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Chatbot & Business Operations

Decrease in customer service handlin
CUSt?mer 77% g
Service time

Productivity | 64% Increase in CS agent productivity

Sales | 6/ 9% Increase in sales conversion

ERMA
INTERNATIONAL
CONFERENCE
ON ERM

Risk Beyond Is Hosted by

< ; ) ERMA Enterprise Risk Management Academy
[&;4

www.erm-academy.org




(Into the Unknown:

Charting the Future Agenda

Chatbot in Customer Service

ABank Plus @
 =- e

Bussin

H h is administration fee f 1 .
Use Cases e Benefits:
Answering customer inquiries T * Quick response time
L. . opening a deposit fee is IDR . . .
Assisting in sales process 50.000. What kind of saving * Quick escalation to live agent,

account would you like to open?

1. Regular .
2. Junior if necessary

3. Retirement

* Reduced ticket numbers

Regular

The minimum deposit fee
Regular saving account is

IDR 500.000. Would like to be
connected with our representative
for the next process?

Yes, please

Hello! I'm Nadia, here to help you
opening your Regular saving

account. ERMA
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Chatbot in HR

= G
wll = .

ABank Plus HR @

Hi! Can | get my salary slip from

Use Cases January to February this year? Benefits:

« Company policy inquiries Hello, Jessical Here are your * Improved HR productivity

* Leave of Absence & saene s - Accelerate Information-
Reimbursement submission specific Request

Salary Slip

« Company — wide announcement - Expeditious information
~ Salary slip_ Jeesica_Jan.pdf

e dissemination

Salary Slip

= Salary slip_ Jeesica_Jan.pdf
1 page « 100 KB « pdf

. ERMA
W Risk Beyond Is Hosted by INTERNATIONAL
K E RMA Enterprise Risk Management Academy CONFERENCE
www.erm-academy.org ON ERM




(Into the Unknown:

Charting the Future Agenda

Chatbot in Cybersecurity

< o ABank Plus @

Bussin

[Suspicious Activity] Did make

Use Cases a attempt a transaction with you Benefits:
card number ending with 3546
Suspicious transaction notice oniGaBaokSloredor DR * Fraud prevention

500.000? Reply YES or NO.

Automated credit card block  Immediate Notice

NO

We have declined the transaction

and blocked your card. Please
visit our branch to unblock your
card.
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The Evolution of Chatbot

15t Gen Chatbot The Current Chatbot

The Next Chatbot

Rules-Based Chatbot NLP-Based Chatbot

A Chatbot with very basic
functionality. It provides scripted
answers based on the key
phrases.

Supported with a Natural
Language Processing
algorithm which understands
an intent from a
conversation.
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Generative Al-Powered
Chatbot

Generative Al gives the
ability to provide wider
variety of language styles
which will generate more
human-like answers.
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Challenges of the Current Chatbot

For Businesses For Customers

Limited Answer Variety
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Generative Artificial Intelligence

Generative Al refers to deep-learning
models that can generate high-quality
text, images, and other content based
on the data they were trained on.
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The Journey of Artificial Intelligence

Starting with classical
statistical techniques

developed between the OpenAl introduced
18th and 20th centuries The arrival of neural ChatGPT. Breakthrough
for small data sets networks in the 1990s to the Generative Al

18th and 20th centuries

1930 - 1940
Alan Turing began to Development of generative
work on the basic adversarial networks
technique of machine (GANSs) by lan Goodfellow
learning
z \ Risk Beyond Is Hosted by FNRTNI;?QNATIONAL
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Code Generation &
AutoComplete

DevOps Automation Universal Al
Vertical : (Regex, SQL, Shell assistants
Application Internal Tooling Command generation etc.)
Product Insight & Enterprice Search Recgmmendation Code Review & Real-time agent
PRD Generation & Distribution Engine Quality Improvement assistance
Application
3DolphinsGenAl 1
" ’ﬂ GooseAl BL: M
i s i LaMD
Motels | Al21labs watsonx DialogGPT :
! \
K Q’ GODEL |
I Blender Bot '

- e e e e e e e e e e e e e e e e e R e e R e e e G e e e R SR R R e e e R e R R SR R e e e e e e e e e e e e e e e e e e e e

[ | |
m Google ®@Meta
Compute & Hardware Playground & Prompt

|
I
I
Infrastructure Data-Centric Tooling : Engineering
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Motor Repair @
LI R o

Can | get a home service for my
car reparation?

We offer a home service with
extra fee of IDR 200.000 only.

 “Fixed” answer
e Sounds robotic

Risk Beyond Is Hosted by
Enterprise Risk Management Academy
www.erm-academy.org

Non Gen Al Chatbot vs Gen Al Chatbot

Motor Bepair

Can | get a home service for my
car reparation?

Yes, you can with just IDR 200.000
extra fee you can get your car
repaired at your home.

Contextual Answer
More human-like

reply
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Generative Al Ethical
Considerations
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Generative Al
Ethical Considerations

Generative Al ethical consideration deals with Harmful Contents

the ethics in how it gathers the data and how

ethical the generated answer is.

c=njy Copyright and Legal Exposure

Data Privacy Violation
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Overcoming Generative Al
Ethical Challenges for
Business
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Explainable artificial intelligence (XAl) is

EXp I ai n a b I e AI a set of processes and methods that

allows human users to comprehend and
(XAI) trust the results and output created by

machine learning algorithms.

Explainable Al covers the main question:

“How does the Al come into the conclusion?”
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Define Chatbot Scope of Limit

Limiting the scope of answer by limiting the
source of knowledge.

Continuous Supervision
and Feedback

The ongoing processes of monitoring, guiding, and
providing input on an individual's or a system's

performance or behavior
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Creating an
Explainable
Generative Al

Model Risk Management

Employ techniques and practices that will identify,
measure and mitigate model risks i.e. the possibility of
model error or wrongful model usage

Human-in-the loop approach

A blend of supervised machine learning and active
learning where humans are involved in both the
training and testing stage of building an algorithm.
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Code Generation &
AutoComplete

DevOps Automation Universal Al
Vertical : (Regex, SQL, Shell assistants
Application Internal Tooling Command generation etc.)
Product Insight & Enterprice Search Recgmmendation Code Review & Real-time agent
PRD Generation & Distribution Engine Quality Improvement assistance
Application
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Generative Al
Building Block

Semantic Search + Generative Text

We are using RAG technique to augment
chatbot and co-pilot feature based on
close loop information

RAG (Retrieval Augmented Generative) is
a technique to retrieve data from outside a
foundation model to augment the prompts
by injecting the relevant retrieved data
into the context
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Conversational Ul

Chatbot, Customer Service, Sales, and Employee

Retrieval Augmented Generative

Semantic Search, Prompt Engineering

ChatGPT, Vertex Al & Others
Foundation Model (LLM Model)
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. & Think Paragraph (%) Train | & Upload
Generative (ol (E]
Information

+ New Topic Banking Enable Bot

% Easily organize information by topic. 3Dolphins Chatbot

* Support web content, pdf, and text. FAQ Knowledge SC Pricing Guide

. . . . 3Dolphins OmniChannel
% Flexible assignment of information ,
Customer Service
https://www.sc.com/sg/pricing-guide/

to particular chatbot. ,
Banking Bank

Insurance
Multi-Finance

Product SC Time Deposit FC

Telco
Telkomsel https://www.sc.com/sg/save/time-deposits/foreign-currency-time-deposits/

bank
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Generative Al
Chatbot

Produce payment mechanism
answer based on customer
inquiry with coherent
explanation

34 @ 3Dolphins SRM

Hello, | missed my payment deadline for
3 days, will | have a penalty fee or not?

6.44

Yes, you will have a penalty fee. The

calculation is as follows: 0.5% x financing
installment x number of days late. So, for
3 days late, the penalty would be 1.5% of
your financing installment. aoan

If the installment is IDR 2 million, how
much is the penalty? i

The penalty would be calculated as
follows: 0.5% x 2,000,000 x 3 days = IDR
30,000.

Ohh, is there a solution for me not to
miss another payment deadline?

Yes, to avoid missing another payment
deadline, you can set a reminder for
yourself a few days before the due date.
Also, you can make your payments
through various channels available such
as Astrapay, post office, Alfamart/
Indomaret, or at the branch where you
initially applied. Always remember to
keep a valid proof of payment.

Ok, next time i'll set the reminder on | @

phone then

34 @ 3Dolphins SRM

Ihat's a great idea! Setting a reminder
on your phone can help you remember to
make your payments on time. Don't
forget, you can also make your payments
through various channels like Astrapay,
post office, Alfamart/Indomaret, or at the
branch where you initially applied.
Always keep a valid proof of payment.

Wait, wait a minute. What if my
installments are idr 12 million and 4,3
million? 16.45

The penalty for late payment would be
calculated as follows:

For IDR 12,000,000 installment: 0.5% x
12,000,000 x 3 days = IDR 180,000.

For IDR 4,300,000 installment: 0.5% x
4,300,000 x 3 days = IDR 64,500.

So, if you are late for 3 days, the total
penalty would be IDR 244,500.

So, how much should i pay in total?

If you are late for 3 days, the total
penalty would be IDR 244,500.
Therefore, adding the penalty to your
installments, the total amount you should
pay is IDR 16,544,500 (12,000,000 +
4,300,000 + 244,500).
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DARIUS DARIUS -
v BETA LIVECHAT v BETA LIVECHAT

C t S u EF2BCAOFD93BCA2519189BB98C1360F6 EF2BCAOFDI3BCA2519189BBISC1360F6
ustomer oervice vg
| want to speak
: | : | i
- S T T Hello! You will _be connected_to our
o - I o Customer Service. Please wait for
¥ 12 Jul 2023 11:48:41
a moment.
Hello! You will be connected to
our Customer Service. Please RS 47"
Ul o o
wait for a moment.

AS a Co—p||ot for‘ Customer v Thank you for waiting. You are now
12 Jul 2023 11:48:47 In our customer queue.
Service Agent to Answer
.. Thank you for waiting. You are now v
CUStomer |an|r|eS in our customer queue. 12 Jul 2023 11:48:47
) How does the penalty fee is
» Calculated If am late in paying the
12 Jul 2023 11:48:47 Installment fee?
How does the penalty fee is Q 7 12 Jul 2023 11:49:10
Calculated If am late in paying Q-----F------- '
the Installment fee? : ey
Q ¥ ol 20281124940 i The penalty fee is calculated as © I

gfollows:

10.5% x the installment amount x the !
‘number of late days. So if you are

Type message or use '/' for canned © S ‘late, you will be imposed penalty

message... :fee based on the above formula.
: CELELb bt 4
v v

‘ = e Produce answer to help ERMA
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Employee

Assistant A

Transform professional work

tO access u ﬂta p ped @ The penalty for late payment of installments is calculated as follows:
information

0.5% x installment financing x number of days of delay. In addition, if
there is an accelerated repayment process, a penalty fee of 7.5% of the
remaining principal debt plus the remaining current installment and any
collection or penalty fees will be charged. Please remember, you will be
fined each time you are late in paying your obligations. Each time a
collection is made, you will be charged a collection fee of 25,000.
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Chatbot Demo
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Generative Al
Chatbot Demo

@ This business works with other companies
to manage this chat. Tap to learn more.

Produce payment mechanism
answer based on customer
inquiry with coherent
explanation
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Informasi Kontrak‘

Setelah proses pengajuan pembiayaan Anda disetujui, maka Bella akan mengirimkan .
dokumen elektronik contract (e-contract) Anda dalam bentuk .pdf melalui WhatsApp

Generative Al

atau SMS
‘ h at b Ot D e m O @ This business. works with other companies
to manage this chat. Tap to learn more. Apu yang harus saya lakukan bila e 0 o
ingin meminta e-contract lagi? oo o

Pelanggan Anda bisa menghubungi Kami atau mengunjungi
kantor cabang dimana Anda melakukan
pengajuan awal

. Apabila anda ingin mengecek nomor kontrak saja,
anda bisa chat Bella dengan mengetik kata kunci
O '‘Cek Nomor Kontrak'

Bella
.

Jatuh Tempo

¢ Jatuh Tempo adalah batas terakhir pembayaran angsuran tiap bulannya.
Apabila melewati tanggal jatuh tempo maka anda akan dikenai denda

e Bila jatuh fempo pada hari minggu/Libur Nasional, maka anda waijib
membayar angsuran paling lambat 1 hari kerja sebelumnya

[

@ Perhitungan Denda

Denda dihitung berdasarkan perhitungan sebagai berikut: X
0.5% X Angsuran Pembiayaan X Jumlah Hari Keterlambatan t
Proses pelunasan yang dipercepat akan dikenakan biaya penalti sebesar 7,5% dari sisa pokok
hutang ditambah sisa angsuran berjalan serta biaya penagihan ataupun denda jika ada.
( Untuk pembayaran proses pelunasan dapat dilakukan di cabang tempat pengajuan awal )
= . ERMA
w Risk Beyond Is Hosted by INTERNATIONAL
(i ) ERMA Enterprise Risk Management Academy CONFERENCE
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Employee
Assistant

Transform professional work
to access untapped
information
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