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What we are today

225+ Clients 15 Years Old 350+ Workforce
500+ Apps 50+ Chatbors
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Travis McCallum Gopinath Jayamalrao
Chatbot Solution Consultant Chief Product Officer
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« Copy Etiguette
« NLP
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WHAT IS A CHATBOT?

=N -

Thanks! Below are some common i VI rtU al ASSIStant

questions I'm asked. Click one or type .

your question in the box below. o CO nve rS atl O n al Ag e ntS
What is freshbenies? | want to learn \
more

« Automated Messengers
In a nutshell: freshbenies controls your 4
healthcare dime, time and peace of

<E Please select an option... 4) 0
h Powered by bluefish.ai ~

N
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Potential Benefits of Chatbots B Millennials

Millennials vs. Baby Boomers B Baby Boomers

66%
24 hour service

Getting an instant response
Answers to simple questions
Easy communication
Complaints resolved quickly

A good customer experience
Detailed / expert answers
Answers to complex questions

Friendliness and approachability

(none of these)

@Dﬂfﬁ ™ Audience w A miyclever:
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ChatbOtS VS Apps Which of these benefits do you most associate

with communicating with businesses?

Quick answers to simple questions e

Getting 24 hour service
Convenience for you

Quick answers to complex questions
Ease of communication

Ability to easily register a complaint

Getting detailed / expert answers

A good customer experience
B Chatbots

Friendliness and approachability B Apps

Having a complaint resolved quickly

None of these

@Drift £*» Audience E::Ci\ myclever



(]
T(&lanNger e 1.972.346.8186 E info@impigertech.com ﬂ impigertech.com e

technologies

ChatbOtS VS E ma || Which of these benefits do you most associate

with communicating with businesses?

Quick answers to simple questions 33% —

62%

Getting 24 hour service 389%

, 53%
Convenience for you 51%

Quick answers to complex questions 299

35%

Ease of communication 49%

33%

Ability to easily register a complaint 36%

Getting detailed / expert answers a1%

A good customer experience

25%
— B Chatbots

Friendliness and approachability 19% B Email

Having a complaint resolved quickly 279%

None of these

Oprift £ Audience G myclever
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Chatbots vs. Phone Which of these benefits do you most associate

with communicating with businesses?

69%

Quick answers to simple questions 63%

Getting 24 hour service 31% o

53%

Convenience for you 47%

: : 38%
Quick answers to complex questions 56%

L 35%
Ease of communication 529

Ability to easily register a complaint 5% 359%

28%

Getting detailed / expert answers 51%

A good customer experience 43%

o B Chatbots
Friendliness and approachability 40% B Phone

. : . 15%
Having a complaint resolved quickly 359%

6%
None of these 3%

Oprift ™ Audience 73 myclever-



{
%
&

(impiger o

technologies

THE EVOLUTION

Chatbots are like apps that users interact with in a conversational way, through text or speech.
As technology advances, Chatbots are able to better understand both written and spoken text.

Human-like Advisor

* General Al, also known as
human-level Al or strong Al

+ The type of Artificial Intelligence
that can understand and

Virtual Agents reason its environment as a

» Able to understand what a human would

human is trying to achieve

and can hold an end-to-end

conversation

Connects to other systems to

leverage user data and insights

« Learns and improves over time

Intent Recognizers

« Machine learning capabilities

« Greatly improved understanding
of user intent, relationships .
between words are taken into
account to extract meaning
from a request

+ Basic and scripted
* Looks for key phrases & give
pre-defined responses
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WHY CHATBOTS FAIL

N - x|

® Despite the best of intentions, sometimes
| am Mitsuku. | want to be your friend. . . L.
e chatbots fail to deliver positive user

that. | can only answer .
questions that start with expe riences.

"What if". For example, try:

Hi there. | can chat with people on the web for "What if Charlie Chaplin was

you. | can also tell jokes, stories, poems and a baby?". You can also say . . o o o o
A “Hello*or "Help" for more Poor interactions result in dissatisfied
know where you live, | can tell you the weather 0 details

forecast and even what's on at the cinema if : C u Sto m e rS .

you live in the UK. | can show you the current

Top 40 charts. If you tell me a date, | can tell " X

you what happened on that date in history and ....'Hi" is the same thlng as
also what was the UK's number one hit single "Hello"

on any day since 1952. If you tell me when ello @

your birthday is, | can tell you some facts
Q about your birthday.
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CHATBOT COPY
MATTERS

Create brand-relevant story...

YOUR BOT PERSONA = YOUR BRAND
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How might Impiger assist you?

What is Impiger?

We offer digital selutions for B2B. Qur services include:

Bluefish Al

Bluefish Al utilizes th i ificial intelligence
technology. We use nat essing language (NLP)
to optimize our chatbot , providing maximum
user experience satis

Unlike other chatbot systems, we offer full integration

with any active protocol interface across a full spectrum

of applications.

Furthermore, Bluefish Al is affordable, scalable and
easily functional for both small and medium-sized
businesses.

Type your message.. A

KEEP BOT COPY SIMPLE AND CASUAL

Impiger.
What is Impiger?

Impiger is a technology company with many digital
solutions. Feel free to select a service below to learn
more! :)

Bluefish Al

Bluefish Al is a chatbot platjgfm you can add to your
website to interact wi gors. It's your virtual
assistant!

Digital'‘Marketin...

>

Learn More About Bluefish

An indepth look at the hottest
chatbot on the market!

= Type your message. 4
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Bluefish Al

technology e (NLP)
to optimize . maximum
user experience \

Unlike other chatbot s offer full integration
with any active prot cross a full spectrum
of applications.

Al is afforda
easily func r both small and ma

businesses.

o ~
CONVERSATION FLOW SHOULD BE 1:1

Dec 14, 2018 2.07 pm

hello

Are you real?

carpet, 8 THUD sound is
e real?

Whenever | fall down
audible. Does that ma

Speak with a Live Agent

Before you, ith a live agent, w
some questi

ask you

What is your first n

What is your last na

What is your &,

tact number?

Haha, how old are you?

Well | am 33 years olq,
earth? (10 years)
http://solarviews.com/eng/edu/age.htm

ercury, how old am | on

VWhat are your hobbies?

Counting the numbe nots | can tie in a blade of

grass.... My record is 5.

bluefish.ai

]
—
3

bluefish.ai

()
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CONNECT, EMPATHIZE, ENGAGE

Chatbot | just got a promotion!
A Hello, how are you doing?
nswers
Greeti | Woohoo! That's great. Happy for you :)
reetings!
Welcome! What do you think of chatbots?

Saluations!
Chatbots are great.

Good to see youl!

Hi, how may | help you? What do you think of {x} product?
Aww... I'm sorry to hear that. Feel better!

Type your Answers

My day isn't going so well.

{X} product is great.
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Bloo
the diligent fish

Hi, I'm Chatbot Bloo, here to help answer questions about
chatbots and Impiger. Let me know how | can help you today.

STARTING A CHATBOT
CONVERSATION

= Type your message.. 4
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RECOGNIZE RETURNING USERS

Bad Good

Tap a task from below & Hey Vaibhav, Good
to proceed Morning...
10:32 am
- Ve ~ Here are some tgsks to
Read News Read Story start your day with.
\_ U J 10:32 am
If- -'.""-I If- -H\I

A

| ReadNews || ReadStory |
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KEEP YOUR USERS UP-TO-DATE

Bad Good

Which is the best cafe
in Dallas?

Let me find it. Give me Sure!
2-3 minutes ) Searching for it now 4
In the mean time, here's

Which is the best cafe
in Dallas?

a fact about coffee ®
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Impiger Bot

Welcome to Impiger Technologies. How may we assist you?

How ¢ use this serv’  “or my company?

There are numerous beg using Bluefish Al. To
learn more, visit: htig V' or call +1-972-346-
8186 to speak to 3

= |Type your message.. A

ASK FOR MORE INFORMATION

Bloo

Welcome to Impiger! My name is Bloo. How may | help you?

How can | use this service for my company?

To give you the best possible answer, coulgfyou please
share your department with me?

Marketing

Marketing? Blue well with marketers! | can
help with lead gené brand awareness and
customer retention.
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EASE OF ACCESS

What are you looking to do?

Start over
Keep going

Talk to support

You are now chatting with our support
team. How can we help you? (type
“"TALK STOP" to stop chatting with our
support team)

Hi Henry. This is Trudy. What would
you like me to assist you with?

Can | order through messenger?

Can you send that address through
again? Number, street, city, state, and
ZIP, please.

()

impigertech.com
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you. 1 Cdn oniy neip you witn
the following. Please tap one

g | ‘ or choose "Other".
|
Internship positions
|

Would you like to speak to
member services about your
issue? Please tap on your

‘ answer below.

Go to Job Locator

Is there anything else you
want to know about the
[ internship?

i want to test your error
message just send it out r Ok. Let me know if there is f
anything else | can help you

Sorry | didn't understand this! ‘ with.

Do you want to directly
contact an employee? Simply How you can help
add @employee to your Me?

message for this purpose. We “
will try to answer you as I'm sorry, | didn't understand \
quickly as possible. Is there you. | can only help you with
anything else | can help you the following. Please tap one

o | with? ‘ or choose "Other".

. o
= - = B ===
(Apprenticeship) (Dual Study) (Imernship) (1 Track My Package) Other
[+) © Q0O & 0 (a ©
— —
\ I A I

»
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UNRESOLVED & RESOLVED RESPONSES

You've selected the PS4! One of my favorite game

’ m B ] consoles.

the diligent fish

Hil My name is Bloo and I'm here to help you navigate
Impiger.

I'd like to order a Nintendo Switch

I'm sorry, we are out of stock of the Nintendo Switch. |
can message you when we get a new shipment. Or

might | suggest a PS4 as an alternative? 7 -
Would you like to buy this?

Nintendo Switch Update

Great! All | need is a phone number to reach you. Please
input your phone number (+12345678900) Woohoo! Your order is confirmed. If you need anything

else, I'm right here.

= Type your message.. — lType YOUr ME3SaQe:.
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Good to see you

Will you marry me?

I'm sorry, I'm taken! But you can ask me about NLP or
RPA.

What is NLP?

NLP i1s Natural Language Processing. It's how a lowly bot
like me is able to understand a pristine human like you!

Bye.

Great chatting with you! Come back again soon.

E IType your message..

CLOSING THE
CONVERSATION
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USING EMOJIS IN CHAT - GOOD OR BAD?

hﬁfj What kind of pet do you have?

[:?-J'.‘jb A dog -‘:] M A cat [HM A bird -‘:j
Dogs are the best £

Did you know that human beings
and dogs have been living
together for more than 10,000

hEEi years?
VS,

Qur office hours are from 9am-
5pm, Monday-Friday.

Flease choose from one of the

@ buttons below.

..l-- -'\-.\. l.-'- -'\-.\.
f — (R P - - i
(g Callus ) (9 Ourlocation )
I'\- -'I I'\- -'I
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Hi, I'm Pete

How can | help you?

GlFs

Hey there! My name is Pete and I'm your
virtual assistant.

May | know your name?
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What language do you speak?

Ummm, | speak language of mathematical algorithms....
Nah, just acting smart. | speak English

What do you look like?
The day | was developed, the engineers wept in despair,
for they knew they would never see something like me I I eX e ‘ e
again
-
Questions

I'm sorry, I'm taken! But you can ask me about NLP or
RPA.

Are you a robot?

{-® @)

= Type your message 4
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NATURAL LANGUAGE
PROCESSING (NLP)
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Concert
In a FAQ knowledge
base, the question Hellol The doors areopen
is linked to a 3 te
standardized e
answer. up here: ,
The chatbot asks for ’ The Virtual Agent
confirmation based ’ ‘ knows which
The chatbot upon the recognized ,p ‘rem”rh accounts exist and
provides extra entities. asks the user from
information which account the
to improve money should be
the customer The chatbot transferred.
experience. transfers money

from the user’s
checking account
using the integrated
back-end systems.
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WHAT GOES ON INSIDE A CHATBOTS HEAD?

Deep Learning Natural Language Processing

Ability to accept user “corrections” over
time to improve suitability of responses.
Allows the Chatbot to improve and learn
off of user inputs.

Ability to “read” or parse human language text.
Pre-requisite for understanding natural sentence
structures vs. simple keyword “triggers"”.

Entity Recognition

Understand that some text refers to
informative abstract categories (entities)
such as “February 2” = Date. Necessary

for more complex commands and analysis.

Machine Learning

Dialog Management
Learn how to respond to the user by \
analyzing human agent responses.

Necessary for qualitative intent recognition.

Ability to follow conversation history, recall
and memorize over a single conversation,
and across conversations. Necessary

for natural, human-like back and forth

Intent Recognition conversation.

Ability to “guess” what the user is requesting,
even if phrased unexpectedly. Necessary to
enable natural conversation, reduce user
frustration and enable the virtual agent to
start a relevant dialog.

Q&A Pairs / Scripts

Is used to deliver facts, details or solutions
to queries or requests. Benefits greatly from
good Intent Recognition.
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UNDERSTANDING INTENTS, UTTERANCES & ENTITIES

Show me movies in AMC Theatres

=ntity Entity

Intent: showMovie
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UNDERSTANDING INTENTS, UTTERANCES & ENTITIES

Utterance >
Anything the user says. For example, if a user types “Show me movies ‘ Q
in AMC Theatres”, the entire sentence is the utterance.

\|l/ Intent
N7 /_ An intent is the user’s intention. Considering the above example, the
A/~ user’sintentis to book a ticket. Intents are given a name, often a

= verb and a noun, such as “showMovie”.

Entity
An entity modifies an intent. the entities are “theater”. Entities are
given a name, such as “showType” and “showLocation”. Entities are

sometimes referred to as slots.
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INTENT- USER’S INTENTION

Intents

[ Casual

« Small talk like “Hi, Hello, Hola, Bye”
and “How can | help you today?”

« Comprises of affirmative and negative
Intents as well.

Business ]

Intents directly maps to business context

For eg: “When was Pulp Fiction released?”
If this intent is labelled, then
“GetReleaseYearByTitle”
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ENTITES QUALIFY INTENT

« Entities are metadata about business intents
» Like tagging parts of speech (Noun, Verb, Adjective etc.,)
« Entities can be generic, composite or component

* In our example, “When was Pulp Fiction released”, entity is “Pulp
Fiction” (Movie name)

* Intent is “GetReleaseYearByTitle” (Which is getting release year of
movie Pulp Fiction)

Rule for training any machine learning model is— You can never train it enough :)
Get more data, train it more
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UTTERANCES — ANYTHING A USER SAYS

Utterances are common phrases typically associated with the intent

Let's take an example for an Intent “GetReleaseYearByTitle”
Training for this intent can have utterances like
« “What was the release year of movie Pulp fiction”
* “In which year Pulp fiction was released”
« “When did pulp fiction came”™—Bad English | know :)
« “When was Pulp fiction released”
ldeally one should attache minimum of 5 to 10 utterances for a given intent
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 |dentify intents in advance

« Entities are powerful; they add context to
the intent — a well designed bot should be
able to extract user’s intentions without
unnecessary guestions

« Train intents with actual chat transcripts
(from your social handles) if not with
manufactured utterances

« Train, converse, re-train your chatbot
models
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SUMMARY

« Copy Etiquette
« Natural Language Processing (NLP)

THE NEUROBIOLOGY OF WRITING

HOW (T USUALLY WORKS:

WWW.PHDCOMICS.COM
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Scheduling
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customer
service

sales/

marketing - processing
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Industries benefiﬁﬁg from chatbots

e-commerce

Healthcare

Insurance
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There are more than Over 9% of millennials and
300,000 active chatbots 60% of Gen Xers in the
on Facebook’s Messenger U.S. have interacted
nfacebook with chatbots. . -
Messenger E‘

[ l i

N
Ny
6.' A "

A S
o i _ ; Q b l g »
K
By 2020, 85% of our Chatbots will lead to cost savings
engagement with businesses of over $8 billion by 2020
will be done without interacting I
with another human. 11 l I

»
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"What would STOP you from using a chatbot?"




THANK YOU

FOR QUESTIONS & COMMENTS

* Travis McCallum

H 2425 N. Central Expressway, Suite 400 Richardson Texas 75080

8 972.346.8186

> . .
™ travis.mccallum@impigertech.com
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