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Auto-Pilot Forms

Feature Summary

In the middle of conversations, agents often request repetitive sequences of information from 
customers and have to validate each data point individually.  With Auto-Pilot Forms, agents can start 
an automated process that collects multiple pieces of information from a customer while they focus 
on other tasks, only pivoting back when all fields are validated and submitted.

Autopilot Forms are recommended to the agent in real time and can also be accessed from the 
Quick-Send menu.

Key Benefits

- Improve agent efficiency with an automated process that gathers multiple pieces of 
information at once.

- Maintain a positive customer experience by keeping them connected while allowing the agent 
to focus on other tasks

- Save time by automatically validating the information that the customer submits.
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The Auto-Pilot model will recommend that the agent 
sends a customer a form in real time.  The agent can either 
choose to ‘Send’ or ‘Dismiss’ the suggestion.

Realtime Suggestions

The agent can access all available forms from the 
Quick-Send menu dropdown at the top of the chat panel 
at any time.

Quick-Send Menu

Once the agent has sent a form to the customer, the form 
will appear as a sent component in the chat log.  The agent 
can click on the form to review exactly what the customer 
sees.

Preview of Sent Form in Chat Log

When the customer submits the form, the responses will 
display in the chat log.  The agent can hover over and 
click-to-copy any of the field values.

Submitted Form Displays in Chat Log

Note: the customer and agent can continue to send messages back and forth regardless of whether the form has 
been opened, filled out, or submitted.


