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PART 1 

WHY CREATE YOUR CHATBOT  

%&!'()*!+,-*./*!0!1,2345'!67,!8)&*'2&9!:(4!:,/4!+&;<)*(!=2'>9!'(4!1,2345'!1-,'&4,*!(-?4!5,4-'4@!

-!5(-'A2'!-&@!*/112,')&;!,4*2/,54*!'2!*/112,'!+&;<)*(!<-&;/-;4!<4-,&4,*!)&!B+:!,4?)4C!'(4),!

<4**2&*D!%&!1,-5')549!'(4!1-,'&4,*!2E!'(4!1,2345'!(-?4!5,4-'4@!'C2!'/'2,!5(-'A2'*!E2,!<4?4<*!F#!-&@!

="9!A2'(!C)'(!'(4!*-.4!*',/5'/,4!*2!'(-'!'(4!*'/@4&'*!5-&!*'-,'!<4-,&)&;!C)'(!7,D!8)&*'2&!-'!F#!

<4?4<9!-&@!52&')&/4!C)'(!7,*D!8)&*'2&!-'!="!<4?4<D!:(4*4!5(-'A2'*!C)<<!*4,?4!-*!4G-.1<4*!E2,!

'4-5(4,*!C(2!C2/<@9!)&!'/,&9!C-&'!'2!5,4-'4!'(4),!2C&!5(-'A2'*!E2,!'(4),!<4**2&*!)&!+&;<)*(!-&@!

2'(4,!<-&;/-;4*D!:(4!1-,'&4,*!)&!'()*!1,2345'!C-&'4@!'(4!@4?4<21.4&'!2E!'(4!5(-'A2'*!'2!A4!-*!

*).1<4!-*!12**)A<49!*2!'(-'!-&H!'4-5(4,!52/<@!A4!)&*1),4@!'2!5,4-'4!'(4),!2C&D!:()*!.4-&'!'(-'!

'(4!@4*);&)&;!1,254**!C2/<@!&44@!'2!A4!@2&4!C)'(2/'!,4I/),)&;!-&H!'45(&)5-<!*J)<<*D!%&!'()*!

;/)@49!C4!C)<<!4G1<-)&!)&!@4'-)<!-<<!'(4!*'41*!-&@!1,2?)@4!-@?)54!-&@!1,-5')5-<!')1*!2&!(2C!

'4-5(4,*!5-&!@4*);&!'(4),!2C&!5(-'A2'D!

K(-'A2'*!5-&!A4!-!.2')?-')&;!*/112,')&;!'22<!-&@!'/'2,!E2,!<4-,&)&;9!@,)<<)&;!-&@!,4?)4C)&;!'(4!

52&'4&'!'-/;('!)&!H2/,!E2,4);&!<-&;/-;4!<4**2&*D!%'!)*!-!'22<!A-*4@!2&!;-.)E)5-')2&!1,)&5)1<4*9!

C()5(!(-*!A44&!1,2?4&!'2!.-J4!<4-,&)&;!.2,4!E/&!-&@!.2')?-')&;!E2,!*'/@4&'*D!:(4!5(-'A2'L*!

52&?4,*-')2&!C)'(!'(4!<4-,&4,!-&@!)'*!14,*2&-<)'H!-,4!-<*2!).12,'-&'9!-*!)'!.-J4*!)'!E44<!<)J4!-!

E,)4&@<H!'/'2,9!(4<1)&;!'(4!*'/@4&'*!1,-5')54!4?4,H!@-H!-&@!J441)&;!'(4.!)&'4,4*'4@!-&@!

.2')?-'4@D!
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N/,'(4,.2,49!2&4!2E!'(4!A4*'!C-H*!'2!<4-,&!-!&4C!<-&;/-;4!)*!AH!)&'4,-5')&;!C)'(!&-')?4!

*14-J4,*!2E!'(4!<-&;/-;4!C4!-,4!<4-,&)&;D!F*!H2/,!*'/@4&'*!.-H!&2'!;4'!'(4!2112,'/&)'H!'2!(-?4!

,4;/<-,!52&?4,*-')2&*!C)'(!&-')?4!*14-J4,*!)&!'(4!5<-**,22.!2,!2/'*)@4!2E!)'9!5(-'A2'*!5-&!

*)./<-'4!-&@!.-)&'-)&!-!54,'-)&!<4?4<!2E!52&?4,*-')2&9!C()5(!C)<<!A4!5<2*4!'2!(-?)&;!-!

52&?4,*-')2&!O!4?4&!)E!-!,-'(4,!*).1<4!2&4!O!C)'(!-!&-')?4!*14-J4,D!%&!'(-'!*4&*49!'(4!4<4.4&'*!

2E!-,')E)5)-<!)&'4<<);4&54!2E!5(-'A2'*!.-J4!'(4.!-!;,4-'!'22<!E2,!<4-,&)&;!-!E2,4);&!<-&;/-;4D!

K(-'A2'*!5-&!-<*2!1,2?)@4!)&*'-&'!(4<1!-&@!A4!'(4,4!E2,!'(4!*'/@4&'!C(4&!-!'4-5(4,!5-&&2'D!

:(4H!5-&!A4!/*4@!-'!-&H!').4!-&@!-&HC(4,49!C()5(!-@@*!'2!'(4!').4!'(4!*'/@4&'*!*14&@!

1,-5')5)&;!+&;<)*(!-&@!A/)<@)&;!/1!'(4),!*J)<<*D!:(4*4!)&*'-&54*!2E!.)5,2P<4-,&)&;!4-*4!'(4!

*'/@4&'L*!<4-,&)&;!)&!;4&4,-<9!-*!'(4!*'/@4&'!2&<H!&44@*!'2!E25/*!2&!'(4!'-*J!E2,!-!*(2,'!').49!

-&@!H4'!'()*!-@@*!/1!)&!'4,.*!2E!1,-5')54!-&@!A/)<@*!/1!'(4),!<-&;/-;4!*J)<<*D!Q/4!'2!'(4!E<4G)A)<)'H!

2E!/*4!2E!'(4!5(-'A2'9!'(4!*'/@4&'*!5-&!/*4!)'!)&!A4'C44&!<4**2&*9!C()<4!2&!'(4!A/*9!C-'5()&;!

:B9!4'5D!:(4!*'/@4&'*!2E'4&!4&@!/1!1,-5')5)&;!.2,4!'(-&!'(4H!,4-<)*4D!

:(4,4E2,49!)'!)*!5<4-,!'(-'!5(-'A2'*!5-&!A4!?4,H!/*4E/<!E2,!<-&;/-;4!<4-,&)&;D!=/'!C(H!5,4-'4!H2/,!

2C&!5(-'A2'!)&*'4-@!2E!/*)&;!'(4!2&4*!-<,4-@H!-?-)<-A<4R!K,4-')&;!H2/,!2C&!5(-'A2'!4&*/,4*!

'(-'!H2/!C)<<!(-?4!5/*'2.)*4@!52&'4&'!-&@!4G4,5)*4*!'(-'!-,4!*/)'-A<4!E2,!H2/,!2C&!*'/@4&'*!-&@!

5<-**4*D!S2/!J&2C!A4*'!C(-'!H2/,!*'/@4&'*!&44@9!C(-'!J)&@!2E!52&'4&'!'(4H!*(2/<@!<4-,&!-&@!

C(-'!J)&@!2E!14,*2&-<)'H!'(4!5(-'A2'!*(2/<@!(-?4!'2!(4<1!'(4.!<4-,&D!%'!)*!-<*2!-&!4G5)')&;!

5(-<<4&;4!E2,!-!<-&;/-;4!'4-5(4,!'2!)&'4;,-'4!-,')E)5)-<!)&'4<<);4&54!)&'2!'(4),!+&;<)*(!<4**2&*9!-*!

)'!5-&!A,)&;!*2.4'()&;!&4C!-&@!*')./<-')&;!'2!'4-5()&;!-*!C4<<!-*!<4-,&)&;D!!

F*!*'-'4@!)&!2/,!14@-;2;)5-<!;/)@49!5(-'A2'*!-<<2C!-@-1')&;!'(4!52&'4&'!2E!'(4!<4**2&*!'2!'(4!

*144@!-'!C()5(!4-5(!)&@)?)@/-<!<4-,&*9!-&@!'(4,4E2,4!4-5(!*'/@4&'!5-&!E2<<2C!-'!'(4),!2C&!1-54!
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-552,@)&;!'2!'(4),!12'4&')-<!C)'(2/'!52.14')&;!C)'(!2'(4,!*'/@4&'*D!Q414&@)&;!2&!'(4!5(-'A2'9!)'!

)*!-<*2!12**)A<4!'2!*'-')*')5-<<H!1,4@)5'!C(4,4!4-5(!*'/@4&'!C)<<!(-?4!1,2A<4.*!-&@!(4<1!'(4.!C)'(!

-&!)&@)?)@/-<)*4@!*'/@H!1<-&!2,!/*4!'4*'*!'2!5(45J!)&!C()5(!-,4-*!4-5(!*'/@4&'!&44@*!E/,'(4,!

*/112,'D!%&!'()*!.-&&4,9!5(-'A2'*!5-&!2EE4,!-!14,*2&-<)*4@!<4-,&)&;!4G14,)4&54D!K(-'A2'*!-<*2!

)&5,4-*4!'(4!@)?4,*)'H!2E!<4-,&)&;!.4'(2@*!P!F%!-&@!'45(&2<2;)5-<!@4?)54*!-,4!A4)&;!52&*'-&'<H!

).1,2?4@!-&@!/1;,-@4@!-&@!.-&H!'4-5(4,*!52/<@!A4&4E)'!E,2.!'(4.!)&!'(4),!5<-**4*D!

K(-'A2'*!-,4!/*4E/<!E2,!A2'(!'4-5(4,*!-&@!*'/@4&'*9!-*!'(4H!;)?4!'(4!'4-5(4,!.2,4!').4!E2,!2'(4,!

'()&;*!-&@!*'/@4&'*!-&!2112,'/&)'H!E2,!.2,4!)&@414&@4&'!-&@!E<4G)A<4!<4-,&)&;D!U'/@4&'*!5-&!

).1,2?4!'(4),!<4?4<*!52&*'-&'<H!-&@!'-J4!.2,4!,4*12&*)A)<)'H!E2,!'(4),!<4-,&)&;!1,254**!-'!(2.4D!

K(-'A2'*!5-&!-<*2!A4!-!;,4-'!'22<!E2,!4&52/,-;)&;!*'/@4&'*!C(2!*',/;;<4!C)'(!<4-,&)&;9!-*!)'!

.2')?-'4*!'(4.!-&@!5-&!1,2?)@4!'(4.!14,*2&-<)*4@!4G4,5)*4*!-&@!E44@A-5J!A-*4@!2&!C(-'!'(4H!

&44@!'2!1,-5')54!.2,4D!K(-'A2'*!1,2?)@4!'(4.!)&*'-&'!E44@A-5J!AH!;)?)&;!'(4!52,,45'!-&*C4,V!

'(4H!5-&!-<*2!4G1<-)&!'(4!-&*C4,*!-&@!*2.4!5(-'A2'*!-<*2!2EE4,!;,-@)&;!-&@!'4*'*D!:()*!*-?4*!

'4-5(4,*!').4!-&@!'(4!<4-,&4,*!@2!&2'!E44<!4.A-,,-**4@!-A2/'!'(4),!.)*'-J4*!-*!'(4H!5-&!

1,-5')54!2&!'(4),!2C&D!

F<<!)&!-<<9!-!5(-'A2'!5-&!A4!-!;,4-'9!.2')?-')&;!-&@!)&'4,4*')&;!'22<!'2!/*4!)&!<-&;/-;4!5<-**4*!

-&@!)'!5-&!A4!-!/*4E/<!-@@)')2&!-&@!14,*2&-<)*4@!'/'2,!E2,!H2/,!*'/@4&'*D!S2/!5-&!,4-@!.2,4!

-A2/'!'(4!14@-;2;)5-<!/*4*!-&@!')1*!E2,!(2C!'2!/*4!'(4!5(-'A2'!)&!'(4!5<-**,22.!-&@!'(4!

A-5J;,2/&@!2E!5(-'A2'*!)&!7,!8)&*'2&L*!W4@-;2;)5-<!X/)@4D! !
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PART 2 

HOW TO IMAGINE YOUR 

CHATBOT 

!" #$%&'()*$+,-&./+&*01/.&2)+$.0(3$&

!" #$!%&'!(&%$)&'$!%*+%&*)&,-).,/&.+01&

%'!)*!).12,'-&'!'2!'()&J!-A2/'!(2C!'(4!5(-'A2'!5-&!A4!/*4E/<!)&!H2/,!5<-**,22.D!FA2?4!C4!(-?4!

.4&')2&4@!*4?4,-<!,4-*2&*!C(H!5(-'A2'*!5-&!A4!/*4E/<!E2,!<-&;/-;4!<4-,&)&;!)&!;4&4,-<9!A/'!'(4!

'4-5(4,!(-*!'2!@45)@4!C(H!-&@!)&!C(-'!C-H!-!5(-'A2'!C)<<!A4&4E)'!'(4),!2C&!*'/@4&'*D!S2/!(-?4!

'2!52&*)@4,!'(4!-;4!;,2/1!-&@!<-&;/-;4!<4?4<!2E!H2/,!*'/@4&'*!A4E2,4!H2/!*'-,'!5,4-')&;!)'9!-*!

C4<<!-*!'(4!1/,12*4!E2,!C()5(!H2/!-,4!5,4-')&;!)'D!Z2C!C2/<@!'(4!5(-'A2'!.2*'!A4&4E)'!H2/,!

*'/@4&'*!-&@!H2/,!'4-5()&;R!8(-'!J)&@!2E!52&'4&'!C)<<!A4!.2*'!/*4E/<!E2,!'(4.R!8(-'!J)&@!2E!

14,*2&-<)'H!*(2/<@!'(4!5(-'A2'!(-?4!'2!.2')?-'4!-&@!4&52/,-;4!'(4.R!

:(4,4!C)<<!A4!.2,4!)&E2,.-')2&!E2,!-&*C4,)&;!-<<!'(4*4!I/4*')2&*!<-'4,!)&!'()*!;/)@49!A/'!)'!)*!

).12,'-&'!'2!*'-,'!AH!52&*)@4,)&;!'(4!;2-<*9!/*4*!-&@!A4&4E)'*!2E!/*)&;!-&@!5,4-')&;!-!5(-'A2'!E2,!

H2/,!*'/@4&'*D!
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*" #$!%&23//&%$)&0+/)&+.&%$)&'$!%*+%&*)&3(&45&'/!--1&

8(4&!'4*')&;!'(4!7,D!-&@!7,*D!8)&*'2&!5(-'A2'*9!*'/@4&'*!E2/&@!/*)&;!'(4.!.2')?-')&;!-&@!

4G5)')&;D!=/'!'(4!'4-5(4,!&44@*!'2!'()&J!-A2/'!'(4!.-)&!1/,12*4!-&@!,2<4!2E!'(4!5(-'A2'!)&!'(4),!

5<-**,22.D!%*!'(4!5(-'A2'!2&<H!-&!-@@)')2&-<!'22<!'2!A4!/*4@!E2,!,4?)*)&;!-&@!@,)<<)&;!52&'4&'!

'-/;('!)&!5<-**R!%*!)'!-!C-H!'2!.2')?-'4!*'/@4&'*!'2!*'/@H!-/'2&2.2/*<HR!8)<<!)'!*4,?4!-*!-!

'4-5(4,L*!-)@4!-&@!'/'2,!E2,!'(4!*'/@4&'*!'(-'!'(4H!5-&!'/,&!'2!E2,!(4<1!-&H').4R!

%'!)*!).12,'-&'!'2!J&2C!C(4,4!'(4!5(-'A2'!E)'*!)&!H2/,!5<-**,22.!-&@!'4-5()&;D!%E!H2/!C)*(!'2!2&<H!

/*4!)'!E2,!@,)<<)&;!52&'4&'!'-/;('!)&!5<-**!2,!'2!.2')?-'4!*'/@4&'*!'2!1,-5')54!.2,4!-'!(2.49!'(4!

5(-'A2'!5-&!A4!-!*).1<4!@,)<<)&;!'22<!C)'(!4G4,5)*4*!-&@!*2.4!,4?)*)2&!2E!C(-'!(-*!A44&!<4-,&4@D!

Z2C4?4,9!)E!H2/!C-&'!)'!'2!*4,?4!-*!-!1,214,!'/'2,9!)'!)*!).12,'-&'!'2!E25/*!2&!-@@)&;!52&'4&'!'(-'!

(4<1*!'(4!*'/@4&'*!/&@4,*'-&@!'(4!;,-..-,!,/<4*!2,!/*4!2E!?25-A/<-,H!.2,4!'(2,2/;(<H9!)&!

-@@)')2&!'2!4G4,5)*4*!-&@!,4?)*)2&D!

:(4!52&'4&'!H2/!5,4-'4!)*!();(<H!).12,'-&'9!-&@!*2!)*!'(4!5(-'A2'L*!14,*2&-<)'H!C(4&!H2/!'()&J!

-A2/'!'(4*4!I/4*')2&*D!%'!.-H!A4!4-*)4,!'2!5,4-'4!-!*).1<4!5(-'A2'!C)'(!52&'4&'!A/'!&2'!./5(!

14,*2&-<)'H9!A/'!)E!'(4!5(-'A2'!)*!'22!E2,.-<!2,!52<@9!'(4!*'/@4&'*!.-H!A4!<4**!.2')?-'4@D!=H!

.-J)&;!'(4!5(-'A2'!E,)4&@<H9!E/&!-&@!14,*2&-A<49!'(4H!C)<<!A4!.2,4!)&5<)&4@!'2!'/,&!'2!'(4!5(-'A2'!

-*!-!'/'2,!'(-'!C)<<!(4<1!'(4.!A4''4,!/&@4,*'-&@!'(4!.-'4,)-<!-&@!1,-5')54!4?4,H!@-HD!+*145)-<<H!

C(4&!5,4-')&;!-!5(-'A2'!'(-'!C)<<!*4,?4!-*!-!'4-5(4,L*!-)@4!-&@!'/'2,9!;)?)&;!*2.4!').4!'2!

5,4-')&;!'(4!5(-'A2'L*!14,*2&-<)'H!)*!5,/5)-<D!
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'" #3//&45&'$!%*+%&'+(%!'%&%$)&/)!0()0-&+(&3%-&+2(1&

:(4!'4-5(4,!-<*2!(-*!'2!@45)@4!(2C!1,2-5')?4!'(4!5(-'A2'!*(2/<@!A4D!:()*!@414&@*9!-;-)&9!2&!

'(4!*'/@4&'*D!%E!'(4!*'/@4&'*!'4&@!'2!A4!-5')?4!-&@!4-;4,!'2!<4-,&9!)'!.-H!&2'!A4!&454**-,H!E2,!

'(4!5(-'A2'!'2!1,2.1'!'(4.!C)'(!&4C!52&'4&'!2,!4G4,5)*4*D!Z2C4?4,9!)'!.-H!A4!/*4E/<!'2!1,2.1'!

'(4.!C)'(!@-)<H!'-*J*!O!4?4&!)E!'(4!'-*J*!2&<H!'-J4!-!E4C!.)&/'4*9!)'!.2')?-'4*!'(4!*'/@4&'*!'2!

J441!/*)&;!'(4!5(-'A2'!,4;/<-,<HD!S2/!5-&!-<*2!.-J4!'(4!@-)<H!'-*J*!-!1-,'!2E!(2.4C2,JD!

+&52/,-;4.4&'!)*!-<C-H*!).12,'-&'D!FE'4,!4-5(!@-)<H!'-*J9!7,D!-&@!7,*D!8)&*'2&!5(-'A2'*!

-<C-H*!-*J!6C2/<@!H2/!<)J4!'2!J441!1,-5')5)&;R>D!:()*!)*!-!;22@!C-H!'2!)&',2@/54!-!A,4-J!)&*'4-@!

2E!52&')&/)&;!'2!1,-5')54!4&@<4**<HD!:()*!-<<2C*!'(4!*'/@4&'!'2!E44<!<)J4!'(4H!(-?4!-<,4-@H!

-552.1<)*(4@!*2.4'()&;!-&@!(-?4!'(4!14,.)**)2&!'2!*'219!A/'!)'!-<*2!4&52/,-;4*!'(4.!'2!

52&')&/4!)E!'(4H!-,4!(-?)&;!-!;22@!').4D!

6" #$!%&-,77+0%3(8&0)-+,0')-&6+&9&())6&.+0&45&'$!%*+%1&

]/*'!(-?)&;!52&'4&'!E2,!'(4!5(-'A2'9!*/5(!-*!;,-..-,!-&@!?25-A/<-,H!4G4,5)*4*9!)*!&2'!4&2/;(!

'2!.-J4!'(4!5(-'A2'!)&'4,4*')&;!-&@!4&;-;)&;D!S2/!-<*2!&44@!'2!(-?4!*2.4!*/112,'!.-'4,)-<9!

.-)&<H!'2!;)?4!'(4!5(-'A2'!*2.4!14,*2&-<)'H!-&@!'2!.-J4!'(4!<4-,&)&;!.2,4!E/&D!S2/!*(2/<@!

52&*)@4,!'(4!5(-'A2'L*!)&'4,-5')2&!C)'(!'(4!*'/@4&'*!-&@!(2C!'2!.-J4!'(4!5(-'A2'!E,)4&@<H9!

E2,;)?)&;9!/&@4,*'-&@)&;!-&@!4&52/,-;)&;D!S2/!5-&!/*4!4.23)*9!).-;4*9!X%N*9!)&E2;,-1()5*9!

?)@42*!4'5D!E2,!'()*!1/,12*4D!

! !
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! ^!

"# $%&'()!

%.-;4*!-,4!-!;22@!C-H!'2!-@@!*2.4!52<2/,!-&@!(/.2/,!)&!'(4!52..4&'*9!-&@!'(4H!5-&!-<*2!A4!

/*4@!)&!52&&45')2&!C)'(!'(4!'21)5*!@)*5/**4@!'2!.-J4!'(4!*/A345'!.-''4,!.2,4!E/&D!%.-;4*!5-&!

A4!/*4@!)&!'(4!'-*J*!'(4.*4<?4*V!'(4H!5-&!A4!?4,H!/*4E/<!E2,!<4-,&)&;!?25-A/<-,H9!E2,!4G-.1<4_!

!

! !
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! "`!

""# *$+)!

X%NP).-;4*!-,4!.2?)&;!).-;4*!'(-'!1,4*4&'!'(4.*4<?4*!)&!-!<221D!:(4H!5-&!A4!?4,H!E/&&H!-&@!

-!;22@!C-H!'2!A,)&;!*2.4!(/.2/,!)&'2!'(4!5(-'A2'9!.-J)&;!)'!.2,4!)&'4,4*')&;!-&@!E/&!E2,!'(4!

/*4,!2?4,-<<D!X%N*!5-&!A4!/*4@9!E2,!4G-.1<49!E2,!4&52/,-;)&;!'(4!*'/@4&'!'2!52&')&/4!2,!'2!

-**/,4!'(4.!'(4H!(-?4!@2&4!-!;,4-'!32A_!

!

X%N*!5-&!-<*2!A4!-!(/.2,2/*!C-H!'2!'4<<!'(4!*'/@4&'!'(-'!'(4H!(-?4!.-@4!-!.)*'-J49!-&@!'2!

<);('4&!'(4!.22@_!

!

! !



!

! ""!

"""# $,-.'/&01"2)!

%&E2;,-1()5*!-,4!).-;4*!C)'(!'4G'!'(-'!52&'-)&!-!*(2,'9!1/&5(H!-&@!52&5)*4!4G1<-&-')2&!2E!-!

<-&;/-;4!)'4.!O!E2,!4G-.1<49!-!;,-..-,!'21)5D!%&E2;,-1()5*!5-&!A4!?4,H!/*4E/<!E2,!-A*2,A)&;!

,4<4?-&'!)&E2,.-')2&D!:(4H!*(2/<@!A4!*).1<49!C)'(2/'!'22!.-&H!52<2/,*!-&@!-!5<4-,!*',/5'/,4D!

Z4,4!H2/!5-&!E)&@!-&!4G-.1<4!2E!-&!)&E2;,-1()5!5,4-'4@!@/,)&;!2/,!1,2345'!'(-'!*/..-,)*4*!'(4!

@)EE4,4&'!/*4*!2E!'(4!1,4*4&'!*).1<4D!

!



!

! "#!

"3# 4"5(.)!

B)@42*!-,4!-<*2!-!;,4-'!C-H!'2!(4<1!*'/@4&'*!<4-,&!52&'4&'D!:(4H!5-&!A4!/*4@!E2,!.-&H!@)EE4,4&'!

4G4,5)*4!'H14*!-&@!'(4H!2EE4,!'(4!*'/@4&'*!-/@)2!52&'4&'!)&!-@@)')2&!'2!?)*/-<D!:(4!'4-5(4,!5-&!

4)'(4,!-@@!'(4),!2C&!?)@42*!2,!*4&@!-!<)&J!E2,!'(4!*'/@4&'*!'2!5(45J!4G'4,&-<!52&'4&'D!

!

72,4!)&E2,.-')2&!-A2/'!5,4-')&;!H2/,!,4*2/,54!<)A,-,H!E2<<2C*!)&!K(-1'4,!T!2E!'()*!;/)@4D!

! !



!

! "$!

4" #$&53&5$$0$.53.&-(*&'()*&6,5$$&
:4-5()&;!)&!<-,;4,!;,2/1*!2E!*'/@4&'*!5-&!A4!I/)'4!-!5(-<<4&;)&;!32A!E2,!-&H!'4-5(4,9!4*145)-<<H!

52&*)@4,)&;!'(4!E-5'!'(-'!-<.2*'!&2!;,2/1!2E!*'/@4&'*!)*!52.1<4'4<H!(2.2;4&2/*!)&!J&2C<4@;4D!

:(4,4E2,49!(-?)&;!-!*145)-<!?),'/-<!-**)*'-&'!@/,)&;!'(4!5<-**4*!5-&!.-J4!'(4!C2,J!2E!-!'4-5(4,!

-!A)'!4-*)4,D!!

=/'!)'!)*!).12,'-&'!'2!J&2C!C(4&!-&@!(2C!'2!/*4!)'!'2!A4!A4&4E)5)-<!E2,!'(4!*'/@4&'*!-*!C4<<!-*!E2,!

'(4!'4-5(4,*D!U29!'(4!I/4*')2&!'4-5(4,*!*(2/<@!-*J!'(4.*4<?4*!)*>!%E!%!(-@!-&!-**)*'-&'9!C(-'!

*(2/<@!(4!2,!*(4!@2R>!2,>!8(4,4!@2!%!&44@!'(4!.2*'!(4<1!C(4&!'4-5()&;!.H!*'/@4&'*R>D!!

8()<4!-&*C4,)&;!'(4*4!I/4*')2&*9!H2/!5-&!@45)@4!'2!/*4!'(4!5(-'A2'!E2,!?-,)2/*!1/,12*4*_!

"D F*!-!,4*2/,54!C)'(!4G',-!4G4,5)*4*!E2,!H2/,!*'/@4&'*_!C(4&!H2/!C)*(!'2!2EE4,!H2/,!

*'/@4&'*!*2.4'()&;!.2,4!'(-&!3/*'!1-14,!4G4,5)*4*!2,!H2/!E44<!H2/,!*'/@4&'*!C)<<!&44@!

4G',-!4G4,5)*4*!2&!*2.4!'21)5*!C()5(!H2/!E44<!-,4!.2,4!@4.-&@)&;V!

#D F*!-!'22<!E2,!-!*(2,'!,4?)*)2&!2E!'(4!'(42,4')5-<!1-,'_!H2/!(-?4!-<,4-@H!52?4,4@!'(4!

'(42,4')5-<!1-,'!)&!*2.4!2E!H2/,!1,4?)2/*!<4**2&*9!A/'!H2/!E44<!H2/,!*'/@4&'*!&44@!'2!

,4?)*4!)'!-!<)''<4!A)'!A4E2,4!@2)&;!1,-5')5-<!4G4,5)*4!2,!H2/!C-&'!'(4.!'2!,4?)*4!'(42,H!-'!

(2.4D!S2/!5-&!E)<<!)&!'(4!5(-'A2'!C)'(!*(2,'!'(42,4')5-<!,4?)*)2&*!2,!-&!2112,'/&)'H!'2!

,4?)4C!'(42,4')5-<!.-'4,)-<!A4E2,4!'(4!1,-5')5-<!1-,'V!

$D F*!-!'22<!'(-'!4&-A<4*!4G',-!').4!E2,!H2/!'2!-@@,4**!*'/@4&'*!'(-'!&44@!-@@)')2&-<!(4<1_!-*!

-!'4-5(4,!H2/!-,4!-C-,4!'(-'!*2.4!*'/@4&'*!&44@!.2,4!4G',-!(4<1!-&@!').4!'(-&!2'(4,*V!

C()<4!'(4!*'/@4&'*!-,4!@2)&;!4G4,5)*4*!-&@!,454)?)&;!)..4@)-'4!E44@A-5J!E,2.!'(4!

5(-'A2'9!'()*!C)<<!;)?4!H2/!.2,4!').4!'2!*44!C(2!&44@*!H2/,!4G',-!(4<1D!S2/!C)<<!A4!-A<4!'2!



!

! "M!

;)?4!.2,4!)&@)?)@/-<!*/112,'!-&@!52/&*4<<)&;!C()<4!'(4!2'(4,*!-,4!@2)&;!'(4!4G4,5)*4*!

)&@)?)@/-<<HV!!!

MD :2!5,4-'4!-!.2,4!,4<-G4@!-&@!-114-<)&;!-'.2*1(4,4!C()<4!<4-,&)&;!-!.2,4!@4.-&@)&;!2,!

-!A)'!@/<<4,!52&'4&'_!C4!-<<!J&2C!'(-'!*2.4!<4-,&)&;!52&'4&'*!-,4!-!A)'!.2,4!A2,)&;!'2!

*2.4!*'/@4&'*!'(-&!2'(4,*V!!

TD N2,!5,4-')&;!*4<EP4?-</-')2&!'4*'*!2,!I/)aa4*_!'()*!C)<<!.-J4!@2)&;!'4*'*!E/&!C)'(2/'!1/'')&;!

'22!./5(!1,4**/,4!2&!*'/@4&'*!A45-/*4!'(4H!C)<<!;4'!)..4@)-'4!E44@A-5J!E,2.!'(4!

5(-'A2'!C)'(2/'!E44<)&;!4G12*4@!'2!'(4!'4-5(4,*!2,!2'(4,!*'/@4&'*L!3/@;.4&'D!!!

U29!<4'!/*!'-J4!-!<22J!-'!*2.4!1,-5')5-<!4G-.1<4*!52,,4*12&@)&;!'2!'(4!-A2?4!'(42,4')5-<!')1*D!!!

"D N2,!5,4-')&;!4G',-!4G4,5)*4*!E2,!*'/@4&'*_!'-J4!*2.4!').4!'2!'()&J!-A2/'!'(4!52&'4&'!H2/!

-,4!'4-5()&;!'2!H2/,!*'/@4&'*!-&@!@4'4,.)&4!'(4!'21)5*!C()5(!H2/!J&2C!E,2.!4G14,)4&54!

'(-'!*'/@4&'*!C)<<!&44@!.2,4!1,-5')54!C)'(D!:(4*4!'H14*!2E!4G4,5)*4*!-,4!./5(!.2,4!

@4.-&@)&;D!Q2!'(4!,4*4-,5(!-A2/'!C(-'!J)&@!2E!1(H*)5-<!-&@!2&<)&4!.-'4,)-<*!-,4!-<,4-@H!

-?-)<-A<4!2,!H2/!-,4!-<,4-@H!/*)&;9!-&@!',H!'2!'()&J!C(-'!4<*4!H2/!52/<@!-@@!2,!C(-'!

-11,2-5(!H2/!5-&!5(22*4D!:()&J!-A2/'!C(-'!'H14*!2E!4G4,5)*4!C2/<@!A4!.2,4!

-11,21,)-'4!E2,!)&@)?)@/-<!'21)5*D!N2,!4G-.1<49!)E!H2/!-,4!52?4,)&;!?25-A/<-,H9!@45)@4!

C(-'!)*!.2,4!).12,'-&'!'2!H2/!2,!C(-'!*'/@4&'*!-,4!*',/;;<)&;!C)'(!.2,49!(2C!'2!

.4.2,)a4!54,'-)&!C2,@*!2,!(2C!'2!*14<<!'(4.!52,,45'<HD!%E!H2/,!1,)2,)'H!)*!E2,!*'/@4&'*!'2!

1,-5')54!.4.2,)a)&;9!H2/!5-&!;)?4!'(4.!./<')1<4!5(2)54!I/4*')2&*!C(4,4!'(4H!3/*'!(-?4!

'2!5<)5J!2&!'(4!52,,45'!C2,@D!N2,!4G-.1<49!)E!'(4H!-,4!<4-,&)&;!-A2/'!E22@9!H2/!5-&!2EE4,!

'(4.!*(2,'!@4*5,)1')2&*!2,!).-;4*!2E!E,/)'!-&@!'(4&!2EE4,!'(4.!'(,44!12**)A<4!-&*C4,*9!

-&@!'(4H!(-?4!'2!5(22*4!'(4!'H14!2E!E,/)'!@4*5,)A4@D!%E!H2/,!4G14,)4&54!*(2C*!'(-'!'(4,4!

-,4!54,'-)&!C2,@*!'(-'!5-/*4!*'/@4&'*!',2/A<4*!C)'(!*14<<)&;9!5,4-'4!4G4,5)*4*!C(4,4!



!

! "T!

*'/@4&'!C)<<!(-?4!'2!C,)'4!@2C&!'(4!52,,45'!C2,@!'(4.*4<?4*D!:()*!4*145)-<<H!C2,J*!C4<<!)&!

5-*4*!C(4,4!'(4,4!-,4!-!<2'!2E!C2,@*!C)'(!*).)<-,!*14<<)&;9!C()5(!4&52/,-;4*!*'/@4&'*!'2!

A4!.2,4!52&54&',-'4@!2&!'(4!52,,45'!*14<<)&;!-&@!E2,!4G-.1<4!.4.2,)a4!'(4!@)EE4,4&54!)&!

*14<<)&;!-&@!.4-&)&;!2E!C2,@*!*/5(!-*!6'(-&>!-&@!6'(4&>D!:(4*4!4G4,5)*4*!&44@!'2!A4!

A,2J4&!@2C&!-&@!'(4),!E25/*!2&!*14<<)&;!*(2/<@!A4!5<4-,<H!4G1<-)&4@!E2,!*'/@4&'*!C)'(!

<4-,&)&;!@)*2,@4,*!-*!'(4*4!.)*'-J4*!-,4!'(4!2&4*!C)'(!C()5(!'(4H!C2/<@!'H1)5-<<H!

4G14,)4&54!@)EE)5/<')4*D!:(4!5(-'A2'!C2/<@!1,2?)@4!'(4!1,214,!-&*C4,!-&@!-!*/112,')?4!

.4**-;4!*2!'(4!*'/@4&'!@24*&L'!E44<!-*(-.4@!E2,!&2'!;)?)&;!'(4!,);('!-&*C4,D!

#D N2,!-!*(2,'!,4?)*)2&!2E!'(42,4')5-<!52&'4&'_!*)&54!H2/!(-?4!52?4,4@!'(4!'(42,4')5-<!1-,'!)&!

@4'-)<!@/,)&;!'(4!5<-**9!H2/!5-&!/*4!'(4!5(-'A2'!E2,!5,4-')&;!-!*(2,'!-&@!5<4-,!*/..-,H!2E!

-!54,'-)&!52&'4&'D!S2/!5-&!/*4!'()*!*(2,'!'(42,4')5-<!1-,'!-*!-&!)&',2@/5')2&!E2,!4-5(!

*45')2&!A/'!4.1(-*)a4!2&<H!'(4!.-)&!1-,'*!-&@!2EE4,!'(4.!<)&J*!'2!-@@)')2&-<!4G4,5)*4*!'2!

,4?)*4!'(4!'(42,H!)&!@4'-)<D!N2,!4G-.1<49!)E!H2/!C)*(!'2!,4?)*4!'(4!W,4*4&'!U).1<49!H2/!5-&!

3/*'!/*4!*(2,'!,4.-,J*9!*/5(!-*!6@2!&2'!E2,;4'!'2!-@@!'(4!4&@)&;!O*!2,!O4*!'2!'(4!?4,A*!)&!

*4&'4&54*!C)'(!'(),@!14,*2&!*)&;/<-,D>!b,!H2/!5-&!/*4!-!@)EE4,4&'!-11,2-5(!-&@!-*J!'(4.!

-!I/4*')2&!'2!4&52/,-;4!'2!'()&J!-A2/'!'(4!'(42,H9!*/5(!-*!6@2!H2/!,4.4.A4,!C(-'!

(-114&*!C)'(!-!?4,A!)&!-&!-EE),.-')?4!*4&'4&54!C)'(!'(),@!14,*2&!*)&;/<-,R!%E!H2/!&44@!-!

,4.)&@4,9!5(45J!2/'!'(4!E2<<2C)&;!<)&J!2,!)&E2;,-1()5>9!-&@!H2/!-@@!-!<)&J!'2!'(4!'(42,4')5-<!

4G1<-&-')2&D!:()*!5-&!(4<1!H2/!,4@/54!'(4!&/.A4,!2E!,414')')2&*!2E!'(42,4')5-<!52&'4&'!)&!

'(4!5<-**,22.!-&@!-<<2C!H2/!'2!.2?4!2&!C)'(!H2/,!<4**2&D!

$D F!'22<!'2!1,2?)@4!4G',-!').4!E2,!-@@,4**)&;!*'/@4&'*!'(-'!&44@!-@@)')2&-<!(4<1_!&2!5<-**!

5-&!A4!52.1<4'4<H!(2.2;4&2/*V!'(4,4!C)<<!-<C-H*!A4!*'/@4&'*!'(-'!&44@!4G',-!(4<1!C()<4!

-5541')&;!&4C!<4-,&)&;!52&'4&'D!U2.4').4*!)'!5-&!A4!?4,H!*',4**E/<!E2,!'4-5(4,*!C(4&!

'(4H!*44!*'/@4&'*!C(2!&44@!.2,4!(4<1!A/'!'(4,4!)*!*).1<H!&2'!4&2/;(!').4!'2!2EE4,!'(4.!



!

! "Y!

4G',-!(4<1!C)'(2/'!E-<<)&;!A4()&@!C)'(!'(4!*4'!*5(4@/<4D!:()*!)*!C(4,4!/*)&;!-!5(-'A2'!-*!

-&!-**)*'-&'!@/,)&;!H2/,!5<-**!5-&!52.4!?4,H!(-&@H!'(-&J*!'2!)..4@)-'4!E44@A-5J!E,2.!

'(4!5(-'A2'D!8(4&!H2/!*44!'(-'!*2.4!1421<4!-,4!*',/;;<)&;!C)'(!54,'-)&!'21)5*!-&@!&44@!

4G',-!(4<19!;)?4!-<<!*'/@4&'*!-&!4G4,5)*4!'2!@2!)&!'(4!5(-'A2'!-&@!C()<4!'(2*4!C(2!(-?4!

;,-*14@!'(4!'21)5!-,4!@2)&;!'(4!4G4,5)*4!-&@!;4'')&;!'(4!E44@A-5J!*',-);('!E,2.!'(4!

5(-'A2'9!H2/!C)<<!(-?4!.2,4!').4!'2!2EE4,!)&@)?)@/-<!(4<1!'2!*'/@4&'*!C)'(!@)EE)5/<')4*D!:2!

5,4-'4!-!.2,4!,4<-G4@!-&@!-114-<)&;!-'.2*1(4,4_!H2/,!*'/@4&'*L!E-54*!/*/-<<H!5<4-,<H!

*(2C!C(4&!'(4H!E)&@!-!54,'-)&!'21)5!4G',4.4<H!A2,)&;D!c*/-<<H!'()*!.4-&*!'(-'!'(4),!

.2')?-')2&!E2,!<4-,&)&;!'()*!54,'-)&!'21)5!)*!?4,H!<2C!-&@!H2/!&44@!'2!@2!*2.4'()&;!4G',-!

'2!.2')?-'4!'(4.D!:(4,4E2,49!'()*!').4!'(4!5(-'A2'!C)<<!A4!/*4@!-*!-!.2')?-')&;!-**)*'-&'!

@/,)&;!H2/,!5<-**D!:,H!'2!.-J4!'(4*4!1)454*!2E!4G4,5)*4!.2,4!-./*)&;!'(-&!/*/-<D!:()&J!

-A2/'!'(4!'21)5*!'(4!*'/@4&'*!52/<@!A4!)&'4,4*'4@!)&!-&@!',H!)&'4;,-')&;!'(4*4!'21)5*!)&'2!

'(4!4G4,5)*4D!S2/!5-&!'()&J!-A2/'!.2?)4*9!A22J*9!./*)59!4'5D!F'!'(4!*-.4!').49!',H!'2!/*4!

E/&&H!.4.4*!-&@!X%N*!'(-'!C)<<!(4<1!*'/@4&'*!*2.4(2C!E2,;4'!'(4H!-,4!<4-,&)&;!A2,)&;!

'21)5*D!!

8(4&!5,4-')&;!I/)aa4*!-&@!'4*'*9!.-J4!*/,4!'(-'!'(4!)&*',/5')2&*!-,4!?4,H!5<4-,!-&@!'(-'!'(4!

).-;4*!-&@!'(-'!'(4!2'(4,!'22<*!H2/!/*4!-,4!4-*H!'2!/*4!-&@!-114-<)&;D!7-J4!*/,4!'(-'!H2/!

1,2?)@4!*(2,'!E44@A-5J!-&@!4G1<-&-')2&*!'2!*'/@4&'*!)&!5-*4!'(4H!-&*C4,!-!'-*J!C,2&;D!%'!)*!-<*2!

,452..4&@4@!'(-'!H2/!*4'!/1!'(4*4!I/)aa4*!-&@!'4*'*!C)'(2/'!-&H!;,-@)&;!*H*'4.!O!)E!H2/!
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)'!-&@!(2C!'2!1,2?)@4!H2/,!'4*'4,*!C)'(!1,45)*4!*54&-,)2*!'2!52?4,!-<<!'(4!5(-'A2'g*!E/&5')2&*D!

:4*')&;!)*!-&!4**4&')-<!1-,'!2E!5,4-')&;!-!5(-'A2'!A45-/*4!)'!-<<2C*!H2/!'2!;4'!-!*4&*4!2E!'(4!

I/-<)'H!2E!H2/,!C2,J9!*2!)'!)*!).12,'-&'!'(-'!)'!)*!@2&4!C4<<D 

N)&-<<H9!)'!.-H!A4!&454**-,H!E2,!H2/!'2!1,2.2'4!H2/,!'22<!-E'4,!)'*!5,4-')2&!*2!'(-'!H2/,!

52<<4-;/4*9!E,)4&@*!2,!*/14,)2,*!5-&!/&@4,*'-&@!)'!-&@!-@(4,4!'2!)'*!/*4D!F!,2-@.-1!)*!-!*/112,'!

'(-'!C)<<!-<<2C!H2/,!1,2.2')2&!'2!A4!./5(!.2,4!/&@4,*'-&@-A<4!'(-&!-!(-&@C,)''4&!*/..-,H!2,!

-!52.1<4'4!5(-,'!2E!'(4!-,5()'45'/,4!2E!H2/,!5(-'A2'D!

:2!A4!-A<4!'2!5(45J!-&@!5(-&;4!'()&;*!*C)E'<H!

S2/!C)<<!,454)?4!E44@A-5J!-*!1421<4!/*4!H2/,!5(-'A2'D!U2.4').4*!'(4!4,,2,!'(4H!*);&-<!-&@!)'*!

5-/*4!5-&!<)4!)&!4<4.4&'*!'(-'!-,4!E-,!E,2.!2&4!-&2'(4,!)&!'(4!2?4,-<<!-,5()'45'/,4!2E!H2/,!

5(-'A2'D!Z-?)&;!-!5<4-,!,2-@.-1!C)<<!(4<1!,4@/54!'(4!(-**<4!2E!@4A/;;)&;D! !



!

! #M!

:2!',-&*E4,!)'!4-*)<H!'2!2'(4,*!

%'!)*!12**)A<4!'(-'!H2/!-,4!&2'!'(4!2&<H!2&4!C2,J)&;!2&!'(4!5,4-')2&!2E!'(4!5(-'A2'9!2,!'(-'!C(4&!

H2/!5(-&;4!32A*!2,!,4*12&*)A)<)')4*9!2'(4,!1421<4!.-H!(-?4!'2!C2,J!2&!)'D!k&2C)&;!C(4,4!'2!-@@!

-!<4**2&9!(2C!'2!.2@)EH!-!*14<<)&;!.)*'-J4!-&@!2'(4,!*).1<4!.2@)E)5-')2&*!5-&!A452.4!?4,H!

52.1<4G!E2,!-&!4G'4,&-<!14,*2&D!:()*!;/)@4!)*!/*4E/<!'2!/&@4,*'-&@!(2C!'(4!1<-'E2,.!C2,J*!-&@!

'2!(4<1!H2/!A/)<@!H2/,!A2'V!(2C4?4,9!)'!C)<<!&2'!(4<1!-&2'(4,!14,*2&!/&@4,*'-&@!(2C!H2/!(-?4!

2,;-&)a4@!)'D!=4!&)54!'2!H2/,!52<<4-;/4*!-&@!*).1<)EH!'(4),!<)?4*!AH!.-J)&;!-!5<4-,!-&@!,4-@-A<4!

,2-@.-1j!

*" <+2&%+&6)-38(&%$)&!0'$3%)'%,0)&+.&5+,0&'$!%*+%&

X4'!-5I/-)&'4@!C)'(!*4I/4&')-<!<2;)5!

F*!.4&')2&4@!-A2?49!*',/5'/,)&;!H2/,!-,5()'45'/,4!)*!1-,-.2/&'D!84!,452..4&@!2&4!C-H!2E!

@2)&;!)'9!A/'!@2!&2'!(4*)'-'4!'2!-@-1'!)'!'2!*/)'!H2/,!&44@*D!!

K(-'A2'*!E2<<2C!-!?4,H!*).1<4!1,)&5)1<4_!)E!-!52&@)')2&!)*!.4'9!'(4&!-&!-5')2&!)*!)&)')-'4@D!:()*!)*!

5-<<4@!*4I/4&')-<!<2;)5D!

:()*!214,-')2&!)*!/*4E/<!'2!*).1<)EH!-!A4(-?)2/,9!(4,4!-,4!*2.4!4G-.1<4*!E,2.!4?4,H@-H!<)E4_!

- C(4&!H2/!'/,&!2&!'(4!*C)'5(9!)'!'/,&*!'(4!<);('!2&9!

- C(4&!H2/!'/,&!2&!H2/,!(2'1<-'49!H2/,!1-&!;4'*!C-,.9!

- )E!H2/!-,4!-'!-!14@4*',)-&!5,2**)&;!-&@!H2/!*44!&2!5-,!-11,2-5()&;9!H2/!5,2**!'(4!,2-@D!

:(-&J*!'2!'()*!'H14!2E!<2;)59!C4!C)<<!A4!-A<4!'2!.-1!'(4!5(-'A2'g*!,4-5')2&*!-552,@)&;!'2!'(4!

)&'4,-5')2&*!)'!(-*!C)'(!'(4!/*4,D!



!

! #T!

:()&J!;<2A-<!A4E2,4!;4'')&;!)&'2!@4'-)<*!

%'!)*!).12,'-&'!'2!C2,J!)&!-!E/&&4<_!*'-,'!AH!)@4&')EH)&;!'(4!@)EE4,4&'!.-32,!*'-;4*!2E!H2/,!'22<D!

:(4*4!A<25J*!-<<2C!H2/!'2!5<4-,<H!@4E)&4!-!/*4,g*!1-'(!-&@!(2C!(4!2,!*(4!C)<<!A4!-A<4!'2!-554**!

-!54,'-)&!.2@/<4!C()<4!-?2)@)&;!;4'')&;!5-/;('!/1!)&!<221*!2,!)&52&*)*'4&5)4*D!

Z4,4!)*!-&!4G-.1<4_!

84!C-&'!'2!@4E)&4!-!5(-'A2'!'2!1,2?)@4!<4**2&!.-'4,)-<!2&!$!@)EE4,4&'!'21)5*D!:2!@2!'()*9!'(4!

*'/@4&'!214&*!-!52&?4,*-')2&!C)'(!'(4!5(-'A2'D!FE'4,!-!52,@)-<!;,44')&;9!'(4!/*4,!C)<<!(-?4!'2!

5(22*4!2&4!2E!'(4!'(,44!'(4.4*!E2,!'(4!5(-'A2'!'2!1,2?)@4!'(4!)&'4&@4@!-**)*'-&54!2,!1,2?)@4!

'(4.!C)'(!'(4!21')2&!'2!<4-?4!'(4!52&?4,*-')2&D!

!

%'!)*!&2'!&454**-,H!'2!@4'-)<!C(-'!J)&@!2E!*/112,'!'(4!/*4,!,454)?4*!2&!'(4!*4<45'4@!'21)5D!N2,!'(4!

.2.4&'!C4!-,4!<).)')&;!2/,*4<?4*!'2!'(4!;<2A-<!@4E)&)')2&!2E!'(4!/*4,!4G14,)4&54D!

! !



!

! #Y!

Z2C!'2!@4E)&4!-&!-5')2&!

b&54!'(4!A<25J*!(-?4!A44&!)@4&')E)4@9!C4!5-&!*'-,'!'()&J)&;!-A2/'!'(4!52&?4,*-')2&!A4'C44&!'(4!

/*4,!-&@!'(4!5(-'A2'D!:(4!*4I/4&54!C)<<!A4!52.12*4@!2E!#!@)EE4,4&'!4<4.4&'*_!'(4!-5')2&*!-&@!

'(4!52&@)')2&*D!Z4,4!)*!(2C!C4!C)<<!)@4&')EH!'(4.!-E'4,C-,@*_!

 

l4'g*!;2!A-5J!'2!2/,!1,4?)2/*!4G-.1<4!-&@!@4'-)<!'(4!6:21)5!F>!A<25J_	

 

! !



!

! #[!

:()&J!-A2/'!I/4*')2&*!C)'(!*4?4,-<!21')2&*!2,!4G)'*!

In many cases, your chatbot will propose several possible "exits" to the user. Here are some 

examples: 

• An exercise: depending on the answer (correct or incorrect) chosen by the user, the 

chatbot will send a different answer, 

• An open question in a FAQ that will guide the user according to the keyword they will 

give, 

• A selection menu where the user will be directed to different blocks or chapters 

according to their choice. 

Z4,4!)*!-&!-11<)5-')2&!'2!2/,!5-*4_!

 

! !



!

! #\!

:()&J!-A2/'!@)EE4,4&'!12**)A<4!-&*C4,*!

U2.4').4*!'(4!/*4,!.-H!.-J4!.)*'-J4*!C(4&!'H1)&;!()*!.4**-;4!'(-'!C4!5-&!-&')5)1-'4D!%'!)*!

&454**-,H!'2!'-J4!'()*!)&'2!-552/&'!-&@!'2!1<-&!*4?4,-<!12**)A<4!-&*C4,*!'2!A4!'H14@!AH!'(4!

/*4,*!-&@!/&@4,*'22@!2,!1,254**4@!AH!'(4!5(-'A2'D!%&!'(4!1,4?)2/*!4G-.1<49!)&*'4-@!2E!'H1)&;!

6+G)'>9!'(4!/*4,!52/<@!(-?4!'H14@!64)G'>!2,!64G')>D!:,H!-&@!1<-&!*4?4,-<!21')2&*!-&@!12**)A)<)')4*!

C(4&!H2/!@4*);&!H2/,!5(-'A2'D!

! !



!

! #^!

4" ;(<&.(&6*+5.+&53&=#>&
:(4!NFm!*45')2&!2E!-!C4A*)'4!)*!-!,412*)'2,H!2E!I/4*')2&*!C()5(!;4'!-*J4@!2?4,!-&@!2?4,!-;-)&D!

Z2C4?4,9!*2.4!@4*);&4,*!-<*2!/*4!'(4!52&541'!'2!12*4!I/4*')2&*!'(-'!C2/<@!A4!/*4E/<!'2!

-&*C4,!I/4*')2&*!'(-'!E,4I/4&'<H!;4'!-*J4@D!%E!H2/!-,4!-!'4-5(4,9!H2/!.-H!C-&'!'2!A/)<@!*/5(!-!

*45')2&!'2!52&*2<)@-'4!<4-,&)&;!2,!'2!1,2?2J4!&4C!)&'4,4*'!)&!-!1-,')5/<-,!'21)5D!F*!-!@4*);&4,!2E!

'(4!*45')2&9!H2/!-,4!'(4!-/'(2,!2E!A2'(!I/4*')2&!-&@!-&*C4,9!*2!'()*!;)?4*!H2/!-!E/,'(4,!52&',2<!

2?4,!'(4!.-'4,)-<!'2!C()5(!H2/,!*'/@4&'*!-,4!4G12*4@D!7,D!8)&*'2&!)*!-!*21()*')5-'4@!b+n!*2!)E!

H2/!-,4!&2'!'45(&)5-<<H!*-??H9!'(4!)@4-!2E!1,2;,-..)&;!52&'4&'!.-H!-114-,!@-/&')&;D!Z2C4?4,9!

C(-'!.);('!*44.!)&)')-<<H!52.1<4G!5-&!A4!A,2J4&!@2C&!)&'2!A)'4P*)a4!5(/&J*D!:(4!E2<<2C)&;!)*!-!

*).1<4!;/)@4!'2!(4<1!E/<<H!4G1<2)'!'(4!E/&5')2&*!2E!'(4!5(-'A2'!)&!,4<-')2&!'2!5,4-')&;!-&!NFmD!

!" >).3()&5+,0&'03%)03!&

k441)&;!)&!.)&@!'(-'!'(4!1/,12*4!2E!5,4-')&;!-&!NFm!)*!'2!(4<1!<4-,&4,*!,4.4.A4,!C(-'!'(4H!

(-?4!<4-,&4@!2?4,!').49!2,!'2!1,2?2J4!&4C!)&'4,4*'9!)'!)*!).12,'-&'!'(-'!H2/!5(22*4!'(4!.2*'!

,4<4?-&'!-&@!*',-);('E2,C-,@!I/4*')2&*!,4<-')&;!'2!H2/,!'21)5D!N2,!*'/@4&'*!C)'(!UlQ*9!-<*2!A4-,!

)&!.)&@!'(4!-11,21,)-'4!52&'4&'!*2!-*!&2'!'2!;)?4!'22!./5(!)&E2,.-')2&!-'!2&54D!F!I/4*')2&!<)J4!

6C(-'!)*!-!1,412*)')2&R>!*4,?4*!C4<<!A45-/*4!)'!,4<-'4*!'2!-&!).12,'-&'!-,4-!2E!;,-..-,!C()5(!

.2*'!<4-,&4,*!C2/<@!&44@!'2!/&@4,*'-&@D!%'!C2/<@!-<*2!A4!E-),<H!4-*H!'2!121/<-'4!'(4!*45')2&!

C)'(!-11,21,)-'4!-&*C4,*!-&@!4G-.1<4*D!Z2C4?4,9!oC(-'!)*!'(4!1-*'!'4&*4!2E!./*'RL!C2/<@!A4!

.2,4!<)J4!-!',)5J!I/4*')2&!C)'(!-&!-,,-H!2E!@)EE4,4&'!-&*C4,*9!@414&@)&;!2&!C(4'(4,!'(4!.2@-<!)*!

A4)&;!/*4@!E2,!2A<);-')2&!2,!@4@/5')2&9!*2!A4*'!-?2)@4@D!b'(4,!;22@!4G-.1<4*!C2/<@!A4!oC(-'!)*!

'(4!1-*'!1-,')5)1<4!2E!A/,&RL9!oC(-'!)*!'(4!@)EE4,4&54!A4'C44&!C)*(!-&@!(214RL!F&@!oC(-'!)*!'(4!

1-**)?4RL!



!

! $`!

*" <+2&%+&'0)!%)&'+(%)(%&

F*!1,4?)2/*<H!.4&')2&4@9!'(4!NFm*!*45')2&!5-&!*4,?4!'C2!1/,12*4*D!:,-@)')2&-<<H9!)'!C2/<@!A4!'2!

,4?)4C!C2,J!1,4?)2/*<H!52?4,4@9!A/'!)'!5-&!-<*2!A4!/*4@!'2!*')./<-'4!)&'4,4*'!)&!2'(4,!'21)5*!-&@!

'2!,-)*4!).12,'-&'!I/4*')2&*!'(-'!14,(-1*!(-?4!&2'!A44&!E2,.-<<H!,-)*4@!A4E2,4D!F!,4?)4C!2E!'(4!

*H<<-A/*!2,!,452,@!2E!C2,J!)*!-!;22@!1<-54!'2!*'-,'!A45-/*4!'(4!NFm*!5-&!'(4&!A4!*4I/4&54@!

-552,@)&;<HD!%E!H2/!*'-,'4@!-&!F#!'4,.!AH!52&',-*')&;!'(4!1,4*4&'!14,E45'!C)'(!'(4!1-*'!*).1<49!-&!

2A?)2/*!E),*'!I/4*')2&!)*!oC(-'L*!'(4!@)EE4,4&54!A4'C44&!'(4!1-*'!*).1<4!-&@!'(4!1,4*4&'!

14,E45'RLD!F<'(2/;(!*2.4!2E!)'!.-H!*44.!,414')')2/*!-'!').4*9!,414-'4@!4G12*/,4!'2!&4C!

<-&;/-;4!52&541'*!A4&4E)'*!-<<!<4-,&4,*9!A/'!4*145)-<<H!'(2*4!C)'(!U145)E)5!l4-,&)&;!Q)*2,@4,*D!!

NFm*!5-&!-<*2!A4!/*4@!'2!*')./<-'4!)&'4,4*'!)&!'21)5*!&2'!H4'!*'/@)4@!2,!)&!,45H5<)&;!12)&'*!C()5(!

*(2/<@!A4!52&*2<)@-'4@!AH!&2C9!A/'!C()5(!*')<<!5-/*4!4,,2,*D!U2P5-<<4@!E2**)<)*4@!4,,2,*!5-&!A4!

/1,22'4@!AH!C4<<P1<-54@!I/4*')2&*D!F!,-&@2.!I/4*')2&!<)J4!o)*!'(4!?4,A!<)*'4&!',-&*)')?4RL!2,!oC(-'!

'H14!2E!?4,A!5-&L'!A4!/*4@!-E'4,!C2/<@!E2,!,414-'4@!-5')2&!)&!'(4!1-*'RL!5-&!*4,?4!'2!A/,,2C!

@2C&!)&'2!'(4!*'/@4&'L*!*/A52&*5)2/*!-&@!1,2?2J4!&4C!<4-,&)&;D!

:2!4&(-&54!'(4!@)*1<-H9!H2/!5-&!/*4!-&!).-;4!5,4-')2&!1,2;,-.!<)J4!K-&?-!E2,!4G-.1<49!'2!

.-J4!)&E2;,-1()5*!'(-'!52&'-)&!E,4I/4&'<H!-*J4@!I/4*')2&*!,4<-')&;!'2!-!*145)E)5!'21)5D!%E!H2/!-,4!

5,4-')&;!52&'4&'!E2,!*'/@4&'*!C)'(!<4-,&)&;!@)*2,@4,*9!A4!*/,4!'2!-@-1'!'(4!52&'4&'!)&!-!C-H!'(-'!

*/112,'*!'(4),!&44@*D!:H1)5-<<H9!-<<!'4G'!*(2/<@!-<);&!'2!'(4!<4E'9!-<<!4G1<-&-')2&*!2E!;,-..-,!-&@!

*H&'-G!*(2/<@!A4!?4,H!5<4-,!-&@!*',-);('E2,C-,@9!/*4!?)*/-<*!C(4,4?4,!12**)A<49!-&@!/*4!"DT!<)&4!

*1-5)&;!-&@!-&!-@-1'4@!E2&'!<)J4!F,)-<!2,!b14&!U-&*D!K2<2/,*!*(2/<@!A4!4-*)<H!@)*')&;/)*(-A<4!

E,2.!4-5(!2'(4,!'2!4.1(-*)a4!@)EE4,4&54*9!2,!-<'4,&-')?4<H!/*)&;!A2<@!E2&'!,-'(4,!'(-&!)'-<)5*!



!

! $"!

C2,J*!-*!C4<<D!=,4-J)&;!@2C&!).12,'-&'!)&E2,.-')2&!)&'2!A/<<4'!12)&'*!-<*2!(4<1*!'2!5<4-,<H!

1,4*4&'!'(4!.2*'!,4<4?-&'!)&E2,.-')2&D!!!

'" ?;!47/)&+.&%$)&!0'$3%)'%,0)&+.&!(&@AB&

:(4!-,5()'45'/,4!2E!'()*!*45')2&!C-*!@4*);&4@!'2!A4!)&*'-&'<H!5<4-,!-&@!4&;-;)&;D!:(4!)&)')-<!

4G14,)4&54!'(4!/*4!(-*!)*!2E!-&!)&E2;,-1()5!C)'(!-!A<4&@!2E!A<-5J9!C()'4!-&@!A</4!A-5J;,2/&@!

-&@!5-,4E/<<H!*1-54@!<4''4,)&;!'2!1,2?)@4!.-G)./.!).1-5'D!:()*!1,2?)@4*!-!*).1<49!1/&5(H!

4G1<-&-')2&!E2,!-!<-&;/-;4!)'4.D!%'!)*!*145)E)5-<<H!52&5)*4!A45-/*4!'(4!).-;4*!5-&&2'!*4&*)A<H!

*/112,'!'22!./5(!?4,A)-;4D!N2<<2C)&;!'()*!E),*'!52&'-5'!C)'(!'(4!<-&;/-;4!)'4.!52&54,&4@!'(4!

/*4,!)*!4G12*4@!'2!-&2'(4,!)&E2;,-1()5!C()5(!2EE4,*!4G-.1<4*!2E!(2C!'()*!)'4.!)*!/*4@V!5-,4!(-*!

A44&!'-J4&!(4,4!'2!1,4*4&'!'(4!)'4.!)&!'H1)5-<9!4?4,H@-H!52&'4G'*!-&@!'2!;)?4!*/11<4.4&'-,H!

on4.4.A4,L!')1*!C(4,4!-11<)5-A<4D!

!



!

! $#!

Q2!J441!)&!.)&@!'(-'!'(4!NFm!).-;4*!*(2/<@!&2'!A4!*2!5,2C@4@!'(-'!)'!)*!@)EE)5/<'!'2!,4-@V!'(4!

<-H2/'!*(2/<@!A4!-,,-&;4@!)&!-!C-H!C(4,4!'(4!<4-,&4,!5-&!4-*)<H!*44!-&@!/&@4,*'-&@!'(4!

@)EE4,4&'!4G1<-&-')2&*D!+*145)-<<H!E2,!<4-,&4,*!C)'(!U145)E)5!l4-,&)&;!Q)*-A)<)')4*!pUlQ*q9!'(4!

<-H2/'!)*!4*145)-<<H!).12,'-&'!'2!4&*/,4!'(-'!)'!)*!&2'!'22!?)*/-<<H!2?4,C(4<.)&;D!!

7" ;(<&.(&6*+5.+&?50,'&95$%$&
F*!-!,4.)&@4,9!@-)<H!'-*J*!-,4!*4'*!2E!'-*J*!'(-'!'(4!A2'!,452..4&@*!'2!<4-,&4,*!4?4,H!@-HD!

:(4H!*4,?4!-*!,4.)&@4,*!E2,!<4-,&4,*!'2!,4?)4C!*2.4'()&;!'(4H!(-?4!-<,4-@H!<4-,&4@!C)'(!'(4!
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).1,2?4!)'!2?4,!').4D!

! !



!

! $^!

*" <+2&%+&'0)!%)&'+(%)(%&

:2!5,4-'4!52&'4&'!E2,!H2/,!4G4,5)*4*9!)'!)*!-;-)&!*/;;4*'4@!'(-'!H2/!5,4-'4!-!*1,4-@*(44'!'2!

J441!5<2*4!',-5J!2E!<-&;/-;4!E25/*9!'21)5*9!'H14!2E!I/4*')2&!p./<')1<4!5(2)549!;-1!E)<<9!4'5Dq9!

)&*',/5')2&*!E2,!'(4!<4-,&4,9!'(4!4G4,5)*4*!'(4.*4<?4*9!52,,45'e)&52,,45'!-&*C4,!,4*12&*4*!E,2.!

'(4!5(-'A2'9!-&@!;,-..-,!E25/*D!

:(4!4G4,5)*4!52&'4&'!*(2/<@!A4!@4*);&4@!)&!-!C-H!'(-'!;4'*!<4-,&4,*!'()&J)&;V!)'!*(2/<@!&2'!A4!-!

,4?)4C9!A/'!,-'(4,!-!5(-<<4&;)&;!*4'!2E!I/4*')2&*!E2,!'(4),!<-&;/-;4!<4?4<!'(-'!C)<<!1,2.1'!'(4.!'2!

'()&J!@441<H!-A2/'!-!*/A345'D!F*!.4&')2&4@9!'(4!5(-'A2'!C)<<!;)?4!E44@A-5J!'2!<4-,&4,*!C(2!(-?4!

*',/;;<4@!C)'(!'(4!4G4,5)*4D!F*!C)'(!-<<!'(4*4!*45')2&*9!'(4!I/4*')2&!C)<<!(-?4!'2!A4!/&-.A);/2/*!

-&@!*2!C)<<!'(4!-&*C4,9!/&<4**!'(4,4!)*!*1-54!E2,!-!5<-,)E)5-')2&D!c*/-<<H!'(4!5<4-,4,!'(4!I/4*')2&!

-&@!-&*C4,9!'(4!A4''4,D!F<'(2/;(!+&;<)*(!-&@!52/&'<4**!2'(4,!<-&;/-;4*!(-?4!.-&H!;,4H!-,4-*!

-&@!4G541')2&*!'2!,/<4*9!)'!)*!A4''4,!'2!-?2)@!*/5(!52.1<)5-')2&*!-&@!*-?4!'(4!&/-&54*!E2,!

@)5')2&-,)4*D!!

F&2'(4,!52&*)@4,-')2&!)*!'(4!12'4&')-<!,)5(&4**!2E!-!'21)5D!N22@9!E2,!4G-.1<49!@24*!&2'!(-?4!'2!

A4!-!*).1<4!<-A4<<)&;!2E!E22@!)'4.*D!%'!52/<@!)&5</@4!-@345')?4*!2E!'-*'4_!6*C44'9!*-<'H9!*1)5H9!

*(-,19!A)''4,>D!%&!-!'21)5!<)*'!-A2/'!E,/)'!H2/!52/<@!)&5</@4!I/4*')2&*!<)J4!oC(-'!-@345')?4!@4*5,)A4*!

'(4!'-*'4!2E!-!<4.2&RL9!oC(4&!-!A-&-&-!)*!;,44&9!)*!)'!,)14!2,!/&,)14RL!2,!o&-.4!-!'H14!2E!A4,,HLD!

b?4,-<<9!H2/!C-&'!'2!J441!'(4!I/4*')2&*!)&'4,4*')&;!-&@!?-,)4@!-*!&2'!'2!<2*4!'(4!)&'4,4*'!2E!'(4!

<4-,&4,D!!



!

! M`!

'" ?;!47/)&+.&%$)&!0'$3%)'%,0)&.+0&);)0'3-)-&

b&54!H2/!(-?4!-<<!H2/,!4G4,5)*4*!I/4*')2&*9!-&*C4,*9!-&@!,4*12&*4*!,4-@H9!H2/!5-&!A4;)&!

)&'4;,-')&;!'(4.!)&'2!'(4!5(-'A2'D!S2/!C)<<!E2<<2C!'(4!*-.4!1,254**!H2/!@)@!E2,!@-)<H!'-*J*V!'(4!

2&<H!@)EE4,4&54!A4)&;9!'(4!4G4,5)*4*!-,4!<2&;4,!'(-&!'(4!'-*J*9!*2!H2/!C-&'!'2!A4!-A<4!'2!;)?4!

H2/,!<4-,&4,!*2.4!E44@A-5J!-&@!2112,'/&)'H!E2,!E/,'(4,!<4-,&)&;!)E!'(4H!-&*C4,!'(4!4G4,5)*4*!

)&52,,45'<HD!!

:2!A4!-A<4!'2!1,2?)@4!E44@A-5J9!H2/!5-&!.-J4!)'!*2!'(-'!H2/,!5(-'A2'!,4*12&@*!C)'(!-&!

4G1<-&-')2&!2E!C(-'!'(4!/*4,!(-*!;2'!)&52,,45'D!N2,!4G-.1<49!)&!-&!4G4,5)*4!2&!'(4!1,4*4&'!

52&')&/2/*9!'(4!6)&52,,45'>!,4*12&*4!E,2.!'(4!5(-'A2'!5-&!1,2?)@4!-!<)&J!'2!-!C4A*)'4!'(-'!

4G1<-)&*!)'!)&!@41'(9!-!NFm!).-;4!H2/!(-?4!5,4-'4@9!2,!-!*).1<4!,4.)&@4,!/*)&;!'4G'!

po,4.4.A4,9!C4!@2!&2'!/*4!'(4!1,4*4&'!52&')&/2/*!C)'(!E-5'*LqD!K2&*)@4,!C()5(!.4'(2@!2E!

E44@A-5J!A4*'!*/)'*!H2/,!<4-,&4,*V!E2,!-@?-&54@!<4-,&4,*9!-!*).1<4!,4.)&@4,!C)<<!@29!A/'!E2,!

<2C4,!<4?4<!*'/@4&'*!2,!'(2*4!C)'(!UlQ*9!)'!.-H!A4!C2,'(!<)&J)&;!'(4),!)&52,,45'!-&*C4,!C)'(!-!

,4?)4C!2E!-!<4**2&!'(4H!(-?4!-<,4-@H!;2&4!'(,2/;(9!-*!,414')')2&!)*!J4H!)&!<-&;/-;4!<4-,&)&;D!

! &



!

! M"!

A" ;(<&.(&6*+5.+&5&*+$()*6+&,0:*5*'&
8()<4!5,4-')&;!5(-'A2'!.-'4,)-<!-&@!-552.1-&H)&;!.-'4,)-<9!H2/!5-&!/*4!?-,)2/*!,4*2/,54*!

@414&@)&;!2&!C(-'!-,4-!H2/!C)*(!'2!52?4,9!C(4'(4,!'(4!.-)&!E25/*!)*!@2)&;!4G4,5)*4*9!,4?)*)&;9!

,454)?)&;!E/,'(4,!)&E2,.-')2&!-&@!.2,4D!!

U2!<4'!/*!',H!'2!5<-,)EH!C()5(!,4*2/,54*!H2/!5-&!/*4!E2,!C(-'_!

- %.-;4*_!E2,!.-J)&;!'(4!4G4,5)*4*!.2,4!?)*/-<<H!-114-<)&;!-&@!52<2/,E/<9!C()5(!C)<<!

1,2@/54!();(4,!.2')?-')2&!E2,!<4-,&)&;D!

- X%N*_!E2,!52&;,-'/<-')&;!-&@!.2')?-')&;!*'/@4&'*!@/,)&;!'(4),!C2,J!2,!'2!;4&'<H!,4.)&@!

'(4.!C(4&!'(4H!.-@4!-!.)*'-J4!-&@!4&52/,-;4!'(4.!'2!,4?)*4!.2,4D!

- WQN!@25/.4&'*_!E2,!-@@)')2&-<!<4**2&*!E2,!*'/@4&'*9!-?-)<-A<4!E2,!'(4.!C(4&!'(4H!&44@!

'2!,4?)*4!'(42,H!2,!@2!*2.4!.2,4!4G4,5)*4*!)&!1-14,!E2,.D!:(4H!5-&!,4-@!WQN*!2&<)&4!2,!

1,)&'!'(4.!2/'!-&@!@2!'(4!4G4,5)*4!2&!1-14,D!c*4!'(4.!*1-,*4<H!-*!H2/!@2!&2'!C-&'!H2/,!

5(-'A2'!'2!A452.4!-!.4,4!@)*',)A/'2,!2E!<2&;!WQN!E)<4*9!-*!)'!C2/<@!.-J4!)'!<4**!-A2/'!

.)5,2P<4-,&)&;D!

- %&E2;,-1()5*_!E2,!1,2?)@)&;!*(2,'!*/..-,)4*!2E!54,'-)&!<4**2&*!)&!-!?4,H!52&5)*4!-&@!5<4-,!

.-&&4,D!

- B)@42*_!E2,!1,2?)@)&;!.2,4!-/@)2P?)*/-<!.-'4,)-<*!E2,!E/,'(4,!4G1<-&-')2&*!2E!)&@)?)@/-<!

'21)5*D!!



!

! M#!

!" 94!8)-&

"# 6/"7(/"&!7.!8(&/!",!%",5!

8(4&!5(22*)&;!).-;4*!E2,!'(4!5(-'A2'9!.-J4!*/,4!'(-'!H2/!4)'(4,!/*4!'(4!.-'4,)-<!H2/!5,4-'4@!

H2/,*4<E!2,!'2!/*4!).-;4*!'(-'!-,4!E,44!O'2!/*4D!

N2,!4G-.1<49!)E!H2/!-,4!/*)&;!X22;<4!E2,!*4-,5()&;!E2,!).-;4*9!H2/!(-?4!'2!/*4!'(4!-@?-&54@!

*4-,5(!E)<'4,!<25-'4@!/&@4,!'(4!.-)&!*4-,5(!A-,!-&@!5(22*4!F@?-&54@!%.-;4!U4-,5(D!%&!'(4!

*45')2&!fc*-;4!n);('*f!H2/!5-&!5(22*4!E,2.!'(4!E2<<2C)&;!21')2&*_!

- N,44!'2!/*4!2,!*(-,4_!H2/!5-&!/*4!'(4*4!).-;4*!)E!H2/!<4-?4!'(4.!/&5(-&;4@!

- N,44!'2!/*49!*(-,4!2,!.2@)EH_!H2/!5-&!521H9!,4@)*',)A/'4!2,!4?4&!.2@)EH!'(4*4!).-;4*D!

bE!52/,*49!'(4,4!-,4!-<*2!*4?4,-<!C4A*)'4*!'(-'!2EE4,!&/.4,2/*!).-;4*!H2/!5-&!/*49!E2,!

4G-.1<4!W)G-A-HD52.9!c&*1<-*(D52.9!W4G4<*D52.!-&@!2'(4,!*).)<-,!*)'4*D!!

b&4!2'(4,!).12,'-&'!5,)'4,)2&!H2/!*(2/<@!A4-,!)&!.)&@!)*!'(-'!'(4!).-;4*!-,4!&2'!2EE4&*)?4!-&@!

@2!&2'!4G1,4**!?)2<4&549!,-5)*.9!2,!-&H!J)&@!2E!(-'4!*1445(D!d-'/,-<<H9!'(4H!52,,4*12&@!'2!'(4!

'21)5!H2/!-,4!52?4,)&;D!!

""# 6.,7(,7!2/(&7".,!

+?4,H!)&@)?)@/-<!(-*!(4,!2,!()*!2C&!.4'(2@*!C(4&!5,4-')&;!'4-5()&;!52&'4&'D!:(/*9!)'!)*!/1!'2!

H2/!)E!H2/!@45)@4!'2!5,4-'4!'(4!C,)''4&!1-,'!2E!'(4!.-'4,)-<!E2,!-<<!'21)5*!E),*'!-&@!'(4&!*4-,5(!E2,!

*/)'-A<4!).-;4*9!E)&)*(!-&!)&@)?)@/-<!<4**2&!-&@!'(4&!*4-,5(!E2,!'(4!.-'4,)-<!2,!C,)'4!)&@)?)@/-<!

1-,'*!2E!'(4!<4**2&*!-&@!*)./<'-&42/*<H!*4-,5(!E2,!'(4!).-;4*D!S2/!C)<<!1,2A-A<H!E)&@!'(4!

.4'(2@!'(-'!E)'*!H2/!14,E45'<H!-'!'(4!A4;)&&)&;!2E!'(4!5,4-')2&!1,254**D!!



!

! M$!

8()5(4?4,!.4'(2@!H2/!5(22*49!A4-,!)&!.)&@!'(-'!'(4!).-;4*!*(2/<@!52,,4*12&@!'2!'(4!'21)5!

-&@!*(2/<@!A4!-'',-5')?4!-&@!*')./<-'4!'(4!/*4,*L!@4*),4!'2!<4-,&D!!

S2/!5-&!5(22*4!1)5'/,4*!H2/!(-?4!'-J4&!C)'(!H2/,!5-.4,-!2,!/*4!*2.4!2&<)&4!'22<*!'2!1,2@/54!

/&)I/4!).-;4*9!E2,!4G-.1<4!K-&?-!pwww.canva.comq9!W2C4,W2)&'9!W)5-**2!2,!*2.4'()&;!*).)<-,D!!

*" C9@-&

"# 6/"7(/"&!7.!8(&/!",!%",5!

:(4,4!)*!-!?-*'!@)?4,*)'H!2E!@)EE4,4&'!X%N*!5),5<)&;!'(4!&4'!-&@!)'!*(2/<@!&2'!A4!@)EE)5/<'!'2!E)&@!

*2.4!*/)'-A<4!E2,!-@@)&;!'2!H2/,!4G4,5)*4D!:(4!.2*'!).12,'-&'!'()&;!H2/!*(2/<@!A4-,!)&!.)&@!)*!

'2!5(22*4!X%N*!'(-'!-,4!&2'!2EE4&*)?4!2,!52&'-)&!A-@!<-&;/-;49!A45-/*4!'(4!<-*'!'()&;!H2/!C-&'!

'2!@2!)*!2EE4&@!H2/,!*'/@4&'*!2,!4?4&!@)*52/,-;4!'(4.!E,2.!<4-,&)&;D!!

:()&J!-A2/'!C(4,4!H2/!C)<<!/*4!X%N*D!S2/!5-&!/*4!'(4.!)E!H2/!C)*(!'2!52&;,-'/<-'4!H2/,!

*'/@4&'*!C(4&!'(4H!;4'!'(4!52,,45'!-&*C4,D!S2/!5-&!/*4!X%N*!*'-')&;!fX22@!32Af9!f84<<!@2&4f9!

fS2/!,25Jf!-&@!.-&H!.2,4D!F'!'(4!*-.4!').49!H2/!5-&!-<*2!/*4!'(4.!C(4&!'(4H!;4'!-&!-&*C4,!

C,2&;!-&@!H2/!C-&'!'2!4&52/,-;4!'(4.!'2!',H!-;-)&!2,!'2!*'/@H!-!A)'!.2,4D!%&!*/5(!5-*4*!H2/!

(-?4!'2!1-H!-!*145)-<!-''4&')2&!'2!5(22*)&;!X%N*!'(-'!C)<<!&2'!5,4-'4!'(4!2112*)'4!4EE45'!H2/!C)*(!

'2!-5()4?4D!F?2)@!X%N*!52&'-)&)&;!2EE4&*)?4!<-&;/-;49!*/5(!-*!fF,4!H2/!*'/1)@!2,!*2.4'()&;f!

-&@!,-'(4,!/*4!'(4!2&4*!52&'-)&)&;!'4G'!<)J4!fd2!C2,,)4*9!',H!-;-)&f!2,!*2.4'()&;!*).)<-,D!!

""# 6.,7(,7!2/(&7".,!

S2/!5-&!@45)@4!A4'C44&!/*)&;!-<,4-@H!4G)*'4&'!X%N*!H2/!5-&!E)&@!2&!'(4!&4'9!2,!H2/!5-&!5(22*4!

'2!5,4-'4!H2/,!2C&!X%N*D!S2/!5-&!/*4!*4?4,-<!C4A*)'4*!'2!@2!A2'(9!1,2A-A<H!'(4!.2*'!121/<-,!

A4)&;!X)1(HD52.D!]/*'!*).1<H!@45)@4!C(-'!H2/!C)*(!'2!*'-'4!2,!-5()4?4!C)'(!'(4!X%N!-&@!'(4&!



!

! MM!

/*4!'(4!*4-,5(!A-,9!C,)'4!@2C&!'(4!J4H!C2,@!-&@!5(22*4!-.2&;!?-,)2/*!X%N*D!N2,!4G-.1<49!)E!

H2/!C)*(!'2!52&;,-'/<-'4!*2.4A2@H!2&!;4'')&;!-&!-&*C4,!,);('9!*).1<H!C,)'4!f;22@!32Af!)&!'(4!

*4-,5(!A-,!-&@!52,,4*12&@)&;!X%N*!C)<<!-114-,D!FE'4,C-,@*!3/*'!*-?4!'(4.!'2!H2/,!52.1/'4,!

-&@!-@@!'(4.!'2!'(4!5(-'A2'D!!

S2/!5-&!4?4&!/*4!X22;<4!%.-;4!U4-,5(_!/*4!fU4-,5(!:22<*f!'(4!*4-,5(!A-,9!5(22*4!fF&H!

:H14f!-&@!'(4&!5(22*4!fF&).-'4@f!-&@!-!1-<<4'!2E!X%N*!'2!5(22*4!E,2.!C)<<!-114-,D!!

%E!H2/!@45)@4!'2!5,4-'4!H2/,!2C&!X%N*9!H2/!C)<<!.2*'!1,2A-A<H!(-?4!'2!,4;)*'4,!2&!'(4!C4A*)'4!

H2/!C)<<!/*4D!:()*!)*!'(4!5-*4!)E!H2/!C)*(!'2!/*4!X)1(HD52.D!FE'4,!H2/!,4;)*'4,!H2/!5-&!E2,!

4G-.1<4!5(22*4!E,2.!-&!4G)*'4&'!).-;4!2&!H2/,!52.1/'4,!-&@!-@@!@)EE4,4&'!-&).-'4@!4<4.4&'*!

'2!)'9!*/5(!-*!'4G'9!).-;4*!-&@!*).)<-,D!S2/!5-&!4?4&!',).!H2/,!?)@42!)&'2!-!X%N!-&@!-@@!*')5J4,*!

-&@!5-1')2&*!'2!)'D!!

'" 9(.+80!7$3'-&

"# 6/"7(/"&!7.!8(&/!",!%",5!

84!5-&!/*4!)&E2;,-1()5*!E2,!-!E-*'!,4?)*)2&!2E!'(42,H!C()5(!*'/@4&'*!5-&!/*4!A4E2,4!'(4H!*'-,'!

@2)&;!-!54,'-)&!*4'!2E!4G4,5)*4*!2,!C(4&!'(4H!52.4!-5,2**!-!'21)5!'(-'!)*!5-/*)&;!'(4.!

@)EE)5/<')4*D!=-*)5-<<H9!'(4!)&E2;,-1()5*!(-?4!'2!A4!?4,H!5<4-,!-&@!'(4!)&E2,.-')2&!(-*!'2!A4!

A,2J4&!@2C&!)&'2!*.-<<!5(/&J*D!!

:(4!E/&5')2&!2E!-&!)&E2;,-1()5!)*!&2'!'2!2EE4,!@4'-)<4@!'(42,4')5-<!E-5'*9!A/'!,-'(4,!'2!2EE4,!-!*(2,'!

-&@!5<4-,!2?4,?)4C!2E!-!'21)5!C()5(!,4.)&@*!'(4!*'/@4&'*!2E!'(4!'(42,H!'(4H!-,4!-<,4-@H!

*/112*4@!'2!J&2CD!%'!-<*2!*4,?4*!'2!4&52/,-;4!'(4.!'2!/*4!2'(4,9!.2,4!@4'-)<4@!,4*2/,54*!'2!

*'/@H!.2,4!)E!'(4H!,4-<)*4!'(-'!'(4H!@2!&2'!J&2C!4&2/;(!H4'D!!



!

! MT!

""# 6.,7(,7!2/(&7".,!

%'!1,2A-A<H!.-J4*!.2,4!*4&*4!)E!H2/!*'-,'!5,4-')&;!)&@)?)@/-<!)&E2;,-1()5*!2&54!H2/!(-?4!

E)&)*(4@!C)'(!'(4!5,4-')2&!2E!'(4!4G4,5)*4*!A45-/*4!'(4&!H2/!C)<<!(-?4!-!5<4-,4,!)&*);('!2E!C(-'!

H2/!C)*(!'2!4.1(-*)*4!E2,!H2/,!*'/@4&'*D!:2!.-J4!)&E2;,-1()5*!.2,4!-'',-5')?49!/*4!2&<)&4!

'22<*D!F!;22@!4G-.1<4!2E!)'!)*!K-&?-!pwww.canva.comq!C(4,4!H2/!5-&!5,4-'4!?4,H!-114-<)&;!

.-'4,)-<*D!7-J4!*/,4!'(-'!'(4!)&E2;,-1()5*!2EE4,!H2/,!*'/@4&'*!5<4-,!-&@!*(2,'!)&E2,.-')2&!-&@!

',H!'2!-?2)@!.2,4!@4'-)<4@!4G1<-&-')2&*9!,-'(4,!2EE4,!-@@)')2&-<!<)&J*!'2!'(4.D!!!!

6" D36)+-&

"# 6/"7(/"&!7.!8(&/!",!%",5!

%E!H2/!C)*(!'2!2EE4,!H2/,!*'/@4&'*!-!@)EE4,4&'9!.2,4!?)*/-<!C-H!2E!-5I/),)&;!)&E2,.-')2&9!2EE4,)&;!

?)@42!52&'4&'!)*!-!;22@!)@4-D!]/*'!.-J4!*/,4!'(-'!H2/!5(45J!2/'!'(4!4&'),4!?)@42*!A4E2,4!12*')&;!

'(4.!)&!2,@4,!'2!.-J4!*/,4!'(-'!'(4!<4?4<!2E!'(4!52&'4&'!)*!*/)'-A<4!E2,!H2/,!*'/@4&'*D!%'!52/<@!;4'!

-!A)'!',)5JH!)E!H2/!2EE4,!H2/,!*'/@4&'*!*2.4!?)@42*!C)'(!')1*!2&!(2C!'2!/*4!W,4*4&'!U).1<49!A/'!

'(4!/*4!2E!'(4!<-&;/-;4!)&!'(4!?)@42!)*!2&!*/5(!-!();(!<4?4<!'(-'!H2/,!*'/@4&'*!C)<<!&2'!A4!-A<4!'2!

/&@4,*'-&@!)'D!F'!'(4!*-.4!').49!'(-&J*!'2!4-*4!2E!-554**!)&!/1<2-@)&;!?-,)2/*!.-'4,)-<*!2&!

54,'-)&!C4A*)'4*9!-<*2!1-H!-''4&')2&!'2!C(4'(4,!'(4!.-'4,)-<!2EE4,4@!)*!52,,45'!-&@!-11,21,)-'4!

-&@!52&'-)&*!&2!E-<*4!2,!)&-11,21,)-'4!)&E2,.-')2&D!!

""# 6.,7(,7!2/(&7".,!

F;-)&9!H2/!5-&!5(22*4!)E!H2/!-,4!;2)&;!'2!5,4-'4!H2/,!2C&!?)@42*!2,!/*4!'(4!4G)*')&;!2&4*D!

:(4,4!)*!-!;,4-'!?-,)4'H!2E!?)@42*!C)'(!'(42,4')5-<!4G1<-&-')2&!2&!&/.4,2/*!C4A*)'4*9!)&5</@)&;!

S2/:/A49!*2!'(4!@45)*)2&!-A2/'!C(-'!'2!/*4!5-&!*2.4').4*!A4!I/)'4!@)EE)5/<'D!!



!

! MY!

%E!H2/!@45)@4!'2!5,4-'4!H2/,!?)@42*9!A4!5-,4E/<!-A2/'!'(4!I/-<)'H!2E!'(4!,452,@4@!.-'4,)-<!-&@!

-A2/'!'(4!<4?4<!2E!<-&;/-;4!/*4@D!

!
! !



!

! M[!

PART 4 

 HOW TO CREATE YOUR 

CHATBOT 

!" #3&+85BC,+&(-&5&C,5.-(*BD&E/5.-)+,&

!" E0)-)(%!%3+(&+.&F$!%.,)/&

K(-'E/4<!)*!-!5(-'A2'!5,4-')2&!1<-'E2,.!E2,!N-54A22Jg*!74**4&;4,!-11<)5-')2&D!%'!,41,4*4&'*!

-<.2*'!(-<E!2E!'(4!5(-'A2'*!4G)*')&;!2&!'()*!.4**-;)&;!1<-'E2,.D!

*" A(!/5-3-&+.&F$!%.,)/G-&!6H!(%!8)-&

%&!2/,!-&-<H*)*!2E!'(4!?-,)2/*!4G)*')&;!1<-'E2,.*9!C4!<22J4@!E2,!'(4!2&4!'(-'!C2/<@!A4*'!E)'!'(4!

&44@*!2E!'4-5(4,*D!

+-*4!2E!/*4!C)'(2/'!1-,')5/<-,!'45(&)5-<!*J)<<*!

N4C!4@/5-')2&-<!2,;-&)*-')2&*!C)<<!A4!-A<4!'2!*1-,4!'(4!*'-EE!,4*2/,54*!C)'(!

52.1<4.4&'-,H!*J)<<*!E2,!5,4-')&;!-!5(-'A2'D:()*!)*!C(H!C4!(-?4!5(2*4&!'2!A-*4!

2/,!'22<!*4-,5(!2&!'(4!<2C4*'!12**)A<4!<4?4<!2E!'45(&)5-<!52.14'4&54D!

! !



!

! M\!

c*4,!E,)4&@<)&4**!2E!'(4!1<-'E2,.!

+?4&!)E!-!'22<!@24*!&2'!,4I/),4!'45(&)5-<!*J)<<*!'2!A4!/*4@9!'(4!@4*);&!2E!'(4!

1<-'E2,.!5-&!;,4-'<H!)&E</4&54!'(4!4-*4!2E!/*4D!:(-'!)*!C(H!'()*!5,)'4,)2&!*44.4@!

).12,'-&'!'2!/*!*2!'(-'!'(4!@4*);&!2E!'(4!Z/.-&!7-5()&4!%&'4,E-54!pZ7%q!C2/<@!

&2'!()&@4,!'(4!.2')?-')2&!2E!'(4!5(-'A2'!5,4-'2,*!'(-'!H2/!C)<<!*22&!A4j!

l).)'4@!52*'*!

b,;-&)*-')2&*!'(-'!.-H!A4!)&'4,4*'4@!)&!5,4-')&;!-!5(-'A2'!(-?4!-!E)&-&5)-<!

5-1-5)'H!'(-'!5-&!,-&;4!E,2.!-!<-,;4!A/@;4'!'2!&2!A/@;4'!-'!-<<D!F*!E2,!'45(&)5-<!

52.14'4&549!C4!(-?4!5(2*4&!'2!2,)4&'!'()*!;/)@4!'2C-,@*!-!'22<!'(-'!C2/<@!-<<2C!

/*!'2!-552.1-&H!'(4!;,4-'4*'!&/.A4,!2E!'4-5()&;!2,;-&)*-')2&*D!K2&*)@4,)&;!'(-'!

sC(2!5-&!@2!'(4!.2*'!5-&!@2!'(4!<4-*'s9!C4!C-&'4@!'(4!'22<!@4*5,)A4@!)&!'()*!;/)@4!

'2!2EE4,!'(4!12**)A)<)'H!2E!5,4-')&;!-!52.1<4'4!5(-'A2'!4?4&!C)'(!)'*!E,44!1<-&D!

U/EE)5)4&'!<4?4<!2E!E<4G)A)<)'H!

F*!@4'-)<4@!)&!2/,!6=22J<4'!2&!K(-'A2'*!)&!+@/5-')2&s9!/1!/&')<!&2C!5(-'A2'*!(-?4!

A44&!.-)&<H!/*4@!E2,!52..4,5)-<!1/,12*4*!2,!*).1<H!'2!@),45'!-!/*4,!'2!@)EE4,4&'!

1-,'*!2E!-!C4A*)'4D!!

b/,!/*4!2E!'()*!'45(&2<2;H!)*!)&&2?-')?4!A45-/*4!C4!/*4!7,D!-&@!7,*D!8)&*'2&!'2!

'/'2,!*'/@4&'*!@/,)&;!'(4),!<4-,&)&;!-&@!,4?)4C)&;!1,254**4*_!-&*C4,)&;!I/4*')2&*!

,4<-'4@!'2!'(4!52/,*49!1,2?)@)&;!1)5'/,4*!2,!4G4,5)*4*9!4'5D!

! !



!

! M^!

K(-'E/4<!2EE4,4@!/*!-!52.1<4'4!,-&;4!2E!E/&5')2&*!'2!@4?4<21!2/,!5(-'A2'*_!

- %'!5-&!*4&@!,4.)&@4,*!'2!/*4,*!E2,!@-)<H!'-*J*!-&@!4G4,5)*4*!

- /*4!2E!;)E*!'2!.-J4!52&?4,*-')2&!.2,4!4&32H-A<4!

- '(4!@)*1<-H)&;!2E!-!').4,!'2!*)./<-'4!'(4!').4!)'!'-J4*!E2,!'(4!5(-'A2'!'2!s'H14s!)'*!'4G'!-&@!

'2!.-J4!'(4!/*4,!4G14,)4&54!.2,4!&-'/,-<D!

K(-'E/4<!)*!.-)&<H!)&'4&@4@!E2,!5,4-')&;!5(-'A2'*!E2,!N-54A22J!74**4&;4,9!A/'!)'!-<*2!-<<2C*!'(4!

5,4-')2&!2E!-!5(-'A2'!'2!A4!@)*1<-H4@!-!C4A*)'4D!:(4!E-5'!'(-'!)'!2&<H!C2,J*!2&!74**4&;4,!5-&!

,4*',)5'!'(4!-554**!'2!'(4!5(-'A2'!@414&@)&;!2&!'(4!'-,;4'4@!/*4,!;,2/1*_!'()*!*(2/<@!A4!

52&*)@4,4@!@/,)&;!'(4!5,4-')2&!2E!H2/,!1,2345'D!Q/,)&;!'(4!E)4<@P'4*')&;!1(-*4!2E!'(4!5(-'A2'*9!C4!

,4-<)*4@!'(-'!*2.4!*'/@4&'*!@)@!&2'!(-?4!-!N-54A22J!-552/&'!-&@!)'!.-@4!'(4.!<4**!C)<<)&;!'2!

',H!-&@!/*4!'(4!5(-'A2'!,4;/<-,<HD!b&!'(4!2'(4,!(-&@9!*)&54!'()*!'22<!)*!@4@)5-'4@!'2!-!*)&;<4!

1<-'E2,.9!'(4!,4*/<'!)*!*'-A<4!-&@!,4<)-A<4D!

'" I%$)0&);3-%3(8&7/!%.+04-&

:()*!;/)@4!@4-<*!C)'(!5,4-')&;!-!5(-'A2'!2&<H!C)'(!K(-'E/4<D!Z2C4?4,9!'(4,4!-,4!2'(4,!1<-'E2,.*!

E2,!5,4-')&;!5(-'A2'*D!Z4,4!)*!-!&2&P4G(-/*')?4!<)*'_!

=2'*)EH!

:()*!*2E'C-,4!-<<2C*!'(4!5,4-')2&!2E!-!5(-'A2'!2&!@)EE4,4&'!1<-'E2,.*_!N-54A22J!p74**4&;4,q9!

8(-'*F119!AH!U7U!2,!@),45'<H!2&!-!C4A*)'4!'(-&J*!'2!-&!)&'4;,-A<4!.2@/<4!p5-<<4@!FW%qD!]/*'!

<)J4!K(-'E/4<9!)'!-<*2!)&'4;,-'4*!*'-')*')5*!2&!'(4!/*4!2E!'(4!5(-'A2'D!c&E2,'/&-'4<H9!'(4!2EE4,*!@2!

&2'!52,,4*12&@!'2!2/,!&44@*_!'(4!1,)54!*44.*!'22!();(!E2,!.2*'!2E!4@/5-')2&-<!2,;-&)*-')2&*!

C()<4!'(4!E,44!',)-<!?4,*)2&!2&<H!<-*'4@!E2,!-!*(2,'!').4!-'!'(4!').4!2E!C,)')&;D!



!

! T`!

N<2C!tb!

N<2C!tb!-<<2C*!'(4!5,4-')2&!2E!5(-'A2'*!2&!-!C)@4,!,-&;4!2E!1<-'E2,.*!*/5(!-*!U<-5J9!:C)<)2!2,!

:4<4;,-.D!Z2C4?4,9!-'!'(4!').4!2E!C,)')&;!)'!*44.4@!,-'(4,!52.1<4G!'2!/*4!E2,!&2&P'45(&)5-<!

4G14,'*D!

72A)<472&J4H!

:(4!1,4?)2/*!?4,*)2&!2E!72A)<472&J4H!C-*!&-.4@!K(-''HW421<4D!:()*!*2E'C-,4!(-*!'(4!

1-,')5/<-,)'H!2E!2EE4,)&;!*4?4,-<!1,4@4E)&4@!A2'!*',/5'/,4*9!A/'!'(4H!-,4!;4&4,-<<H!)&'4&@4@!E2,!

52..4,5)-<!1/,12*4*9!)&!'(4!*4&*4!'(-'!)'!)*!-).4@!-'!1,2?)@)&;!-@?)54!2&!1/,5(-*)&;!-,')5<4*D!!

:/'2,'A2'!

:/'2,A2'!)*!-!5(-'A2'!5,4-')2&!1<-'E2,.!'(-'!)*!/&@4,!@4?4<21.4&'!-*!1-,'!2E!'(4!6:/'2,A2'!E2,!

B+:>!+,-*./*!0!1,2345'!p#`"\P"PNn`"PkF#`#P`M\##^qD!:(4!;2-<!2E!'(4!1,2345'!)*!'2!;)?4!

',-)&4,*!'(4!'22<*!'2!5,4-'4!'(4),!2C&!5(-'A2'!)&!'(4!E2,.!2E!-!5(-'A2'!5,4-'2,!1<-'E2,.9!A/'!-<*2!M!

@)EE4,4&'!5(-'A2'*9!E)<<4@!C)'(!52&'4&'!-&@!52&&45'4@!'2!'(4!<4-,&)&;!2/'52.4*!2E!'(4!B+:!

54&',4*!)&?2<?4@!)&!'(4!1,2345'9!-*!C4<<!-*!-!5(-'A2'!@4*);&!;/)@4!-&@!-!5(-'A2'!5,4-')2&!',-)&)&;!

.2@/<4!'2!*/112,'!',-)&4,*!-&@!B+:!2,;-&)*-')2&*!)&!@4?4<21)&;!'(4),!2C&!5(-'A2'*D!

8()<4!'(4!)&)')-<!*',/5'/,4!2E!7,D!-&@!7,*D!8)&*'2&!@4?4<214@!2&!K(-'E/4<!52/<@!A4!*/..-,)*4@!

-*!-&!4<-A2,-'4!;)-&'!@45)*)2&!',449!:/'2,A2'!)*!-!'22<!'(-'!1,254**4*!'(4!&-'/,-<!<-&;/-;4!2E!-!

<4-,&4,D!%&!2'(4,!C2,@*9!'(4!<4-,&4,!'H14*!-!I/4*')2&!-A2/'!'(4),!52/,*49!:/'2,A2'!-&-<H*4*!'(4!

)&'4&'!2E!'(4!/*4,!-&@!-&*C4,*!C)'(!'(4!.2*'!-11,21,)-'4!4<4.4&'!)'!5-&!E)&@!E,2.!'(4!@-'-!)'!(-*!

A44&!E4@!AH!5(-'A2'!5,4-'2,*9!2,!'4-5(4,*D!N2,!4G-.1<49!)E!-!<4-,&4,!-*J*!6C(-'!)*!'(4!1,4*4&'!



!

! T"!

*).1<4R>9!'(4!5(-'A2'!52/<@!*4&@!'(4.!-!<4**2&9!-&!)&E2;,-1()59!-!'4G'!*/..-,H9!?)@42*!2,!2'(4,!

'H14*!2E!52&'4&'!'2!5(22*4!E,2.!-552,@)&;!'2!'(4!.-'4,)-<!'(-'!'(4!'4-5(4,!1,2?)@4@D!

4" ;(<&F(+$&E/5.-)+,&<(*%G&

!" J)5&.)!%,0)-&.+0&!(&)6,'!%3+(!/&!77/3'!%3+(&

"# 9:7.%&7".,!

:(4!.-)&!E/&5')2&-<)'H!'2!/*4!C(4&!5,4-')&;!-&!4@/5-')2&-<!5(-'A2'!C)<<!A4!'(4!F/'2.-')2&!:-AD!

%'!-<<2C*!H2/!'2!5,4-'4!'(4!*',/5'/,4!2E!H2/,!5(-'A2'!-&@!'2!)&'4;,-'4!H2/,!52&'4&'!E2,!-!*.22'(!

/*4,!-&@!@4*);&4,!4G14,)4&54D! 

Z4,49!H2/!C)<<!@)*52?4,!)'*!@)EE4,4&'!E4-'/,4*!-&@!*',/5'/,4_ 

U4I/4&54*!-&@!X,2/1*_!

=4E2,4!)&'4;,-')&;!H2/,!52&'4&'9!H2/!C)<<!&44@!'2!@45)@4!C(4'(4,!H2/!C-&'!)'!'2!A4!*4&'!'(,2/;(!

,4;/<-,!,4.)&@4,*!2,!)E!H2/!3/*'!C-&'!'(4!/*4,!'2!A4!-A<4!'2!-554**!)'!AH!'H1)&;!-!*145)E)5!

52..-&@!2,!'(,2/;(!'(4!.-)&!.4&/D 

b&54!H2/!(-?4!.-@4!'(-'!@45)*)2&!H2/!5-&!5,4-'4!@)EE4,4&'!*4I/4&54*!2,!;,2/1*!)&!C()5(!H2/!

C)<<!)&'4;,-'4!H2/,!52&'4&'D! 

K(22*4!-!U4I/4&54!'2!*4'!'(4!;-1!A4'C44&!H2/,!.4**-;4*!)&!*452&@*9!.)&/'4*9!(2/,*!2,!4?4&!

@-H*D!%&!7,D!-&@!7,*D!8)&*'2&9!C4!@45)@4@!'2!/*4!'()*!E4-'/,4!'2!*4&@!'(4!/*4,*!*2.4!@-)<H!

'-*J*!'2!,4?)*4!).12,'-&'!;,-..-,!2,!?25-A/<-,H!12)&'*D!%E!H2/!@45)@4!'2!@2!'()*9!.-J4!*/,4!'(4!

52&'4&'!H2/!*4&@!)*!4&;-;)&;!-&@!*(2,'!'(2/;(9!-*!'(4!/*4,*!C)<<!,454)?4!)'!4?4,H!@-HD!



!

! T#!

 

"#$%%&'()*'!)&!+(,*-.%/0#)1 

K(22*4!-!X,2/1!C(4&!H2/!C-&'!'(4!/*4,*!'2!-554**!'(4!52&'4&'!C(4&4?4,!'(4H!C-&'!AH!4)'(4,!

'H1)&;!-!*145)E)5!52..-&@!2,!/*)&;!'(4!.-)&!.4&/D!:()*!)*!'(4!E4-'/,4!'(-'!C4!/*4@!C(4&!

5,4-')&;!F/'2.-')5!.4**-;4*9!4G4,5)*4*!-&@!NFm*!)&!7,D!-&@!7,*D!8)&*'2&D 

 

"#$%%&'()*!)&!+(,*-.%/0#)1 

! !



!

! T$!

=<25J*!

b&54!H2/!(-?4!5,4-'4@!H2/,!*4I/4&54*!-&@!;,2/1*9!'(4!&4G'!*'41!)*!'2!5,4-'4!'(4!A<25J*!H2/!

C)<<!&44@!C)'()&!4-5(!2E!'(4.D!84!-@?)*4!H2/!'2!&-.4!'(4.!C)'(!-!52@4!&-.4!'2!E)&@!'(4!

52&'4&'!.2,4!4-*)<H!2&54!H2/!(-?4!'22!./5(!)&E2,.-')2&!'2!3/*'!*5,2<<!'(,2/;(!'(4!F/'2.-'4!

:-AD! 

%&!7,D!-&@!7,*D!8)&*'2&9!C4!(-?4!/*4@!'(4!*',/5'/,4!6Xn&uh:21)5>!'2!&-.4!;,-..-,!4G4,5)*4*!

-&@!6BbK&uh:21)5>!E2,!?25-A/<-,H!4G4,5)*4*D!N2,!4G-.1<49!2/,!;,-..-,!4G4,5)*4!&u""`!

I/4*')2&!F9!-A2/'!'(4!W-*'!U).1<4!C-*!&-.4@!6Xn""`FhW-*'U).1<4>D! 

 

"#$%%&'()*!)-!2$0!34&'*)&!)&!+(,*-.%/ 

S2/!5-&!'(4&!521H!-!A<25J!-&@!.2?4!)'!)&!-&H!;,2/1!2,!*4I/4&54!)E!H2/!&44@!'2!)&'4;,-'4!*).)<-,!

52&'4&'!E2<<2C)&;!'(4!*-.4!*',/5'/,4D!

! !



!

! TM!

K-,@*!

b&54!'(4!*',/5'/,4!)*!1,41-,4@9!H2/!C)<<!A4!-A<4!'2!-@@!5-,@*!'2!H2/,!A<25J*!'2!)&'4;,-'4!'(4!

52&'4&'!)'*4<ED!8)'()&!'(4!A<25J9!H2/!C)<<!*44!-!A-,!C)'(!'(4!5-,@*!'2!)&'4;,-'4!*/5(!-*!'4G'9!

6'H1)&;>9!).-;4*9!I/)5J!,41<)4*9!4'5D 

 

"#$%%&'()*!)&!+(,*-.%/0#)1 

:(4*4!5-,@*!C)<<!A4!@4*5,)A4@!)&!'(4!*45')2&!A4<2C!2&!(2C!'2!)&'4;,-'4!H2/,!52&'4&'!)&!'(4!

5(-'A2'!'2!*(2C!H2/!(2C!'2!1,-5')5-<<H!)&'4;,-'4!-<<!'H14*!2E!52&'4&'D! 

F&!).12,'-&'!5-,@!'2!A4-,!)&!.)&@9!'(2/;(9!)*!'(4!6:H1)&;>!5-,@9!C()5(!C)<<!.-J4!)'!*44.!<)J4!'(4!

5(-'A2'!)*!'H1)&;!)'*!&4G'!.4**-;4D!%'!)*!).12,'-&'!'2!1/'!2&4!A4'C44&!@)EE4,4&'!5-,@*!)&!2,@4,!E2,!

'(4!52&'4&'!'2!-,,)?4!1,2;,4**)?4<H!)&!'(4!52&?4,*-')2&9!-?2)@)&;!'(4!/*4,!'2!,454)?4!-<<!

.4**-;4*!-'!'(4!*-.4!').4!-&@!;)?)&;!'(4.!'(4!').4!'2!,4-@!4?4,H'()&;!1,214,<HD 

  



!

! TT!

Z4,4!)*!(2C!)'!C)<<!<22J!2&!'(4!1<-'E2,._ 

 

%&!-!/*4,L*!52&?4,*-')2&9!'(4!5(-'A2'!C)<<!*(2C!'(,44!@2'*9!-*!)E!)'!C-*!'H1)&;!)'*!&4G'!.4**-;4_ 

 

  



!

! TY!

""# 9$!)(7:0!
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PART 5 

 TEST THE CHATBOT 

!" I/5.&.(&.+$.&-(*&
8(4&!H2/!5,4-'4!-!&4C!1,2@/5'!2,!*4,?)549!A4E2,4!*1,4-@)&;!)'!2,!1/'')&;!)'!2&!'(4!.-,J4'9!H2/!

(-?4!'2!52&*)@4,!C(4'(4,!'(4!,4*/<'!4G145'4@!)*!52&*)*'4&'!C)'(!H2/,!4G145'-')2&*D!%&!2'(4,!

C2,@*9!A4'C44&!'(4!@4*);&!2E!-!5(-'A2'!-&@!)'*!/*4!2&!-!<-,;4!*5-<49!)'!)*!&454**-,H!'2!52&*)@4,!

5-,,H)&;!2/'!-!'4*')&;!1(-*4!'(-'!-<<2C*!H2/!'2!4?-</-'4!'(4!52&*)*'4&5H!2E!'(4!1,2@/5'!5,4-'4@!

C)'(!'(4!2A345')?4*!'(-'!'(-'!H2/!(-@!*4'!E,2.!'(4!A4;)&&)&;D!

b&54!@4E)&4@!E2,!C(-'!,4-*2&!2,!1/,12*4!!H2/!C-&'!'2!A/)<@!-!5(-'A2'9!C(-'!/')<)'H!)'!./*'!(-?49!

C(-'!-,5()'45'/,4!H2/!C-&'!)'!'2!(-?4!-&@!2&!C()5(!1<-'E2,.!H2/!C-&'!'2!)&*4,'!-&@!A/)<@!H2/,!

5(-'A2'9!H2/!&44@!'2!'4*'!'(4!'22<D!:()*!)*!/*4E/<!'2!/&@4,*'-&@!)E!-<<!'(4!C2,J!1,4?)2/*<H!5-,,)4@!

2/'!(-*!A44&!52&*)*'4&'!-&@!)'!)*!4EE45')?4!)&!-5()4?)&;!'(4!2A345')?4!2E!).1,2?)&;!E2,4);&!

<-&;/-;4!<4-,&)&;D!S2/!&44@!'2!-5()4?4!*2.4!4?)@4&54!'(-'!H2/,!5(-'A2'!)*!/*4E/<!E2,!H2/,!

*'/@4&'*D!

:4*')&;!C)'(!4&@!/*4,*!,41,4*4&'*!-&!).12,'-&'!1(-*4!A45-/*4!)'!-<<2C*!H2/!'2!)@4&')EH!-&H!

@4*);&!4,,2,*9!4&*/,)&;!'(-'!'(4!1,2@/5'e*4,?)54!)*!4-*H!'2!/*4!-&@!E/&5')2&-<!'2!'(4!4@/5-')2&-<!

e!',-)&)&;!2A345')?4!4&?)*-;4@D!

%'!)*!'(4,4E2,4!).12,'-&'!'(-'!@/,)&;!'(4!5(-'A2'!'4*')&;!1(-*49!'(4!'4*'!5-&!A4!52&@/5'4@!@),45'<H!
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4EE45')?4&4**D!
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#D K(22*4!-!121/<-')2&!,4*',)5'4@!'2!'(4!*/,?4H!
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- -&H!)&52&*)*'4&5H!)&!'(4!5(-'A2'!-,5()'45'/,4!p)D4D!'(4!/*-A)<)'H!2E!'(4!@)EE4,4&'!*45')2&*!2E!

'(4!5(-'A2'_!@24*!'(4!/*4,!/&@4,*'-&@!(2C!'2!&-?);-'4!-&@!J&2C!(2C!'2!/*4!'(4!

)&E2,.-')2&!'(-'!'(4!5(-'A2'!1,2?)@4*!'(4.Rq!

- 12**)A<4!5/<'/,-<!.)*/&@4,*'-&@)&;*!'(-'!C4,4!)&*4,'4@!@/,)&;!'(4!5,4-')2&!2E!'(4!5(-'A2'!

52&'4&'*!p-,4!'(4,4!32J4*9!1(,-*4*9!).-;4*!'(-'!-,4!&2'!5<4-,!2,!'(-'!52/<@!2EE4&@!-!

1-,')5/<-,!5-'4;2,H!2E!/*4,*Rq!

- '(4!<4?4<!2E!@)EE)5/<'H!2E!'(4!52&'4&'*!p)D4D!)E!'(4!1,212*4@!<4**2&*!-&@!4G4,5)*4*!-,4!

/&@4,*'-&@-A<4!-&@!,4E<45'!'(4!4G145'4@!<4?4<!2E!<4-,&)&;!E2,!C()5(!'(4!5(-'A2'!C-*!
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:(4!5(2)54!2E!-!'-,;4'!;,2/1!E2,!'(4!*/,?4H_!)'!.4-&*!'()&J)&;!-A2/'!C()5(!'H14!2E!/*4,*!H2/!
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I/-<)'-')?4!-&@!I/-&')'-')?4!*'-')*')5-<!@-'-D!:()*!@414&@*!-!<2'!2&!C(-'!H2/,!5(-'A2'L*!'-,;4'!

-/@)4&54!)*!)&!;4&4,-<D!N2,!4G-.1<49!)E!'(4!'-,;4'!2E!'(4!5(-'A2'!'(-'!H2/!A/)<'!-,4!'(4!'(),@!H4-,!

5<-**4*!-'!H2/,!*5(22<9!H2/!C)<<!',H!'2!*4<45'!-!;,2/1!2E!T!'2!"`!*'/@4&'*!C(2!5-&!'4*'!'(4!'22<!

-&@!C(2!5-&!;)?4!H2/!E44@A-5J!2&!'(4!2A345')?4*!'(-'!H2/!(-?4!1,4?)2/*<H!52&*)@4,4@D!

:(4!5(4-14*'9!*).1<4*'9!-&@!.2*'!/*4E/<!.4'(2@!2E!)&?4*');-')2&!E,2.!'(4!12)&'!2E!?)4C!2E!'(4!

&454**-,H!,4*2/,54*!-&@!'(4!').)&;!2E!).1<4.4&'-')2&!)*!54,'-)&<H!'(4!5,4-')2&!2E!-!

I/4*')2&&-),4!)&!1-14,!2,!52.1/'4,)a4@!E2,.-'!'2!A4!*4&'!-&@!,454)?4@!2&<)&4D!

b&54!'(4!I/4*')2&&-),4*!(-?4!A44&!52<<45'4@9!'(4!-&*C4,*!5-&!A4!-&-<H*4@!'2!?4,)EH!'(4!

2A345')?4*!*4'!)&!'(4!52&*',/5')2&!2E!'(4!'4*'!-&@!'(4!-&-<H*)*!5-&!A4!)&'4;,-'4@!C)'(!2&4P'2P2&4!

)&'4,?)4C*9!)E!&454**-,HD!

N)&-<<H9!'(4!5(-'A2'!C)<<!A4!.2@)E)4@9!'-J)&;!)&'2!52&*)@4,-')2&!'(4!)&E2,.-')2&!52<<45'4@!-&@!

-&-<H*4@!'2!5,4-'4!-!E)&-<!?4,*)2&!2E!'(4!5(-'A2'!'(-'!5-&!A4!/*4@!AH!-<<!'(4!/*4,*!4&?)*-;4@D!
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4" ;(<&.(&6*+5.+&5&2)+$.0(3350*+&
:2!5,4-'4!-!I/4*')2&&-),4!pA2'(!)&!1-14,!-&@!)&!4<45',2&)5!E2,.-'q!'(-'!)*!/*4E/<!E2,!2A'-)&)&;!

,4<)-A<4!-&@!/*-A<4!@-'-9!)'!)*!).12,'-&'!'2!52&*)@4,!*2.4!5(-,-5'4,)*')5*_!

- /*4!5<4-,!-&@!@),45'!<-&;/-;49!-?2)@)&;!/*)&;!'22!'45(&)5-<!'4,.)&2<2;HV!

- @2!&2'!/*4!A)-*4@!I/4*')2&*!'(-'!*/;;4*'!2&4!-&*C4,!2?4,!'(4!2'(4,p*qV!

- -?2)@!-.A);/2/*!I/4*')2&*_!',H!'2!A4!2A345')?4!-&@!&4/',-<9!',H)&;!'2!-*J!*145)E)5!-&@!&2'!

'22!;4&4,-<!I/4*')2&*V!

- @2!&2'!5,4-'4!-!I/4*')2&&-),4!C)'(!'22!.-&H!I/4*')2&*V!

- /*4!214&!-&@!5<2*4@!I/4*')2&*!J&2C)&;!'(-'!'(4!/*4!2E!214&!I/4*')2&*!)*!/*4E/<!'2!

*')./<-'4!/&4G145'4@!-&*C4,*9!C()<4!5<2*4@!I/4*')2&*9!*/5(!-*!*)&;<4!2,!./<')1<4!5(2)549!

-<<2C!H2/!'2!52<<45'!*'-')*')5-<<H!.2,4!52@4@!@-'-!)&!-!*)&;<4!*H*'4.D!S2/!5-&!/*4!-!l)J4,'!

*5-<49!E2,!4G-.1<49!E,2.!<4?4<!"!'2!T_!!!

"D!d2'!-'!-<<!-;,44!P!#D!Q)*-;,44!P!$D!c&@45)@4@!P!MD!F;,44!P!TD!B4,H!./5(!-;,44!!!

2,!

"D!B4,H!/&*-')*E)4@!P!#D!c&*-')*E)4@P!$D!d4/',-<!P!MD!U-')*E)4@!P!TD!B4,H!*-')*E)4@!!!
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