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Intent First Virtual Agent Assessment
(Quick Questions)

A short conversation starter to help you clarify where to begin with a virtual agent, and what “better” should look like for your organisation.
Introduction
Most organisations do not need more topics. They need a clearer starting point.
· Identify whether you are best suited to the Start or Improve pathway
· Surface the outcomes and friction points that matter most
· Highlight the first few journeys worth prioritising
You can complete this without data or inside knowledge. If you do have analytics or extracts, we can use them later.

Step 1: Choose your starting point
|_| Start (Intent Snapshot) - We are starting out, still email- and portal-heavy, and want to launch the right first journeys.
|_| Improve (VA Health Check) - We already have a virtual agent, but it is underutilised, adoption or trust is low, or it feels stale.
Organisation size (optional)
|_| Under 500   |_| 500 - 2,000   |_| 2,000 - 10,000   |_| 10,000+   |_| Not sure

Step 2: Quick questions
Goals and outcomes
[bookmark: Text9]     
1. In one sentence, what would a better “get help” experience feel like for users?
2. Which outcomes matter most right now? (Pick up to three)
	[bookmark: Check9]|_| Reduced user effort
[bookmark: Check10]|_| Faster completion time
[bookmark: Check11]|_| Fewer emails and calls
[bookmark: Check12]|_| Fewer escalations and rework
	[bookmark: Check13]|_| Better knowledge use
[bookmark: Check14]|_| Better visibility and status
[bookmark: Check15]|_| Higher trust (people choose this first)



3. What are the top three complaints you hear today (in their words)?
	1. [bookmark: Text16]     

	2. [bookmark: Text17]     

	3. [bookmark: Text18]     



Where users start today
4. Where do requests start today? (Pick all that apply)
[bookmark: Check16][bookmark: Check17][bookmark: Check18]|_| Email   |_| Phone   |_| Portal   
[bookmark: Check22][bookmark: Check20][bookmark: Check51][bookmark: Text5]|_| Microsoft Teams   |_| Walk-up   |_| Other:     
5. Where does it break down most often? (Pick one, or write your own)
[bookmark: Check23]|_| People cannot find the right path (form, article, process)
[bookmark: Check24]|_| People repeat information or re-explain the issue
[bookmark: Check25]|_| Too many handoffs between teams
[bookmark: Check26]|_| Updates and status are unclear
[bookmark: Check27]|_| Approvals slow everything down
[bookmark: Check28][bookmark: Text6]|_| Other:      
The first journeys to prioritise
6. If you could improve only three “get help” journeys first, what would they be? 
(Examples: access requests, password issues, onboarding, software requests, status checks.)
	1.      

	2.      

	3.      


7. For those three, what would make the biggest difference first? (Pick one) 
	[bookmark: Check30]|_| Guide people to the right place fast
[bookmark: Check31]|_| Complete the request end to end (automate)
	[bookmark: Check29]|_| Answer quickly (reliable guidance)
[bookmark: Check32]|_| Escalate cleanly with context when needed


If you already have a virtual agent (optional)
8. Where is it available today? (Pick all that apply)
[bookmark: Check33][bookmark: Check34][bookmark: Check35]|_| Portal    |_| Microsoft Teams    |_| Mobile    
[bookmark: Check36][bookmark: Text7]|_| Other:      
9. What happens most often when people try it? (Pick up to two)
	[bookmark: Check37]|_| It gives answers, but people do not trust them
[bookmark: Check38]|_| It points somewhere, but people still raise a ticket
[bookmark: Check39]|_| It routes to forms, but completion is low
	[bookmark: Check41]|_| It cannot handle common requests end to end
[bookmark: Check42]|_| It escalates too early, or without context
[bookmark: Check40]|_| It feels stale, inconsistent, or out of date


10. Do you know your current containment/deflection rate?
[bookmark: Check44][bookmark: Text8][bookmark: Check45][bookmark: Check46]|_| Yes:      %   |_| No   |_| Not measured
Optional (only if easy)
11. What do you already have access to?
	[bookmark: Check47]|_| Request and incident volumes (last 90 days)
[bookmark: Check48]|_| Portal search terms or top pages
	[bookmark: Check49]|_| Virtual agent analytics (sessions, “no answer”, handoff)
[bookmark: Check50]|_| Examples of common email requests or call drivers



Next Steps
If you’d like to move forward, start the conversation via the contact page (or LinkedIn).
In a 15–30-minute discovery, we will:
· Confirm whether Start or Improve is the right pathway
· Agree the scope and best place to begin (usually three journeys)
· Walk through what you’ll receive, timeframes, and what inputs matter
· Confirm the light prework (what to provide, and what to ignore for now)
Outcome: a clear plan for the assessment, with the right next step agreed.
Start the conversation: monitconsulting.com.au/contact (or LinkedIn)
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