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Hello

Hi Rostislav, thank you for
getting in touch with Kiwi
Chatbot.

We'll be happy to assist you with
booking your flight. Please, let
us know where you want to fly
and what is your preferred
departure date.

Hey Kiwi, can | see flights from

Prague to Amsterdam for
tomorr

OK. Laoking for tickets from
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OK. Looking for tickets from
Prague to Amsterdam on 1113

Here is the selection of fligts we
found:

€199 Czech Airlines, easyJet
11114 PRG 12:55pm, 11/14 AMS
12:66pm

Sh 50m

Stops: LGW

See details

I'm sorry, but I'm still missing
some information in your
request. Could you please ask
me using the following
structure?

"I need a ticket from BCN to NYC
for Nov 12"

Type a mess

€199 U
114 P
10h 30
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@ kiwi com
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Prague - Amsterdam

Departure = s
12:55 Mon 14 Now

L 2h05m

14:00 Mon 14 Now

@ Kiwi com

16:30 Mon 14 Nowv

€ hism
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Prague PRG

Show detail ~

London LGW

London LGW

Show datail <

Amsterdam AMS




Kiwi.com customer support

o 24/7

e 1300 lidi

e Brno + Kiev + Manila + Fiji + Durban + Cina

e Tisice odbavenych issues denné, velmi rychly nartst

e Web chat, Facebook, telefon






Kiwi.com CS chatbot

e Pozadovené funkce

o ldentifikace problému zakaznika
o 'V pripadé jednoduchych dotaz(l automatické odbaveni

Vg vEvys

o V pripadé slozitéjSich dotaz( predani na spravnou osobu v ramci CS

e MVP: nastroj pro doporucovani odpoveédi



Kiwi.com CS chatbot

e (OcCekavané benefity

o  Snizeni nakladd na CS a jeho zefektivnéni: vice ¢asu na slozité problémy
o  Rychlejsi odbaveni jednoduchych problém
o Urychleni distribuce prace v ramci CS
o  Novy marketingovy kanal
e Rizika
o  Otraveni zakaznici, predevsim v krizovych situacich
o Docasny narlst prace pro CS v prlibéhu testovani

o Obavy zakaznikl z technologie (poskytovani osobnich Udaji apod.)



Kiwi.com CS chatbot

200k CS konverzaci jako training dataset
Nastroj pro manudlni tagovani intentu
AWS Lambda

Javascriptové jadro

APLAI

GraphQL

Implementace pro web chat a Facebook
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Please, select a category for this intent

Personal details - correction (1D:

Message text:no email confirmation

Category:

perso

Personal details - correction




SIGN OUT
I TAG INTENTS BROWSE CONVERSATIONS

Selected intent: Baggage - add / upgrade

Is it possible to add bags to a flight | have SEE CONVERSATION

Hi. | would like to upgrade the bag | already purchased to an overweight bag, and also

] SEE CONVERSATION
purchase a second overweight bag.

| did not add the checked bag fee when | purchased the ticket. Can | still do that? SEE CONVERSATION
i want to add lugguage to my flight SEE CONVERSATION
1 would like to add cabin baggage 20kg in lieu of 15 to my confirmed flight SEE CONVERSATION




288 < >0 0 & console.api.ai G| \Q‘Iﬁ!iﬁl‘.

: Try it now

’ api.ai @ CANCELLATION - INIT

kiwi-chatbot-test - 3t ° cancellation & Add output context
@ Please use test console above to

try a sentence.
User says Search in user says Q A

& Entities 5= [})

= Training [etal
93 | want to know your flight cancellation policy (i.e. if i want to cancel or change my flight from my side) and whether | can buy

{) Integrations some kind of flexi booking depsite not purchasing it at the time of bocking (less than 24 hours ago)
@ Analytics 1= 33 How do i cancel my reservation?
b Fulfilment 99 1 wpull like to cancel the flight because | don't know how much it will take the bad weather

93 | approve of canceling and refund for this reservation in full

Q Prebuilt Agents
99 | would like to cancel that booking, i did it by mistake
' small Talk
= 99 Hello, | d like to cancel a travel 1 bought
» Docs 55 Well, | would like to cancel my tickets for the upcoming flights on Friday
S Fomi 93 Hello, | would like to ask, if there is a way to get a full or partial refund in case of cancellation my tickets. | cannot take the flight.
Thank you
935 Hello. | would like to cancel my ticket. what is the procedure 1o do that? Could you please help me because i didnt manage to
understand the process of doing that in the terms and conditions section. my booking number is
@ Support 99 | want to cancel. | understand no refund.
m Account OF =>
(') Logout
Events @ ¥




Lessons learned - projekt

e Bleeding edge technologie -> predstavy vs. realita, mnoho slepych ulicek
e Komunikace mezi jednotlivymi tymy
e Problémy s testovanim: mindset “mluvim s botem”

e Uzavrené externi systémy N ————

24.12.1800

A kedy sa chystas vratit?

MNapi& mi datum tvojho navratu v tvare DD_MM.RRRR

24:12.1800

ZIy format datumu

Napi mi datum tvojho navratu v tvare DD_.MM.RRRR

Hype Driven

Development
Life on the Bandwagon

24.12.1800

TakZe odchod 24.12.1900 a prichod 24.12.1800,
mdm poznadend. Pardda, zda sa, 7e fa £akd super
dobrodruzstvol Teraz mi povedz, kolko dospalych
fudi chees poistit.

ORLY? @ThePracticalDev




Lessons learned - produkt

e Rozdily v uziti riznych kanal( - web chat vs. FB
e Pristup “vyresit vse” vs. “jit na to postupnée”
o Plvodné cca 100 intentd z 15 oblasti, dnes pouze nékolik nejzasadnéjsich

e Pfima odpovéd uzivateli vs. doporuc¢ena odpovéd vs. distribuce taskl v
ramci CS
e Supervize
o “Fail fast approach” - na zakladé score, sentimentu apod., konverzaci prebira agent

e Prepinani mezi vice komunikacnimi kanaly uzivatele zarucene otravi

e Komplikace: dlouhé zpravy, vice zprav za sebou



Activity

Directory

Active

Interactions
Foo Bar » 5:23
CHAT TEST » 5:23

Scott Barnett

Documents

o Scott Barnett (%)

& apps.mypurecloud.ie

Performance « Admin

- | @& 2=

This is the beginning of your chat room.

Scott Barnett 11:29 AM

Hi. | would like to upgrade the bag | already purchased to
an overweight bag, and also purchase a second overweight bag.

shift + enter for new line

**bold™ _italic_ ~~strike~~ @

User says

" Hi. I would like to upgrade the bag | already purchased to

an overweight bag, and also purchase a second overweight bag.”
Intent detected

ADD_BAGGAGE

Score

0.89

Suggested response

“ We'll help you adding more baggage to your booking. Before
we start, may we ask you for your booking number please? "

Submit response
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