” PROCESSES & IT
C)‘ @J THEATRE

Case Study: Chatbots & Al
Jay Saggar, Digital lead — HACT

www.sli.do #CX2019Processes

Brought to you by: Sponsored by:

INSIDEY <25 GATEONE @ Hitachi Solutions 4 KIRONA  (Mgileaming CAPITA



http://www.sli.do/

Jay Saggar

Digital Lead
@HACTlaunchpad

www.hact.org.uk



Chatbots
what are

they?
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Not really

paris from 17 to 23 jan

Thank you for choosing Airbnb

Do you want a place for 2
guests only?
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A new way to interact with your
residents based on
conversation

In a channel that they already
use

Always on

Brings automation to your
service provision

But, if you really need to, you *can*
type your questions and I'll try to
respond (I even tell some bad
jokes).

So...I'm a REALLY helpful computer.

I might be sending you a lot of
information. But take your time and
don't get overwhelmed.

Benefits

If you're struggling with your benefits.
Click here for help.

Benefit help



What do they
mean for
residents?
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Starfish FAQ d)

Starfish FAQ helps you understand what
Starfish platform is all about. We will send you
hints during conversation to understand Starfish
features

Something else

Hello S1lverFOx

Who is HACT .,
HACT is a solutions agency committed to
promoting ideas and innovation across the

housing sector. To find out more about our
work, download our brochure

° Hact_Corp_Brochure_DC5 final.pdf

Subscribe to News Letter

Please send your Email address to
subscribe

Gerard.kaavanagh@starfishmint.com i
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Starfish FAQ

Something else

Hallo S1lverFOx

Wer ist HACT? -
HACT ist eine Losungsagentur, die sich der
Forderung von Ideen und Innovationen im
gesamten Wohnungssektor verpflichtet.

Um mehr uber unsere Arbeit zu erfahren,
konnen Sie unsere Broschure hier (

herunterladen.

o Hact_Corp_Brochure_DCS final.pdf

Newsletter abonnieren

Bitte senden Sie Ihre E-Mail-Adresse zum
Abonnieren

Newsletter abonnieren

StarfishMint: supporting multiple languages
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Starfish FAQ

Starfish FAQ helps you understand what
Starfish platform is all about. We will send you
hints during conversation to understand Starfish
features

Something else

Hola S1lverFOx

Como puedes

ayudar Quien es HACT




Go to your customers
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So what do we
mean by Al?

1. Natural language processing
2. Automation of actions from insights
3. Machines taking action without being explicitly

programmed




Keeping things
human




Not all interactions should be
dealt with by machine

 Empathy is one of your
workforce’s biggest assets

« Complicated queries require in-
depth knowledge and a grasp
of institutional arrangements,
and a better ability to judge
when someone might be at risk

- Automate high frequency low
value transactions
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But, if you really need to, you *can*
type your questions and I'll try to
respond (I even tell some bad

jokes).

So...I'm a REALLY helpful computer.

I might be sending you a lot of
information. But take your time and
don't get overwhelmed.

Benefits

If you're struggling with your benefits.
Click here for help.

Benefit help
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Eviction Mate >
i y replies stantly Manage

Sadly, I'm not actually a seal. 'm a
computer program.

I'm here to help you during your time at
the YMCA.

It's easiest for me when you click the
buttons below the box.

But, you can also ask me questions by
typing and I'll try to respond (I even tell

me ¢ some bad jokes).

<0k cool!> Q'm confused :~/>

Provide high

quality support on
benefits, employment,
and local services to
residents.

24 hrs a day, 7 days a
week.
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A showcase fora se’lectmn of the most innovative and disruptive |d"‘ _
e UK housing sector.




ideas and innovation in housing

HACT Launchpad
http://innovationlaunchpad.org

@HACTLaunchpad

UK Housing Data Standard
hitps.//www.hact.org.uk/DataStandard



http://innovationlaunchpad.org/
https://www.hact.org.uk/DataStandard

