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What chatbots are
and how they work in
the tourism industry
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Intreducticn

A chatbot is a program that/simulates human conversation
(either written or spoken), allowing humans to interact with
digital devices as if they were communicating with a readl
person. Chatbots can be as simple as rudimentary programs
that answer a simple query with a short response, or as
sophisticated as digital assistants that learn and evolve to
deliver increasing levels of personalization as they gather and
process information.




Why chatboets are impertant

Chatbots are important because they transform
the— making it more
interactive even without human intervention.
Chatbots make it easier for users to access
various sets of information and can provide the
best answers to customers, for instance in case of
a request to product support.
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Cemmeoen chatbet uses

Companies most commonly use chatbots

In customer contact centers _
_ and redirect customers to the

appropriate resources. They're also frequently used
_ such as helping employees with
routine activities including vacation scheduling,
training, ordering computers and business supplies,
and other self service activities that don't require
human intervention.




Cemmeoen chatbet uses

Process returns and exchange requests

Collecting customer feedback

Process returns and exchange requests




On the consumer side, chatbots can perform
a variety of services, ranging from ordering
tickets and booking hotels, to comparing
products and services. Chatbots are most
commonly used to perform routine activities
within the banking and retail industries.




Use case include

Retriving tickets

/‘& Booking tickets
Q
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\\\; Confirming order and
.” tracking shipping




Hew chatbots can change your business

Chatbots can boost efficiency and allow cost savings to

companies. At the same time, they allow businesses to
offer added services to their customers. Chatbots can

easily reply to many types of customer queries and
address issues while ,

so that employees can focus on more brain-intensive
work.




With chatbots a company can scale, personalize, and be
proactive at the same time, which is an important
differentiator in a fast-paced market. Companies that
rely only on human power can serve only a limited
number of people at once, without the capacity to
implement a personalized approach.

Chatbots, instead, allow businesses to engage with an
unlimited number of customersin a _
way and can be scaled up or down according to demand
and business needs.




Focus on the tourism industry

In the tourism industry, there are two kinds of chatbots
that can support your brand:

0 Operational support Chatbots
L..J Information support Chatbots




Operaticnal suppert chatbots

These chatbots cut the cost of operations which, in order
to ensure the maximum flow of conversions on the site,
need services to be provided quickly and efficiently 24
hours a day, 7 days a week, avoiding any problems with
holidays, time zones and long waiting times.

Operational support chatbots manage bookings,
cancellations and appointments, automating
conversations with users while still making them lively and
dynamic, providing all-round support for sales, marketing
and customer care departments, reducing problem solving
times and the margins for error.




EXAMPLE

EXPEDIA'S OPERATIONAL
CHATBOT ON FACEBOOK

Expedia

| , MANAGE
Typically replies instantly

Expedia @
6.2M people like this
Travel Company

Welcome to Expedia!
Tell us the city you will be staying or say "hi’
to search and book a hotel

GET STARTED
& o

= )

W T Ml 98% 08 12:51

& Expedia

MANAGE
Typically replies instantly ®

CHANGE SEARCH
CHANGE NIGHTS

Give us a sec while we search
great deals for you...

Here are 5 of the most popular
hotels for your dates:

Hotel Barcelona Universal
4.0 stars | 4.4 of 5 Guest Rating
$95 (51% off) $79
Barcelona(El Raval)

VIEW HOTEL  VIEW ALL HOTELS

& Hotel Barcelona Universal (El Ra...

Welcome to Expedia.es
Continue to the U.S. site at Expedia.com

@ Expediaes

@ Este sitio web utiliza cookies

closex

¢ Ver todos los hoteles

912 754 962 (Mas informaciaon)
Hotel Barcelona Universal * % %%

Del Paral.lel, Del 76-78, Barcelona, Barcelona

2/85 Lobby

iFabuloso! 4,4
Ver los 6.525 comentarios contrastados de Expedia

C_ )



Users are more likely to become customers
if they feel informed and safe, and when
they have full confidence in the organization,
travel agency, hotel or airline they are
Interacting with.
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Informaticn suppert chatbots

These chatbots automatically respond to potential (and
predictable) questions from users, providing information
about itineraries, places of interest, the weather, opening
hours of exhibitions, museums, bars and restaurants and
answering any logistical queries.

They display information material that might be useful to
improve the user experience at research, booking and
travel stages, simulating a real conversation, in some
cases through voice.

Here again, the use of a chatbot will reduce the cost of
providing a human response, while still building user
loyalty, and allowing a fast, effective and uninterrupted
flow of information at any time of day.




Example
Alibot

powered by ‘ citelgroup X

Posso indicarti cosa fare sull'incantevole
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Alilauro is a major shipping company established in 1944 that 1907 7 SENIa, C054 TISTIATE, BYENH, COvE
mangiare e dove poter godere di un

uses an information chatbot to increase customer ottimo relax

o . 16:30
engagement. This is an example of a prior or subsequent

booking for a ferry to the island of Ischia.

In this case, the chatbot doesn't speak English
when asked a question on the English website. | dor't speak English yet! For information,

1 1 I lick here
A prompt and useful response is given remedy. et




Example

If information and machine learning
are improved, a chatbot can of course
perform both informational and
operational tasks.

One example is Booking.com's
powerful chatbot that came into
operation in 2016.

Booking.com @
14 min uzytkownikow lubi to
Biuro podrézy

Hi Monika, I'm the Booking.com
chatbot - your automated travel <5
assistant. @

| can search for a place to stay, or
help you with an existing booking.

| can help you make a booking, get
help and more. Give it a try!

(Sea rch properties) (Get help)

Wyslij wiadomosg...

& Booking.com Q
Zwykle odpowiada natychmiast

12:12

Search properties

OK, send a message below and tell
me your destination and dates.

Barcelona next week

How many nights do you want to
stay in Barcelona Spain?

You got it. | found 1621 properties
matching your requirements:

v In Barcelona Spain
v Arriving January 7th for 5 nights
v For 2 adults




What chatbot training is
and how it is created

High-quality chatbot training data is the data set
properly labeled for machine learning. In order to build an
effective chatbot, high-quality information needs to be
fed into it.

If the quality of the data is not good, the chatbot will not
be able to learn properly and will give wrong answers to
the people asking questions on a specific topic.




Data might come from your company's FAQs, customer
support chat scripts, call logs, and other written sources.
They can also be created from scratch.

At Creative Words, we provide the training you need for
your chatbot, including utterances and conversation
templates, training phrases and intent classification to
ensure that your chatbot can recognize and classify user
queries.




Chatbot training data service

Intent variation

Intent classification

Intent recognition

Audio collection
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Chatbot training data service

Intent variation

Our crowdsourced team can
create intent variations and
utterances to cover all
different ways that users from
different demographic groups
might express the same intent.

Intent recognition

We can help you analyze pre-
existing utterances to
understand the user's intent
and help you create intent
groups for classification of
additional utterances.
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Chatbot training data service

Intent classification

Utterances can be classified
into predefined intent groups
according to customer needs,
in order for your chatbot to
better understand user
Intention.
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Audio collection

Each human voice and speech pattern is unique.

They differ in intonation, pace, pronunciation and
dialect. These factors need to be considered during the
development of automated speech recognition systems
and chatbots. A reliable speech recognition system must
be trained using a large volume of high-quality speech
recordings and developed by a diverse group of
individuals to cover the range of human language
nuances and, as such, be capable of performing the
correct actions.



Click on the button below to follow us on our
website and keep in touch with us
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https://creative-words.com/en/

Where Language meets Innovation

Contacts

E-mail: info@creative-words.com

Genoa - Milan
ITO2431070990
Opening hours: 29 AM - 6 PM

Web: www.creative-words.com
Tel: +39 (0) 10 8970500
Mob: +39 320 9730292
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