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Introduct�on
Chatbots play a cruc�al role �n customer serv�ce, sales, and support by
streaml�n�ng �nteract�ons between brands and customers. They prov�de 24/7
serv�ce, address FAQs, reduce operat�onal costs, and boost customer
sat�sfact�on.

Conversat�onal AI, powered by ChatGPT, enhances these benef�ts w�th
soph�st�cated and natural �nteract�ons. Its advanced Natural Language
Process�ng (NLP) capab�l�t�es enable understand�ng nuances, adaptat�on to
var�ous conversat�onal styles, and authent�c responses. Intell�gent v�rtual
agents surpass rule-based chatbots by understand�ng context and engag�ng
users l�ke humans, creat�ng smoother and more enjoyable exper�ences.
Human-l�ke vo�ces of advanced Text-to-Speech (TTS) technolog�es support
th�s new era of exper�ence that customers/users have never seen before. 

We are SESTEK, an R&D center w�th 100+ eng�neers develop�ng v�rtual
ass�stants and chatbots for customer serv�ce s�nce 2000.

In th�s e-book, we share our expert�se ga�ned over the last two decades �n
craft�ng engag�ng conversat�onal bots for our customers. 
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Abbrev�at�ons
and

Def�n�t�ons

Bot

Utterance

End-User

Des�gners

Cl�ent

Text and vo�ce-based Conversat�onal AI, des�gned to
engage customers/end-users.

A spoken or wr�tten express�on by the end-user to convey
the�r request/�nqu�ry.

The benef�c�ary of the product �nteract�ng v�a spoken or
wr�tten express�ons on d�fferent customer serv�ce channels
l�ke webs�tes, mob�le apps, IVR or WhatsApp.

Ind�v�duals are respons�ble for craft�ng the flow des�gn of
the �nterface.

The request�ng bus�ness un�t or the owner of the project. 

User Persona
A representat�on of an �deal customer, �nclud�ng
demograph�cs, behav�ors, goals, and mot�vat�ons.

NLP
Natural Language Process�ng enables computers to
understand and generate human language.

IVR
Interact�ve Vo�ce Response processes customers' vo�ce
commands to automate requests, enhanc�ng call center
eff�c�ency across sectors.

Node
Fundamental bu�ld�ng blocks of a chatbot or flowchart,
each represent�ng a spec�f�c funct�on or act�on w�th�n the
system.

Knovvu V�rtual Agent
Knovvu V�rtual Agent �s a conversat�onal AI solut�on developed
by SESTEK; an R&D center develop�ng solut�ons for customer
serv�ce s�nce 2000.

http://sestek.com/


How to Structure the Bot
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Vodafone Türk�ye employs TOBI as a d�g�tal
ass�stant for the�r customers. W�th SESTEK's
enhancements, TOBI can now commun�cate
not only through text but also w�th vo�ce across
a range of customer serv�ce channels, �nclud�ng
IVR, mob�le and webchat. 

Creat�ng user personas proves �nvaluable �n
ta�lor�ng conversat�onal AI solut�ons for d�st�nct
user segments. Cons�der d�rect�ng certa�n age
groups stra�ght to l�ve agents or �mplement�ng
d�fferent act�ons for VIP customers.

Use Case

Imag�ne sculpt�ng the bot as a brand ambassador. It �s cruc�al to al�gn �ts language
w�th the corporate �dent�ty. The b�rth of th�s d�g�tal team member can be an
excellent opportun�ty for cl�ents to enhance the�r brand �mage by �nfus�ng �t w�th a
l�kable persona. Des�gners, as key players, hold the re�ns �n shap�ng the bot's
personal�ty to match the cl�ent's brand �dent�ty seamlessly.

http://sestek.com/


Creat�ng a character for your bot �s just the beg�nn�ng; br�ng�ng �t to l�fe w�th
engag�ng d�alogue �s the real deal. End-users crave �nteract�ons that feel human
and evoke pos�t�ve emot�ons.

Address the user by name, greet them, and congratulate them �f �t's the�r b�rthday,
enhanc�ng the conversat�on w�th personal�zed and fr�endly touches.
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1. Personal�ty of the Bot
Establ�sh user personas, route age groups, and �mplement VIP customer
act�ons before creat�ng your bot. Follow the pr�nc�ples to transform �t
�nto an engag�ng brand representat�ve:

Understand�ng the Purpose: Analyze the bot's purpose, funct�onal�ty, and �ts
�mpact on s�mpl�fy�ng l�ves and ra�s�ng awareness.

Understand�ng the Aud�ence: Cons�der the aud�ence demograph�cs.                  
�.e. avo�d a teenage v�be for users aged 25-50. 

Nam�ng the Bot: Choose a un�que name that reflects the brand.

Craft�ng a Backstory: Develop a short narrat�ve about the bot, �nclud�ng �ts
mot�vat�on, spec�alty, and d�st�nct�ve character tra�ts.

2. Engag�ng the End-User

sestek.com

Address users by the�r name and congratulate them on occas�ons

http://sestek.com/
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Use alternat�ve responses

Make use of the “Wa�t” response and node

To keep th�ngs �nterest�ng, m�x �t up. Do not repeat the same messages over and
over. In Knovvu V�rtual Agent, the conversat�onal AI solut�on we have been
develop�ng at SESTEK, des�gners can sp�ce up �nteract�ons by add�ng alternat�ve
text for responses �n Message Reply nodes. 

Craft an effect�ve conversat�onal AI by m�m�ck�ng real chat �nteract�ons, break�ng
�nformat�on �nto smaller chunks, and add�ng pauses for a natural rhythm, avo�d�ng
overwhelm�ng users w�th long messages.

Knovvu V�rtual Agent offers two wa�t�ng features: one s�mulates typ�ng �n web chat,
wh�le the other, the Wa�t node, prov�des a predeterm�ned pause �n the conversat�on
flow w�thout requ�r�ng a Message Reply node. 

sestek.com

Wa�t

http://sestek.com/


3. Creat�ng an Effect�ve Conversat�on
Flow
When des�gn�ng a Conversat�onal Flow, �t’s cruc�al to gu�de the aud�ence through
qu�ck �ssue resolut�on. Therefore, plan to handle off-top�c quest�ons and unclear
commands. Clearly def�ne the bot’s capab�l�t�es, responses, and user opt�ons. 

sestek.com
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Use the Test Chat

Use Ent�t�es and "AskM�ss�ngSlot" for spec�f�cs, not just "Ask" nodes

After mak�ng ed�ts, remember to use the d�alog �con to ensure a clear understand�ng
of the flow. 

Leverage Ent�t�es for spec�f�c �nput formats; System ent�t�es l�ke Dates, Ser�al
Numbers, and Currenc�es eff�c�ently capture deta�ls, wh�le Custom Ent�t�es w�th regex
allow further ta�lor�ng. In L�st Custom Ent�ty types, �nclude all relevant keywords and
synonyms, ensur�ng the bot's versat�l�ty �n understand�ng user �nput.

http://sestek.com/


Get close ent�t�es values �n a s�ngle announcement

Use the AskM�ss�ngSlot node to capture or f�ll ent�t�es automat�cally. Th�s node
captures related ent�ty values from user utterances, f�ll�ng the ent�ty �f already
ment�oned by the user, and cont�nues the flow.

Imag�ne hav�ng two ent�t�es, 

One for C�ty One for D�str�ct
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The bot prompts the end-user to prov�de values for these ent�t�es: 

sestek.com

AskM�ss�ngSlot eff�c�ently captures ent�ty values, even �f ment�oned earl�er, avo�d�ng
add�t�onal prompts. Add�t�onally, the chatbot suggests tasks to gu�de the
conversat�on when the user �s uncerta�n, ensur�ng smoother engagement and
prov�d�ng opt�ons for the user.

http://sestek.com/


06

4. Bu�ld�ng a Seamless Exper�ence
Craft a seamless conversat�onal exper�ence where users effortlessly trans�t�on from
one top�c to another, el�m�nat�ng the need for a ma�n menu. 

Ensure a smooth trans�t�on from one �ntent to another

Keep the end-user h�story

W�th a bank�ng chatbot, users can request transact�ons l�ke money transfers, loans,
and appl�cat�ons. If the balance �s low after a transfer, the bot suggests a loan offer.

To ma�nta�n cont�nu�ty, the bot remembers past �nteract�ons. For example, �f a user
leaves temporar�ly dur�ng a loan appl�cat�on, the bot offers to resume when they
return, sav�ng t�me and effort.

The bot suggests apply�ng or recalculat�ng
based on assumed loan deta�ls, w�th qu�ck
repl�es to buttons for opt�ons. Choos�ng "Re-
calculate" tr�ggers a new calculat�on, and �f the
user wants to apply, the deta�ls carry over
w�thout redundant prompts.

Implement�ng th�s approach enables
seamless nav�gat�on between "Money

Transfer" and "Loan Calculat�on" w�thout
ex�t�ng the flow, enhanc�ng the overall user

exper�ence.

sestek.com

http://sestek.com/


07

5. V�sual Integrat�on & Download
Opt�ons
Use v�suals for qu�ck attent�on-grabb�ng �n chatbot des�gn; enable easy
document shar�ng and download�ng d�rectly from the chat �nterface to
enhance user exper�ence.

Knovvu VA allows d�rect document shar�ng �n chat; no agent �s needed. For non-textual
bots l�ke IVR, use l�nks or send f�les v�a ema�l or SMS. 

Knovvu VA boosts engagement w�th emoj�s �n �ts text responses!
🎉 Whether �t's about 💵 currency or just say�ng hello or goodbye
👋, expect a fun touch to your conversat�ons. It accepts var�ous
emoj�s and can send them to platforms l�ke WhatsApp and
Messenger.

Make use of Emoj�s 😃 on text-based bots

Use Cards to v�sual�ze mult�ple �tems

sestek.com

6. Integrat�ng Bots Across Channels

Knovvu VA seamlessly �ntegrates w�th mult�ple channels �nclud�ng Avatar, Facebook,
IVR, Slack, Teams, Telegram, Threads, Webchat, and WhatsApp. It also offers
enhancements l�ke L�ve Chat, Sent�ment Analys�s, Text-to-Speech (TTS), Speech
Recogn�t�on (SR), and Vo�ce B�ometr�cs for an �mproved user exper�ence.

Ut�l�ze the Vo�ce B�ometr�cs node for authent�cat�on: SESTEK's Knovvu B�ometr�cs
enables vo�ce authent�cat�on. For authent�cat�on needs, �ntegrat�ng Vo�ce B�ometr�cs
�s recommended. Ver�f�cat�on happens seamlessly through the �ntegrated serv�ce
us�ng the Vo�ce B�ometr�cs node.

http://sestek.com/
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7. Collect�ng F�les from Users and
Shar�ng
Knovvu VA can rece�ve attachments, documents, and v�suals from end-users. 

Use the “AskAttachment” node and "HTTP" node

AskAttachment node gathers f�les for �mproved �nteract�on. For example, to
recogn�ze a l�cense plate, users upload a photo v�a "Upload Attachment." The bot
sends �t to a recogn�t�on serv�ce v�a HTTP node and d�splays the result dynam�cally.

http://sestek.com/
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Improv�ng user exper�ence starts w�th educat�ng users on effect�ve bot commands
and usage. 

8. Empower�ng Users to Master Bot
Usage

Suggest common �ntents and create a "What can the bot do?" �ntent

Gu�de users w�th common requests us�ng cl�ckable
buttons for engagement and eff�c�ent nav�gat�on.
You can educate users eas�ly by employ�ng buttons
for frequently asked �ntents. Add�t�onally, users can
�nqu�re about the bot's capab�l�t�es by ask�ng "What
can you do?" If users stay s�lent, the bot can gently
rem�nd them of shortcut commands or prov�de
button opt�ons for common act�ons.

Make the alternat�ve prompt more explanatory

Educate users on expected �nput and gu�de them �f they enter �ncorrectly. For
�nstance, �f the bot asks for a full name and �t's entered �ncorrectly, �t can gu�de the
user by expla�n�ng the correct format. Surveys may start w�th yes/no conf�rmat�on
buttons for conven�ence.

http://sestek.com/
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Ensure a smooth trans�t�on from bot to human support, as chatbots handle rout�ne
quer�es but complex �ssues often need human ass�stance.

When us�ng chatbots to promote products or deals, �t's v�tal to avo�d overwhelm�ng
users.  Understand customers’ preferences and past �nteract�ons to suggest relevant
act�ons that al�gn w�th the�r �nterests, enhanc�ng the exper�ence.

Integrate Knovvu L�ve Chat w�th Knovvu VA for seamless �nteract�on. Use the L�ve
Agent node to route users to the appropr�ate agents based on expert�se, ensur�ng a
smooth user exper�ence. 

9. From Chatbot to L�ve Support 

10. Str�k�ng the Balance

Repet�t�ve Quer�es: Transfer to a human �f the user repeats a quest�on.

Ava�lab�l�ty Hours: D�rect users to agents dur�ng spec�f�c t�mes.

User Preference: Offer l�ve agents for users preferr�ng human support.

Cons�der proact�ve strateg�es l�ke �nv�t�ng users to start a conversat�on w�th spec�al
offers tr�ggered after a certa�n t�me on the page. For �nstance, "Hey, �f you order
w�th�n 24 hours, sh�pp�ng �s free.” or �nform�ng users about deals on �tems they've
v�ewed: "We have summer shoes on sale! Cl�ck here to browse." 

http://sestek.com/


Conclus�on
Des�gn�ng an effect�ve Conversat�onal AI
solut�on for customer serv�ce requ�res
thoughtful cons�derat�on of var�ous elements,
�nclud�ng bot personal�ty, engag�ng d�alogue,
seamless conversat�on flow, v�sual �ntegrat�on,
and user empowerment. 

By leverag�ng advanced technolog�es and
�ntegrat�ng across mult�ple channels,
bus�nesses can enhance user exper�ences and
streaml�ne �nteract�ons. Add�t�onally, educat�ng
users on bot usage and fac�l�tat�ng smooth
trans�t�ons to human support are v�tal for
comprehens�ve customer serv�ce solut�ons. 

W�th these strateg�es �n place, compan�es can
stay compet�t�ve �n the evolv�ng landscape of
customer serv�ce and meet the grow�ng
expectat�ons of the modern consumer.
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ABOUT SESTEK

SESTEK �s a conversat�onal automat�on company
that has been develop�ng AI-powered solut�ons for
customer serv�ce s�nce 2000. Our R&D team of 100+
eng�neers develops conversat�onal products based
on technolog�es such as speech recogn�t�on (SR),
natural language process�ng (NLP), and vo�ce
b�ometr�cs. We help d�g�t�ze the customer serv�ce
operat�ons of 500 enterpr�se cl�ents �n 20 countr�es
worldw�de.

SESTEK acqu�red by Un�fon�c, one of the lead�ng
Commun�cat�ons Platform as a Serv�ce (CPaaS)
prov�ders, �n 2022.

sestek.com

Learn More

sestek.com/demos
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