditions. These rules are typically
based on “if...then” statements or decision trees.

For example, if a user asks about order tracking, the bot will formulate a response by following a
predefined path. Its answers usually follow a specific template with placeholders for customer-
specific data: “Hello [first name], We are processing your order. Your estimated delivery time is
[insert date].”

The responses are static and do not adapt based on user responses or feedback.

Rules-based bots rely on keyword matching or pattern recognition to interpret user inputs, so
their capabilities are limited.

Hybrid chatbots.

Hybrid chatbots combine the capabilities of Al-powered bots and rules-based algorithms to
provide a more versatile conversational experience.

A hybrid chatbot offers the benefits of rule-based systems, such as control and predictability,
along with the flexibility and contextual understanding of Al-driven systems.

This approach enables the bot to handle structured queries (i.e.: informing a user of the store’s
return policy) while fielding complex requests, such as technical troubleshooting.
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How enterprise chatbots uplevel online businesses

Enterprise chatbots enable online stores to provide 24/7 support cost-effectively. Here are some
other advantages of using a chatbot:

Smart handling of a user’s request.

CRM systems build a user profile for each customer based on their chatbot interactions, purchase
history, and browsing habits. Enterprise chatbots integrate with the CRM to gain insight into the
user’s context and personalize its responses. This enables the bot to provide superior product
suggestions and anticipate user needs.

Integrates with more complex enterprise platforms and systems.

APl integrations enable messenger bots to exchange data with other enterprise platforms, such
as inventory management software, payment gateways, and product catalogs. These integrations
empower chatbots to handle end-to-end transactions for online shopping.

For example, when a customer asks for a product recommendation, the bot can pull listings from
the ecommerce platform, accept payment, and fulfill the order.

Allows for seamless takeover by a live customer service agent.

Nothing frustrates customers more than being prevented from reaching a live agent if a bot can’t
handle their request. Program the chatbot to identify escalation triggers, such as specific
keywords or phrases, or the customer’s explicit request to speak with a live agent.

If the customer has a complex inquiry, the chatbot should gather context (What is the problem?
When did this problem begin?) and transfer this context to a live agent.

Automates parts of the sales process.

Chatbots assist with lead generation by initiating conversations with website visitors, inquiring
about their needs (i.e.: product preferences and budget), and gathering contact information.

The best ecommerce chatbots can help guide customers through order placement, upsell or
cross-sell items to boost sales, and send post-purchase feedback requests.

Programmatically onboard and educate new users.
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Think of a chatbot as an always-on concierge for an ecommerce store. When customers first visit
the ecommerce website, the chatbot can introduce product features and benefits and assist with
sign-up.

The bot can then guide users through the initial setup or account creation process by offering
clickable prompts or a virtual guided tour of the interface.

Offer interactive demos, tutorials, and FAQs to help new users orient themselves. Automated
onboarding is especially useful for software companies that offer free trials or a freemium
version, enabling them to scale cost-effectively.

Offer post-sale support.

Customers may have questions about order status, referrals, and returns after a purchase.
Chatbots can retrieve this information from the organization’s CRM system and knowledge base.

They can provide step-by-step written instructions or a video tutorial on how to return an item or
change the shipping address — which can be much more effective than relaying these
instructions by phone.

Finally, chatbots can gather feedback on the purchase experience through surveys and polls.
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Customizing an enterprise chatbot

A chatbot is not an out-of-the-box solution. They must be programmed to handle interactions
specific to the business. Chatbots can also be customized to reflect the brand’s identity.

Stick to easy-to-answer questions.

Don’t delegate too much responsibility to a chatbot. Chatbots rely on predefined responses and
knowledge bases to answer queries.

By sticking to easy-to-answer questions and establishing escalation triggers for everything else,
organizations can ensure their chatbots provide information that is accurate, up-to-date, and
doesn’t frustrate customers.

Consider the customer journey.

Map out the customer journey to identify key touchpoints where the chatbot can add value.

For example, most insurance providers offer relatively similar plans that are difficult to compare.
The chatbot can be triggered to initiate a chat to help customers select the best one based on
their circumstances.

Other key touchpoints include initial engagement, product exploration, and post-purchase
support. Set objectives for each touchpoint (i.e.: educate customers about self-service options)
and design conversations that meet these objectives.

Track chatbot performance and continually refine their operation.

Chatbots require regular training and maintenance. Integrating analytics tools with a chatbot
enables businesses to measure metrics such as user engagement, goal completion rate,
escalation rate, and conversion rate.

In addition to monitoring performance metrics, companies can use machine learning algorithms
to analyze the content, intent, and sentiment of customer service interactions using natural
language processing.

Apply company branding and communication styles.

Create a personality for the chatbot that aligns with the brand. Is the brand formal, friendly,
professional, or playful? Adapt the bot’s conversational style to match.

Growing your high-volume or established business? ‘ﬁ COMMERCE
Start your 15-day free trial, schedule a demo or give us a call at 1-866-581-4549.


https://www.bigcommerce.com/free-trial/?utm_medium=blog&utm_source=pdf&utm_campaign=post_pdf_download
https://www.bigcommerce.com/request-a-demo/?utm_medium=blog&utm_source=pdf&utm_campaign=post_pdf_download

Use the same language, vocabulary, and tone of voice in the chatbot’s responses as in all other
brand communications. You can also design the chatbot interface with the brand’s color palette,
logo, and visual elements.
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Internal uses for chatbots in ecommerce businesses

Chatbots are not just a customer-facing tool. ECcommerce companies can use them internally to
assist employees with finding information.

Recruitment/hiring.

Chatbots can guide applicants through the hiring process by answering questions about
company culture, benefits, and career opportunities. They can also administer pre-employment
assessments (i.e.: a personality or aptitude test) and schedule interviews by prompting
applicants to select their preferred timeslot.

Payroll.

Payroll inquiries tend to be rote, repetitive, and easily handled by chatbots. Take the burden off
the finance team by programming a chatbot to handle employee inquiries related to paycheck
status, tax deductions, leave balances, or expense reimbursements.

Chatbots can also facilitate self-service options such as updating personal information or direct
deposit preferences.
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The final word

Chatbots have a variety of use cases, from customer support and technical troubleshooting to
automating the sales cycle. However, chatbots are not a plug-and-play solution.

Enterprises must design a logical conversation flow, understand user intent, and provide
escalation triggers that enable customers to opt out and contact a live agent instead.

By monitoring analytics and following a continuous improvement process, businesses can
optimize their messenger chatbots, adding value to the customer journey while meeting business
needs.
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FAQs about ecommerce chatbots

What types of Al or NLP technologies improve chatbot accuracy in ecommerce?

To improve chatbot accuracy in ecommerce, a variety of Al and NLP technologies enable chatbots
to better understand and respond to customer needs: Natural Language Understanding (NLU):
Helps chatbots interpret customer intent, even with typos or casual language, creating smoother
interactions. Machine Learning (ML): Enables chatbots to learn from past interactions, fine-tuning
responses over time. Sentiment Analysis: Detects customer emotions, allowing chatbots to adjust
tone or escalate conversations when necessary. Contextual Memory: Lets chatbots remember
past interactions, enabling personalized responses for returning customers. Named Entity
Recognition (NER): Identifies specific information, like product names or order numbers, to
deliver relevant answers. Transformer Models (e.g., BERT, GPT): Help chatbots understand
phrases in context for more accurate, complex answers. Reinforcement Learning (RL): Allows
chatbots to learn from feedback on successful interactions, adjusting to better meet customer
needs.

How do chatbots handle customer inquiries that require a human touch?

To handle inquiries needing human assistance, chatbots use smart escalation features:
Escalation Protocols: Chatbots recognize when an issue is complex or sensitive, automatically
directing customers to a human agent. Intelligent Routing: Based on issue type and urgency,
chatbots route customers to the right team or specialist. Seamless Handoffs: Chat history and
customer context are transferred to agents, reducing the need for customers to repeat
information. Sentiment Detection: Chatbots use sentiment analysis to sense frustration,
proactively escalating to human support when needed. With these tools, chatbots efficiently
manage straightforward tasks while ensuring complex issues receive a human touch.

What factors should be considered when choosing a chatbot platform?

Before shopping around for a chatbot platform, make a list of relevant business objectives. This
will help you choose must-have functionalities without overpaying for unnecessary features.
Here are some key chatbot features to look out for: Functionality: Choose between an Al based,
rules-based, or hybrid chatbot. Ask about integrations with other software systems, omnichannel
support (including social media), and analytics capabilities. Chatbots should support popular
messaging apps such as Facebook Messenger, Slack, Whatsapp, and SMS. Ease of use: Look for a
user-friendly interface and customization options. When building conversation paths, does the
platform offer chatbot templates and frameworks? Low-code or no-code interfaces are easier to
use but may offer limited customization. Scalability: Assess whether the platform can handle
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increased usage and concurrent user interactions without compromising performance. Security:
Ensure the platform offers data security. Ask about encryption protocols, data storage policies,
and compliance with data privacy regulations.

What are the essential performance metrics to track for chatbot success?

Chatbots need to be continuously maintained and improved. For example, certain conversation
pathways might not lead to goal completion, or an escalation trigger might fail. Here are the top
KPIs to measure chatbot success: Conversation completion rate: Track the percentage of
completed conversations without requiring escalation to a human agent. User satisfaction:
Measure user satisfaction through surveys, feedback forms, or sentiment analysis to assess how
satisfied users are with the chatbot's performance. Response time: Faster response times
contribute to a positive user experience and demonstrate the chatbot's efficiency in providing
timely assistance. First contact resolution (FCR): Determine the percentage of user inquiries
resolved during the first interaction with the chatbot, without the need for escalation or follow-
up. Escalation rate: A lower escalation rate signifies that the chatbot can handle various user
inquiries and reduces the burden on human agents. Engagement rate: Measure the number of
interactions per session and average session duration. Higher engagement rates indicate online
shoppers find value in the chatbot and are willing to interact with it repeatedly.

What future trends and opportunities should businesses watch for in the
ecommerce chatbot space?

Given their popularity with large online retailers, chatbot solutions will continue to grow more
sophisticated— providing personalized customer experiences and driving sales. Here are some
trends to watch in this space: Transactional chatbots: Al chatbots are evolving beyond providing
information to facilitating transactions. They enable customers to browse products, add items to
their cart, and complete payment within the chat interface — also known as conversational
commerce. Image recognition: Chatbots that recognize images as inputs can help customers find
similar products or match their desired style. Multilingual support: Global enterprises require
chatbots that support multiple languages and provide localized support. Chatbot-human
collaboration: Chatbot providers are constantly reprogramming their bots to improve escalation
and Al-human handoffs, ensuring customers receive a personal touch when complex or sensitive
issues arise.
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