
     Employees just 
 want to be known as 
individuals with 
customized 
 answers 
 that prove it.

10 Reasons 
Why Building a Chatbot 
Isn’t a Good Idea 

Why invest time and money in trying to build a chatbot when you can have Barista today? 
Plus, if you have invested in ServiceNow, Barista can maximize that investment as well.

Barista Redefines How Employees Get Help
By Delivering Exceptional Employee Experiences

When Barista doesn’t know the 
answer, Barista opens a ticket and 

finds the right person to help. Barista 
delivers an immersive experience 
staying with employees until their 

issues are resolved, and then learns 
from the experience.

Knowledge base articles are a thing of the 
past. Barista provides immediate answers so 
employees are not left to search. And Barista 
is bilingual, so answers are given in their 
selected language.

ITSM vendors provide toolkits and frameworks for 
building chatbots, plus there are third-party tools 
like IBM Watson and Agent.ai.

That ought to make it easy to build a chatbot, right? 
Well, they would like you to think so. But let’s take a look...

Employees have a 
language that they 
speak based on their 
companies and roles, 
and they don’t want 
to learn a new one.

     AI experts and data scientists are 
     needed to constantly analyze data to 
     tweak algorithms and configurations 
    ensuring the chatbot is actually 
   responding correctly to employees 
 and to identify additional areas of 
automation.
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While there are fewer knowledge 
base articles served when a 
chatbot is involved, they are still 
technical articles that may be out 
of date and might not even 
contain the right answer. 

Too many chatbots only 
respond if the question is 
asked precisely in the 
way it was configured. 
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What the Journey Looks Like with Barista,
our AI-Based Virtual Support Agent (VSA)

The result? 

Little work and great reward.

See what Barista can do for you. REQUEST A DEMO 
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Chatbot toolkits don’t include the overall UI for
   completing the employee experience. So, chatbots 
    will open tickets, but then send employees off to 
    figure out how to contact the help desk — and
   employees end up feeling like transactions rather 
   than individuals.

employee adoption
 80-85%  50-70%

reduced call volume

Barista has context about 
employees, so personalized 
answers are a given.
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Employees want personalized answers, 
  which is why they call the help desk. 
    That takes a lot of programming.

When you buy versus build you don’t start from scratch. That’s important because you 
can be up and running quickly without the need to hire expensive talent. And if you buy a 

virtual support agent (VSA) versus a chatbot, you will get so much more.

SKILLS

SYNONYMS
SPELL CHECK

APPLICATION INDEX

COMMON PHRASES

LANGUAGES

PRODUCT INDEX

INTENTS

           Barista comes out of the box with an     
Employee Language Cloud that includes 
  an extensive vocabulary tailored to the
        workplace so Barista can speak the
         language of employees from day one.

Barista is literally capable of 
    understanding over 15 million things 
     without any customer input, and 
     learns on the fly with every employee   
   interaction to get smarter over time.

6

Building 10

Mac

High Sierra 10

Do you have a Mac or a PC?

What building is your desk located in?

I need to connect to a printer

What operating system are you on?

Here are 4 articles that might help.

Most chatbots are 
designed to play a game 
of 20 questions with an
   employee to narrow
    down the number of
       knowledge base 
       articles served.
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       Linguists are needed to ensure 
 the chatbot understands common 
employee language and all of the
  possible permutations of a given 
question being asked 
       or issue being 
                 reported. 

        This will infuriate 
     employees and 
quickly create an
 abandonment
  problem.
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That’s a lot of work for little reward.

The result? 
employee adoption and <1% ticket deflection

 10-15%
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I forgot my password 
and need to reset it. 

Here are articles for 
helping you keep your 
password secure.

No, I need to reset 
my password.

2

https://www.espressive.com/#request-demo
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