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Introduction

Al Chatbot during pandemic era
Al and chatbots are digital technologies that changes the customer service landscape

Concepts:

Artificial Intelligence (Al)

Chatbot
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Artificial Intelligence (Al)

*Al is defined as the “use
of computerized
machinery to emulate
capabilities once unique to
humans” and is one of the
driving forces behind the
client service robot
evolution.

(Rust, 2020:4)
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https://www.fairobserver.com/business/technology/from-virus-to-vitamin-artificial-intelligence-ai-technology-tech-news-82399/

What is a chatbot?

Definition:

= Chatbots are a new way to interact with a user in a more
human way, through conversation.
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https://digitalskillsglobal.com/blog/rise-of-the-chatbot-how-ai-is-revolutionising-customer-service

How Al Chatbots work

Al Chatbots

Request
analyzed
using NLP

User makes
a request
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Response analyzed
using Machine
Learning and Deep Learning
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https://www.leewayhertz.com/ai-chatbots/

Chatbot at the University of Pretoria

Libby

® Online
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.:E Hi there, hiow are you doing
today? I'm feeling great and ready
to assist.

where can i find engineering

books?
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The conversation

Libby

® COnline

t..l; Student lite can sometimes he 3
kit stressful when you have to
juggle a high-volume workload
and a host of other
responsibilities. UP Student
Counselling will assist you by
providing guidance and
counselling when you need it. We
hawve Student Health Services
facilities on all campuses it you
are not feeling well and our
Disability Unit helps to
accommodate students with
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Chatbot for mental health?

For mental health and student counselling

Student well-being

@

Talk to SCU-B on your
Student Portal

<

zm #UPCares SCU-B Chatbot
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https://www.up.ac.za/news/post_2958947--up-launches-scu-b-student-counselling-chatbot-to-boost-student-well-being

Advantages of using Al chatbots?

= Convenience

= Analytics and insights

= [mproves user experience
= Available 24/7

= Create a conducive environment for conversational
Interactions

= Marketing tool
BENEFITS
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https://www.vectorstock.com/royalty-free-vector/benefits-icon-images-vector-34189949

Disadvantages of using Al chatbots?

= Security
= Data
= Adding multiple languages
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Conclusion

Job insecurity?

Chatbot future in Academic Libraries?
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