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A Typical Self-service Application for the Web
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Welcome!

Asl: a question about Dialague Techn Tes in plain English, Top 10 questions

wihat is Qff
what is unigue about yvour products?
wihich are the benefits of your product?

I
Answer |

How long does a normal installation of Qf take
How do I administrate your product?

How does the product work?

wihich languages do you cover?

Dioes your product support voice interface?

who are your customers? -
How can [ conts V

Take me to FAQ
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Dialogue Technologies AR, Skalholtzgatan 10B, SE-164 40 Kista, Sweden +4& (0) 73 570 4500
info@dialoguetech. com e

Looks Like the Following:

A field to type questions in

| — free format

A current list with top ten
most frequently asked
|_— questions. Answer to a
question is retrieved by
clicking on the link

— Link to FAQ-tree with
every base question that
the system can manage
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Development and Maintenance of Dialogue Technologies Q&A Services Goes
Through a Cycle of 3 Steps:

Logging Defining know-
Log analysis ledge domain

and answers

Develop domain
model
Generate

FAQ-tree
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Defining Knowledge Domain and Where to Retrieve the Answers

Activity: Defining/updating questions that will be answered. These are “
documented as base questions with an address to the answer, in the Defining know-
form of SQL or a URL. The document with the base questions and links and answers

to answers is called a corpus. The corpus is based on the customer’s
bussiness objectives, loggs from earlier usage, old FAQ's, inquiries,
interviews, polls, etc.

Output: HTML-type corpusfile with the name [customer]Corpus.htm

Development tool:  MaintenanceView — web-based development
tool and Microsoft Frontpage, or equivalent.

Documentation: DoUMall for [customer] — tutorial for
maintaining web applications.
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MaintenanceView Is a Web-Based Maintenance Tool

a Dialogue Technologies MaintenanceYiew for DT - Miciosoft Internet Explorer

File Edit “iew Favoites Tools Help i
4= Back ~ = - At | Qseach [lFavoites @Meda o4 | BY- S @ - =] 4 Defining know-
Addiess [&] hitp:/Aocalhost/DT yiew/ =] @60 |Link3|@ G ledge domain
= and answers
Dialogue
Technologies
MaintenanceView
Preview
EmE Preview
:nearnau;as\ ihat =43 Questions
E;smbes how {:I Language Technology
{:I applications
* %s {:I Products and Services
s erbeny With MaintenanceView you can:
- h;lgd ate .
* update the newsfile
* update the FAQ-tree
* update the answers
- * preview the results, and
4 : | _’l_l
€0 [ e, « publish the updates
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An Example of a Corpusfile

[E] Microsoft FrontPage - D:4DT,DTCorpus.htm ;Iglil
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15§ pTo01.htm

5] pTo0z.htm
55 pTo03.htm
[55) pTo04.htm
5] pTo0s.htm
5] pTo0s.htm
55 pTo07.htm
5} To08.htm
5] pTo09.htm
55 pTo10.htm
55 pTo11.hem
5] pTo12.hem
5] 7013, hem
5] To14.hem
5§ 7015, hem
5] pTo16.hem
5] 7017, hem
5] 7o18.hem
5§ p7019.hem
5] 7020.hem
5] pT021.hem
5] Toz2.hem
5] 7023, hem
5] 7024, hem
5] 7025, hem
5] 70z6.htm
5] 7027, hem
5] 7028, hem
5] pT029.htm
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Questions

Language Technology

What 1z Matural Langnage Processing

b What is Language Technology DT034. htrn

|| [What is a natural language

What is a Cuestion Answering system

What 15 a questionfanswer product? [DT022 him

| [What is a questionfanswer system

“What is an ordinary search engine DT03% him |—’—|—

Applications

"What is your business?
| [What do you do

What iz your idea

TWhat iz your business idea DT013 htm

] -
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Defining know-

ledge domain
and answers

A corpusfile is used:

* as support for building domain models, and

* to generate FAQ-trees.

The corpus file contains:

* base questions and modelled variants with answers
» the FAQ-tree structure, and

* categorization of the questions (optional).
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Base Questions and Variations

Type of question

» Base question

1. Which harbours are going to
be visited?

* Variants that are
automatically covered

1. Which harbours are visited?

2. Show all the harbours that will
be visited?

3. Will the ship visit any
harbours?

* Variants that have to
be modelled

1. What travel route is there?

2. Where does the ship go to?
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Defining know-

ledge domain
and answers

«

Dialogue Technologies’ grammars let a
small amount of base questions correspond
to thousands of different ways to ask the
questions.

As an example, a customer voice
application with 280 base questions handles
22 000 different variations.



Developing Domain Model and Generating FAQ-tree

Activity: Publish FAQ-tree and news. Develop or update, test, and
launch a new version of Q&A for questions in free format.

Output: An updated web application.

Development tool:

Documentation:

MaintenanceView — publish FAQ-tree and
news.

Customization Tool - development of Q&A
applications.

DoUMall for [customer] — tutorial for
maintaining web applications.

Advanced Customization Guide — a description
of how to develop Q&A applications.

Customization Tool Users’ Guide — manual for
the development tool.

Modelling of knowledge domain — an
introduction for how to build Q&A applications.
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Develop domain

model
Generate

FAQ-tree




Screenshot From Customization Tool

Develop domain
model
Generate

FAQ-tree

Customization Tool is a graphical development
s . tool that is used to build domain models. A
w vamnlle) EL | et . . .
e Beoan wemitiiling TR complete Q&A application consists of:
e g * a domain model,
[0 ] fouw | s | g | e N « a grammar for the language in question,
wor | WG| M| M| W | -—fbmmﬁ_ B Y R « a small database (option),
Pt 8 0 7 A 4000 » ! * pointers to answers, and

-

* a user interface (web, voice, sms, mail).
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The Amount of Modelled Variations Control How High the Coverage Is

Estimates based on Dialogue Technologies’ experience “

100+

80

Develop domain
model
Generate

60

FAQ-tree

(o,) abeisanon

40-

0 1 2 3 4 5

Number of modelled variants of base questions
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Dialogue Technologies Experience of Domain Modelling

Dialogue Technologies strives to automate and make the work with
developing domain models more efficient. This includes among other

things:

* Porting of development tools to a web enviroment. No special clients
are needed.

 Improved documentation and educational material. Students at the
Mitt University have built their own Q&A application with only a couple
of days of education.

* Q&A products are built to reuse prior models easily and flexibly.

 Easy and flexible porting of applications between different languages.

7\

Develop domain

model
Generate

FAQ-tree

95 % coverage

Products Smaller companies Larger organisations
lllustrations

Simplier systems Medium sized systems Advanced products/systems
Number of base questions | 100 200 300
Coverage requirement Modelled questions Modelled questions Modelled questions
20 % coverage 100 200 300
65 % coverage 200 400 600

500 1000 1500
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Logging of Asked Questions and Analysis of the Logs

Activity: Every question that is asked to a Q&A application is logged
and stored in a designated file. The logs are analyzed with a software
tool. One of the items that are logged are non-answered questions.
These questions are sorted with linguistic methods and the sorted list
constitute the foundation for an expansion of the service. The customer
decides what will be included in an update of the service.

Output: Sorted list of non-answered questions and an updated
HTML-type corpusfile with the name [customer]Corpus.htm

Development tool: LogView — a web-based tool for analysis of
user logs.
Documentation: DoUMall for [customer] — tutorial for

maintaining web applications.
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Logging

Log analysis
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LogView — a Web-Based Tool That Gives Valuable Information of What Your

e

Customers Ask About

Distribution of questions per action (%)

Logging
4,2 12.2 Log analysis
B General Info
B Cancellation
m Ordering
43,1 B Invoice
O Error report
O Product Info
O Technical Info
Distribution of questions per activity and service Distribution of questions per service (%)
1600
1400
i 5 276 O Telephony
:E 1000 Unspecified 365 O Internet
= 200 I Mobile Telephon
W Internet .
E 600 M Telephony 21 ( Nbblle
£ telephony
2 < 0O Unspecified
zZ0o0 338
o

General Cancellation Ordering Invoice Error Product Technical
Info report Info Info

Auction requested by the customer
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A Sorted List of Non-answered Questions Constitutes the Foundation for a
Decision About Updating the Service

Question Bigram Cos Keyword Cos _

511 o  0.00 o 0.00 togging

how much does your internet cost 2 0.98 2 1.00 Log analysis

how do | log on to internet 46  0.64 2 094

cancel internet 471  0.67 2 094

how do | cancel the phone service 8 1.00 8 1.00

how do | cancel my contract 8 0.97 8 1.00

can you close my account 8 0.94 8 1.00

how do | change pre-selection 8 0.94 8 1.00

how do | cancel my contract 8 0.81 8 0.93

| want to cancel gn, how do | do that 8 0.70 8 1.00

can | cancel my pre-selection 8 0.67 8 1.00

| want to close my account 8 0.65 8 1.00

cancel pre-selection 8 0.50 8 1.00 Non-answered questions are sorted
| want to cancel my pre-selection 48 0.49 8 0.95 in different ways. Sortings are
how do | close my phone 8 0.84 10 0.83 classified in an intelligent manner
what is the duration of my contract 9 0.64 11 0.35 and constitutes the basis for

can | cancel my order 12 0.97 12 1.00 updating the service.

how long return time do | have 12 0.66 12 1.00
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The Service Is Introduced Step by Step to Verify the Saving and Lowering the

Risk.

{10101

Manual support

/

...and the system is updated —»
with new questions/answers... Global usage

rd

Selected users

Internal users

Questions are answered
automatically

Jomsue ued wajsAs
9y} suoisanb ayj |je jo abejuaaiad

New communication channels
New services
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Why Dialogue Technologies

Dialogue Technologies offer:

» solutions where the user asks questions in his/her own language with his/her own words —
and gets a correct answer.

« analysis of what your customers really want to know about your products and/or services —
perhaps the best market information you can get!

* servicing customers through the channel that fits them best: speach, SMS, or web.

« efficient information management by retrieving answers directly from a database or from an
existing electronic document

« everything you need to get started and to administrate your Q&A system, with powerful
development tools and extensive and excellent documentation.

v

With Dialogue Technologies you will have a Q&A system up and running in 4-6 weeks!
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Does This Sound Interresting — Contact Us for More Information and a
Discussion

Bjorn Alsén, VP Marketing & Sales +46 709 588 183 bjorn.alsen@dialoguetech.com
Joakim Ingers, CEO +46 70 590 3948 joakim.ingers@dialoguetech.com

You can also so take a look at www.dialoguetech.com
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Dialogue Technologies is awarded “Guldmobilen” for the
“Innovation of the year” 2002. A jury consisting of Osten Mikitalo,
Hakan Lantz, Hjalmar Winbladh, Weje Sandén, and Niclas Lidstrom
awarded the prize to Dialogue technologies with the motivation;

i
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