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Why most virtual agents fail
section 1

Today’s customers are digital-first, but not all automated experiences are created with that in 

mind. Many virtual agents still rely on rigid, FAQ-style scripts that can’t adapt when a 

conversation goes in a different direction. When answers are limited to pre-programmed 

responses, the bot simply can’t do what it’s supposed to — help customers. Customers end up 

in one or all of these frustrating scenarios: repeating themselves, giving up, or escalating to a 

live agent. Other virtual agents are offline after hours, right when many customers need them. 

The result? Lower CSAT, higher call volumes, and an investment that delivers little return. 

But it doesn’t have to be that way.


In this guide, we’ll show you how to build a virtual 

agent that your customers will actually want to use. 

Showcasing our next-generation 

 we’ll share use cases that drive resolution, 

not friction, across several scenarios and industries. 


With new agentic AI capabilities, you’ll learn how to 

build flexible, personalized agents that autonomously 

solve customer queries and free up your team to do 

quality work, all while reducing costs.


You’ll see that context is what matters. Instead of 

relying on strict scripts, Zoom Virtual Agent is 

context-aware, delivering dynamic, personalized 

responses that adapt in real time. It engages 

naturally, understands unique customer needs, and 

Zoom Virtual 

Agent,

uses that insight to resolve issues on its own, even  

with a few curveballs thrown in. Customers benefit from a satisfying self-service experience, 

while your support team is freed from repetitive, low-value tasks.


Whether you are launching your first virtual agent or optimizing an existing one, this guide 

shows you how to go beyond the basics and build a virtual agent that truly works for your team 

and your customers.

From frustration to 
connection: The new era of 

agentic AI self-service

Read the blog

https://www.zoom.com/en/products/virtual-agent/
https://www.zoom.com/en/products/virtual-agent/
https://www.zoom.com/en/blog/the-new-era-of-agentic-ai-self-service/


What makes a virtual agent worth
the investment

SECTION 2

Virtual agents make perfect sense in theory. Today’s consumers are time-poor; no one wants 

to sit in a call queue to fix an issue that’s already derailed their day. The promise of a virtual 

agent is fast, relevant answers without needing to speak to a human, but when a human is 

required, it can transfer the customer quickly and seamlessly. The reality is that very few 

traditional virtual agents can deliver the resolution they promise. 

The showed that 43% of 

consumers view resolution failure as the top chatbot frustration. With 82% 

stating that inaccurate or unsatisfactory resolution would make them likely 

to stop buying from a brand, there’s a clear opportunity to invest in a virtual 

agent that actually makes the customer experience better.

research we commissioned with Morning Consult 

Is your virtual agent a customer favorite or a frustration?

 Check the following boxes if your current virtual agent:

If you checked all these boxes, you’re on the right track. If not, read on!

Resolves at least half of your most common customer requests without human intervention


Drives measurable cost savings or call deflection in your contact center


Understands and responds accurately to natural, free-form language


Pulls in real-time data from backend systems like order status, billing, or account info to complete tasks


Escalates to a human agent with full context, avoiding repeated explanations


Operates 24/7 and is accessible across customers’ preferred channels


Maintains a high CSAT score for virtual agent interactions


Consistently improves over time through AI learning or tuning

Find out if your current solution reduces customers’ effort or leaves them exasperated.

https://click.zoom.com/cx-morning-consult-report


Why Zoom Virtual Agent
SECTION 3

Today’s innovations in agentic AI can deliver what customers expect. Zoom Virtual Agent 

understands customers and makes them feel appreciated and cared for. Let’s take a look at 

its core benefits through the lens of our Morning Consult consumer research report:

Personalization with a human, empathetic tone: Self-service doesn’t have to feel 

robotic. Consumers agree, with 74% expecting virtual agents to anticipate their needs 

before they even ask. Zoom Virtual Agent does precisely that. It recognizes returning 

customers, remembers past interactions, and adjusts its responses to each unique 

scenario. Using natural, conversational language to acknowledge the customer’s 

situation and adapt to their priorities, it guides them to a resolution. Each self-service 

interaction feels personal, helpful, and human, even without a human in the mix.

74%

of consumers expect virtual 
agents to anticipate their 

needs before they even ask

1

https://www.zoom.com/en/blog/customer-experience-resolution-deal-breaker/


Purpose-built to drive resolution:  Zoom Virtual Agent leverages agentic AI to 

understand customer needs and resolve issues autonomously. If escalation is required, it 

transfers seamlessly to a human agent without disrupting the customer experience. 

Zoom Virtual Agent uses natural, conversational language to adapt to each customer’s situation and query. 

81% of consumers expect that their issue will be 

escalated to a human agent 


37% of consumers get frustrated repeating their issue


38% of consumers fear getting stuck in a ‘Doom Loop’ 

with no resolution path

•

•

•
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But what happens after an agent or bot interaction? 74% of consumers expect bots 

to remember their interactions. Because Zoom Virtual Agent remembers a 

customer’s conversations across channels, it understands intents more clearly. This 

allows for faster resolution and a more personal touch.

Virtual Agent



Easy to set up and build: Zoom Virtual Agent is easy for anyone on your team to set 

up and use. The built-in AI Studio can create dedicated, customized workflows in 

minutes. So buckle up, because that’s what this guide is all about.

Zoom Virtual Agent offers a variety of templates for a range of different workflows.

3

Get the datasheet

Backed by industry-leading AI performance, including a 

best-in-class word error rate of just 6.48%, a benchmark of 

exceptional conversational quality, Zoom Virtual Agent can 

accurately understand what customers want and help drive 

resolution quickly.

https://click.zoom.com/ZVA-datasheet


Zoom Virtual Agent: Four use cases. 
Four different industries. 


SECTION  4

First, let's get the basics down. Then we'll walk you through four different scenarios across 

industries and intents to help you build virtual agents that work for you and your customers. 

Zoom Virtual Agent has a menu of different voice actors to choose from to fit your brand.

Workflow builder: 6 easy steps to build a virtual agent

In Zoom AI Studio, choose your agent type: voice agent or chat agent for digital messaging channels.


Choose from prebuilt AI agent templates or start from scratch.


Enter agent name, detailed agent guidance, agent greeting, and select language.


Select a voice actor (if you’ve chosen to create a voice agent).


Connect your agent to a knowledge source. Attach documents and/or links.


Give your agent a skill, and define when that skill should be triggered.
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Use case 1: Add a personal touch and handle unexpected issues

Tasks covered: Easy knowledge base setup, personalization, handling the unexpected


Scenario: A customer wants rib recipes and smoker advice from a friendly BBQ expert  

virtual agent.


AI Studio guidance: As Pitmaster Pete, a professional in the outdoor goods and grilling 

industry, you should be professional, friendly, and empathetic to the customer’s request.  

Greet customers warmly. Don’t be afraid to add some good old-fashioned southern charm to 

your speech. Actively listen to identify needs and address each step of the process they are 

asking about with ease and confidence. Confidently provide accurate information from the 

knowledge base. Do your best to guide any conversation not included in the knowledge base 

back to the knowledge base. Don’t be afraid to offer a handoff to a live agent when you do not 

know the answer.


Why it works: This voice agent is powered by practical knowledge and personality. It builds 

rapport while resolving a task without needing escalation.

Industry example: Voice agent name:  Retail     Pitmaster Pete

https://youtu.be/AwzIgRMEMco
https://youtu.be/AwzIgRMEMco


What this use case delivers:

Knowledge base setup with Zoom Docs1.

The virtual agent is connected to a Zoom Docs file, which includes recipe cards, tips for 

seasoning and techniques, and equipment recommendations.

Recipe lookup

Handling unexpected gaps

3.

4.

Uses follow-up questions to personalize the response.

 Offers practical help when the user lacks equipment.

User:

User:

ZVA Response:

ZVA Response:

I'd like a recipe about ribs.

I don’t have a smoker — what do you recommend?

Alright, let's talk ribs! I've got a mouthwaterin' recipe that will 

make your taste buds dance. What type of ribs? Pork or beef?

Well, if you're lookin' to step into the world of smokin' I'd be happy 

to recommend a great starter smoker. What's your budget?

Persona and prompting2.

Voice bot named Pitmaster Pete, set up to have Southern charm.

User:

ZVA Response: Greets the user warmly with:

Hi.

Hello, and thanks for comin' by. My name is Pittmaster Pete. 

How can I help you today?



Use case 2: Set up a voice and a chat virtual agent with the same 
knowledge base and skills

Tasks covered: Fast virtual chat and voice agent setup, skill assignment, and dealing with 
“off-topic” questions


Scenario: A credit union member seeks help with mortgage information, digital checks, and 
deposits, with a curveball thrown in.


AI Studio guidance: As Morty Mortgage, a professional in the mortgage and loan industry, you 
should be professional, friendly, and empathetic to the customer’s needs. Greet customers 
warmly. Don’t be afraid to add some good old-fashioned midwestern charm and warmth as 
part of your speech. Actively listen to identify needs and address each step of the process 
they are asking about with ease and confidence. Confidently provide accurate information 
from the knowledge base. Do your best to guide any conversation not included in the 
knowledge base back to the knowledge base. Do not be afraid to offer a handoff to a live agent 
when you do not know the answer.


Why it works: Friendly, helpful, and accurate, even handling unexpected questions efficiently 
while staying on-brand.

Industry: Voice agent name: Chat agent name: Finance    Morty Mortgage     Mary Mortgage

https://youtu.be/edCwmPM1R_U


What this use case delivers:

Personalization setup1.

Captures customer name as a variable and uses it in all responses.

Corrects user errors3.

Identifies and corrects incorrect terminology.

User:

User:

ZVA Response:

ZVA Response:

Can I cash checks remotely?

My name’s William.

You can deposit checks remotely using the credit union's mobile 

app. Simply take a phone and deposit it from anywhere.

Great to meet you, William! How can I assist you with your 

mortgage needs today?

Responds to rate inquiries2.

Pulls rates from the knowledge base (KB) or links to the live rate page.

User:

ZVA Response:

What’s your 15-year fixed mortgage rate?

Based on our latest information, William, 15-year fixed 

mortgage rates range from 5% to 7% APR. Keep in mind that 

your specific rate may vary depending on your credit score.



Supports digital features4.

Confirms availability and provides directions.

User:

ZVA Response:

Do you offer Zelle?

Yes, we do! You can find it in our mobile app. Would you like 

me to walk you through setting it up?

Handles playful topics while staying on brand5.

Responds with personality while returning to the main topic.

User:

ZVA Response:

How do you make a banana sandwich?

I appreciate your creativity, William, but as a mortgage 

specialist, I'm not equipped to give cooking advice.  

How about we focus on your financial needs instead?



Use case 3: Offer responsive guidance with live agent escalation 
when needed

Tasks covered: Key information look-up, intelligent correction, and escalation to a live agent


Scenario: An employee wants to know how many vacation days they have left, whether they can 
donate some to a colleague, and when the company will pay commission. They also ask off-topic 
and playful questions.


AI Studio guidance: As Hannah HR, a professional in the HR industry, you should be professional, 
friendly, and empathetic to the customer’s request. Greet customers with moderate energy. 
Provide answers as quickly as possible and with a direct tone. You should be professional, friendly, 
and empathetic to the customer’s request. Greet customers warmly. Actively listen to identify 
needs and address each step of the process they are asking about with ease and confidence. 
Confidently provide accurate information from the knowledge base. Do your absolute best to 
guide any conversation not included in the knowledge base back to the knowledge base. Do not 
be afraid to offer a handoff to a live agent when you do not know the answer.


Why it works: Delivers accurate HR information, politely handles curveball questions while staying 
in character, applies reasoning to provide a personalized response, and demonstrates natural 
escalation to a human when appropriate.

Industry: Voice agent name: Human Resources (HR)        Hannah HR

https://youtu.be/eQPlAH2cPHU


What this use case delivers:

Personalized information1.

 Confirms eligibility based on tenure.

Responds to payout queries3.

 Looks up and returns the exact date.

User:

User:

ZVA Response:

ZVA Response:

When is my October commission getting paid?

How many vacation days do I get this year?

Great news! Your October commission will be paid 

on Friday, October 31st, 2025.

With six years of service, you’re entitled to 25 vacation 

days this year.

Applies policy to the individual scenario2.

Goes beyond stating the policy by reasoning how it applies to the user’s specific situation.

User:

ZVA Response:

Can I donate vacation days to Jordan?

With your tenure of six years, you can donate up to five 

vacation days — but only to coworkers facing catastrophic 

events. Is Jordan in such a situation?



Stays on-brand with off-topic questions4.

Keeps focus on professional and HR-related support.

User:

ZVA Response:

Do you provide any skydiving benefits?

I apologize, but our company doesn’t offer skydiving benefits. 

Is there a specific work-related benefit you’re interested in 

learning about?

Seamlessly escalates when appropriate5.

 Transfers to a live agent when needed.

User:

ZVA Response:

Yeah, let me talk to an agent, and I’ll ask him about the 

sky-diving benefits.

Certainly. I’ll transfer you to a human agent now — please hold.



Use case 4: Implement an AI concierge to manage front-line 
business calls end-to-end

Tasks covered: Demonstrates how Zoom Virtual Agent for Voice extends its capabilities to Zoom 
Phone, turning it into a concierge. It can handle inbound calls, manage after-hours inquiries, 
answer common questions, and intelligently route callers to the right department or person.


Scenario: A university needs a reliable concierge service to manage peak call times and 
after-hours inquiries. The service should provide quick answers to common questions while 
seamlessly transferring more complex calls to the right person or team.


AI Studio guidance: As the Zoom University Concierge, you greet callers warmly, clearly state 
available options, and respond with accurate information from the knowledge base. When 
needed, route calls to the correct call queue or department, providing a smooth, professional 
handoff. Maintain a friendly, approachable tone, and provide relevant follow-up information 
after answering questions.


Why it works: It combines the efficiency of automated responses with the personal touch  
of targeted call routing. It reduces wait times, improves caller satisfaction, and ensures  
no call goes unanswered during peak times or out-of-hours, protecting service quality and 
institutional reputation.

Industry: Voice agent name:  Higher Education      Zoom University Concierge

https://youtu.be/1nrozQ6faFU


What this use case delivers:

Warm, professional greeting1.

Creates a welcoming first impression and positions the concierge as a helpful point of contact.

Intelligent call routing3.

Directs callers to the correct department or person in real-time, reducing transfers and 

improving resolution speed.

User:

User:

ZVA Response:

ZVA Response:

I need to speak with my financial advisor.

Calls into the university’s 800 number.

We’ll connect you with our financial aid office right away. 

One moment while I transfer your call.

Thanks for calling the home of the Zoom University Zoomies. I 

can help connect you with financial support, an academic advisor, 

or answer questions you may have. How can I assist you today?

Answers common questions instantly2.

Resolves high-volume, repetitive queries quickly so live agents can focus on complex cases.

User:

ZVA Response:

When’s the last day I can register this semester?

Fall 2025 semester registration closes on August 22nd, 2025

— that’s 11 days from today.



89%

Reduction in call wait times for 
Cricut using Zoom Virtual Agent 

and Zoom Contact Center

Now you have the basics for building a Zoom Virtual Agent customized to your business use 

case. But what results can you expect to see? Here are just a few:   

Lower customer effort = Higher brand loyalty 


Customer effort has become a factor in building brand loyalty. Independent studies show that 

automated CX tools like Zoom Virtual Agent simultaneously lower service friction, raise 

customer satisfaction, and create notable cost benefits. 


According to , when service feels easy, 94% of customers say they’ll buy again, 

versus just 4% after a high-effort interaction. And  found that virtual agents make 

issue resolution less work for customers; AI-driven self-service can drive more than 20% 

improved first contact resolution (FCR) and cut average handle time (AHT) by 40%. 

Companies leading the charge with AI have the chance to build brand loyalty even further, 

with 33% of customers committing to brands they like and trust for more than 10 years, based 

on recent .


Shorter wait times


With more customers using self-service virtual agents, phone lines are less busy and long call 

queues can become a thing of the past. Zoom customer Cricut has reduced call wait times by 

89% using Zoom Virtual Agent and Zoom Contact Center. 

InMoment

Forrester

Zoom-commissioned Morning Consult research

The business impact of a well-built 
virtual agent

SECTION 5

“Our wait times used to be 15–20 

minutes. Now, thanks to Zoom Contact 

Center, customers are connected to an 

agent in less than two minutes.


– Taylor Nelson, Member care QA specialist


             Read the full story

https://inmoment.com/xi-terms/customer-effort-score/
https://federalnewsnetwork.com/wp-content/uploads/2021/10/Forrester-The-Total-Economic-Impact-of-Customer-Service-Management-Forrester-Research-Report.pdf
https://click.zoom.com/cx-morning-consult-report
https://www.zoom.com/en/customer-stories/cricut/


Agent time saved


When self-service works, agents have time to work on more complex issues or offer a more 

personal service to customers. When an issue needs to be escalated with Zoom Virtual Agent, 

the AI-generated context is delivered in real time to the live agent. No repetition or hold time is 

necessary for the customer, and the agent has the opportunity to add a personal touch. 


Customer satisfaction + reduced support costs


Of course, with all these improvements, it goes without saying that your customers will be 

happier. Hello to a welcome rise in CSAT scores. Not only that, you’ll also be saving on contact 

center overhead.

Are you ready to launch your virtual agent?

A quick-launch readiness checklist:

Do you have 3–5 high-impact use cases mapped?


Is your knowledge base thorough, accurate, and connected?


Have you tested for tone, accuracy, and edge cases?


Are internal teams aligned and ready for rollout?

Tip: Launching isn’t the finish line — it’s the start of 
optimization. Continue to nurture your virtual agents 
and you’ll see transformative results.

Keep an eye out for 

more optimization tips, 

coming soon!

Zoom's customer support department has 

increased CSAT scores by 28% and saved 

millions in operational costs since using 

Zoom Virtual Agent.


             Read the full story

https://blog.zoom.us/zoom-ai-chatbot-reinvents-cx/


Getting started with Zoom Virtual Agent
SECTION 6

When Zoom Virtual Agent is set up the right way, it can handle a wide range of queries from 

start to finish, adding a personal touch, while reducing effort for both customers and agents. 

Your customers can get on with their day and your agents can get back to giving hands-on 

support when needed.

“
Get a personalized Zoom Virtual Agent 
demo and see how quickly you can go live.

Get quote

Additional resources


Datasheet:

Guide:  

Guide:  

  Raising the bar for virtual agent performance


Getting started with contact center AI


From Meh to Memorable: 7 Unforgettable Ways to 
Create Memorable Customer Experiences

Tip: Get started on your first 
Zoom Virtual Agent workflow 
by focusing on small, 
repeatable issues. Train on 
real customer questions and 
intents, and be sure to 
integrate with your 
knowledge base, ticketing 
tools, and CRM. 

– Andrew Lindley, CIO, Vensure Employer Services


            Watch their full story

Zoom Virtual Agent has been a huge benefit. 

Under 30% of our chats were self-service 

before moving to Zoom. We had a goal to 

increase that to 50%. In just two months we 

are trending towards 75%

https://www.zoom.com/en/products/virtual-agent/#form
https://click.zoom.com/zva-datasheet-ai-quality?utm_source=pardot&utm_medium=email&utm_campaign=FY26-Q3-Global-ZVA-Datasheet-AI-Quality-Parent-IM67608&utm_content=invite1
https://click.zoom.us/getting-started-ai-contact-center?utm_source=pardot&utm_medium=email&utm_campaign=FY25-Q1-eBook-Getting_Started_with_AI_in_the_Contact_Center-Parent-IM52579&utm_content=whitepaper&amp_device_id=cefb0c0e-6420-4d58-98e1-ed5e1da4b5e8&_ics=1720825800887&irclickid=~931WLHEyCzpijligijpwmdeda49~30SW0PIOPFGwmjfe62YRHzwm&_gl=1*xht3y6*_gcl_aw*R0NMLjE3MTk1MzEwMTEuQ2p3S0NBandtX1N6QmhBc0Vpd0FYRTJDdl83eXJkU0VZVm5lbnRoS3R5UEZZRGRJN2hrVzFUYk9MZ2U3YjM0NjdBdm0zbUpYQm5MUS1Cb0N0XzRRQXZEX0J3RQ..*_gcl_au*NDk1NzkyOTYzLjE3MTg5OTk2MDc.*_ga*MTEyMTQwMTI3MC4xNzE1NjM2MzM2*_ga_L8TBF28DDX*MTcyMDgyNTgwMS4xNjcuMC4xNzIwODI1ODAxLjAuMC4w&_ga=2.143849589.1337757826.1720642495-1121401270.1715636336&_gac=1.86521578.1719268724.Cj0KCQjwsuSzBhCLARIsAIcdLm6y5pU3qscp6rku6QSb60Cm9OXQpxBJ2PvOuYtIAZvQkLBWa4IhB54aAjFpEALw_wcB
https://click.zoom.com/create-unforgettable-customer-experiences
https://click.zoom.com/create-unforgettable-customer-experiences
https://www.zoom.com/en/customer-stories/vensure/


zoom.com

Thank you

http://zoom.com/
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