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Don't talk to me, talk to my chatbot
0

We've all heard about chatbots. Some of us might even have interacted with one without knowing it! But what are they all
about and what is the potential of this artificial inteligence for brands?
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Basically, chatbots function within messaging apps (enabling businesses to provide customer support 24/7, answer
customer queries or provide complaint resolutions through the likes of FB Messenger, WeChat etc.).

The tip of a billion-dollar industry

Chatbots have artificial intelligence (Al) at the heart of them. The former is powered by machine learning and the latter is
only capable of interacting by following pre-programmed rules.The fact is that chatbots are still in their infancy, and what
we're experiencing is just the tip of a billion-dollar industry in the space of 10 years. But the adoption of chatbots is
catching on and large companies such as Uber, Sephora and CNN have fully adopted this technology.

Chatbots are always available, they’re never rude, tired or irritated — they’re pleasant 24/7/365. This is why chatbots are
prevalent in customer service related industries. A key driver for this has been the adoption of smartphone technology with
IM (Instant Messenger) being the primary means of communication. IM is being adopted at a faster rate than social
networks, with over 4.1 billion users worldwide using Facebook Messenger, WhatsApp, WeChat and Slack as examples.
Consumers are so used to instant communication in their private lives that they expect the same when they communicate
with companies.

Service-related and transactional conversations

According to Research and Markets, the chatbot market is expected to reach revenue of $3.1bn by 2021. Although South
African consumers predominantly purchase goods in store, 76% of people are using their mobile devices to get more
information from online sources, to help make their buying decisions.
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The aim of a successful chatbot is to create an experience where users feel like they’re speaking to a human being instead
of to a sophisticated bot that is continually learning and optimising itself based on other user interactions.

The possibilities are immense in retail, financial services, travel, hospitality and even in utilities for service-related and
transactional conversations:

¢ Government: Chatbot technology has the potential to be a valuable tool in helping to transform the way people engage
with government departments. Chatbots are able to communicate in any language, and they learn through
engagement.

¢ Financial services: Users would be able to converse with the bot just as they would with a human being, providing
advice or assisting with new accounts in any of our 11 official languages. Chatbots are also able to better understand
the customer’s needs and requirements in a friendly and always-on manner.

¢ Hospitality: Gartner predicts that by 2020, 85% of enterprise-customer relationships will be managed without human
interactions. It will be possible to interact with restaurants through IM with an emoji. Chatbots will be more than
capable of taking reservations, placing orders and even recommending wine pairings if requested to do so. The bot
will be able to remember this interaction for future interactions.
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Chatbots are already being used in the hotel industry, in their operational processes, and are reporting a good ROI.

¢ Healthcare and education: At the International Aids conference in Durban, MomConnect was launched by the
Praekelt Foundation which has the potential to revolutionise healthcare in South Africa. The aim of this bot is to
provide maternal health advice through the use of cell phone technologies. It is free to all users, and more importantly,
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it is available in all 11 official languages.

e The Legal Arena: In June of 2016, news broke that a lawyer chatbot service successfully contested 160,000 out of
250,000 (64% success rate) parking tickets in London and New York (for free). DoNotPay was created by a 19-year-
old, second-year law student from Stanford University!

¢ Education: National Geographic Kids UK has launched a chatbot to teach young children about dinosaurs.
Conversational learning is more fun and interactive.

The possibilities are endless.

South African chatbots

Chatbots are everywhere, we may not even realise that we're interacting with one. As examples, we’re already able to place
food orders online and are given constant updates on the time of delivery and the cost thereof. We are able to order rides
from Uber and we know exactly where our driver is.

Some South African examples:

e Savant is on Twitter and chats about current scientific trends, research topics or market moves. It represents Sentient
Labs ZA.

o KeiraBot — This is a real estate bot that connects you to your dream home.

e Hazie — This is a job recruitment bot that will connect you to your dream job.

¢ |FRS Rookies — This is an Al tutor for tomorrow’s accountants specialised on IFRS.

e Chatbots Magazine predicts that:

e Every business is going to have a bot — Messaging apps are growing fiercely and if messaging apps become the
number one way in which people communicate, then every business is going to need a way to engage on these
platforms.

e Bots will be faster than websites and mobile apps — Currently, bots are still learning BUT they’ll get to the point where
the experience of talking to a business via a bot is at least as good as using its website or mobile app. It will be
quicker and easier to talk to a bot and will, therefore, be preferred.

¢ Bots will be easier to use than any other technology ever created — Language is the most natural interface humans
understand, and that's the interface that bots use. We won’t have to interact with buttons, text and images which can
be cumbersome when interacting with different sites. In five to ten years, bots will be able to understand you
completely — in whatever language you choose to use. In the future — talking to a bot will be like talking to a real
person who has instant access to entire databases of information, and can process your thoughts and desires
instantly!

So, in short, every business needs to get a bot in order to communicate with people on message apps, and bots need to
provide as much value as a website or mobile app.

Here’s a brief history of chatbots (Chatbots Magazine):



A Brief History of Chatbots
[1950 » The Turing Test]

Alan Turing theorized that a truly intelligent machine
would be indistinguishable from a human during a
text-only conversation. Turing's ideas helped lay the
groundwork for the chatbot revolution.

1966 - ELIZA |

The world's first chatbot, ELIZA could mimic the responses of a
psychotherapist and -- for short spurts - carry on convincingly human
conversations.

(1972 . PARRY |

In the 1970s, ELIZA met its first (non-human) patient: PARRY, a chatbot that
could imitate a person with paranoid schizophrenia.

1988 . Jabberwacky |

Developed in the 1980s and released online in 1997, the Jabberwacky
chatbot was designed to "simulate natural human chat in an interesting,
entertaining and humorous manner.”

(1995 . ALICE |

The "Artificial Linguistic Internet Computer Entity” chatbot served as the
inspiration for the 2013 film Her, in which a human falls in love with a
computer program.

(2001 . SmarterChild |

The first chatbot to achieve widespread adoption, SmarterChild joined the
buddy lists of millions of AIM and MSN Messenger users in the early 2000s,

The SmarterChild approach -- building a chatbot for
popular messaging platforms -- is the blueprint that
most modern chatbot builders are now following.

There is a spectrum of chatbots (Chatbots Magazine):



The Chatbot Spectrum
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While we often think of chatbots as a single category that has universally
shared goals (e.g. to beat the Turing test), the reality is that today’s
chatbots fall along a spectrum.

At one end of the spectrum you have totally programmatic chatbots,
where you ask them specific questions, and they give you specific
responses. It's a strictly human-to-chatbot conversation.

\

Move over a bit and you have chatbots that try to extract as much
information from you as possible on their own, but can ultimately fall back
on a human if it's absolutely necessary.
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Cross the halfway point and you get to where our chatbot (Driftbot) fits
into the picture. While chatbots on the right side of the spectrum are
focused on replacing or minimizing human-to-human interaction, the
chatbots on the left side are geared toward facilitating it.

Move over even further and you'll find Driftbot’s predecessor: a
super-minimal chatbot that would ask people a single question before
connecting them with a human.

Finally, if you strip away that super-minimal layer of chatbot interaction
you're left with no chatbot interaction at all -- You're chatting
human-to-human.

The most important takeout is that we need to embrace this Al technology and make it work for our brands within our
consumer interactions because it's coming, whether we like it or not!
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