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Abstract: The appetite for natural language solutions continues to grow as businesses
realize the value that a good digital Al assistant can deliver in terms of the ability to further
automate business processes, reduce costs, and improve overall business results. Despite
suffering chatbot failures, many organizations are undeterred in their Al journey, choosing
to forge ahead rather than abandon their efforts. o‘lg*

Different people have their own way of typing a message (short sentences, long sentences).
So how to understand the user intention.o‘2g°
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I.INTRODUCTION

Building chatbot similar to human in the initial release not possible. First need to get
a few chats of human operator and users (customers). Then chats should be split into
scenarios. One by one scenarios are begun implementing. While creating chatbot need to
define intents and entities.

Within a chatbot, intent refers to the goal the customer has in mind when typing in
a question or comment. While entity refers to the modifier the customer uses to describe
their issue, intent is what they really mean. Intent is a critical factor in chatbot functionality
because the chatbot's ability to parse intent is what ultimately determines the success of
the interaction.[3]

In any case, after creating ideal intents and entities, they will not allow creating a
smart chat bot, because a person can say his thought in different ways, and the bot has
a limitation in understanding. To achieve this, new intents and entities must always be
added.

For the development of a chatbot, it is necessary to add functionality to transfer the
chat to a human operator and vice versa. But not only transfer the chat, but also enable
the operator to read the dialogue between the chatbot and the user. The operator can
then formulate the user's response to allow the bot to continue chatting.[4]

II.CHATBOT MODELS

The general model will be described as following. In the Pic. 1 can be seen the base
model of chatbot and human operator interaction structure
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Fig.1 Base model of Chatbot and Human Operator interaction.

Customers can start chatting via SMS, Telegram, Facebook Messenger, Whatsapp
or any other messenger. Their chat will be directed to the server, it stores customer data
in databases and connects to chatbot platforms to analyze customer input and respond
with an appropriate response. All actions will go through the server. If the bot at some
point does not understand the client's input, the conversation will be transferred to live
agents (operators). It can be determined by intent, if the confidence in intents is more
than 90%, this means that the bot understands, if less, this means the need to transfer
to Live Agents.[3]
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Fig.2 Conversation between Clients and Agents, when bot didn't understand

After switching the chat to Live Agents, the agent determines that this client has a
very long text, and if it can be replaced with several words with the same meaning, the
agent can rephrase the data entered by the user and return the conversation to the bot.
The conversation can be continued through the bot. This makes it possible to process
complex texts from clients and helps the bot to understand. When the conversation is
transferred to the Live Agent, the chat history will be visible to the agent, which makes
it possible to analyze the conversation and the response to the client without asking the
previous question that the bot has already asked.
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Fig.3 Features of Live Agent

In the Fig. 3, can be seen the features of a live
agent who can see the history, return the client back
to the bot and communicate to the end with the
client himself and close the chat.

During the conversation between the client and
the chatbot, the server collects information about
the client, for example: name, problem, final
proposal of the bot, phone number, date, time of
chat creation and chat history. After the chat ends,
the server generates an email template with customer
information and a link to display the chat history and
sends an email to the appropriate people (managers,
supervisors). In addition to sending e-mail, all data

will be saved in the database to display reports and various statistics.

ITII. RESULTS

With this chatbot structure, can be achieved:

Generate various
useful statistics /
repors

Train the bot if it is

Do not re-ask
customer
information.

Fig.4 Summary of achievements
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