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ABSTRACT   

Now we are living in digital world. In this era, common man is doing all his requirements through 

Internet. In the advance level to compete global  organization  and  need to sustain in the competitive 

market  organization prefer to choose  different technological services .We are all well aware of 

Expert System , which is a subset AI. Expert Systems (ES) are programs that solve problems of human 

that requires considerable amount of technical expertise. The British Computer Society's Committee 

of the specialist group on Expert Systems has framed the following definition: "The embodiment 

within a computer of a knowledge-based component from an expert skill in such a form that the 

machine can offer intelligent advice or take an intelligent decision about a processing function”. Lot 

of IT service management organizations going for automation. Customers are not able to tolerate 

human errors that often results from manual processes. Most of the IT sectors are taking steps to 

switch everything from human effort to machine oriented tasks to render their services to customer 

must be error free. The capabilities now exist for organizations to leverage AI to automate every level 

of their IT operations and intelligently automate complex IT tasks. This means IT experts can spend 

more time innovating and evolving the department to help achieve business goals and compete their 

competitors. At the outset Conversational AI is crucial and plays vital role in social network. It is very 

difficult to see any millennial who is not part of any social networking platforms such as Twitter, 

Linked in, Facebook and WhatsApp. However, for all their ubiquity, social networks still are 

primarily about allowing people to interact with each other. But that is changing; because of new 
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breakthroughs in the field of artificial intelligence (AI), more and more the "person" on the other 

end of the connection is a computer. This includes technologies that allow computers to react to what 

people say, and to answer in increasingly natural and useful ways. Chat bots plays and does all human 

interactions, it is nothing but computer program which conducts conversation via textual method or 

auditory method. The objective of this paper explains few concepts of Chabot and uses of AI.  

   

 Keywords: Conversational Artificial Intelligence, Expert System, ITSM (Information Technology 

Service Management), Social media, Technology, Chat Bot.  

 

[1] INTRODUCTION  

The term Artificial Intelligence (AI) was coined by John McCarthy in 1956. The cognitive scientist 

coined the term for the 1956 Dartmouth Conference, the first artificial intelligence conference. The 

objective was to explore ways to make a machine that could reason like a human, was capable of 

abstract thought, problem-solving and self-improvement.  Numerous definitions for AI have been 

proposed by scientists and researchers. The term can be defined as follows:  

"Developing computer programs to solve complex problems by applications of processes that are 

analogous to human reasoning processes."  

This definition has two major parts: Computer solutions for complex problems; and processes that are 

analogous to human reasoning processes. To get the solution for complex problems there are many 

conventional software exist. To get permanent solution for human reasoning process the solution only 

by the feature of AI.  

  

[2] AUTOMATION  

 In our current business trend is automation. In business many processes are automated to cut costs , 

improve productivity with customer better experiences. As per recent study, Organization can expect 

to gather its improvement by 20% in terms of efficiency through intelligent automation. Especially IT 

organizations are not exception to this automation through AI. Many IT organisations are ready to 

adopt new technologies to avoid heavier investments and the same time reaping tangible benefits .In 

addition to that, internal business users and external customers directly interact with each other through 

information technology. It may be generation of quarterly reports with analytics or a self-service portal 

for a health plan member. These demands of both organization, customers and Public is possible to 

move beyond manual process to automation.  

      The solution arrived through this automation tool  also enabled new workflows and thus new 

efficiencies, such as shifting issue resolution capabilities closer to users and freeing the service desk 

to handle more complex queries. That is typical with today’s automation tools, which not only make 

IT more efficient but also reveal how IT can better support business goals. There are many automation 

tools which make repetitive operation as standard processes and make the task smarter. The list of IT 

processes and workflows that can be automated will grow as automation tools. There many automation 

tools such as Robotic process automation (RPA). Enterprise application automation (EAA), 

Intelligent process analytics and Cognitive automation. In this paper, we can discuss in detail about 

cognitive automation. Cognitive automation  

Cognitive automation and intelligent process analytics are key to optimizing the performance, 

efficiency and quality of process analytics are key to optimizing the performance, efficiency and quality 
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of IT processes. Conversational AI agents support users with self-help capabilities and fulfillment of 

requests by proper inputs. Through conversational AI, it is possible to diagnose problems, performance 

issues and narrowing down the causes. Most of the time predictive and prescriptive analytics predict 

the best possible recommendations for issue resolution   and predict errors in advance to minimize 

business impact. Using predictive analytics, many business sectors analyze four million tickets to 

identify the factors causing performance issues and predict the best resolution. By automating ticket 

creation and other performance management activities, improved issue resolution time by 80%, boosted 

response time .It helps for increased service availability and reduced application failure. Conversational 

AI is a category of artificial intelligence built on natural-language processing as the interface between 

user and machine. It has four elements: trigger, context, intent, and insight action. Enterprise 

implementations of Conversational AI are complex and require a multilayer architecture and backend 

integrations for all but the simplest use cases. The bigger question then is why Conversational AI 

matters to our clients? Gartner  Says “Conversational AI to Shake Up Your Technical and Business 

Worlds”:Conversational AI-first will supersede ‘cloud-first, mobile-first’ as the most important, high 

level imperative for the next  

10 years… As "tip of the iceberg" phenomena, chatbots, conversational and messaging-based 

applications can make most technologies (including legacy systems) more usable, transforming 

opaque tools that participate in the conduct of our daily life and business. 

  

[3] CHATBOTS   

Conversational interfaces like chatbots, augmented with artificial intelligence and machine learning, 

can help companies scale operations, increase the speed of innovation and automate decision making. 

Chatbots can be deployed to handle lower-level service requests, questions and complaints on a 24×7 

basis. If a situation requires escalation, the chatbot can feed customer data, both about the current 

request and previous interactions, to human agents in real time. Combined with AI, these solutions can 

also supply agents with the next best action for issue resolution. Chatbots’ ability to automate 

information retrieval augments human capabilities and enables companies to scale services with fewer 

resources while still delivering a superior experience. Chatbots, as the name might have given you 

some idea, are “chatting-robots” which have the same kind of user account as any other user, on some 

texting platform and, will reply to users’ texts, just as any other humans do. And as Wikipedia describes 

them, “Chatbot is a computer program which conducts a conversation via auditory or textual methods”. 

People know them by different names- chatterbots, talkbots, chatbots, bots, chatterboxes, Artificial 

Conversational Entities etc. In General Chatbots are software applications that mimic written or spoken 

human speech for the purposes of simulating a conversation or interaction with a real person. Chatbots 

have become popular, as well as the wider, often-unspoken impacts these constructs promise to have 

on how we communicate, do business and interact with one another online. There are two primary ways 

chatbots are offered to visitors: via web-based applications or standalone apps.   

Today, chatbots are used most commonly in the customer service space, assuming roles traditionally 

performed by human beings. Chatbots have become extraordinarily popular in recent years largely due 

to dramatic advancements in machine learning and other technologies such as natural language 

processing (NLP). Today’s chatbots are smarter, more responsive, and more useful. Within short span 

of time, there was vast development’s in Chatbot is due to the following reasons:  

https://www.wordstream.com/blog/ws/2017/07/28/machine-learning-applications
https://www.wordstream.com/blog/ws/2017/07/28/machine-learning-applications
https://www.wordstream.com/blog/ws/2017/07/28/machine-learning-applications
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• Quest for attaining the unattainable in the field of making computers intelligent.  

• Japanese announcement of the Development of Fifth Generation Computers.  

• Works of the critics of AI, especially Dreyfus work: What computers can't do: A critique of 

artificial reasoning?  

• AI has been a "Kumbh Mela" of computer scientists, psychologists, linguists, mathematicians, 

philosophers, engineers and sociologists. Developments in AI are sure to have an effect on 

each of these fields. Contributions from these groups had a significant role in the development 

of AI.  

• The demand of the technology.  

  

[4] HOW CHABOT WORKS  

Chatbot uses couple of AI technologies to work:  

   

  

  

Natural Language Processing: A Chatbot understands only the words that are fed into its lexicon. 

While feeding the entire English dictionary into a Chatbot program is very easy, telling it how different 

words can combine to make sentences is much trickier. Natural language processing is the ability of 

computer programs to make sense of common written and spoken language. The better a program 
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understands sentences, the higher the quality of the replies it can provide to the user. Generally 

Converses in a natural language by understanding the query context and intent, recognizes pre-defined 

phrases and actions with ability to self-learn. It understands context and intent of user also.  

Machine Learning: Machine learning is the ability of computers to learn by themselves without any 

hard coding. Vast majority of chatbots in the market do not use any machine learning. Most are using 

a retrieval based model where possible questions and answers are hard coded into a flowchart-like 

structure. Thus most of today’s chat bots are not really learning to answer questions themselves using 

machine learning but are still learning to understand questions better with the help of NLP.  

To put it into simple terms, answers given by the bots for different questions are rated on accuracy, 

usually by a human operator and fed back to the bot. The bot thus keeps learning about the right and 

wrong answers for questions and continuously keeps improving its answers. It stores the correct 

answers in its memory and rejects the wrong ones.Machine learning is perhaps the most important 

aspect of Chatbots, without machine learning the bot will remain as smart or as stupid as it was initially 

until its code is changed manually.  

Different business Uses of BOTS  

FAQ: Any FAQ can be converted to a BOT  

Self-Services and Kiosks : Self-services like finding status of appointment or ticket or a payment made  

and paying bills.  

Incident Management: BOTS can be trained to resolve incidents, learn on their own and fix minor 

issues which don’t require SME all the time.  

Training and Helpers: For any training purpose, instead of using bulk training documents to go 

through. BOTS can parse through the documents give answers on fly to make the new joiners 

productive.  

Other areas : BOTs can be used as help line, filling reports, answering questions ,dashboard 

management via voice or chat ,Personal assistants to help with daily tasks, meeting tracker, 

appointment bookings et all  

 

[5] CONCLUSIONS  

Slack is the messaging tool that has built bot support. It is the largest ecosystem of bots that users can 

integrate with an existing internal communication such as Intranet o Instant messaging system. Slack 

platform is helping the job to be done in a faster and easier way. The number of integrations is growing 

with time and slack is becoming most used work platform. Most of the organization develop their own 

Chatbots to render help to their customers.  

  

Chatbots are certainly not something to be feared, but rather something we should embrace for 

enhancing our customer’s UX.A chatbot works in much the same way as a human manning a help desk.  

When a customer opens a chat dialogue to ask for assistance, the chatbot is the medium responding. 

For example if a customer types a question” when will the shop opens daily?” , using previous 

data/information available, Chatbot replies as that of human beings “ Our shop opens at 9:00 am and 

closes 5:00 pm”.    
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 Chatbots are all over the internet. The use of chatbots is spreading and will not stop growing. This new 

industry is covered by many names, people and companies that want to spread the word. Chatbots and 

their form will vary and we will see them everywhere in our future. They will be in our cars, phones, 

homes and even in our key chains.   

Siri or Alexa are widely used Chatbots a response can be given, in natural, conversational replies.  

Ultimately there is no hard and fast rules on how Chatbots can impact the workplace. With the help of 

existing technologies and upcoming new technologies, their success or failure will depend on attitudes 

and adoption rates of human race and above all- influencers who champion the benefits.  
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