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Project Overview

e
* The Meijer Support Team regularly receives over 200+

calls a day

* Chatbot allows IT associates to give attention to other
escalated issues

* Accessible through Microsoft Teams

 Pulls solutions from support documents and
templates.

* If a unknown question is asked, an incident ticket is
created.
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LUIS (Language

Understanding)

} NLP and ML




Chatbot in Teams

MeijerChatBot Monday | M

N
. -
Chat < ‘ Welcome to the Meijer Support Chat! How can | be of assistance

Mondday 10:54 AM

Some of my information on Workday 1s incormect. How can | change it?

MeijerChatBot Monday 1054 AM

N\ ‘> When personal information on Waorkday is incorrect and needs to be changed, you must
a complete a Data Correction Request form in Workday. If you are unfamiliar with how to do

this, check out this guide: Data tion f jest In Workday
\ Did this solve your problem?

Mondoy 1554 AM

4
. Yes

Thank you!

MeijerChatBot Monday 1054 AM

Great! If you have any other questions, feel free to ask!

¢

Monday 1054 AM

| have no further questions. Thanks!

Al
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Chatbot Analytics

5 seraces and dacs (G+/]

LI

dawsord0@msuetu @
CEFAULT ORECTORY

t

a4 MeijerChatBot | Analytics
" - Regutrat )

e Alexa e Cortana  » Direct Lin
g
ACTIVITIES
¢
B0t management
g 14 vel
W nal
& senin
F Spes
AR
s i 9/16/2020 9/222020

Autamation 344

MoupMe Microsoft Teams Kype

Task

Support + troubleshooting

e ne ech <
. NS — —- g
10/6/2020 0 /202

[

‘ The Capstone Experience

Team Meijer Alpha Presentation



QnA Maker

Cognitive Services | QnAMaker My knowledge bases  Create a knowk

PUBLISH SETTINGS Save and train

Some of my account Info is wrong on
Workday and | don't know how 10 Question Answer
change it

Chinote the most appropriste anseer

When perstonal information on Workday &
When personsl infermation on incorrect and needs to be changed, you must
o be ternative phrasing complete 3 Data Comrocbion Request form in
Data Workday. ¥ you are unfamiiar with how to do
Ikday. It this, check out thes guide [Data Cormection

Workos

COMecT and needs ¢

T L T o v
R (nttps://meger 365 sharpont.comy/stes/11 Suppor

tSerncasWikySitedages/Data-Comection-
Hequest-an-Workdaryaspe) Did this sodve your
problem? o

D4 this solve your probiem?

Yes, thank you!

Nao, keep looking for solutions

2 (Test) 3
_**Froen "Data Comecton in Workday™ IT
Support Document **_ ## **Dats Correction
Request in Workday** #8048 “*Purpoze™ Usey
reports that they have entered deta n io
Great! If you have any ¢

Workday that needs to be updated / cormected /
feel free 10 ask

fixed Data can include any of the following *

Changmg a Hire Date * Rescinding a Hire *
in3 (Tesy at 1cie Changing a Termination Date * Changing Job
ras in the System * Pay Rate o regard to

5 * mPerformance Incident Correction #3%

h
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mail Template

b (18,975 unread) - jacob.atisha@;, X +

&« c & mailyahoo.com/d/folders/1/messages/47367

f Apps

yuhoo.’mail Find messages, documents, photos or people

Compose € Back 44 < wp p@ Archive B3 Move E Delete v Spam  wes
Inbox 999+ “N Meijer365 Onmicrosoft Noreplyazure )
Unread
Starred - )
TEST Yahoo/Inbox
Drafts 9
Sent g noreplyazure@meijer365.onmicrosoft.com /= Fri, Oct 16 at 10:58 PM
“N To: jacob.atisha@yahoo.com
Archive
Spam Reported Sourcel10000002131: atishaja@msu.edu
Description!1000000000%: | need to modify an employee's hire date »
Trash Detailed_Description!10000001511: There is no option in Workday to change an employee's hire
date. How can | make this change?
# Less Service_Typel1000000099: Request
Schema: HPD:Incidentinterface_Create
) ) Server: remedyappserver. meijer.com
Views Hide z1D_Action!10000000761: CREATE
ServiceCll 3034973001 Meijer Services
PA Photos Assigned Support Company!10000002511: Meijer
Login_ID13019212001: 2182163
B Documents
f:": Subscriptions « & e
Wy Groceries
3( Deals
Reply, Reply All or Forward
B Receipts - Pl Reply -
[l »

Y
‘ The Capstone Experience Team Meijer Alpha Presentation



What’s left to do?

* Continuing to add chitchat features to chatbot
* Integrating multi-turn conversations

* Complete BMC Remedy ticket creation
workflow

* Rephrasing document objectives into questions
* Altering knowledge base confidence threshold




Questions?
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