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Humans communicate with humans,
Conversational Al is a way to convey the
message across.
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COMMON CUSTOMER SERVICE SCENARIO
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CUSTOMER SERVICE SCENARIO WITH CONVERSATIONAL Al
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CONVERSATIONAL ATWITHOUT CONVERSATIONAL Al WITH HUMAN
HUMAN INPUT (AI+DATA ONLY) INPUT (Al+DATA+PURPOSE)
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Conversational Al-test Conversational Al-test

M Palaa alkuun

Miten saan kuitin pysakoinnista Taskuparkki

. Hei, olisin kiinnostunut tekemaan
Muu asia Palaa alkuun pysékéintisopimuksen Perintokuja 12

parkkialueelle

Hei, olisin kiinnostunut tekeméaan s
pysakAomtlsoplmuksen Perintokuja 12 Kerrotko viela minka tyyppisen sopimuksen
parkkialueelle e
Kausikortti = Rajoitukseton pysakéintioikeus 24/7.
Q Joustokortti = Laskutus kuukausittain jalkikateen
e o . 10% alennuksella normaalihinnasta ja kortti toimii
Olet siis kiinnostunut $Sopimuspysakointi.original useissa pysaksintipaikoissa.

$Kohteen-nimi.original Arvokortti = Kortille ladataan etukateen arvoa ja

kortti toimii useissa pyséakéintipaikoissa.
llita-, yo- ja viikonloppukortti / asukaspysakoéinti =
Pysakointioikeus joka paiva klo 17-9.

Valitettavasti sopivia tuotteita ei I6ytynyt

Kirjoita viestisi tahan... . | K
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What is the benefit
of Conversational Al?




Chatbot vs. Conversational Al

Chatbot

e Scripted flow path structure

e Simple, rules-based, machine
learning models

e Requireslot of human labour to
build & maintain

e Hardto scale

Conversational Al

Utilizes NLP and advanced ML to
facilitate conversational flow

Al algorithms able to self
learning

Requires less human labour to
teach and maintain

Highly scalable
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How does Conversational Al work?

Hi! l want to
book a
service.

Purpose

Conversation design & UX design

| Comprehension Providing response
Natural language understanding Natural language generation

Forming response
Dialogue management

Machine learning & Deep neural networks

Sure, I can help
— you with your
booking.
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Fully autonomous Conversational Al?

Improve

A oE— -

Scrape data Structure data Understand & Process

Human input is needed to:
1) Establish the purpose and function of the Al
2) Point the data sources

3) Monitor and adjust the learning over time

Converse
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Automatic learning. Does it exist?

Yes, but you cannot rely on
it to function without
human monitoring and
adjusting

Can | change the due date of my
payment that is due tomorrow?

You may make changes to your
payment schedule by logging into
the portal.

Was this helpful?

Yes No
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| learning curve - human assisted
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Al learning curve

Performance

A

Human assisted
learning

Self learning Al

Time

(@

FOR GROWTH.



D)) ‘HLMOY9 404

Purpose & design



What is a human needed for?

1. UX design
».  Conversation design
5. Datainput

+. Structuring, labelling & validating data

5. Assigning goals

6. Monitoring and adjusting the learning
processes (teaching the Al)

(@

FOR GROWTH.



Conversational Al is to utilise NLP and machine learning
algorithms to convey human to human interactions without
requiring real time human presence on the other side of the
conversation.
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Conversational Al + conversation design

Meaningful communication at scale
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THANK YOU!
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