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1. What is AI?  
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What is AI? 

Mentioned for the first time in 1955 – J. McCarthy

“AI” is a big concept where a lot of subdomains 
and applications gather 

AI: the intelligence that enables machines to solve 
problems like humans would do based on our 
natural intelligence 

ML: subdomain of AI – science where machines 
learn by themselves based on data (structured and 
unstructured)

Deep Learning: subdomain of ML – overall concept 
that gathers all learning techniques that look like 
those of humans – different ways of doing what our 
brain our doing e.g. NN and DNN 
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Different levels of intelligence
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NLP – substream of AI
- NLP: Natural Language 

Processing

- NLU: Natural Language 
Understanding

- NLG: Natural Language 
Generation

- Very important 
researchfield for
conversational agents, 
translation engines, … 

- Challenges in semantics
and on intentcapturing in 
different languages

There is a difference
between “how to book a 
ship” and “how to ship a 
book” 
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2. What are chatbots? 
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A conversational agent

Chatbot or bot – is a computer program that simulates or enables a 

natural conversation. 

Users communicate with a chatbot via the chat interface or by voice.

Chatbots interpret and process user's words or phrases and give an 

instant pre-set answer based on the use of words and the context they 

are given in. 

Chatbot = combination of “Chat” and “Robot”.
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It’s fast and helps! 

- Fast in setting up

- Fast in responding to questions with predefined answers

- Fast in detecting the customers needs

- Fast in accessibility with a frictionless interface

- Helps 24/7

- Helps unlimited users at the same time 

- Helps customer services with repetitive tasks 

- Helps always because there is a way out (escalation model)

- Helps by pointing out the right answer and by undoing all the 
unnecessary information 

- Helps in customer self service models (attractive to some generations)
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But there are different kinds of chatbots
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Bot

• Chat user 
interface

• Automated
program

• Menu/Buttons

• Standardized
answers

• No intelligence

• Follow a 
preformated
script

• Bot takes the
lead

Chatbot

• Use probability
and keyword

• Fall short when
questions are 
similar or when
intelligence is 
not enough

• No intent
capturing

• Follow a 
standard 
process/script

• Buttons as well 
as free fields

• User initaties, 
Bot steers

Advanced chatbot

• Captures intent
through NLP

• Could give
predetermined
answers and
vary in the
provided
answers

• Self improve
with ML

• Remember 
users

• Can
communicate
with other bots, 
RPA, AI

• User steers the
conversation & 
bot adjusts

Virtual assistant

• All of the 
previous & 
combinations 
of contextual 
chatbots 
underlying the 
assistant

• User steers the 
conversation 

• Voice, eye
tracking, 
gesture
recognition, 
emotion
detection

• No longer man 
who deals with
complexity of 
machine, but 
machine who
deals with
complexity of 
man

©Jonas Pollet & Frauke Valcke

More Quality of User Experience & Technology Difficulty



3. Some (really good) 
examples
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Number 1! 

- Google Duplex -

https://www.youtube.com/watch?v=D5VN56j

QMWM

- Very powerfull AI and stretches out to google 

assistant

- Impressive NLP capabilities + interaction 

features 
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https://www.youtube.com/watch?v=D5VN56jQMWM


Number 2!

- Xiaoice of Microsoft (little ice)

- In 3 months → 500 million conversations

- Passed the Turing test during (average) of 10 

minutes

- Average of 60 minutes per conversation
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Number 3!

- Samantha West 

- Telemarketeer selling insurances 

- Changed legislation in Us where every 

voice/chatbot has to identify himself as a 

chatbot

- https://www.youtube.com/watch?v=22ZaKbxm

EMA&t=1s
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https://www.youtube.com/watch?v=22ZaKbxmEMA&t=1s


4. Chatbots @ Partena
Professional
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Alex Corona 
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Development timeline

1/04/2020

Launch Alex corona

23/04/02020

Escalation mode added

20/03

Chatbot idea

18/03/2020
Belgian lockdown



Alex today?

23,000 68% 220
0,5 

day/week



User feedback

Interface très 

agréable

UX

Rapide – simple –

efficace – accès

facile

TOOL

Clair – complet –

précis – competent –

réponses et liens utiles

CONTENTS



Les règles à suivre en cas de licenciement
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AI by Partena Professional

HCM : in HR selfservice delivery

- Partena employees ask the chatbot the questions he used to ask 

an HR officer 



AI 

by

Partena

Professional

Customized Chatbot for each own organization!

- in HR selfservice delivery
- Your employees ask the chatbot the questions he used to ask an HR officer 

Alex Corona

Meet Louise

Alex Ontslag

Louise HR

Chatbot @
Your Service 

by
Partena

Professional



5. 7 step program 
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1.Think Big, Act Small

- Start moonshot thinking but define clear 

goals

- Start experimenting → don’t wait for ‘the’ 

solution 

- Start with well structured processes –

can we measure it, can we define it, is it 

repetitive, how often do we do it, … 

- Start from the business, not the 

technology



2. The algorithm doesn’t 

matter 
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- You should not care about the complexity of 
the algorithm as long as it does its job

- Endless upgrading is interesting and tempting, 
but will probably will not add value 

- Rather pay attention to your data



3. Communication, communication, 

communication

- Share the progress, share information, 

let the ideas live and communicate on 

goals and opportunities within the 

organization

- Share all possible information with the 

development team → if they know the 

current process/problems and they know 

the strategy, this will make more sense 

when developing



• Businesspeople should set the 

requirements and strategy, but it is 

worth it to understand the building 

blocks of technology, data, … 

• Don’t assume it is easy

• Set the right expectations about ROI 

➔ not immediately 
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4. Understand the 

building blocks



5. Manage change! 



6. Set-up an AI strategy! 

- All departments should be involved

- Every unit needs technologists

- Measure overall outcome (not only
output)
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7. There should be AI in Team + Put the people 

back in “Human Resources”

→ Automate to liberate! 

→ Invest in people for ‘the moments of truth’ 

→ AI is not only a data/technology/IT thing → work with people 

→ Synergie: 1+1=3 - One should not replace the other but enrich it

This is where the magic happens



Put the people back in HR…

… leave the rest to AI 
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CONTACT

Jonas Pollet 

Innovation Manager

+32 475 85 65 09

jonas.pollet@partena.be

Bert Pappijn

Business Development Manager

+32 475 84 04 89

bert.pappijn@partena.be
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More questions


