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INTRODUCTION
Thinking about adding a chatbot to your small business website? Smart move, but only if you

do it right.

Most business owners rush into chatbot adoption without asking crucial questions, then won‐

der why their investment flops. I’ve seen countless entrepreneurs waste thousands on chatbots

that confused customers instead of helping them.

This guide cuts through the hype with 21 make-or-break questions you must answer before

taking the plunge. Your customers, team, and bottom line will thank you for doing this home‐

work first.



Q U E S T I O N  O N E

WHAT CUSTOMER
PROBLEMS WILL
YOUR CHATBOT
ACTUALLY SOLVE?
Never add technology just because it’s trendy. Identify specific customer roadblocks your

chatbot will remove. Are visitors struggling to find pricing? Getting stuck during checkout?

Asking the same questions repeatedly? Map these friction points first.

Actionable Tip
List your top 5 customer service inquiries. If a chatbot can handle at least 3 of them effectively,

you’re on the right track.



Q U E S T I O N  T W O

CAN YOUR REAL
BUDGET HANDLE
ALL
IMPLEMENTATION
COSTS?
That $49/month subscription fee? It’s just the beginning. Most small businesses get blindsided

by hidden chatbot expenses. Factor in setup, integration, customization, and ongoing

maintenance.

Reality Check
One client budgeted $500 for their chatbot but ended up spending over $3,000 in the first year

alone. Know your true costs upfront.



Q U E S T I O N  T H R E E

DO YOU HAVE
RESPONSE-READY
CONTENT
AVAILABLE?
Your chatbot needs fuel - comprehensive FAQs, product details, and process explanations.

Without this content library, your chatbot will stutter and fail when customers need answers.

Quick Test
Try explaining your most common customer questions in simple, concise sentences. If you

struggle, your chatbot will too.



Q U E S T I O N  F O U R

WILL IT
SEAMLESSLY
CONNECT WITH
YOUR EXISTING
SYSTEMS?
A chatbot that can’t talk to your CRM, e-commerce platform, or scheduling tools becomes an

isolated island of information. Verify compatibility before purchasing anything.

Integration Priority
Focus first on connecting your chatbot to your customer database. This allows personalized in‐

teractions that truly impress users.



Q U E S T I O N  F I V E

WHO ON YOUR
TEAM WILL OWN
CHATBOT
MAINTENANCE?
Orphaned chatbots quickly become outdated, frustrating customers with wrong information.

Assign a specific person to monitor, update, and improve your chatbot regularly.

Ownership Framework
Schedule weekly 30-minute chatbot review sessions to analyze conversations and update re‐

sponses. Block this time in your calendar now.



Q U E S T I O N  S I X

WHAT’S YOUR
PLAN WHEN THE
BOT CAN’T HELP?
Even the smartest chatbots hit their limits. Create clear protocols for when and how conversa‐

tions transition to human support. Your customers hate dead ends.

Escalation Triggers
Program your chatbot to recognize frustration signals like "speak to human" or multiple repeat‐

ed questions, then immediately offer human assistance.



Q U E S T I O N  S E V E N

HOW WILL YOU
TRACK IF IT’S
ACTUALLY
WORKING?
Vague goals lead to wasted investments. Define specific success metrics beyond cost savings

- customer satisfaction scores, conversion rates, response times, and support ticket reduction.

Measurement Approach
Set up monthly reporting that compares pre-chatbot metrics to post-implementation results.

Look for trends, not just snapshots.



Q U E S T I O N  E I G H T

IS YOUR
CUSTOMER BASE
COMFORTABLE
WITH CHATBOTS?
Your ideal technology and your customers’ preferences might clash. Consider your audience’s

age, tech-savvy level, and communication style before proceeding.

Audience Test
Send a quick survey asking customers if they’d prefer chat support, phone calls, or emails.

Their answers might surprise you.



Q U E S T I O N  N I N E

WHAT
PERSONALITY
WILL MAKE YOUR
CHATBOT
MEMORABLE?
Your chatbot isn’t just a tool - it’s a brand ambassador. Decide whether your business voice

needs a professional, friendly, humorous, or compassionate conversational approach.

Personality Exercise
Write sample chatbot responses to common questions in three different styles. Ask team

members which best represents your brand.



Q U E S T I O N  T E N

WILL YOUR
CHATBOT HANDLE
SENSITIVE
CUSTOMER DATA?
Security breaches destroy trust. If your chatbot will collect personal data, payment details, or

health information, verify compliance with relevant regulations (GDPR, HIPAA, PCI).

Protection Protocol
Create clear disclosures about what information your chatbot collects and how it’s protected.

Transparency builds customer confidence.



Q U E S T I O N  E L E V E N

HOW COMPLEX
ARE THE
PRODUCTS YOU’RE
SELLING?
Simple products work well with chatbots. Complex, highly customized offerings often don’t.

Assess whether your products require nuanced explanations that exceed a chatbot’s

capabilities.

Complexity Assessment
Can you explain your product benefits in under 30 seconds? If not, a chatbot might struggle

too.



Q U E S T I O N  T W E L V E

WHICH WEBSITE
PAGES NEED
CHATBOT
ASSISTANCE?
Not every page deserves chatbot interruption. Identify high-value pages where automated help

would benefit users most - product pages, pricing sections, checkout processes.

Strategic Placement
Start with your highest-traffic, highest-abandon pages. These offer the best opportunity for

chatbot intervention.



Q U E S T I O N  T H I R T E E N

WHAT LANGUAGES
DO YOUR
CUSTOMERS
SPEAK?
Serving multilingual customers requires proper language support. Machine translation often

fails to capture nuance and creates confusion rather than clarity.

Language Approach
Check your analytics for visitor language preferences. If more than 20% speak a non-primary

language, multilingual chatbot support becomes essential.



Q U E S T I O N  F O U R T E E N

CAN YOUR
CHATBOT HANDLE
TRAFFIC SPIKES?
A chatbot that crashes during your Black Friday sale is worse than no chatbot at all. Ensure

your solution scales to accommodate inquiry surges during peak periods.

Load Testing
Ask your provider about their uptime during traffic spikes and whether they offer guaranteed

response times during high-demand periods.



Q U E S T I O N  F I F T E E N

HOW WILL YOU
TEST BEFORE
GOING LIVE?
Launching an untested chatbot risks damaging customer relationships. Plan structured testing

with both team members and a small customer group to find and fix issues.

Testing Framework
Create 15-20 scenarios representing common customer journeys. Test each one multiple

times, including deliberate attempts to confuse the system.



Q U E S T I O N  S I X T E E N

ARE YOUR
COMPETITORS
USING CHATBOTS
SUCCESSFULLY?
Study businesses similar to yours. What chatbot features do customers praise? What frustrates

them? This competitive intelligence helps you avoid repeating others’ mistakes.

Competitor Analysis
Spend an hour interacting with competitor chatbots. Note what works, what doesn’t, and

where you could create a better experience.



Q U E S T I O N  S E V E N T E E N

HOW WILL YOUR
CHATBOT GET
SMARTER OVER
TIME?
Different platforms offer varying improvement capabilities. Understand whether your solution

uses simple decision trees, requires manual updates, or employs AI that learns from

interactions.

Learning Curve
Ask providers how their chatbots improve over time and what input they require from you to

get smarter. Less maintenance is better for small teams.



Q U E S T I O N  E I G H T E E N

HOW WILL IT
HANDLE ANGRY
OR FRUSTRATED
CUSTOMERS?
Chatbots frequently face customer frustration. Program yours to recognize emotional language

and provide quick paths to human assistance when users express dissatisfaction.

De-escalation Strategy
Create specific responses for when customers use negative language, acknowledging their

feelings rather than proceeding with scripted answers.



Q U E S T I O N  N I N E T E E N

COULD A SIMPLER
SOLUTION WORK
JUST AS WELL?
Chatbots aren’t always the answer. Sometimes an enhanced FAQ page, improved site naviga‐

tion, or targeted how-to videos solve issues more effectively and affordably.

Alternatives Evaluation
List three non-chatbot solutions to your current customer service challenges. Compare imple‐

mentation costs and potential effectiveness before deciding.



Q U E S T I O N  T W E N T Y

WHAT UNIQUE
VALUE WILL YOUR
CHATBOT
DELIVER?
Clarify how your chatbot will provide distinctive value that enhances your competitive position.

Focus on specific ways it will improve the customer experience.

Value Definition
Complete this sentence: "Our chatbot will be the only one in our industry that helps customers

_______." If you can’t fill in the blank, rethink your approach.



Q U E S T I O N  T W E N T Y - O N E

HOW WILL YOU
INTRODUCE THIS
NEW TOOL TO
CUSTOMERS?
A sudden chatbot appearance confuses website visitors. Develop a proper introduction plan

that sets expectations and explains how to get human help when needed.

Introduction Plan
Create a simple announcement explaining what your chatbot can help with and its limitations.

Transparency about automation increases customer acceptance.

Final Words



CONCLUSION
The right chatbot can transform your small business operations - but only if you implement it

strategically. Answer these 21 questions honestly before making your decision. Remember: the

goal isn’t adding technology for its own sake, but solving real customer problems and growing

your business. Ready to move forward? Start by tackling the first three questions this week,

then proceed methodically through the rest. Your thoughtful approach will pay dividends in

customer satisfaction and operational efficiency that your competitors can only envy.



A F T E R  YOU  F I N I S H  R E A D I N G

From the founder.
A note on what to do with what you just read.

You don’t need to act on every idea in this book. You need to act on one. The owners who win

with AI are not the ones who study the longest. They’re the ones who pick the smallest possi‐

ble automation, ship it, and let the next move reveal itself.

If, while reading, a specific area in your business kept coming back to mind — that’s your start‐

ing point. Don’t override that signal with a more theoretically correct one.

B E F O R E  Y O U  B U Y  T H E  B O T

21 questions stand between you
and a working chatbot.
Most chatbot rollouts fail not because the tech is bad — they fail because no‐

body answered these 21 questions first. The Listicle helps you self-audit. We

help you answer the ones that matter for your business. Reply to the email this

came in or book a Discovery Call — we'll walk the answers with you.

— Brandon Aday, Aday Interactive, Inc.
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