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The magic 
is in 
the making



What is 
a chatbot?

A chatbot is software that is used to 
automate conversations with the 
intended audience such as employees, 
end-users or customers.
It simulates the reactions of a human.
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ALPHA

INFINITY

Alice answers your  
visitor’s questions.

Alice becomes part of 
your team, interacts 
with your tools and 
systems and resolves 
your visitor’s  
problems.

XPAND
Alice turns your visitor’s  
questions into tickets 
and when needed  
dispatches them to the 
corresponding teams.
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What does 
a chatbot 
do for you?
A chatbot enables you to automate 
repetitive questions in different 
possible fields of business. A few 
examples are: customer service 
questions, your helpdesk activities, 
typical questions for payroll etc.

When the bot handles these 
questions for you, your 
employees have more time to 
deal with more challenging 
topics and tasks.

A chatbot can deal with a 
multitude of users at once and 
is available 24/7.

End-users no longer have to 
wait for an answer, their 
questions are immediately 
addressed by the chatbot.
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Where executives are planning to 
 implement conversational bots
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Introducing a chatbot 
to my environment, 
how does that work?

You can compare the implementation 
of a chatbot to the introduction of a 
new employee within your service.

Why? 
Because it will have to “learn” to 
answer questions, just as one of your 
new employees would.

The first step towards introduction, 
is defining the chatbot’s personality. 
You give it a name and foresee a 
profile picture for it.
The next step is to select which 
standard reactions you want to use, 
such as: responding to hello or 
goodbye, or even to insults. This small 
talk is what makes the personality of 
the bot.

Once your chatbot has a personality, 
you can start feeding it with
 information in order to improve its 
knowledge.

Each time a user asks a question, 
he /she will do this with a specific 
“intent” in mind.
This intent is defined in the form of 
several possible synonyms or 
reformulations of your question.

The technology used for 
understanding one’s intent is called 
NLP or Natural Language Processing.
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Imagine a customer asks a chatbot: 
“I’d like to return a mobile phone”. 
The chatbot analyses the intent of 
the user and concludes that the user 
is not asking a question about the 
mobile phone itself, but what he /she 
should do to return the device.
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What happens if the 
chatbot does not know 
an answer to a 
customer’s question?
Sogeti’s chatbot comes as a package, 
meaning that you get an interface for 
your customers or end users. 
Additionally, the service in which it 
will be integrated will obtain access 
to our Conversation Learning Center. 
(=CLC)

The CLC monitors conversations with 
end users and each time the chatbot 
responds with “I don’t know”, an alert 
will be triggered.

The person on the CLC will then be 
able to have a look into the 
conversation and to correct the 
conversation accordingly.

Additionally, the CLC also works as a 
chat-platform. This means that each 
time a user requests to be 
transferred to a human, the chatbot 
will verify if someone is available in 
the CLC and will transfer its 
conversation to an employee of the 
service. The chatbot can also do this if 
you predetermine which 
scenario would require immediate 
human intervention.

The above mentioned method 
enables you to make your chatbot 
smarter but also to automate more 
questions on the longer term.

Another method used to make 
chatbots smarter is Machine 
Learning. Machine Learning enables 
chatbots to “remember” things and 
makes them capable to look for an 
answer in a knowledge base itself. 
The chatbot will then formulate an 
answer based on which previous 
answers have the highest probability. 

If we apply this to the mobile phone 
return example from earlier. 
This would mean that without prior 
knowledge on the subject, the 
machine would look up knowledge 
base articles using the following 
keywords: Mobile, phone, return.

Once it has found corresponding 
articles it will calculate which answer 
is most relevant for the user.
The user will then inform the machine 
whether the article was helpful or 
not, and will use this last answer for 
its next probability calculation if 
another user reiterates the same 
question.

Chatbots need to learn how to 
interact with users, and their 
knowledge requires some fine tuning 
after implementation. It is therefore 
very important to be aware that such 
machines still require training once 
they are integrated in your service. 

The more the chatbot is being used 
on your network, the smarter it gets 
over time, since you will be 
alimenting its knowledge by adding 
answers. 
You have to train it in order to make it 
smarter and enable it to answer 
questions it did not know the answer 
for.
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MONITOR CONVERSATIONS AND 
TRAIN YOUR CHATBOT

TEAM MEMBERS CAN TAKE OVER 
CONVERSATIONS



What are the 
advantages of 

using Sogeti’s 
chatbot?

Sogeti’s chatbot is additionally capable of interacting with 
systems for which an API or web service is available.

This means it is capable of interacting with systems such as 
Active Directory, Exchange, most of the available ITSM tools 
and Sharepoint amongst others.

The difference with a human is that a chatbot does not 
need time to interact with those systems, all interactions 
are instant, which saves a lot of time and is a key factor in 
improving end-user- but also employee satisfaction.
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Key Advantages
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At Sogeti, we join you on your 
chatbot journey from the start.
In order to do so, we have a process 
that consists out of different steps 
to ensure you will get the maximum 
gain out of your chatbot. Let us  
present you our Thinkubator  
approach:

First, we help you decide on the 
business line in which you will 

get the most value, both on the short 
term and the long term.

Secondly, we identify a limited 
set of scenarios with you that 

will bring you an immediate gain 
when implemented.

As a third step, we define the 
details of how you would like 

the chatbot to process these scenar-
io’s. For example: will the chatbot 
execute tasks in third party systems? 
Will it look up information in other 
tools? Do you wish to infuse it with 
Artificial Intelligence?

MLP
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How do we implement 
your chatbot?

These 3 steps ensure that we will 
build a bot for you that corresponds 
with your business expectations and 
the expectations of your end users.

Once that is defined, we start 
building your chatbot. We call this 
first implementation with a limited 
set of scenarios the Minimum 
Loveable Product, because it will not 
only bring value. We guarantee that 
you will love it.

And as soon as the MLP is in your 
production environment, we start 
scaling with new conversations.

12 13



A solid 
foundation for 
your chatbot 

Sogeti Belux currently has successfull chatbot
implementations built on IBM Watson technology, but is 
definitely open to other vendor suites.
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