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Customer Communication




Q Communication Is Not Easy

Frustration

Read between
the lines

Silence



Q Al and Language

87.2% 70.5%

GLUE score SuperGLUE score
* Natural Language Inference * Natural Language Inference
* Question Answering * Causal Reasoning
« Paraphrasing * Reading Comprehension
« Sentiment Analysis « Word Sense Disambiguation

« Acceptability



Q Al and Communication

00000 ATRT = 9:59 AM @ 7 ¥ 97% W
& uxchat.me 4 :
Ty
UX Bear =10

m Bonjour FIL I

How would you describe the term «bot»

to your grandma? ()

87.2% ~60%

GLUE score accuracy My grandma is dead

UX Bear

n Alright! Thank you for your feedback...
&

6

Sources: Al Index Report, 12/2018:; “Emotion Detection in Text: a Review”, Seyeditabari et al.



Human-Centered
Data Science



¢ 19¥Data

CLEANING DATA
GATHERING DATA

VISUALIZING DATA

INSIGHTS AND COMMUNICATION

kaggle
Survey 2018
PUTTING MODEL IN PRODUCTION

0

MODEL BUILDING
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In Other Words...

LJO
R

Get problem

Wrestle data

O
N

Stakeholders

==

Validate

=

Explain & Adapt

Models
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Human-Centered
Data Science



Q Human-Centered Design

Empathize Define |deate Prototype Test Iterate
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In Other Words...

O
'

Customers

LJO

-

%

DAY,

Empathize Define
== =
Test Prototype

ldeate
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What can Al do for Customer Communication ?
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Start With The Problem

1T

How can we optimize
customer support costs?

How can we Increase
conversion rates?

O
=

How can we solve requests
quickly and accurately?

How to help users figure out if
our product fits their needs?



Q Continue With the Tools: The Bot Anatomy

Flow/Dialog

NLU NLG

Management
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Q Continue With the Tools: Bot Architectures

v

Clickbot Goal-driven Retrieval Generative

bot bot bot

N / N /
v N

Getting Things Done Providing Information,
Chatting
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Q Continue With the Tools: Bot Enablers

P TP TP P P aP

Sentence Entity Inverted Dual Encoder Transformer
classification recognition Index Encoder Decoder
Text to
SQL
Knowledge Dialog FSM
Graph Management
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Putting the Pieces Together

dap OR d-b =

Inverted Dual Retrieval
Index Encoder bot
Sentence Entity Static Goal-oriented
classification recognition flow bot
Sentence Entity Dialog Inverted Fancy
classification recognition Management Index bot



Q The Problem

O
=

How can we solve requests
quickly and accurately?
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Q Search

Y )
S B 8 B

Ticketing ~ Knowledge
system DB

‘ All available data



Q Helps for Some Requests

» We can propose useful answers
most of the time

* This results in a speedup of the
agent's workflow
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Q First Assessment

What can the bot do?

Why should | use the bot vs other options?

How fast does the bot solve the problem?

The bot can crack jokes, but not solve my problem!?
/|
./
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What Are Other Types of Requests ?

 Hundreds of classes

0.92

0.80
0.70
0.60
0.50
0.40
0.30
> 020
0.10
0.00
-0.10
-0.20
-0.30

-0.40

-0.50 .
-0.56 -0.40 -0.20 0.00 0.20 0.40 0.60 0.79



Q What About Transactional Requests ?

Hi,  would like to order a 32GB iPhone in gray
without a phone contract, how much is it?

Hi, this will cost you xxx CHF.

Actually I might want a pink one with 64GB.
What is the price difference?
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Training for goal-driven bots

Buy
a white iPhone.

Subscribe to
a mobile plan from next week.

Upgrade
my roaming plan for Asia.

Send me
a new SIM card to my home address.

| need to transfer
my TV subscription to my daughter.

Buy me a Samsung tablet
with a mobile plan.



Q Second Assessment

What can the bot do?

Why should | use the bot vs other options?

How fast does the bot solve the problem?

The bot can crack jokes, but not solve my problem!?
/|
./
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Examples — Starbucks

Barista

-i

Can | get a triple tall latte please

Hero is what | have for your ordor.

Tall Caffé Latte g

It will be ready in 4 to 9 minutes
at SODO Lobby. The total cost is
$2.49. Ready to place the order

now?

Place order Customize Add item

Barista

2.4, Ready 10 place the oraer
now?

Start over

Let's start over. What would you
like to order?

Double tall mocha nonfat extra
hot no whip

Here is what | have for your order.

TallCaffe Mochs m
ndat milk, extra hot, no whipped

)
/\
~~

Barista v

3Z.4Y, Reaay to place ine oraer
now?

Start over

Let's start over, What would you
like to order?

Double tall mocha nonfat extra
hot no whip

Haro is what | have for your order.

Tall Caffé Mocha é

$3.75

It will be ready at SODO Lobby in
4 1o 9 minutes. The total cost is
$2.87. Want to place the order?

Place order Customize Add item Che

7N
g
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@SWISSCOMWIT

Q Examples — Swisscom

usa

Wie lange dauert lhre Reise?

< Back Ich habe diese Mobiltelefonnummer
gefunden: 0041795974578. Geht es um
diese oder um einen anderen Vertrag?

?
of= Nummer korrekt 9:59 v Was Kannst L

Sie haben im Moment fiir Usa kein
-
!
Y
[
Ei

10:00 w7

Sie kdnnen aus folgenden Ar
Datenroaming in ihrem Abo. Darf ich
ihnen ein Data Travel Paket vorschlagen
das auf ihre Nutzung angepasst ist?

(/ J > < Nei d k )
g Ja, gerne E ein, danke
- g Y /

Text message ° )

Mit Swisscom reisen

/+> Text message
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Thank you!

Andreea Hossmann, PhD
Data, Analytics & Artificial Intelligence
Swisscom
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