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WHAT IS A CHATBOT

Ø Chatbots are intelligent conversa9onal computer programs that mimic human con-
versa9on in its natural form

Ø They process user input (natural language text) and produce an output 



APPLICATION FIELDS

Ø Education

Ø Retail and e-commerce

Ø Customer-care

Ø Transportation

Ø Healthcare

Ø Travel and hospitality

Ø Media and entertainment 

Ø Legal



MOTIVATIONS

Ø Productivity: timely and efficient assistance or information
Ø Both sides: company and customers

Ø Engagement
Ø Entertainment
Ø Social/relational



STATISTICS

Ø 62% of consumers would prefer to use a customer service bot rather than wait for 
human agents to answer their requests. (Tidio)

Ø 74% of internet users prefer using chatbots when looking for answers to simple
questions. (PSFK)

Ø 65% of consumers feel comfortable handling an issue without a human agent. 
(Adweek)

Ø 69% of consumers prefer to use chatbots because they provide instant responses. 
(Salesforce)

Ø 40% of web users don't care if they are served by a bot or a human agent as long as
they get the customer support services they need. (HubSpot)

Ø 48% of users prefer to interact with a chatbot that solves issues over a chatbot with a 
personality. (Business Insider)

Ø 64% of consumers claim that 24/7 service is the most helpful chatbot functionality. 
(The Chatbot)

Ø 23% of consumers still prefer face-to-face interaction when the issue's complexity
increases, such as with payment disputes or complaints. (Inc)

https://www.tidio.com/blog/chatbot-statistics/
https://www.psfk.com/reports
http://www.adweek.com/digital/infographic-how-consumers-want-companies-to-use-customer-service-chatbots/
https://www.salesforce.com/blog/2019/08/chatbot-statistics.html
https://www.hubspot.com/stories/artificial-intelligence
https://www.businessinsider.com/chatbots-are-gaining-traction-2017-5?IR=T
https://thechatbot.net/statistics-chatbot-ai/
https://www.inc.com/peter-roesler/american-express-study-shows-rising-consumer-expectations-for-good-customer-service.html


PANORAMA



ARGUMENTATIVE CHATBOTS



MOTIVATIONS

Ø Chatbots do not support a real dialogue with some objective to be reached

Ø The interaction is dictated by quite basic procedures (if-then-else with some 
context)

Ø They are not integrated with information maps

Ø Text but not -arguments-



BASIC TYPES OF DIALOG



PERSUASION DIALOGUE (1)

Ø Paul: My car is safe. (making a claim)

Ø Olga: Why is your car safe? (asking grounds for a claim)

Ø Paul: Since it has an airbag. (offering grounds for a claim)

Ø Olga: That is true, (conceding a claim) but this does not make your car safe. 
(stating a counterclaim)

Ø Paul: Why does that not make my care safe? (asking grounds for a claim)



PERSUASION DIALOGUE (2)

Ø Olga: Since the newspapers recently reported on airbags expanding without cause. 
(stating a counterargument by providing grounds for the counterclaim)

Ø Paul: Yes, that is what the newspapers say (conceding a claim) but that does not 
prove anything, since newspaper reports are very unreliable sources of 
technological information. (undercutting a counterargument)

Ø Olga: Still your car is still not safe, since its maximum speed is very high. 
(alternative counterargument)

Ø Paul: OK, I was wrong that my car is safe.



DIALOGUE SYSTEMS
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AN EXAMPLE OF ARCHITECTURE



AN EXAMPLE



THANKS FOR YOUR ATTENTION!

francesco.santini@unipg.it


