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How to Create a Facebook Messenger
Chatbot For Free Without Coding

How to create a bot for your Facebook page and become a chatbot bot expert.

Image credit: Brendan O'Sullivan | Getty Images

March 14, 2017 There is a lot of hype surrounding chatbots, and they are quickly
becoming a standard part of any digital marketing strategy. Chatbots bots are
very versatile services, and when setup correctly, can help customers answer
questions and fulfill an array of tasks. 

Chatbots may sound like an intimidating obstacle, but with the right preparation
and guidance, they can become tools that help you monetize your social media
pages. I’ve put together a guide to help you understand the bene ts of chatbots ,
how they work, and how to build your own chatbot online for your brand.
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How to Create a Facebook Messenger
Chatbot For Free Without Coding

Chatbots are services that mimic conversations with people in order to interact
with your customers. Chatbots can be integrated with e-commerce platforms,
allowing you to monetize your social media accounts and instant messaging
profiles. 

All competitive companies must maintain a strong online presence, and chatbots
are changing the way your audience interacts with you. They help you build an
emotional bond with your customer, and because they are still new, building a
chatbot now means a strategic advantage over the competition.

How chatbots work
There are two types of chatbots available: those that function based on rules and
those that use arti cial intelligence (A.I.). Chatbots that function based on rules
are much more limited than those that work with A.I. because they only respond
to speci c commands. Hence, they require a great deal of programming in order
to be an effective tool. 

Chatbots tools that are powered by arti cial intelligence are more dynamic
because they respond to language, and don’t require speci c commands. They
learn continuously from the conversations they have with people and can help
fulfill an array of tasks without a monumental amount of programming.

Chatbots and how they affect your company.
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How to Create a Facebook Messenger
Chatbot For Free Without Coding

The challenges of artificial intelligence
Arti cial intelligence is becoming more and more popular, but it still poses a
challenge for marketers. Although you don’t need to be an expert programmer to
build a bot with A.I., you have to make sure it offers working features and remains

professional at all times.  Benefits of building a chatbot

Messaging application usage has surpassed that of social media, so chatbots
offer a more practical way to reach your audience. They were created to provide a
seamless experience, allowing customers to get answers through the applications
they already use the most. In addition to the above, chatbots will help you:

Generate leads
Make your buyer’s journey simpler
Increase customer satisfaction through better customer experience
Distribute your content via messaging apps
Deliver targeted content based on user feedback and interests
Integrate A.I. in order to prove to be a more dynamic self-serving channel

Preparing to build your chatbot
Before building your chatbot, you will need to set the right expectations and
goals. Instead of trying to create an “all around” bot, try to focus on building a
chatbot with a few features that work properly.

How to build your chatbot
There are lots of free chatbot building tools such as the one I run
Chattypeople.com that offer the ability to setup a bot and connect it to facebook.
You won’t require any coding knowledge, and you can sign up using your
Facebook account. Once you’ve set up a free account you can start creating your
chatbot. 
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Make sure you keep the following tips in mind when building your bot:

Give it a unique name: Your chatbot should have a distinct name that helps
it stand out. That way, consumers will only need to run a quick search in
order to connect with your bot.

Give consumers hints on how to get started: The one thing about chatbots
that is alien to consumers is the initial interface. Instead of having a website
loaded with calls-to-action, users are now faced with a blank screen. Help
them out by setting up automatic prompts, so your chatbot can proactively
provide options to get your clients started.

Try to mimic a natural conversation ow: Your bot should try to mimic a
natural conversation ow to streamline the process for consumers, making it
easy for them to ask questions and get answers at any point during the
interaction.

Make your bot sound smart with simple terminology: Your bot will be the
new face of the company, so try to make it sound smart and eloquent by
using short, concise sentences. Complicated grammar can hinder your
reader and confuse your bot, so keep it simple.

Don’t reveal all features at the same time: Chatbots can have an array of
functions, however, revealing all of them at once can overwhelm consumers.
Instead, create a conversation ow that helps your chatbot offer the right
options at the right time.

Optimizing and maintaining your chatbot: Like most digital marketing
channels, chatbots need to be monitored and optimized in order to increase
performance.

Properly building a chatbot will help you change the way consumers interact with
your brand, increasing customer satisfaction and monetizing your social media
platforms at the same time. By following the tips outlined above you will be able
to create a chatbot that is line with your brand and that best portrays your
company as a whole and you don't have to be a chatbot expert to get started.  
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Murray Newlands
Murray Newlands is an entrepreneur, investor, business advisor & speaker. He is
the founder of Chattypeople.com chatbot builder tool & Sighted.com. Read his
blog MurrayNewlands.com.
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AI Bots Are Encouraging Brand Marketers
to Use AI

Bots are available now to bring the power of AI to your brand.

Image credit: Shutterstock.com 

Contributor: 
Entrepreneur, business advisor and online-marketing professional.
March 8, 2017 Reader Resource

With the launch of Facebook’s bots, among others, more marketers have started
thinking about how they can use bots and AI to their advantage. There are many
ways you can use this technology to bene t your business whether you are a
beginner of a chatbot marketing expert. Start by making sure you have a chatbot
marketing plan that will deliver ROI for your company.

To make it easier for you, I’ve outlined three ways you can use chatbot tools and
AI to promote your brand and maintain happy and loyal customers.
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Offering painless self-service options.
Customers today like being able to do things without having to ask or answer a
million questions during the process. Worst yet, they do not want to have to
make numerous phone calls to complete one simple task. Your chatbot will offer
your consumers a painless, self-service option that will leave them with a positive
view of your customer care team. This positive experience is essential to building
long lasting relationships with your audience. Many consumers use phone calls
as a last resort to nd a solution to their problem, so offering them “self-service”
options across mediums they feel more comfortable using will leave a long lasting
impression. Remember, happy customers leave good reviews and refer brands to
friends. Making sure they can achieve their end goal on their own terms is sure to
improve your customer’s perception of your brand.

Building effective marketing campaigns with in-
depth data.
Although not perfected yet, the data and insights you will gain from your chatbot
are phenomenal. Simply put, every conversation your chatbot has with each
customer is logged. By analyzing the data, you will acquire valuable information
about your audience, which will allow you to improve your chatbot and build
targeted campaigns. Some questions this data will be able to answer for you
include:

What are your audience’s primary questions?
Is your audience asking about products that are not available?
Is there an opportunity for new products that your audience is demanding?
Are there recurring glitches with your bot's communication process?
Are there specific purchase obstacles that could be rectified?
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However, data is not all about xing glitches and coming up with new products or
services. The insight you will get from your chatbot’s data will allow you to tailor
your marketing efforts to push speci c existing products or services to current
customers. 

For example, your marketing newsletter can be tailored according to what a
speci c group of customers has shown an interest in. Along with name
personalization, tailoring your chatbot to your client’s interest are key to driving
more online traffic and sales. 

Most importantly, remember that chatbots are not just customer care tools. They
are an excellent way to understand your audience and can be used for marketing
purposes such as sending surveys, reminders, and updates about events and
promotions.

Introducing new promotional opportunities.

Chatbots have become an easy way to introduce new promotional opportunities
to customers. Through your bot, you are offering your audience a more
personalized conversation which opens a whole new door to promoting your
products and services without coming across as pushy. 

Facebook gives companies the chance to send promotional material and
reminders directly to their audience via Messenger. Instead of pleasing the
masses, if your chatbot is programmed properly, it will be able to understand
each consumer, sending tailored offers to each individual. 
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to Use AI

Unlike with email, physical mail, or outbound marketing calls, chatbots can send a
quick message with a promotion that does not annoy your customer. As with any
email newsletter, your customers can opt out whenever they choose to. Choosing
the right promotion at the right time is essential. If you can engage your
consumers in a way that makes them part of your community and brand, you will
build a fanbase that is more than just a single-serving customer.

Chatbots and intelligent asistance will help
shape the marketing world.
Today, marketers are leveraging new ways to use chatbots and other forms of
intelligent assistance to increase the effectiveness of their campaigns. Offering
people ease of use and access will undoubtedly attract new customers while
giving your brand a better understanding of your clientele. 

The chatbot is expected to lead a massive consumer shift where fewer searches
are expected to be made online, and more people will rely on intelligent
assistance to answer their questions. Starting early and continuously improving
your chatbot’s abilities will encourage new relationships with customers that will
stand the test of time.
Masters of Scale

Chatbots have become an easy way to introduce new promotional opportunities
to customers. Through your bot, you are offering your audience a more
personalized conversation which opens a whole new door to promoting your
products and services without coming across as pushy. Facebook gives
companies the chance to send promotional material and reminders directly to
their audience via Messenger. Instead of pleasing the masses, if your chatbot is
programmed properly, it will be able to understand each consumer, sending
tailored offers to each individual. 
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Today, marketers are leveraging new ways to use chatbots and other forms of
intelligent assistance to increase the effectiveness of their campaigns. Offering
people ease of use and access will undoubtedly attract new customers while
giving your brand a better understanding of your clientele. 

The chatbot is expected to lead a massive consumer shift where fewer searches
are expected to be made online, and more people will rely on intelligent
assistance to answer their questions. Starting early and continuously improving
your chatbot’s abilities will encourage new relationships with customers that will
stand the test of time. 

Murray Newlands
Murray Newlands is an entrepreneur, investor, business advisor & speaker. He is
the founder of Chattypeople.com chatbot builder tool & Sighted.com. Read his
blog MurrayNewlands.com.
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Top 10 Best Chatbot Platform Tools to Build
Chatbots for Your Business

Chatbots are the new rage as more top brands are advancing the technology and
integrating it into their chat systems. Big names such as Facebook and Telegram
have already made moves in this arena by creating their own chatbots and
chatbot platforms.

Over the past couple months, I've been trying to implement chatbots into my
company Due. For many, chatbot marketing can sound overwhelmingly
complicated, but a chatbot, not so much. It can truly save you enourments of time.

With numerous advancements and tools being created to make the process easy,
making a chatbot does not seem out of the question. So, if you are thinking about
jumping on the chatbot bandwagon, here are the top 10 platforms for you to
know about.

ChattyPeople
Chattypeople is the best chatbot platform for creating an AI chatbot on Facebook
with integrated Facebook commerce. With Chattypeople you can create a
Facebook message both quickly and easily, no coding required. The platform's
simplicity makes it ideal for entrepreneurs and marketers in smaller companies,
while its technology makes it suitable for enterprise customers. You can make a
simple bot answering customer service questions or integrate it with Shopify to
monetize your Facebook fan pages. ChattyPeople is where f-commerce and ai-
commerce come together. Chattypeople is 100% free to get started.

MEOKAY
MEOKAY is one of the top tools to create a conversational Messenger bot. It
makes it easy for both skilled developers and non-developers to take part in
creating a series of easy to follow steps. Within minutes, you can create
conversational scenarios and build advanced dialogues for smooth
conversations. Once you are done, link and launch your brand new chatbot.
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Top 10 Best Chatbot Platform Tools to Build

Chatbots for Your Business

Smooch
Smooch acts as more of a chatbot connector that bridges your business apps, (ex:
Slack and ZenDesk) with your everyday messenger apps (ex: Facebook
Messenger, WeChat, etc.) It links these two together by sending all of your
Messenger chat noti cations straight to your business apps, which streamlines
your conversations into just one application. In the end, this can result in
smoother automated work ows and communications across teams. These same
connectors also allow you to create chatbots which will respond to your
customer chats…. boom!

Botsify
Botsify is another Facebook chatbot platform that helps make it easy to integrate
chatbots into the system. Its paid subscription helps you in ve easy steps. 1) Log
into the botsify.com site, 2) Connect your Facebook account, 3) Setup a webhook,
4) Write up commands for the chatbot you are creating, and 5) Let Botisfy handle
the customer service for you. If the paid services are a little too much, they do
offer a free service that lets you create as many bots as your lovely imagination
can dream up.

Beep Boop
If you are looking for another paid platform, Beep Boop may be your next stop. It
is a hosting platform that is designed for developers looking to make apps for
Facebook Messenger and Slack specifically. 

First, set up your code using Github, the popular version control repository and
Internet hosting service, then input it into the Beep Boop platform to link it with
your Facebook Messenger or Slack application. The bots will then be able to
interact with your customers with real-time chat and messaging.
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Top 10 Best Chatbot Platform Tools to Build

Chatbots for Your Business

Chatfuel
Need a Facebook bot? Well, look no further, as Chatfuel makes it easy for you to
create your own Facebook and Telegram Chatbot without any coding experience
necessary. It works by letting users link to external sources through plugins.
Eventually, the platforms hope to open itself to third-party plugins, so anyone can
contribute their own plugins and have others benefit from them.

Facebook Messenger Platform
Have you checked out Facebook Messenger’s of cial page lately? Well, now you
can start building your own bot directly through the platform’s landing page. This
method though, may be a little bit more complicated than some of the previous
ways we’ve discussed, but there are a lot of resources that Facebook Messenger
provides in order to help you accomplish your brand new creation. 

Through full- edged guides, case studies, a forum for Facebook developers, and
more, you are sure to be a chatbot creating professional in no time.

Telegram Bots
Build a bot directly from one of the top messaging apps themselves. By building a
bot in Telegram, you can easily run a bot in the application itself. The company
recently open-sourced their chatbot code, making it easy for third-parties to
integrate and create bots of their own. 

Their Telegram API, which they also built, can send customized noti cations,
news, reminders, or alerts. Integrate the API with other popular apps such as
YouTube and Github for a unique customer experience.
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Chatbots for Your Business

BotKit
A toolkit can be integral to getting started in building chatbots, so insert, BotKit.
It gives a helping hand to developers making bots for Facebook Messenger, Slack,
Twilio, and more. This BotKit can be used to create clever, conversational
applications which map out the way that real humans speak. This essential detail
differentiates from some of its other chatbot toolkit counterparts.

FlowXO
Last, but not east coming in with the bot platform for business is FlowXO, which
creates bots for Messenger, Slack, SMS, Telegraph and the web. This platform
allows for creating various exibility in bots by giving you the option to create a
fully automated bot, human, or a hybrid of both. ChatBot expert Murray
Newlands commented that "Where 10 years ago every company needed a
website and ve  years ago every company needed an app, now every company
needs to embrace messaging with AI and chatbots."

John Rampton
John Rampton is an entrepreneur, investor, online marketing guru and startup
enthusiast. He is founder of the online invoicing company Due. John is best
known as an entrepreneur and connector. He was recently named #3 on Top 50
Online Influ...
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Using Chatbots As A Tool For Customer Service

Many brands have already been using Twitter and other social media sites as
vehicles for dealing with customer service issues. It’s only natural- when
customers have questions or are dissatis ed, it isn’t unusual for them to bring up
their issues on social media. As a result, it becomes necessary for brands to
respond to customer service issues on social media as well. Twitter has become
the go-to platform for dealing with customer service issues.

Recognizing this trend, Twitter is now offering customer service chatbots that
companies can use when sending direct messages to customers. These chatbots
allow brands to send out auto replies to customer service related DMs, to help
customers get help without human intervention, or to assist customers who want
to contact a real, live person. Tesco, Airbnb, Spotify, and other brands have
eagerly taken advantage of this new opportunity to automate engaging with their
customers. Chatbots are now also a major part of the Facebook Messenger
experience.

In a way, this is a bit like automated telephone systems for the Internet. The only
difference is that consumers are more educated and more empowered than ever.
The salient question is, are chatbots the future of customer service, or are they a
bad idea?

The ability to respond immediately could be a benefit
Everybody understands the frustration of asking a question, lodging a complaint,
or even making a suggestion, and then receiving no response for days. As a
business owner or marketing professional, you likely also understand the
frustration of trying to be both responsive and thorough, and being criticized
regardless.
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The simple act of giving people an automated acknowledgement to let them know
that their complaint or inquiry has been received can go a long way towards
customer goodwill. Even if it’s just a chatbot greeting a customer, clarifying the
customer’s issue, and then giving an approximate timeline of when they should
expect a response.

Chatbots might not be appropriate for every industry or
issue
One issue with chatbots is that they aren’t 100% accurate when it comes to the
responses that they give. In fact, they tend to max out at around an 85% accuracy
rate. It is important to understand that even this number is under ideal
conditions.

The average customer service situation isn’t going to represent those conditions.
Because of this, real world accuracy is going to be much lower. In some industries,
this can be a real problem. For example, is it a wise idea for an engineering rm to
use a chatbot and risk an unacceptable rate of error?

Then, there is the B2B industry to consider. As a general rule, B2B is slower to
adopt newer technologies and solutions than B2C. This is due in part to the issue
of accuracy mentioned above. Then there is also the cost and complexity of
implementing new solutions in general.

For B2B, using chatbots could mean dealing with integration issues, training staff,
and ensuring regulatory compliance. Until the effectiveness of chatbots is proven,
many B2B companies will probably balk at the thought of using chatbots in most
instances.

Finally, sensitivity is an important issue. There are some issues and even entire
niches in which a human touch is necessary throughout the entire customer
experience. For example, a funeral home using a chatbot could be seen as being
quite insensitive and lacking the needed human element that people doing
business with a funeral home would expect.

Facebook Messenger Chatbot Marketing Insights • IMCS360 Strategic Marketing

http://venturebeat.com/2016/05/01/the-200-billion-dollar-chatbot-disruption/
https://www.entrepreneur.com/article/290297


Using Chatbots As A Tool For Customer Service

Brands must properly gauge customer reaction to chatbots
Today, the more automated phone systems have technology in place that allows
these systems to detect when customers are becoming agitated and frustrated.
Unfortunately, it isn’t as easy to detect emotion from someone using social media
or chat software. Unlike with voice systems, there is no way to detect uneven
voice patterns, volume, or interruptions.

Because of this, brands who are considering chatbot solutions need to think
carefully. How will their customers react? Do they need to limit the use of
chatbots to certain problems or to certain areas of their website? These are all
things that should be taken into consideration.

Non complicated tasks could be an ideal opportunity to use
bots
One undeniable positive regarding the use of chatbots is the ability to make life
easier by helping them to navigate simple, automated tasks.

For example, a customer enters an e-commerce website and signs into their
account. A chatbot appears and asks them what they want to do. In this case, let’s
assume that the customer needs to modify their shipping address. The chatbot
simply takes that information and provides them with the steps they need to take
based upon instruction sets that are embedded in the AI software driving the bot.

Businesses can use chatbots for proactive customer service
and education
Many companies offer tutorials or have other ways of providing product
education to their consumers. Others use tutorials to help customers navigate
their website or otherwise enhance their user experience. 

This is great, but currently limiting. There is often no interaction, or when there is
interaction it is canned. The software simply reacts according to binary
responses.
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By using chatbot technology, there is great potential for improving upon this.
Chatbots using arti cial intelligence can automatically react to customer
responses and actions to provide real time customization to these educational
experiences. 

In addition to this, it may be possible in the future for chatbots to proactively
determine when a customer needs assistance and when to escalate things to a
human, even before the customer requests help.

There is no denying chatbots are here to stay, and that they can certainly add
value. Brands such as Facebook wouldn’t be so heavily invested in this
technology if that were not the case. 

On the other hand, businesses who are considering using this technology should
weigh their options carefully. Cost, business model, and accuracy are all
important things to consider before buying into the use of chatbots as a customer
service tool.

Jimmy Rohamton is a freelance writer, blogger, and business consultant. He helps
people master blogging and online marketing at HowToCreateABlog.org.
Jimmy has written for The Huf ngton Post, Engadget and Tech Cocktail to name
a few publications.

Facebook Messenger Chatbot Marketing Insights • IMCS360 Strategic Marketing

https://twitter.com/jimmyrohampton
https://www.entrepreneur.com/article/290297


Using Chatbots As A Tool For Customer Service

What’s all this chatbot goodness?
Chatbots are computer programs designed to talk to you as if it were human, and
you’re probably already using them whether you know it or not. Some are even
positing that chatbots will replace webpages.

True or not, they’re increasingly relevant and many of our readers are (a)
developing the next generation of chatbots or (b) considering how they should be
used in their own businesses.

So in that spirit, the following is a piece by Sebastian Krumhausen over at
Chatbots Magazine, the best place for learning about chatbots. Krumhausen has
put forth “The bot playbook” and of the endless attempts at a manifesto that
we’ve found, his is by far the best.

In his own words below, Krumhausen’s Chatbot Playbook:

The bot playbook
Organizations create style guides to capture the rationale of their design
decisions and help other teams build great experiences. You might have read
gov.UK’s service manual or the U.S. Digital Services Playbook. I wanted to do the
same for chatbots build on the Facebook’s messenger platform.
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The chatbot playbook: What they should offer,
how they should work

At Sure, we are creating an online assistant that helps you nd food and drinks
that are better for yourself and the planet. It is still very early days for bots, so I
wanted to take the opportunity to share some of our early learnings.

Chatbots should make life easier
Computers should know things. With a minimal amount of input from the user,
the bot should be able to provide value by leveraging stored information. The bot
should be aware, even anticipate the needs of its users and meet those needs with
minimal friction. It should automate the kinds of tasks users would normally do
on their own like make a dinner reservation, add it to the calendar and share it
with friends.

A bot should save time and relieve stress by reducing friction and effort.
Otherwise it is not much better than the website or app that came before it.
Integrations and contextual relevancy are key elements to the experience.

The bot should introduce itself
A bot should always introduce itself and explain what it can do. As with any other
experience, there is a slight learning curve so you will need to onboard new users.
You cannot expect your users to figure it out themselves. Use the first message to
tell the users what they can do and suggest a first task.
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The chatbot playbook: What they should offer,
how they should work

Short introduction and call to action.

Continuous support
Continue to provide information and useful actions for a continued positive
experience. Help and documentation should be accessible via the bot itself.
Commands like “help”, “settings”, “start over” and “stop” seem intuitive to most
users, make sure your bot responds to them.

Always suggest the next step
A bot should drive the conversation forward and at times even restrict it.
Consider suggesting things to do; this will help users discover additional
functionality.

“Hey bot, book a table.”

“Table reserved. Would you like me to order an Uber?”
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The chatbot playbook: What they should
offer, how they should work

Bot interactions are a bit like the traditional e-commerce ows. We should
constantly keep the user updated and help them move forward, while avoiding
overwhelming the user with a wall of information.

Start simple, but quickly add power features
Not showing all features up front will make the interaction less wordy and faster
for new users. Every extra bit of information competes with the relevant units of
information and reduces their relative visibility. Once the user start to
understand what the bot can do, you can gradually remove the training wheels
and reveal more functionality.

Continuously showing expert features will make the experience more ef cient for
power users. You can help users discover power moves by proactively providing
small tips about additional functionality.

Interactions will be short, and that is okay
Screen real estate is very limited on a mobile device so you will want to keep
messages short and concise. Also, users tend to skim if they read at all. The bot
should mimic human behavior. Long messages sent too fast are very hard to
comprehend and will quickly become overwhelming. You do not want the user to
have to scroll back up to read the whole message.

Chatbots are part of the transitional journey from graphical UI to no UI.
Contextual and previously stored information means that chatbots will be able to
shorten complicated ows. Purchasing products and con rming appointments
will be as simple as a single click or message.
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Short user flows.

A hybrid experience is the way forward
Messaging apps let us remove most interface elements and reduce the
experience to a simple message thread. Chatbots live within messaging apps and
users are already accustomed to communicating with friends using text, but text
input is not ef cient for all use cases. The GUI replaced the text-based terminal
for a reason and some tasks like browsing and selecting is faster with touch or
click.

Images and structured content is an excellent way to present information in a
more interesting way. Over-reliance on structured messages, however, will feel
artificial as you lose the conversational element.

Left is text only. Right structured messages.
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Interactions should be simple
The number of paths a conversation can take increases the potential for dead
ends. It is better to limit the functionality and nudge the user down a particular
path. 

A simple solution is to use structured messages to guide the users. Rather than
asking the end user to type “yes” or “no,” show a structured message with two
buttons.

Personality makes the experience more pleasant
The content can stay minimal, but the medium does not have to. There is a clear
distinction between the content and the delivery; the what and how. When users
chat with the bot, they expect clear answers. 

However, you can use the opportunity to add a bit of avor to the message.
Adding different versions is also an easy way to add a bit of personality.

Brands often have a bespoke tone of voice; an e-commerce site might sound
friendly whereas a lawyer would probably be more professional. Know your
audience and choose a communication style that ts with your customers and
brand. Messaging apps also cater to different types of communication.

Users of Sure have sent pictures, audio messages, and emojis. They share their
feelings and emotions, positive and negative, they also use humor when chatting.
Bots exist in the same space where you would normally interact with a friend. 
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If you remove the text and personality, are you not just left with a simple,
inefficient mobile app?

Start off with a focused chatbot
A bot needs a clear value proposition. Why else would you use it? A focused bot
that does a few things right is more useful than ones that barely breaches the
surface. Also, natural language processing is hard. We still have long to go before
machines fully understand the complexity of human communication. In the
meantime, it is better to build a focused chatbot. Chatting to a dumb chatbot is no
different that using an automated telephone service?—?nobody likes those.

Reply, always
The bot should always respond, even when it does not understand the user.
Saying “Sorry, I did not understand you” is better than ignoring the user?—?
adding a bit of humor to the message is even better. Backend services might delay
the bot’s response, in that case the typing indicator or a message like “Hey, still
thinking about this…” is a delightful micro interaction and a simple feedback
mechanism.
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