Greetings! And a good day to you!

By the way, it seems like there is a
thunderstorm with heavy rain
outside right now, around Singapore!
So at least don't forget to bring an
umbrella. You people should stay
safel!
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"The focus of student-centred services is
to ensure that each student's 'touch point'
with the institution provides the

guality, accuracy, and responsiveness
expected by today's students,"

Darlene Burnett,
Planning for Student Services: Best Practices for the 21st Century

Digital Self-Service

Student Peer
Advisors

Flipping the touchpoints
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/-\ Short responses to avoid TL;DR in users
@ Chatbot to have a personality
Knowledge of existing 700+ FAQs

.'. FAQ owners maintain the questions independently

I n Design Aim for the Chatbot
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Create Knowledge Base Article

Question/Title *

Alternate Title

§
s
&

Add another item

QUESTION with variants



Text format
Full HTML

SHORT ANSWER



Related Programmes:

BSc (Economics) Bachelor of Business Mgmt
BSc (Information Systems) '/ Bachelor of Accountancy

Bachelor of Laws " Bachelor of Social Science
SUTD-SMU DDP in Tech & Mgt

Grad Dip in Healthcare Mgmt

MSc in Applied Finance

MSc in Wealth Management

MSc in Finance

MSc in Applied Economics

Master of Prof Acct

Keywords

Tags

Separate tags with comma ()

PROGRAM, KEYWORDS,




Section *
- Select a value -

Careers & Comm Service: Pro-Bono Placement
Careers & Comm Service: The Finishing Touch
Exchange: Academic
Exchange: Administrative
Exchange: Before Applying
Exchange: Global Summer Programme
Exchange: Post Exchange
Exchange: Preparing for Exchange
Exchange: Selection Process
Finance & Admin: Absence & Withdrawal
Finance & Admin: Asset Loans
Finance & Admin: Certification/Personal Info
Finance & Admin: Fee Matters & Financial Assistance Schemes
Finance & Admin: Student Identification Card
Student Life: Alumni Relations
Student Life: Diversity, Inclusion & Integration
Student Life: Facilities
Student Life: Safety & Emergency Preparedness
Student Life: SLIMS

| Student Life: SMU LifeLessons®

CATEGORIES



Rawr! I'm sorry to hear that. | promise I'll try to do better next time. &)

L

You put a smile on my face. @

I'm sorry. Please don’t scold me as I'm just a cub.

sadness

happy
joy

surprise

happy
joy

surprise

sadness

negative

positive

positive

negative

SENTIMEN




Dashboard Add content Manage Content Knowledge Base Articles List Knowledge Base Section List

Emotion List Response Template List Edit shortcuts

That's an easy question! | think this is the answer. high Prefix edit
Yeah okie, let me help you with that! high Prefix edit
Oh | should know this one! high Prefix edit
Ok, | stumbled upon this question many times already! high Prefix edit
Well, I'm not so sure but | believe the answer could be found in one low Prefix edit

of these below.

Please don’t scold me if | get it wrong, as I'm only a cub. Do you low Prefix edit
mean:

Whoa! This question has never crossed my mind. Did you inear:: D ENCE PREFIXES




Dashboard Add content Manage Content Knowledge Base Articles List Knowledge Base Section List

Emotion List Response Template List Edit shortcuts
Hello there! How’s the day so far? Let me answer your questions. 19-22 Welcome Message  edit
Why, hello there and good evening to you. How can | help? 19-22 Welcome Message edit
Hello! Hope you had a great day so far. How can | help you now? 19-22 Welcome Message  edit
Hi! Not in bed yet? @& Can | help you answer some questions? 22-04 Welcome Message edit

Hey there! As a cub chatbot, | don’t sleep How can | help you? 22-04 Welcome Message  edit
A'ha, I'm still up! How can | help you? 22-04 Welcome Message edit

Well, hello there, we lion cubs are active at night! J) How can | 22-04 Welcome Message  edit
help you?

o
Well, hello and good late evening! <) & How may | help you? 2%




Dashboard Add content Manage Content Knowledge Base Articles List Knowledge Base Section List

Emotion List Response Template List Edit shortcuts

What is the tallest building in SMU? The Library, because it has so - Joke edit
many stories.

Can February march? No, but April may. - Joke edit
Did you hear about the guy whose whole left side was cut off? He's - Joke edit
all right now.

What do computers eat for a snack? Microchips! - Joke edit
Why couldn't the leopard play hide and seek? Because he was - Joke edit

always spotted.
What starts with E, ends with E, and has only 1 letter in it? Envelope. - Joke edit

What happens to a frog's car when it breaks down? It gets toad - Joke

away.
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Sentiment Analysis
‘ Emotion Detection

£ SMU

SINGAPORE MANAGEMENT
UNIVERSITY

USERS

Rapid API A
SIntellexer RN ) g

RS Microsoft
Cognitive Services

l-j) Translation
d R Spell-check

_
‘amazon

I
lI web services

REAL-TIME UPDATES .o Keyword extraction ‘ .

_. Natural language processing .
elasticsearch kibana DynamoDB

Drupal
WEB CONTENT MANAGEMENT o STl searchand - Plugnwith isualzaton capabifiesfor | | - Manageno=aiest aiabose
SYSTEM SEARCH & INDEX MANAGE INDEX LOGGING

MANAGE KNOWLEDGE BASE & FAQs RETRIEVE CHAT RESPONSE IMPROVE RESPONSE




SR RapidApi| Marketplace Marketplace About a Docs Blog Login/Sign-up

Find and Connect to the World'’s Top APls. See How

For Developers For API Providers

Categories Most Used APIs All Time | Add your API
Commerce
et Microsoft Computer Vision Add your API

& Microsoft The Computer Vision API provides state-of-the-art algorithms to our marketplace
Data to proces...
Devices ® Healthy 4 microsoft-azure ¥y 4

Featured API
eCommerce
Education | mgur 5 M A
. Imgur's API exposes the entire Imgur infrastructure viaa ** Botometer Pro

Email standardized... o Freemium

Y I hd Healtm *imgur ﬁ‘q-
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is it going to rain?
1117 P|"-.-|

a

The Singapore weather is Well, i guess you're having fun

25.95°C right now with broken here! It is always nice to know.

clouds. 6

BR Microsoft
Cognitive Services

/\ /.\ @ Translation

Spell-check

e "

3OpenWeatherMap SIntellexer

plug into the future




AskSmooSmoo
(Bot-in-training)




Student Services Centres Conference
Adelaide, Australia 13 - 15 June 2018

Association for Tertiary
Education Management

connecting your career with people and practice

' Improving Digital Marketing &
@ Customer Experience with Al,
Advanced Analytics and Chatbots
Marina Bay Sands, 15 - 16 Aug 2018

/,é! HighEdWeb Annual

HIGHEDWEB Conference

ANNUAL CONFERENCE - Sacramento, CA, USA 21-24 Oct
2018 e 2018

SACRA

MENTO

<= |HL (10 FORUM

NETWORKING THROUGH TECHNOLOGY & EXPERIENCE SHARING

Nanyang Polytechnic, 26 Sep 2018



Features

Organisations from
hotels to schools to
malls have turned to
chatbots to improve
customer expenence
and reach out

to millenniaks

our
chatbot

The Sunday Times

Sarulay

2008 TheSunday Tisses

The experience was great as |
was able to get information
for most of my queries. The

chatbot will also provide a
source link for us in case we
need more information.

SINGAPORE
MANAGEMENT
UNIVERSITY
UNDERGRADUATE LINDA
BOEY on its chatbot,
AskSmooSmoo, launched in
February
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elasticsearch @ I==2WATSON

Search & Analytics Engine Question & Answer Technology
Keyword query Takes questions in natural language
Ranked in keyword relevance Driven by machine learning & NLP
Finding an answer

Understand, then respond
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SINGAPORE MANAGEMENT
UNIVERSITY l

Answer Evidence

Question
Retrieval

Candidate Scoring
Answer
Generation

-
. S

P,

Final Confidence

Question & . UNDEI aS I/ \ND
H
Topic | Sl Hypothess ypothesis and Synthesis Merging &
, Ll Generation Evidence Scoring
Analysis 2 Ranking

Answer &

https://www.aaai.org/Magazine/Watson/watson.php
DISCOVER
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| want to go to Paris

#bookilight estination

@date

@pax
I @EIRE




IBM Watson Assistant Cookie Preferences

Home Workspaces

WO rks pace S Iil @ Watson Assistant Change

_ o Customer Service - Sam... 01 Student Services Hub . 02 IT Help Centre .
Create a new wol kspace * * "
A virtual assistant for customer service AskSmooSmoo 55H Chatbot Integrated Information Technology
Workspaces enable you to maintain sample i
separate intents, user examples, entities,
and dialogs for each use or application. ish (.5
. = English (U.5.) English (U.S.) English (U.S.)
You are using 6 of 20 available workspaces in
this instance.
Edit sample
Last modified: 2 minutes ago Last medified: 3 minutes ago
03 Admissions : (Dev) LST : (Dev) Student Services H... = ZZ7 Car Navigation :
Admissions elearn team Copied for testing. Cognitive Car Dashboard workspace
which allows multi-turn conversations to
perform tasks in the car.
English (U.5.) English (U.5.) English (U.5.) English (U.5.)

Last modified: 2 minutes ago 5. inodived. st neow
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IBM Watson Assistant

Workspaces [ 01 Student Services Hub / Build

Intents  Entities Dialog Content Catalog

@IS -

Intent (797) » Description

#B055Academics_AC_ApproachDiscussDegresRequir...

#B055Academics_AC_CheckApplicableCoursefreasFo...

#B055Academics_AC_CheckHaveCompletedTheRequi...

#B055Academics_AC_CourseMotAppearingUnderDesi...

#B055Academics_AC_DoubleCountingCoursesWork

#BO55Academics_AC_FindCurrniculumWorksheet

Nl #BOSSAcademics AC FindDesrezProgressRenort

Mo

24

24

24

24

24

24

24



IBM Watson Assistant

- Workspaces [/ 01 Student Services Hub / Build
t"‘/i; Intents Entities Dialog Content Catalog
i i
My entities System entities
Add entity "
Entity (4) Values
@account_type alumni, student, staff
[@confirmation Yes, No
@term_start_period not_decided, before, after

@withdrawal_period within_first_2_weeks, after_first_2_wzzk= T I TI E S




IBM Watson Assistant

- Workspaces [/ 01 Student Services Hub / Build

t"‘/i; Intents Entities Dialog Content Catalog

H H

Add folder {C:ﬁfg Settings

Q 01 Student Services Hub

Welcome

SYPRP [P ———
welcome

o
o
o
1 Response [ O Context set [ Does not return
BOSS & Academics
o
I -
7 Dialog nodes [ Does not return

P'Jl"r:“uﬂul'f" 5?_ Jﬁnl'ﬁr"r'; I:-_:GI"LJ;.I""&



Expand All | Collapse All

4 (@ BOSS & ACADEMICS
4 28 ADVISEMENT & CURRICULUM
4« @B #BOSSAcademics_AC_ApproachDiscussDegreeRequirements

© Who can | approach to discuss my degree requirements?
© Do consult your school manager if you have guestions on you

8 #BOSSAcademics_ AC_CheckApplicableCourseAreasForCourse

@ #BOSSAcademics_AC_CheckHaveCompletedTheRequirementsl

@ #BOSSAcademics_AC_CourseNotAppearingUnderDesiredCourst

@ #BOSSAcademics_AC_DoubleCountingCoursesWork Q

@ #BOSSAcademics AC FindCurriculumWorksheet

@ #BOSSAcademics_AC_FindDegreeProgressReport

@ #BOSSAcademics AC_MinimumCourseUnitsCURequiredStuden Do consult your school manager if you have
questions on your degree progression or degree

who can talk to me about my degree requirements?

Cumi o CHR A
5:22 PN

Easy-peasy. This is what | found.

requirements.

Source: BOSS & Academics » Advisement & Curriculum = Who can | approach

to discuss my degree requirements?
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RS Microsoft
Cognitive Services

Ay Translation
d R Spell-check

Intellexer
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REAL-TIME UPDATES > Keyword extraction ‘ .

- Natural language processing

Drupal elasticsearch kibana DynamoDB
Distributed, RESTful search and Plugin with visualization capz.;\bilities Managed noSQL fast database
WEB CONTENT MANAGEMENT analytics engine for content indexed
SYSTEM SEARCH & INDEX MANAGE INDEX LOGGING
RETRIEVE CHAT RESPONSE IMPROVE RESPONSE

MANAGE KNOWLEDGE BASE & FAQs
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SINGAPORE MANAGEMENT
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USERS

REAL-TIME UPDATES

CUSTOM FAQ UPDATE WEB APPLICATION

MANAGE INTENTS & DIALOGS RESPOND & MACHINE LEARNING




AskSmooSmoo
(Bot-in-training)

1VJYZ Tivl

Awesome!
10:09 PM

Woohoo! We're on track!

Since you are part of the inner-

circle, we can tell you all about
Student Services, Global Exchange,
BOSS & Academics, Career
Development & Comm Service,

Student Payments and Admin as
well as Student Life. Ask away!
10:09 PM

Finance & Admin

184 Articles inside




all Singtel = 4:10 PM

"g: AskSmooSmoo
, (Bot-in-training)

Woohoo! We're on track!

Since you are part of the inner-

circle, we can tell you all about
Student Services, Global
Exchange, BOSS & Academics,
Career Development & Comm
Service, Student Payments and
Admin as well as Student Life.
Ask away!

4:09 PM

BOSS & Academics

115 Articles i 1sid«

v 82% (@

ON 1 // Show what's on offer



AskSmooSmoo
(Bot-in-training)

I'm so sorry but | didn't get
what you meant. What you
asked might be something out
of my knowledge.

Requesting to create ticket.

4:17 PM

Your ticket has been
submitted via Email, by

M M

DN 2 // Offer an escape route

3] |




AskSmooSmoo
(Bot-in-training)

Who can talk to me about my
degree requirements?

\ )

Q Yep, | believe | know this one.

-

~

Do consult your school
manager if you have questions
on your degree progression or
degree requirements.

Source: BOSS & Academics > Advisement &
Curriculum > Who can I approach to discuss

my degree requirements?

DN 3 // Indicate the answer source

3] |
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Enriching SmooSmoo with knowledge in IT Help, Admissions
Improving in Watson for examples, entities, context

Working with business users for conversation pathways

CURRENT WORK & CHALLENGES
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As President, | believe that
robotics can inspire young
people to pursue science and
engineering. And | also want to
keep an eye on those robots, in
case they try anything.

BARACK ©BAMA

'O RME RN UNSRERRSEESIEDE T




ke a robot, you

If you work |

will be replaced by a robot.

In this era we must be

than ever -

more human”

in anything we do.

ONG U NG

EDUCATION MINISTER




The Most
® Human Human

What Talking with Computers
Teaches Us About What It
Means to Be Alive

. Brian Christian

<A



USER Scaramouche, Scaramouche
C leverbot Will you do the Fandango?
USER Thunderbolt and lightning

C leverbot Very, very frightening me

USER ~ Galileo

C leverbot Galileo. Galileo

Cleverbot // Loebner prize 2010 finalist
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USER You know why they call it an Xbox 360?

C leverbot Why?

USER Because when you see it, you turn 360 degrees and
walk away

C leverbot No because then you would be facing it and that
would be unfunny

Cleverbot // Loebner prize 2010 finalist
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- ~ NATURAL LANGUAGE PROCESSING ﬂ
5 DIMENSIONS BOTS
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T NATU RAL LANGUAGE PROCESSING ﬂ
5 DIMEN SION'S BOTS

~ SHOULD EVOLVE FOR
MATN S TREAM ADO PTIO

{

EMO TIONS &
SENTIMENTS |




o NATU RAL LANGUAGE PROCESSING ﬂ
5 DIMEN SIONS BO TS

~ SHOULD EVOLVE FOR

MATN S TREAM ADO PTIO"

EMO TIONS &
SENTIMENTS |

GETTING CONTEXT RIGHT




*NATU RAL LANGUAGE PROCESSING ﬂ
5 DIMEN SIONS BOTS

MAIN S TREAM ADO PTIO
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EMO TIONS &
SENTIMENTS |

GETTING CONTEXT RIGHT

W HbW & PLATFORMS USABILITY




_NATU RAL LANGUAGE PROCESSING ﬂ
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GETTING CONTEXT RIGHT

W HbW & PLATFORMS USABILITY







_NATU RAL LANGUAGE PROCESSING ﬂ
5 DIMEN SION S BOTS

SHOULD EVOLVE FOR
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GETTING CONTEXT RIGHT

W HbW & PLATFORMS USABILITY
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THANK YOU




