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Companies in most industries are struggling. According to
LinkedIn’'s June 2020 U.S. Recovery Tracker, key factors in the
labor market haven’t improved, such as hiring rate, job
postings and employer confidence. It's important for
businesses to find opportunities that maintain or grow
revenue, as well as operate cost-efficiently given the new
normal in U.S. consumer and B2B demand.

However, there are long-term trends that are too disruptive to
ignore. A seismic change in consumer behavior is the growing
use of messaging apps for more than sending and receiving
texts. Ecommerce and social messaging apps are enabling
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internet shoppers to send payments, book reservations, watch
multimedia and purchase items, among many features. Chatbots
are unleashing the power of social and ecommerce by providing
customer support 24/7, year-round.

There are a number of artificial intelligence (AI)-assisted
conversational bots that can help give your enterprise a
competitive edge in acquiring sales, automating customer
support and saving money. Here are three I personally
recommend.

Related: Top 10 Best Chatbot Platform Tools to Build Chatbots
for Your Business

Founded in 2016, veteran strategists at San Diego, California-
based School of Bots help marketers and companies acquire
sales, automate operations and provide 24/7 customer
engagement, largely through chatbots deployed on Facebook
Messenger and SMS, with training available for other big
messaging platforms. School of Bots’'s experts teach proven
strategies on platforms with whom they have close partnerships
and create custom chatbot marketing systems for startups and
consultants alike. An example of such a tailor-made bot might
accompany a prospect down the sales funnel and nudge him or
her into an eventual transaction.

“This year, more people are using messaging apps than social
media platforms, according to eMarketer, and that could
indicate a major shift in consumer behavior,” says Kyle
Willis, CEO of School of Bots. E-HUB, the company’s chatbot
training platform, gives members access to checklists,
instructional videos, standard operating procedures and hands-
on mentorship. After undergoing training, members are
accredited to offer consulting and agency services. Moreover,
the platform enables participants to earn certifications, hire
qualified bot builders or get hired and connect with fellow
members in a virtual coworking space.
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School of Bots works with tools such as ManyChat, which
provides reach through Facebook and, explains School of Bots
cofounder Natasha Takahashi, “has superior capabilities for
automation and tracking that allow us to produce maximum ROI.”

Bots can be a partial solution for businesses that have laid
off customer-support staff during the recession. Automated
bots prevent consumers from visiting competing sites, and
therefore help to capture sales opportunities. Moreover, they
streamline operations and boost productivity. They can be
programmed to answer frequently asked questions, book a
meeting with a sales rep, troubleshoot problems and move
online shoppers towards checkout.

Drift positions itself as a “conversational marketing
platform” to emphasize the revenue-generating features of its
bots. The company is a well-known solutions provider that
installs chatbots that are able to qualify leads 24/7/365.
Drift’s bots are used by large brands such as GrubHub, GitHub,
Marketo and Ellie Mae. The tech is also geared more towards
B2B sales and enterprise use cases. Drift’s conversational AI
can tell when a user is making a statement (instead of asking
a question) so that it can recommend certain products and
display pricing. Other features include automatically booking
meetings, as well as routing conversations to a sales team.

According to a Drift survey published on Salesforce.com,
people use bots for these top reasons: 32 percent get an
answer to a question; 29 percent get a detailed explanation;
27 percent resolve a problem; and 27 percent receive customer
service. Bots give businesses a competitive advantage given
today’s consumer preference for interacting with messaging
apps. Moreover, a big chunk of mobile users want immediate
answers to queries. This automated ability to give real-time
engagement ups the ante for every B2B and B2C business.

According to a 2018 Accenture survey, 56 percent of executives
say conversational bots are disrupting their sector, and 57
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percent say the technology can deliver large returns on
investment with minimal effort. AI and machine learning are
the most revolutionary innovations of our lifetime, and a bad
recession won’t stop the adoption of automated conversational
interfaces. These platforms are growing more sophisticated.
For example, AI is becoming better at natural language
processing (NLP), which enables the tech to have
conversational dialogue with humans.

Intercom has been around for nearly a decade and deploys
custom bots that engage prospects, route conversations and
reduce the need for web forms and emails. The company offers
clients a proprietary Business Messenger app that provides
automated real-time answers. This messaging software enables
Intercom to differentiate itself in the bot marketplace.
Mostly B2B users receive data they need to make timely
business decisions. That includes dashboard info such as order
status, invoice data and educational articles within the
messaging app. In a 2018 Bloomberg interview, CEO Eoghan
McCabe noted that emails are increasingly ineffective, and
that more business professionals and consumers are turning to
messaging apps for real-time business communication.

Intercom builds chatbot solutions to help enterprises make
purchase decisions, such as by personalizing buying
experiences and giving product tours. Access to certain
features depends on your monthly subscription. A basic plan
includes live chat and outbound messaging while an advanced
plan is geared more towards B2B lead generation, automated
workflows and reporting tools.

Related: 5 Innovative Ways to Train Your Sales Team

Chatbots are great sales tools that are seeing more use in B2B
and B2C, and they provide a competitive edge by enabling
companies to offer 24/7 customer support. Because bots are
growing in sophistication, they can be programmed to book
reservations, set up meetings and other functions without
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human involvement. They can also be implemented cost-
efficiently compared to hiring human personnel. So with all
businesses tightening their wallets, now is the time to
consider automating the customer experience where you can.
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