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Selecting the Optimal
Chatbot Type



Chatbot Type

To ensure we select the appropriate
chatbot types, we should clearly identify
each type and understand their
respective advantages and
disadvantages.
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Route customers through dialogs based
on inputs and callback value mapping

Driven by the Infobip Al engine and
work on a combination of keywords
and machine learning to achieve
smart, and almost self-service,
chatbots

Al assistant, powered by GPT can
answer questions based on knowledge
base and can be utilized via prompt
engineering



Keyword-Driven Chatbot

* Advantage

* Keyword-driven chatbots can quickly identify customer
needs and provide immediate responses, leading to faster
resolution times.

* By using predefined dialogs, keyword-driven chatbots ensure
that all customers receive consistent and accurate

information.

* Disadvantage

* The chatbot's effectiveness is limited to the keywords it has
been programmed to recognize.

* It may struggle with complex or multi-faceted queries that
require deeper understanding or context.
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Hi

Hi and welcome to Pizza
Delivery services. I'm your
Chefbot and | can help you with
the following:

1 — order pizza,

2 — track your order,

3 — special recipes.

Hungry you. ;) What kind of
pizza would you like to order?
1 — Romana

2 — Capricciosa

3 - Margherita

Yummy! Please provide your
address for delivery.

High street 23, Apartment 12B
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Intent-Driven Chatbot

* Advantage

* These chatbots can handle complex and multi-faceted
queries more effectively than keyword-driven bots

* By accurately understanding user intent, these chatbots
can quickly route users to the appropriate solutions,
reducing resolution times

* Disadvantage

* It may require datasets for pretraining, the more the
datasets covers, the better the outcome would be which
makes the initial setup complex and time-consuming.

* It still requires predefined response config in the bot.
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& Messages to this chat and calls are
now secured with end-to-end
encryption. Tap for more info.

Hi PMw/

| received a wrong order. |
asked for two Special Burgers

and got two regulars. A

Hi Mary, I'm BurgerBot. Sorry for
the mix-up. Can you please
share the Order ID number?

Yes, It's ID123456 40y 0

Thank you. I'm connecting you to our
agent who will help you further.

Hi Mary, Mike here. Sorry for the wrong
order. | already arranged 2 Special
burgers which are on your way!

Wow, that's great, thanks!! Mg



Chatbot + Al assistant

* Advantage

* By leveraging external knowledge sources, these chatbots
minimize the risk of generating incorrect or irrelevant
information.

e Enable human-like communication

* Disadvantage

* Regular updates and re-indexing of the knowledge base
are necessary to maintain accuracy, which can be labor-
intensive

* Developing and implementing RAG chatbots can be more
expensive compared to simpler models

Play the
video

Infobip EUAF

Today

& Messages to this chat and calls are now
secured with end-to-end encryption. Infobip EUAF
may use another company to store, read, and
respond to your messages and calls. Tap for more
info.

This chat is with the official business account of
“Infobip”. Tap for more info.




Essential Tips for High-
Level Design



Channel : WhatsApp Sample

Scoping

Language: English + Bahasa
Bot Type: Keyword-Driven
Scenarios

* 1- Profile /Registration

* Chatbot would ask for
Province and City. With the 2
collected, the bot would
update the Region and CPS
coordinates

* This is done via Static WA flow
and API custom development
is not required.

e 2-Product Recommendation

* The product would be
recommended based on
Month and membership level.

* Chatbot would send product
image to end user provided by
Custome.

e 3-Talk to an expert

* The chat would be transferred
to agent in Conversations

Key Takeaway

Questions to answer before solution proposal:
* How many communication channels are needed?

* How many languages should the chatbot support?

What types of chatbots does the customer want to use?

How many different scenarios should the chatbot handle?

Is it required to integrate the chatbot with other systems using
APIs?



Key Considerations for
Low-Level Design



Beware the bot's
first message

* Sets the Tone: A warm and welcoming first
message helps create a positive impression
and sets the stage for a friendly interaction.

« Clarifies Capabilities: By clearly stating what |
can help with, | ensure you know exactly how |
can assist, reducing any potential frustration.

* Guides the Conversation: A well-crafted initial
message can guide the conversation in the right
direction, making it easier for you to get the help
you need.

* Encourages Engagement: An engaging first
message encourages you to interact more,
making the experience enjoyable and
productive.
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Active now

Hey, I'm FashionBot and I'm
here to help you. What would
you like to know more about? |

1. Refund status \V
2. Order status

3. Returns policy

4. Talk to the agent 9:00 PM

Order status ¢ piyw

Ok, | can help you with that.

Please provide me with the

order number. You can find it in

the confirmation email. Son o
| can't find that information.
Please help 9:05 PM w/

I'm connecting you to our agent
who will help you further.  5.05pum

Thanks! 9:07 PM v/

Hi, Mike here. Sorry for waiting.
Can you share your full name? 5.7 pum
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Go2Bank O

Active now

Hi

9:00 AM v

Hi, | am Go2Bank's bot. Let me |
know how can | help you? q_:][(’ o
N\
I would like to schedule
an appointment 0:01 AM &

Please provide your available

time and date
9:01 AM

I'm available from Monday to
Thursday, 1T AMto 2PM . .«

Your appointment is scheduled
Wednesday at 1PM

9:02 AM

Which documents are needed
for an appointment? ;.

I'm connecting you with the
agent. Please wait for a moment

9:03 AM

HO



Consider
dialogue
structure

» Offer a clear visual map of
interactions.

* Ensure all components work
harmoniously.

Avoid unnecessary configurations.

Tool: http://drawio.com/

Simplify troubleshooting and updates.
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http://drawio.com/

Essential Metrics for
Chatbot Evaluation



Answaers / Analytics

Overview
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Summary

Session overview
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Key Metrics

CSAT

* This is the most direct and genuine data on how well
we are meeting our customers' needs and
expectations.

* High CSAT scores indicate that we are successfully
meeting customer expectations, while lower scores
highlight areas where we need to focus our
iImprovement efforts. This feedback loop is essential
for continuous growth and excellence in customer
service.

User analytics

CSAT breakdown by response

e Happy
Not happy

Surveys

9455782511138233

28853843780926997

e06756f5-6b88-456a-84.

cad9d309-7430-4008-8a...

Happy

Happy

All chatbots

CSAT breakdown by response volume

18/02/2025 — 15/05/2025

March 27, 2025
6:05 PM

March 27, 2025
4:13 PM



Top user start messages

ges users sent to start interacting with the chat

Unhandled user messages

Messages that did not pass the Get atfribute element type valic or did net maich with a

User messages not matched to keyword or failed attribute type v

Dialog Info Dialog element type

Neare: GET_ATTRIBUTE_REPLY

Package_Group1 PROCE

Selected PROCESS_USER_INFUT
Return Product Continue PROCESS_USER_INPUT
Slovakia MearestStore GET_ATTRIBUTE_REPLY
great Dialog 1 PROCESS_USER_INPUT
poptions options PROCESS_USER_INPUT
quotation P1 - Motor Protect PROCESS_USER_INPUT

Cl - Main Menu PROCESS_USER_INFUT

FAQs - Main Menu PROCESS_USER_INPUT

Main Menu PROCESS_USER_INFUT




Top 10 exit dialogs
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8%

ns that ended ona d

Top 10 start dialogs

Dialog Name

on that started on a dialog




Thank You
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https://www.linkedin.com/company/infobip
https://www.youtube.com/channel/UCUPSTy53VecI5GIir3J3ZbQ/featured
https://twitter.com/Infobip
https://www.facebook.com/infobip
https://www.instagram.com/infobip/
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