
Integrating Virtual Assistant 

with Live Chat



Virtual Assistant



The user interacts with the Virtual Assistant



The VA helps the user with their questions



Multiple questions can be asked creating a 

history of the conversation 



Handover to live chat can be initiated by 

any predetermined triggers/rules  



New interface is then displayed 



The VA alerts the Live Person agent and gives them 

a history of the conversation with the VA prior to 

the agent accepting the call 



Lucy then exits the interface and new 

avatar enters



The Live Person interaction takes 

place in the existing VA template 



The Agent can escalate to a Guru if 

they are unable to help 



Live Person agent continues the 

conversation with the user 



The VA can detect if the Live Person agent isn't available 

(out of hours, engaged with other users etc) and can offer 

alternative escalation options



•Any Questions?


