
Chatbots

1

CHATBOTS



Quality of user experience and technology difficulty

2

Chatbots explained
A chatbot is a software system 
 designed to interact with a human 
user in a natural language without the 
assistance of an actual human being.

The first chatbots were similar to an 
interactive FAQ. Today, most chatbots 
have been encoded with advanced 
 decision-making and trained from a 
large number of conversations.  
Therefore, it is possible for the bots to 
handle queries from a human user, even 

with spelling mistakes or inconsistent  
language. Complex chatbots use  
advanced machine learning techniques 
and neural networks to learn from 
interactions with a human user.  
This makes it possible to engage in 
conversations on a deeper  level as  
well as adapt to changes in human 
behaviour.

A well-trained chatbot can thus carry 
out conversations like an actual human.

Menu/buttons
• Graphical interfaces consisting of 

buttons and menus
• Users manually navigate the inter-

face

Keyword recognition
• Interactive FAQ based on predefined 

keywords
• Rule-based logic behind decisions

Contextual
• Advanced machine learning  

algorithms
• Makes context-based suggestions 

from previous interactions
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Why chatbots?

Use cases

Chatbots increase customer 
satisfaction by ...
• Ensuring consistent high quality in 

answers provided
• Giving instant response
• Creating fun ways to interact with the 

business
• Easily redirecting a customer to a 

human customer service agent, if 
needed

... and improve company  
service efficiency by
• Ensuring 24/7 service
• Providing data-driven customer 

insight
• Being proactive
• Freeing up time for better customer 

service in complex cases

Insurance claims 
Customer posts insurance claim 
either by text, speech or video. 
Within seconds, the chatbot will 
determine if the claim can be 
approved right away. If so, the 
chatbot will pay out the insurance 
claim automatically.

Customer service 
Many customer service enquiries 
are easy to answer, if you know 
where to look. However, custom-
ers  tend to call instead. A chatbot 
can easily answer the most com-
mon questions and thereby free 
up time for service agents to deal 
with complex cases. 

Making a reservation 
Whether   it is an airline tick-
et,  hotel or dinner reservation, 
a chatbot can help you with 
recommendations, placing the 
order and collecting feedback on 
your experience. As the chatbot 
is getting to know you better, its 
recommendations will be more 
suited to your taste and prefer-
ences – even in places you have 
never been before. 
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Implementation of chatbots can be associated with large value gains – both directly  
and indirectly – from freeing up time and from delivering better service quality.  

Tearing down the wall between humans and big data
With chatbots, companies are now able to break down the wall between humans 
and big data. Using Natural Language Processing (NLP), chatbots can translate 
”human language” into ”machine language”. This enables the chatbot to quickly find 
solutions to problems that require processing of large amounts of data. 

How chatbots create value

Problems with traditional 
online experiences*

 

34% 
Find websites difficult to  
navigate

 

31%  
Cannot get answers to simple 
questions 

28%  
Cannot find basic details about 
the business

*Source: The state of Chatbots (2018), 
www.drift.com

Data-driven customer insight
Furthermore, the robot can store and systematise its interactions with human 
 users. It can leverage data into key business insights such as customer  
satisfaction regarding a specific product, shifting trends in a certain market etc.

Stored conversations Business insights

Natural Language 
Processing

Conversation Data engine
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How we carry out chatbot projects
A typical implementation project is 
composed of the following six streams 
and key activities to ensure optimal 
progress and results.

A joint project team delivers from day 
one using a simple agile approach, and 
the benefits are accelerated by ongoing 
training of the client’s employees 
throughout the project.

Chatbot training
Training a chatbot is crucial, as it is directly proportional to its  
know ledge. We have developed a framework for rapid bot training.

Analytics
Together we define valuable customer insight that will help grow your 
organisation.

System integration – technical stream
We identify what systems or APIs the chatbot interacts with and en sure  
that data logging and storage take place in a GDPR compliant way.  

Employee training
Our approach ensures that you will start building your own in-house 
chatbot capabilities from day one. 

Visual profile
The chatbot can be branded and customised to your company’s brand 
identity and preferred tone of voice.

Operating model
Establishment of clear processes for developing chatbot solutions and 
maintaining, updating and improving current solutions.

Our project approach ensures 
successful chatbot projects 
We usually work with our clients  
over a 8-12-week period, delivering 
hands-on configuration of chatbot 
solutions. Furthermore, we deliver a 
realistic business case and ensure  
the training needed for the client to 
maintain and develop chatbot  
solutions after project completion.
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At Implement, we have a proven track 
record of creating value in organisations 
by implementing software robotics  
(also referred to as RPA).

Software robotics is basically about 
automating manual, high-volume, 
rule-based and repetitive tasks using 
robotic software. Chatbots can work as 
an add-on to software robots and as a 
dynamic and user-friendly front-end 
for your customers.

Customers can issue requests to a 
chatbot, which then hands over the 
request to the software robot. Once  
the robot has completed the task, it 
delivers a message back to the chatbot 
as a response to the customer. 

By leveraging our expertise in software 
robotics combined with the technolog-
ical enablement of chatbots, our cus-
tomers can make use of a wide range of 
new automation capabilities resulting 
in a complete end-to-end experience.

Software robots and chatbots 
working together

I’d like to make a reservation 
for 2 tonight at 7:00 pm

Absolutely! Your table is ready 
at 7:00 pm. See you!

Customer Chatbot Software robot

Chatbot sends data 
to software robot

Robot makes reservation in 
existing customer IT system

1 2

3

4
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Why  
Implement?
Implement is committed to delivering 
chatbot solutions that work in a scal-
able production setting after project 
completion. During the project period, 
we will ensure that your organisation 
gets the necessary digital capabilities 
so that you are able to continue the 
journey yourselves. 
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Contact

For further information please contact

Lasse Dalgaard Jensen
Intelligent Automation Lead
ldje@implement.dk
+45 2338 0055

Thomas Winther
Intelligent Automation Specialist
thwi@implement.dk
+45 6124 4842

Jacob Svenstrup
Intelligent Automation Specialist
jsve@implement.dk
+45 3085 8017


