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01. DNA OF CHATBOT



WHAT’S A CHATBOT?

A chatbot is a
program
designed to
interact with a
« human » using
natural Iangua,qe
' simulating a Y
conversation.
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Cancel Add QA Scopes [EULBELGHEY 0365 user adoption || General || Realdelmen ITO What do | do when my account is locked?

GLoBAL, —M8M8M8M8M8m™M88 ™ i T
Scope ke | Delete Scope 3 answers for 6 questions Visit Realdolmen Selfservice (This can be done from any device)

ds Bot Foundry

. Realdolmen
Overview ITO nnovation Showcase Bot
Question 1 X W REALDOLMEN
How can | unlock my account? X | (visit [Realdolmen Selfservice](nttps://self.realdolmen.com/pm/user_name.asp? REALDOLMEN EasswondManager: linlack Arcounto Step: Lok 2
act=unlock) (This can be done from any device)} select langunge: | English *
£ Global Variables image:http://showcasechatbotportal.azurewebsites.net/images/ITO_UnlockAccount. [Usermame
= My account is locked x | {image:nttp P g - J =t ___________I
PG}
CONTENT {Enter your username. This is the 7 character ID you received. Click on Next.} Accaunt Name: | |
@ General {Enter the answers to the questions which you have set up when you enrolled your ERRR ATOMILM " |
account. Then click on Next again.} [ et = | cancel |
! Interjections {The result should show : "The account has been unlocked successfully, please try to
Dialogs Add Phrasing
\Copuright 2006- 3005 by Wetwrix Corporation, A rights reserved, IT Help Desk Phone:D032 2 601 55 11 Helg
B Faq
nnovation Showcase Bot
Faq Question 2 X
Definitions Enter your usemname. This is the 7 character |D you received. Click on Next.
. How do | change my password? X According the password policy used at Realdolmen, passwords must be changed nvation Shos
Chitchat every 65 days.
X Use the password self service tool at https://self.realdolmen.com/pm/ to change your Enter the answers to the questions which you have set up when you enrolled your account. Then click on Next
ﬂ NLP Where can | change my password? )
Realdolmen password. ( = email password) again.
A Fallbacks x If you want to keep both your windows and your email passwords aligned, please use novetion Shoease Bot
My password is about expire. What control-alt-delete on your workstation to change your windows password.
o — dO | need o do? Tha racsilt chanld choue = "Tha arcaunt hae haan unlackad cirrcaccfullie nlaara tredn lnmon in 18 minotac © I nad

®, Conversations Add Phrasing

Q Not Understood

(] Type your message..




CONVERSATION TYPE 2: DIRECTED DIALOG

Dialog ITO Create Ticket

msg21

Omnitracker

Edit Dialog Delete Dialog

msg211
Report issue

msg212
Request something

msg213
Ask Information

Message edition : msg21

Description

|Omnitracker @ |
Bubbles

#1Text AV X

Realdolmen uses OMNITRACKER as a ticketing tool. You can
find this tool [here](https://incidents.realdolmen.com/otwg/?
tzo=-60). You can also access OMNITRACKER through the
[Realdolmen Portal](https://portal.realdolmen.com/).

#2Image Av X

http://showcasechatbotportal.azurewebsites.net/im | View Image

#3Text AV X

Log in with your username and password, select Login

#4Image AV X

http://showcasechatbotportal.azurewebsites.net/imr | View Image

#5Text Av X

What type of ticket do you wish to open?

Innowation Showcase Bot

Leg in with your username and password, select Login

Innowation Showcase Bot

© REALDOLMEN

& Gh Group openy
agin:

o ]

Fazmward:

1] Use Windaws Login

Inncrvation Showcase Bot

What type of ticket do you wish to open?

Inncrvation Showcase Bot

Report issue
Request something

Ask Information

Innovation Showcase Bot at 54702 PM

S| IType your message... L



“Brand”
“Model”

“Year”

“Type of tyres”

For which car brand?

For which model? When was the car build?

From which year?

Wmte: orr ngmer We have the following
— tyres for your car:




DON’T FORGET ABOUT THE UNFORESEEN!

“Your bot will not always have an answer or understand the question!”

+1 Use Call To Actions: buttons, example phrases, suggestions
+1 Do not underestimate the importance of chitchat
+ Foresee hand-off procedure:

° o=

Skype =
for Business

+1 Use humour to soften the experience
+1 Ask the user for feedback and use sentiment analysis
+ Log conversations and analyse quality
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Microsoft Azure

REALDOLMEN CHATBOT ARCHITECTURE
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02. ADDED VALUE



ADDED VALUE OF A CHATBOT

24 | 7 availability
On your users
platform

Leads to better
insights on user
needs

User takes lead
Better User
Experience

Continuously
improved service

Helps you to unburden
Reduce cost




03. USeE CASES

»  SERVICE DESK
- PRODUCT CONFIGURATOR
SMART AGENTS






Product configurator







SMART AGENT ON GOVERNMENT SERVICES

E pO rt U 8 O I b What are you looking for?

o novo portal de servigos publicos

Virtual Assistant

FEATURED IN THE PUBLIC SERVICES PORTAL

o)

£ Hello, my name is Sigma, the virtual assistant of
ePortugal portal.

I'vie started working recently, but I'm here to help you

ARRANGEMENTS AND CONTINGENCY PLAN FOR THE EXIT [t abiomirisiole
UNITED KINGDOM FROM THE EUROPEAN UNION: CITIZEN

Sigma - Assistente virtual

I've lost my ID 8

utilizador

I'vie found these services, which one would you like to

know about?

Replace documents in the “I Lost My Wallet”
Desk

AUTENTICACAOQ.GOV LOCATIONS 4 ' - " I : .
. Obtain information about the Identity Card
CITIZENS BUSINESS

I don't want any of these services




http://botfoundry.gfi.world/



INDIVIDUAL COMPONENTS

Starter kit

Chatbot including:

Chit Chat

FAQ

Directed Dialogs

Feedback

Logging

GDPR

Administration Portal
Web Application for:

Easy content
management

Analytics
Feedback overview
Not Understood overview

Factory
Web Application for:

Deploying chatbots on
Azure

Global analytics
Global management




DIFFERENT PACKAGES

STATIC CHATBOT
Includes:

Starter Kit
Administration Portal
QnA & Chit Chat
Directed Dialogs
Standard Hand-off

DYNAMIC CHATBOT
Includes:

All Static Chatbot Features
Advanced Conversations
Custom Hand-off

Integration with External APIs

BOT FACTORY
Includes:

All Static and Dynamic Chatbot
Features

1 Click Chatbot Instance
Logical Groups of Bots
Global Tower of Control




v BotFoundry
GLOBAL
x: Overview
Bot
Settings
Portal Users
Global Variables

CONTENT

General
Interjections
Dialogs

Faq

@ N

A Fallbacks

LOGS

®, Conversations

€ Not Understood

€ Feedbacks
2% GDPR

ANALYTICS

OVERVIEW Logout

General

Health

Content

Dialogs
3 Dialogs

6 Images

Bot Usage

Dialogs
Feedback

1

Troubleshoot Network printer

1

Bot Active

6 Feedbacks

3 Dialogs

38 Bubbles

() videos

173 Users

Mail signature

20

Language £ English

5(QY% satisfaction

Automatic translation Disabled

999 Avg Conversation Health

You have 55 messages not understood by the chatbot to review

665 Questions

Faq
4] scopes

2 Defintions

1 782 Conversations

Faq
Api calls

1074

11 Intents

Intents

1 7 Questions 171 Intents

646 chitchat 62 Utterances

10 084 Messages

Intents

Api calls

970

Spell Checking Disabled

0.59% messages not understood

5 Entities

5 Entities

6 Feedbacks

Avg score

63.5%



CONVERSATIONS

Jser | Ananvmous v| Conversation | 23/03/2019 16:39:03 | |Refresh
v Bot Foundry

Stats

m

ot understanding rsation =)

100% 07m 59s

QOverview

Bot

Settings

Portal Users Conversation

Global Variables What do | do when my account is locked? F;q o 98"

user: 23/03/2019 16:39:03

i)
=]
T

@ General

I Interjections
o Dialogs
Faq
@ N

A Fallbacks

bot: 23/03/2019 16:39:22

LOGS

®, Conversations

€ Not Understood

bot: 23/03
€ Feedbacks The res
i GDPR .

ANALYTICS

bot: 23/03/2019 16:39:30



FEEDBACKS

Dialog |All | Feedback || Share Files || ITO Create Ticket|  Filter |All m
e BotFoundry
GLOBAL
Timestamp Dialog User Feedback User satisfaction
Overview _
1/7/2019 11:39:43 AM Feedback User test T T
Bot 6 2
14772019 11:32:11 AM Feadback User Not switching dialogs
Settings
3/22/2019 10:31:10 AM TO Create Ticket User loved it. >3 Tota
Portal Users 0
. 3/22/2019 9:47:34 AM TO Create Ticket Anonymous no thanks 75 /3 8
Global Variables
Jp— 3/22/2019 9:46:48 AM TO Create Ticket ANONymMous
@ General 3/22/2019 9:43:54 AM TO Create Ticket Anonymous unlock
I interjections 1/7/2018 11:42:34 AM Feedback User Testing
o Dialogs
e & 1/7/2019 11:40:34 AM Feedback User Test happy

| Fag

@ N
A Fallbacks
Loas

®, Conversations

€ Not Understood

% Feedbacks

# GDPR

ANALYTICS




4w Bot Foundry

GLOBAL

Overview
Bot
£ Settings
Portal Users
-

& Global Variables

CONTENT

{{;} General

I Interjections

o, Dialogs

Faq

@ N
A Fallbacks
LoGs

®, Conversations
€ NotUnderstood
€ Feedbacks

&3 GDPR

ANALYTICS

NOT UNDERSTOOD

Show [Unread | All Period

4 message(s) to review

#1 default 27/03/-

Can | forge a doctor's notice?

| am pregnant, when does the maternity

leave start?

#3 Anonymous 22/03/20191

I'm sick, what do | need to do?

#4 Anonymous

Last ¥ days | | Last 30 days

0
23

4:20:33

NLP score: 11.0
NLP intent: Employ

NLP score: 54.9
NLP intent: Help

Ml P score

Last 365 days

NLP score: 38.32%

NLP intent: Employ

All

eeFeedBack

r: That's not something | can do

Add to chitchat

Add to chitchat

jee must

follow these stej 5f
Back-(

east be

ence to the

oo

fice by phone 11 11). Follow ormation must at
d: Employee name, Business Unit and, if applicable,
Customer contact person. The back-office will take care of the

For sickness

ommunica

r and the team leader

there is no neec




HOW TO GET STARTED?

STATIC BOT - Trial Version

« 5 days consultancy (setup, training, advise)
« 30 days free use of demo environment
« All static features (limited # of interactions)

Dynamlc BOT - Design Sprint

Design Sprint of 1 week with 2 consultants

Results in chatbot prototype

30 days free use of prototype on demo environment
All dynamic features (limited # of interactions)

Can serve as intake for Agile chatbot project




05. QUESTIONS

dirk.gepts@realdolmen.com



WHAT’S NEXT ?

| TechnicalTrack | Services & ManagementTrack
14:15-15:00 Choosing the right Cloud |OT, beyond the hype
connectivity model

Nichola Van de Voorde Johan Kumps



New challenges
NEW IDEAS

2 REALDOLMEN

HQ Realdolmen Huizingen
A. Vaucampslaan 42

1654 Huizingen

+32 2 801 55 55

www.realdolmen.com

OODOO0OOW
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