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Cnatbot: what do ywou mean by long

standby? For exampls you can specify " ~

capacity of your desired battery. Ad a H O r'z k
Customer: | don't know r]. n y
Chatbot: DO you wish your mobile phone to

hawe vibration alert 7

Customer: No please - a o
Chatbot: Understand, maybDe you want your Sta n I S+aW M a g I e rS kl
mobile phone to have USB? -

Customer: Actually yas, | want that
Chatbot: Thank you for all your requiremant

— Em Grzegorz Miklaszewski




Intelligent reaction to human needs

What can |
associate X with

in order to satis
him?

« Intelligence can human needs.

. usually when somebody
appropriatelly reacts for other human needs.




Artificial Intelligent Reactions

What can |
associate X with
in order to satis

him?

» There is no real valuable artificial intelligence without
human and reaction to them.

» Artificial intelligence should properly
with things people are talking about.




Human Personality Needs

This paper and presentation:

» describes various personality needs and types and
defines beneficial reactions to them,

« shows how a chatbot can linguistically automatically
recognize human personality types,

« presents how a talk or a product presentation can
be tuned with the recognized personality in order to
produce positive human reaction during a talk to a
chatbot,

x compares satisfaction in case of using of this model.




Human Personality Types (HPT)

This paper applies the special typology of human personality:

" — decides, chooses, manages...

" — likes extremes, raises standards...
" — spontanous, looks for inspiration...

" — discovers, asks frequently...

. — compares, distinguishes, verifies...

" — organizes, sorts, aranges...

x — protects, assures, prevents...

" — makes peace, avoids quarrels...
" — compassionates, empathizes with....
" — is subjective, practical, sensible...
" — counterbalances, calibrates, levels...

The more exact description is in the conference proceedings.




The application of
the presented typology
Lo
a talk
and
a product offer presentation




Project goals

» Full sales conversation (about mobile phones)
« Gathering requirements in an open conversation
» Specify customer requirements

x Offer a presentation

» Implementation of HPT
= Discovering customer’s HPTs

» Adjusting an offer presentation

» Improve e-commerce efficiency




E-commerce objectives

amazon.com

» Evolution of marketing
concepts

= Interactivity of WWW

» Importance of interface
and user experience

» Individual optimization




E-commerce Growth

M Forrester Institute
W United States Departamen: of Commerce

225

150

1O




Chatbots & Virtual Avatars

» Simulating intelligent conversation
in a natural language

» Implementation
« ELIZA
« A.LIC.E.
« Fido:intelligence

« E-commerce

(e.g. IKEA, Lyond)




E-shop implementation

» Substruct e-shop
platform (Open Source)

x Mobile phones:
» wide choice

« standardized
parameters

x common good




Conversation engine

| would like to have handy

p rep roces Sing with ﬁgﬁ;fﬁl e?ia%?}é price

inflection

transformation
pattern matching
transformation

| would like to have handy
with colorful display , price
less then 100 $ .

CUStomer,S | would like to have handy

with colorful display and price

less then 100%

requirement

G
P {product. price:<=}

Pattern
matching
s
want [like] '—— [leature1] . [feature]

\-.

-\'--.., phone with
colorful display

| want have phone
with colorful display and price
less then 100%

price less then




Conversation structure

x conversation opening x Inquires stage

« free talk x presentation




Understanding a customer

x gender

x personality

» Dominant (DOM) » Assurant (ASS)

x» Maximalist (MAX) » Harmonious (HAR)

« Inspiring (INS) « Emphatic (EMP)

« Discovering (DIS) « Task-Oriented (TAO)
» Verifying (VER) = Balancing (BAL)

« Systematic (SYS)

= heeds

x requirements

» mOOd




Chatbot response

paraphrase
customer gender adjustment
asking for details

customer’s personality type adjustment

= Communicate suitably to a customer personality




HPT recognition example

The words and phrases for HPT - Systematic  Weight

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

After the other spread out, time, on time, rank,
level, systematize, ...




Offer presentation
examples




Default presentation

7 Standard introduction text

Virtual Assistent

Chatbot: what do you mean by long stanby? |~

7_———"—115
For example you can specify capacity of r —_— |
your desired battery. : |
Customer: | don't know __' 3 i iil
Chatbot: Do you wish your mobile phone to L = ! |
have vibration alert ? -

I ==
Customer: No please "
Chatbot: Understand, maybe you want your
mobile phone to have USBE? =
Customer: Actually yes, | want that Sony Ericsson LG KF750 G KES50 Samsung ZV30
Chatbot: Thank you for all your requirement 2558 Secret y

ML

Philips Xenium / Sony Ericsson Sony Ericsson Sony Ericsson
9@9e Wago C902 c702

Minimal product
Information




HPT - Dominant

Respectiul text
i

Virtual Assistent .\_/f’fF;roducts adjusted to Your requirements

in rﬁ?ﬁg?

—
=, Your 2 ﬂ Your

Chatbot: what do you mean by long stanby? -~
For example you can specify capacity of
your desired battery.

Customer: | don’t know -
[

required
parameters

required

Chatbot: Do you wish your mobile phone to parameters

have vibration alert ? Touch screen: yes Touch screen: yas

Customer: No please Organizator: yes Crganizator: yes
Chatbot: Understand, maybe you want your > USB: >
mobile phone to have USB? | Sony Ericsson LG KF750 &
Customer: Actually yes, | want that Secret

Chatbot: Thank you for all your requirement
,’v—’—“\-_\__‘_‘
m \/a inrating ./ ~ n in rating
e Your Your
required '\ 5 required
parameters =) E 5] parameters

Touch screen: yes Pog Touch screen: no

= f
Information about it L Gt
product match ranking -

Samsung ZV30

$288.00

The choosen Qo .
p daraim ete 'S pz:?aqr?w;?s rs I. p;igr:rjﬂr;f:rs




HPT - Inspirational

Minimal technical details

Inpirational presentation

I -FII:IIlet~ l
—$294;

Snny Erlcsson C702-ﬁﬂ

Sony Ericsson 2?70 ‘W
[




Maximum technical details

Price
3G ntwork
GPRS

Color

Network

Alert type

Resolution
width

Resolution
height

HPT - Systematic

Easy to compare
In tabular format of the data

GSM 1800,
GSM 1900,
GSM 850,
GSM 200,
GSM 2100
AAC,
Polyphonic,
MP3

1600px

Sony Ericsson
G502

GSM 1800, GEM
1900, GSM 900,
G5M 2100

MP3, Polyphonic

Sony
Ericsson
T303

yes

Black,
Silver

GSM 1800,
GSM 1900,
G5M 850,
GSM 900

Polyphonic,
MP3

1280px

1024px

Sony Ericsson
G900

GSM 1800, GSM
1900, GSM 900,
GSM 2100

Polyphaonic, MP3

Sony Ericsson
G700

GSM 1800, GEM
1900, GSM 900,
GSM 2100

Polyphonic, MP2

Sony
Ericsson

75 P T I

9]

Polyphonic,

AAC, MP3

2048px

GSM 1800, GSM
1900, GSM 850,
G5M 800, GEM
2100

MP3, Polyphonic

N \Sony

Black,
Silver

GSM 1800, GSM
1900, GSM 850,
GSM 900, GEM
2100

MP3, Polyphonic

Cricsson
7770

yes

yes

Black,
Aed,
Jrown

55M 1800,
55M 1900,
{55M 800, GSM
2100

MP3,
Polyphanic,
PAaC

1600px

1200px

Sony Ericsson
T280

Pink,
Black,
Red,
Brown

GSM 1800,
GSM 1800,
GSM 850, GSM
800

MP3, Palyphonic

Sony Ericsson
R300 Radio

G5M 1800, GEM
1900, GSM 850,
G5M 900

AAC, Polyphonic,
MP3

£40px




HPT - Assurant

Virtual Assistent Your satisfaction is our priority

Crathot: what do you mean by lnng stanty?
For exarmple you can specify capacty ol

wour demied hatiery, |

Carsimmen; Fon't row . I - i
Chatbol Do you wih your mobie phone to Still Need Hofp?

Fawe witsrhon olerl 7 i ' -

For additional Customsl ———
Lasiomens Mo plaasn -
Lhrathot Linderstand, munybe you smnt your

Kire Rosssra al
mkils phons S0 havs LISET uppEE NG AL
Cagsiormer: Actually yos, | woed Sl ‘ pEmn SN BT

Chathob Thark you for o your requnssent h //

\

supperl pladde contacl

e ((nmehmess information

RES]
assured
certificates
e || e and badges




Test scenario

User satistaction (ISO 9241)
Same task for each person
Control group
Experimental group

Survey

Satisfactionlmprovement =100% * (

Experimental GroupPoints

ControlGroupPoints

:




Results

B Control group B Experimental group

s P £26% of

U satistaction
Model with i
Standard reco%?mon i
conversation H
model | 52
Personality
Types ——— 26

Satisfaction (oo =h)




Summary & Conclusion

E-shop operated by a chatbot
Significant role of a personality sensitive interface
Intelligent approach to a customer

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

Implementation of a self-adaptive mechanism

Proven improvement of customer satisfaction

More intelligent impression during conversation to a
chatbot that better understand human needs




Thank you
for your patience and attention!

Adrian Horzyk - horzyk@agh.edu.pl
http://home.agh.edu.pl/~horzyk
Stanistaw Magierski - smagierski@gmail.com

Grzegorz Miklaszewski - mail@gmiklaszewski.pl




