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What is your Chatbot 
strategy



The big question
What	is	our	Chatbot	

strategy?

Sure.	Let	me	tell	
you!

Our	
what?!



CHAT BOTS

BEFORE and NOW



The last 15 years

Phase 1: IVR Phase 2: Mobile Voice 
assistants

Phase 3: messaging



The First bots I remember



The First bots I remember



The First bots I remember

When you’re served by a lady from the socialist times 

http://www.webcafe.bg/webcafe/onya-deto-ne-go-triyat/id_218644644



Your telecom self-care app

Your mobile banking app

Your music streaming app

Your online shopping app

Your picture editing app

Your food delivery app

Your taxi order app

Your calendar app

Your news app

Your fun app

Your ….



CHAT BOTS Open issues

No standards?!

-Reach
-Monetization

- being viral & language
- 1 to 1 & 1 to many
- Discoverability

- Selling
- Publishing
- Loyalty through Customer Care
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Why
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Since its establishment
in 2010 Viber has reached
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900 MILLION 
UNIQUE REGISTERED
USERS WORLDWIDE

more than 35M ACTIVE users in CEE

The other b ig  p icture …
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HOW TO PUSH IT FORWARD
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Real-life EXAMPLES
-25% unstructured 
speech
-subsegment & target

-easy payments are 
possible
-go global

-80% finish-rate
-copyright

-ride the wave
- create your use-case

-verify & upsell
-10x CTR vs SMS
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USER UX

Mtel Download
Sticker Pack

Visit PA Home 
check Page and 

out Public Chat

Get Samsung Gear 
% 28watch with 2 

discount only in 
Viber

1 on1Go to the 
screen and Select 
“Extras”

MB 200 the “Select
for 1 euro” option

C and Review T&
“Activate”tap on 

Engage Sell Customer Service and Up-sell

Today is your last 
chance to purchase 
Samsung Gear S2 
watch with 28% 
discount! Enjoy wi-fi
connection and voice 
recognition. 

Welcome! Please 
choose an option from 
the menu.

Current bill and usage

Extras

Service 
Management

Mobile Service Mobile Service

Extras

Mobile Internet extras

20GB Night Surf 
for 2€/month

100MB for 0.5€

100MB for 
0.5€/month 200MB for 1€

400MB for 3€
800MB for 
4€/month

Mobile Service

Extras

Mobile Internet extras

200MB for 1€

Welcome! Please 
choose an option from 
the menu.

1-time pack with 200MB at 
max speed. After their 
consumption the speed is 
reduced to 64Kbps. The 
fee of 1€ will be added to 
the next invoice. 

Activate

Back
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QUICK wins
of their smartphone % 20Mtel got more than 

users subscribed to their PAresidential 

going -pushed onMtel 
to campaigns 1 to1

these followers with 
vs SMSx CTR 10

Mtel built a chat bot 
of their on top 
protocolUSSD 

time -1Mtel made 
MSISDN 

match to recognition 
user to the Viber 

CRM their 

Please select an option 
from the menu below

Your mobile number is 
successfully recognized

You can share your 
current location in order to 

send you the nearest 
stores to you

Mtel Club! No need to 
register now, forget 
about vouchers! Enjoy 
the new Mtel Club. 
Fast and Easy! 
Everywhere with you!

Learn More



Public 
Account

Chat 
bot

The viber approach
Discoverability

Build-up follower 

base

Push 1-to-many 

content

Promote your 

brand

Monetization

Push 1-to-1 messages

Engage every user

Customize it

Make it simple and 

useful



• Fun bots
• Single Purpose bots
• Trials and Pilots
• Start small
• Disrupt the status-

quo
• Leverage your 

existing tools

spare a min to think about
• Non-English data 

bases
• NLP (NLU + NLG)
• AI + Human in the 

loop
• Demo bots
• Short TTM
• Reporting tools




