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The conversational AI market is booming. 
Analysts predict that by 2024, the global market 
size will eclipse USD 15.7 billion, at a compound 
annual growth rate (CAGR) of 30.2%. This can be 
directly attributed to the increasing demand for 
AI-powered customer service and a decline in 
development costs.
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The technology itself is also 
evolving. Previously, developing a 
conversational AI-powered virtual 
agent took a dedicated team 
of data scientists months (and 
sometimes years) to get off the 
ground. Today, advances in self-
learning AI and natural language 
technologies are making it easier 
than ever for non-technical teams 
to deploy a working, full-scale 
solution in a matter of days, not 
weeks.

Solving the technological 
challenges that, in the previous 
decade, resulted in a market 
flooded with half-built chatbots 
is a key piece of the puzzle. The 
importance of choosing a solution 
built on robust natural language 

understanding is a great first 
step to successfully automating 
customer interactions at scale, and 
we have plenty of material for you 
to explore in this regard. But what 
happens once your virtual agent 
is up and running? How do you 
position it so that customers benefit 
the most out of every interaction? 
And, what do you need to start 
thinking about to improve a user’s 
experience when interacting with a 
virtual agent?

These themes, centered around 
visibility, are what we will explore 
in this guide. Drawing from the 
experience and expertise of 
deploying more than 200 live virtual 
agents, with an accumulated total 
of over 10 million conversations,  

we will not only discuss the 
importance of conversational AI as 
a medium, but also the practical 
applications and best practices that 
will help you maximize the impact a 
virtual agent can have on both your 
business and the overall customer 
experience.

https://www.boost.ai/conversational-ai-guides
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Visibility is one of the core 
principles of (interaction) design. 
The more visible an element is, the 
more likely users will know about 
it and, in turn, interact with it. This 
applies to chat just as much as 
it does to websites, buttons, or 
content. If you make your virtual 
agent difficult to find, customers 
will typically interpret this as you 
not wanting them to get in contact - 
a cardinal sin in customer service.

In a web usability report published 
by KoMarketing, 44% of visitors 
said that they would leave a 
company’s website if they are 
unable to locate relevant contact 

information. Establishing  
credibility and customer trust 
through “thorough contact 
information” is just the tip of the 
iceberg for how conversational AI 
can transform the customer  
experience.

Making even small tweaks to its 
placement on your website can 
result in significant differences 
in the amount of traffic passing 
through your virtual agent, and  
the satisfaction levels it delivers  
to customers. 

Why visibility matters:  
if they can’t see it, they won’t use it

Here are some key practices  
to follow:
• Ensure customers can easily find  
 the virtual agent on your webpage  
 - make it visible on the front page
• Design a visually-pleasing avatar  
 that is instantly recognizable
• Use text to encourage engagement  
 with the virtual agent, i.e.   
 “I can help!”
• Use dynamic design such as  
 avatar animation or text pop-up  
 when hovering over the virtual agent
• Proactively launch the chat window  
 to grab the customer’s attention

https://www.csun.edu/science/courses/671/bibliography/preece.html
https://www.csun.edu/science/courses/671/bibliography/preece.html
https://komarketing.com/files/b2b-web-usability-report-2015.pdf
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While there are a number of ways 
to increase visibility, making 
your virtual agent stand out can 
essentially be distilled into three key 
areas -  being descriptive, engaging 
and putting chat ahead of other 
support channels.

By combining these three 
principles, a virtual agent has a 
better chance of successfully 
satisfying customers and not 
frustrating them with a sub-par 
customer experience.

Key 
visibility 
principles
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Conversational AI is a powerful tool 
that can help a business automate 
thousands of customer interactions 
- 24/7 and at scale - without the 
need to hire any additional staff. 
So, why do some companies insist 
on hiding away their virtual agents 
on contact pages, nestled amongst 
other support options?

The prevailing theory is that 
customers want to be given a 
variety of options for how to 
contact a company when, actually, 
the truth is quite the opposite. In a 
recent report published by Software 
Advice, Millenials were identified as 
strongly preferring the chat channel 
over phone and email because of 
its dramatically decreased holding 

time. Similarly, a major Norwegian 
bank conducted a survey revealing 
that 3 out of 4 of its customers 
preferred to get help from its virtual 
agent, even when given the option 
to talk to a human.

So, give the people what they want. 
Taking advantage of this preference 
for chat amongst consumers 
means not being afraid to 
prominently place a virtual 
agent on your website for 
maximum visibility. 

A virtual agent’s biggest asset 
to a business is in being 
a customer service ‘first-
responder’. 

Positioning it as such on your 
website will allow for a focal 
point to drive traffic - automating 
thousands of inquiries instantly, 
while still being able to seamlessly 
transfer customers to relevant 
human support staff when 
necessary.

customers prefer to get help 
from a virtual agent than speak 

with a human

Be ‘chat first’

https://www.comm100.com/resources/infographic/millennials-prefer-live-chat-speed-convenience/
https://www.boost.ai/articles/how-conversational-ai-is-pioneering-the-digitization-of-banks-in-the-nordics
https://www.boost.ai/articles/how-conversational-ai-is-pioneering-the-digitization-of-banks-in-the-nordics


Examples of ‘chat-first’ visibility

Key visibility principles7
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Not every customer that uses your virtual agent 
will immediately know how it works. It’s important 
to set some ground rules - whether that’s in the 
chat window, or on the website itself - as to what 
customers can expect when they interact with it for 
the first time.

Clearly defining the virtual agent’s scope with a brief 
message of what it can do will more easily guide 
customers to the outcomes and goals that you have 
set. Remember, brevity is your friend when it comes 
to chat. 

Keep things short but informative, customers hate 
to wade through pages of text.

Be descriptive

Here you can 
see some good 
examples of this.
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A virtual agent may be a robot, 
but that doesn’t mean it has to 
act like one. If you want to engage 
customers in interacting with your 
brand via chat, there are a number 
of tactics you can employ:

1. Proactive greeting.  
Having your virtual agent’s avatar 
visible on your website is a good 
start, but consider adding a speech 
bubble that entices customers to 
click on it.

2. Proactive agent. Your virtual 
agent doesn’t have to be the same 
on every page of your website. It’s 
advantageous to be as service-
oriented as possible - offering 
customers on your mortgage page 
information about home loans, 
or proactively giving information 
about your latest e-commerce 
deals. Triggering on certain events, 
such as log in errors, is a typical 
quick win for the overall customer 
experience.

Be engaging



3. Engaging pop-up. Modern websites are dynamic, so there are no 
excuses for having a static virtual agent. Create attention and remind 
customers that your virtual agent exists by having a greeting pop up  
or even the chat window itself.

Key visibility principles10
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3 approaches 
to virtual agent 
visibility

We’ve already established that visibility is king when 
it comes to making customers more receptive to 
interacting with a virtual agent. Of course, just as no 
two virtual agents are ever the same, the approach to 
optimizing visibility can vary depending on a variety 
of criteria,  including industry, scope, company size, 
tech-maturity and more.

Based on the visibility principles outlined in the 
previous chapter, we have identified three distinct 
approaches that a company can take to ensure the 
right level of virtual agent visibility for its needs.



Bold
A ‘chat-first’ approach to visibility 
that puts the virtual agent as the 
centerpiece of a company’s digital 
customer service strategy.

Visibility:  
High

Principles:  
3/3

Visibility:  
Medium

Principles:  
2/3

Visibility:  
Low

Principles:  
1/3

Moderate
If your virtual agent is designed to 
only carry out a few specific tasks, 
it can be a good idea to keep it 
confined to relevant areas of your 
website.

Cautious
Internal virtual agents used for HR 
and IT support don’t necessarily 
require the same level of visibility  
as a customer-facing solution. 

3 approaches to virtual agent visibility12

Industry:  
Banking, Insurance,  
Public sector

Advantages:  
Quick ROI,  
increased volume

Industry:  
Telco, Public sector

Advantages:  
Smaller scope,  
customer education

Industry:  
Internal support (HR,  
IT, etc.), Public sector

Advantages:  
Minimal resource  
allocation, a good way  
to test approaches
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Focusing on visibility works. Over 
the next few pages we will look at 
use cases where these tried and 
tested approaches have had a 
real impact on helping businesses 
enhance the customer experience. 
By making key tweaks to 
placement, design and interactivity, 
our clients have seen dramatic 
increases of traffic to their virtual 
agents by up to 300%.

Use  
cases & 
results
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Authentication & 
change in visibility

Insurance  
client
In order to announce user 
authentication functionality 
for its virtual agent, this large 
Scandinavian insurer increased 
visibility on its website and  
results skyrocketed.

What was done?
• Added authentication
• Increased visibility on  

website

Results:
• 100% traffic increase

Conversations

Time
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Banking  
client
A prominent Norwegian bank 
redesigned its virtual agent  
avatar and added it to the  
company contact page with 
impressive results.

What was done?
• Virtual agent added to  

website contact page
• Redesigned avatar 

Results:
• 35% traffic increase  

from visibility change
• 20% traffic increase  

from avatar redesign

Redesign of avatar &
change in visibility

Time

Conversations
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Internal 
support client
One of the three largest  
companies in the Nordics saw 
a jump in engagement after 
integrating its virtual agent  
with an internal ticketing system. 
This increased dramatically 
once visibility was optimized.

What was done?
• Added integration with  

ticketing system
• Increased virtual agent visibility
• Engaged users in development  

of virtual agent 

Results:
• 100% traffic increase after 

ticketing integration
• 300% traffic increase after 

visibility changes

Conversations
Ticket api &

authentication Visibility

Time
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Credit 
management 
client
A large UK credit management  
firm saw a marked increase in  
engagement traffic when making 
specific visibility tweaks to  
its virtual agent.

What was done?
Improved visibility by adding  
“ask bot” button and text  
bubble for chat icon

Results:
• 300% traffic increase

Inquiries per week

s

Before tweak After tweak

Increase  
in volume

Time

Conversations



Contact us:
contact@boost.ai
www.boost.ai

Follow us boost.ai:

To learn more about how you can use conversational AI  
to help your business put customer experience first,  

contact us and schedule a demo today.

mailto:contact%40boost.ai%20?subject=
http://www.boost.ai
https://www.linkedin.com/company/boost-ai/
https://www.facebook.com/boostainorway/
https://twitter.com/boost_ai_?lang=en
https://www.instagram.com/boost.ai/
https://www.boost.ai/

