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IntelligentIntelligent reactionreaction to to humanhuman needsneeds

WhatWhat cancan I I 

associateassociate X X withwith

inin order to order to satisfysatisfy

himhim??

I I needneed XX

himhim??

IntelligenceIntelligence cancan recognizerecognize and  and  associateassociate humanhuman needsneeds..

IntelligenceIntelligence isis usuallyusually perceivedperceived whenwhen somebodysomebody
appropriatellyappropriatelly reactsreacts for  for  otherother humanhuman needsneeds..



ArtificialArtificial IntelligentIntelligent ReactionsReactions

WhatWhat cancan I I 

associateassociate X X withwith

inin order to order to satisfysatisfy

himhim??

ThereThere isis no  no  realreal valuablevaluable artificialartificial intelligenceintelligence withoutwithout

I I needneed XX

himhim??

ThereThere isis no  no  realreal valuablevaluable artificialartificial intelligenceintelligence withoutwithout
humanhuman needsneeds recognitionrecognition and  and  reactionreaction to  to  themthem..

ArtificialArtificial intelligenceintelligence shouldshould properlyproperly associateassociate needsneeds
withwith thingsthings peoplepeople areare talkingtalking aboutabout..



ThisThis paper  and paper  and presentationpresentation::

describesdescribes variousvarious personalitypersonality needsneeds and  and  typestypes and  and  

Human Personality Human Personality NeedsNeeds

describesdescribes variousvarious personalitypersonality needsneeds and  and  typestypes and  and  
definesdefines beneficialbeneficial reactionsreactions to  to  themthem,,

showsshows howhow a  chatbot  a  chatbot  cancan linguisticallylinguistically automaticallyautomatically
recognizerecognize humanhuman personalitypersonality typestypes,,

presentspresents howhow a  talk  a  talk  oror a  a  productproduct presentationpresentation cancan
be  be  tunedtuned withwith thethe recognizedrecognized personalitypersonality inin order  to  order  to  be  be  tunedtuned withwith thethe recognizedrecognized personalitypersonality inin order  to  order  to  
produceproduce positivepositive humanhuman reactionreaction duringduring a  talk  to  a  a  talk  to  a  
chatbot,chatbot,

comparescompares satisfactionsatisfaction inin casecase of  of  usingusing of  of  thisthis model.model.



ThisThis paper  paper  appliesapplies thethe specialspecial typologytypology of  of  humanhuman personalitypersonality::

Dominant (DOM) Dominant (DOM) –– decidesdecides, , chooseschooses, , managesmanages......

MaximalistMaximalist (MAX) (MAX) –– likeslikes extremesextremes, , raisesraises standardsstandards......

InspiringInspiring (INS) (INS) –– spontanousspontanous, , lookslooks for for inspirationinspiration......

Human Personality Types (HPT)Human Personality Types (HPT)

InspiringInspiring (INS) (INS) –– spontanousspontanous, , lookslooks for for inspirationinspiration......

DiscoveringDiscovering (DIS) (DIS) –– discoversdiscovers, , asksasks frequentlyfrequently......

VerifyingVerifying (VER) (VER) –– comparescompares, , distinguishesdistinguishes, , verifiesverifies......

SystematicSystematic (SYS) (SYS) –– organizesorganizes, , sortssorts, , arangesaranges......

AssurantAssurant (ASS) (ASS) –– protectsprotects, , assuresassures, , preventsprevents......

HarmoniousHarmonious (HAR) (HAR) –– makesmakes peacepeace, , avoidsavoids quarrelsquarrels......HarmoniousHarmonious (HAR) (HAR) –– makesmakes peacepeace, , avoidsavoids quarrelsquarrels......

EmphaticEmphatic (EMP) (EMP) –– compassionatescompassionates, , empathizesempathizes withwith........

TaskTask--OrientedOriented (TAO) (TAO) –– isis subjectivesubjective, , practicalpractical, , sensiblesensible......

BalancingBalancing (BAL) (BAL) –– counterbalancescounterbalances, , calibratescalibrates, , levelslevels......

TheThe moremore exactexact descriptiondescription isis inin thethe conferenceconference proceedingsproceedings..

IntelligenceIntelligence cancan temper, temper, reinforcereinforce oror supplementsupplement one’sone’s personalitypersonality..



TheThe applicationapplication ofof
thethe presentedpresented typologytypologythethe presentedpresented typologytypology

toto
a  a  chatbot chatbot –– customercustomer talk talk 

and  and  and  and  
a  a  productproduct offeroffer presentationpresentation



Full sales conversation (Full sales conversation (aboutabout mobile phones)mobile phones)

Gathering requirements in Gathering requirements in an an open conversationopen conversation

Project goalsProject goals

Gathering requirements in Gathering requirements in an an open conversationopen conversation

Specify customer requirementsSpecify customer requirements

Offer Offer a a presentationpresentation

Implementation of HPTImplementation of HPT

Discovering Discovering customer’scustomer’s HPTHPTss

Adjusting Adjusting an an offer presentationoffer presentation

Improve Improve ee--commerce commerce efficiencyefficiency



EE--commerce objectivescommerce objectives

Evolution of marketing Evolution of marketing 
conceptsconceptsconceptsconcepts

Interactivity of WWWInteractivity of WWW

Importance of interface Importance of interface 
and user experienceand user experience

Individual optimizationIndividual optimizationIndividual optimizationIndividual optimization



EE--commerce Growthcommerce Growth



ChatbotChatbots & s & VirtualVirtual AvatarsAvatars
SSimulatingimulating intelligent conversationintelligent conversation
inin a natural a natural languagelanguage

IImplementationmplementation

ELIZAELIZA

A.L.I.C.E.A.L.I.C.E.

Fido:intelligenceFido:intelligenceFido:intelligenceFido:intelligence

EE--commercecommerce

((e.ge.g. . IKEA, IKEA, LyondLyond))



EE--shop implementationshop implementation

SubstructSubstruct ee--shopshop
platform platform ((Open SourceOpen Source))

MMobileobile phonesphones::

wide choicewide choice

standardized standardized 
parameters parameters 

common goodcommon good



preprocessingpreprocessing

inflection inflection 
transformationtransformation

ConversationConversation engineengine

transformationtransformation

pattern matchingpattern matching

customer’s customer’s 
requirement requirement 
discoveringdiscovering



Conversation structureConversation structure
conversation openingconversation opening

free talkfree talk

inquires stageinquires stage

presentationpresentation



Understanding Understanding a a customer customer 

gendergender

personalitypersonalitypersonalitypersonality

Dominant (DOM)Dominant (DOM) Assurant (ASS)Assurant (ASS)

Maximalist (MAX)Maximalist (MAX) HarmoniHarmonioous (HAR)us (HAR)

Inspiring (INS)Inspiring (INS) Emphatic (EMP)Emphatic (EMP)

Discovering (DIS)Discovering (DIS) TaskTask--Oriented (TAO)Oriented (TAO)

VerifyVerifyinging ((VERVER)) Balancing (BAL)Balancing (BAL)

Systematic (SYS)Systematic (SYS)

needsneeds

requirementsrequirements

moodmood

Systematic (SYS)Systematic (SYS)



Chatbot responseChatbot response
paraphraseparaphrase

customer gender adjustmentcustomer gender adjustment

asking for detailsasking for detailsasking for detailsasking for details

customer’s personality type adjustmentcustomer’s personality type adjustment

CommunicateCommunicate suitablysuitably to a to a customercustomer personalitypersonality



HPT recognition exampleHPT recognition example

The words and phrases for HPT The words and phrases for HPT -- SystematicSystematic WeightWeight

First, second, third, fourth, fifth, next, last, at First, second, third, fourth, fifth, next, last, at 

last, ..last, ..
11

After the other spread out, time, on time, rank, After the other spread out, time, on time, rank, 

level, systematize, ...level, systematize, ...
22



Offer presentation Offer presentation Offer presentation Offer presentation 
examplesexamples



Default presentationDefault presentation



HPT HPT -- DominantDominant



HPT HPT -- InspirationalInspirational



HPT HPT -- SystematicSystematic



HPT HPT -- AssurantAssurant



User satisfaction (ISO 9241)User satisfaction (ISO 9241)

Same task for each personSame task for each person

Test scenarioTest scenario

Control groupControl group

Experimental groupExperimental group

SurveySurvey









−= 1*%100

upPointsControlGro

ntsalGroupPoiExperiment
entonImprovemSatisfacti



ResultsResults

ModeModel l with with 

recognitionrecognition

ofof

HumanHuman

StandardStandard

conversationconversation

modemodell
HumanHuman

PersonalityPersonality

TypesTypes

modemodell



EE--shop operated byshop operated by aa chatbotchatbot

Significant role of Significant role of a a personalitypersonality sensitivesensitive interfaceinterface

SummarySummary & & ConclusionConclusion

Significant role of Significant role of a a personalitypersonality sensitivesensitive interfaceinterface

Intelligent approach to Intelligent approach to a a customercustomer

Recognition of Recognition of a a customer’s Human Personality customer’s Human Personality TypesTypes
(HPT)(HPT)

Implementation of Implementation of a a selfself--adaptive mechanismadaptive mechanism

Proven improvement Proven improvement ofof customer satisfactioncustomer satisfaction

More More intelligentintelligent impressionimpression duringduring conversationconversation to a to a 
chatbot chatbot thatthat betterbetter understandunderstand humanhuman needsneeds



Thank youThank you
for for youryour patiencepatience and and attentionattention!!

CanCan we we clarifyclarify somethingsomething??
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