Using OpenAl to Automate Customer Service

With Y Meadows

OpenAl's ChatGPT has taken the world by storm. Its ability to answer questions and generate
high quality text on-demand is astounding. At Y Meadows, our mission is to use Al and robotic
process automation to empower customer service departments to provide better, faster, and
easier service. Due to ChatGPT's impressive capabilities, our clients have asked us if we can help
them utilize it to automate customer service responses. Our answer is: Yes! We're pleased to
announce that you can now use Y Meadows to integrate OpenAl with your knowledge base and
ticketing system.

Take a look at what you can do with Y Meadows and OpenAl:

In this example, we have an airline company called Underground Airlines. They use Front as
their shared inbox for customer support. A customer named Anna is flying with them next week
but she's 38 weeks pregnant, so she sends a message to their support team asking if it's okay
for her to fly.

To customerservice@example.com
Question About My Upcoming Flight

Dear Underground Airlines,
| am 38 weeks pregnant. Can | fly with Underground Airlines?

Thanks,

Anna Malli

Send

Once the email arrives in the company's email/ticketing system, a Y Meadows Journey is
triggered.
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In the journey, Y Meadows will take the client's email and search the knowledge base for
relevant information. OpenAl will write a response and add it as a ‘draft reply’ in Front. Then, a
human can check that the email is correct and send it out! This not only improves resolution
times, but it also reduces the effort needed by support agents to accurately find information

and respond accordingly.
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After Y Meadows searches the Knowledge Base for relevant information, this article appears as
its top result:

Traveling While Pregnant

If you're pregnant and traveling before your 36th week, you can travel on an Underground Airlines flight
without medical documentation. If you've reached your 36th week or after, you'll need an obstetrician's
certificate (the original and two copies) stating that you're fit for air travel. The certificate must be dated
within three days (72 hours) of your flight departure. However, to best assure your safety, we'd prefer
that your certificate is dated within one day of flight departure. The certificate must state that the
obstetrician has examined you and found you to be physically fit for air travel between the specified
dates of your trip. Your baby's estimated birth date must be after the date of the last flight on the
itinerary. Please give the original certificate to one of our representatives at check-in. The remaining

copies are for reference during air travel.

The information found from the Knowledge Base search step is then used by Y Meadows
integration with OpenAl to draft a reply:

2 Shared draft Viewable and editable by everyone in Customer Service Inbox

From: customerservice@example.com

) ) 5
To: anna.malli@example.com Cc Bec Subject (5

Dear Anna,

Thank you for reaching out to us. We are happy to help you with your travel plans. Yes, you can fly with Underground Airlines if you
are 38 weeks pregnant. You will need an obstetrician's certificate stating that you are fit for air travel between the specified dates of
your trip. The certificate must be dated within three days (72 hours) of your flight departure. However, to best assure your safety,
we'd prefer that your certificate is dated within one day of flight departure. The certificate must state that the obstetrician has
examined you and found you to be physically fit for air travel between the specified dates of your trip. Your baby's estimated birth
date must be after the date of the last flight on the itinerary. Please give the original certificate to one of our representatives at
check-in. The remaining copies are for reference during air travel. We hope this information is helpful. Please let us know if you have
any further questions.

Sincerely,
Underground Airlines

Sans-Serif v 14 v A v 2 v B I 9] S = 9 ® 9 Tx

ve®o o3

X info@ymeadows.com

9 Los Angeles, CA 90035

.  1424.270.6670
Y MEADOWS®




Using OpenAl to Automate Customer Service

With Y Meadows

Afterwards, the agent can just click 'Send’ and they're done!

With the help of Y Meadows and OpenAl, customer service teams can work through tickets
faster and handle larger volumes of requests since the Al does the research and the writing. This
allows agents to apply their focus on higher value, more complex requests while also providing
customers with answers faster than ever before.

If you're interested in learning how the technology works, please read the next section. If you
would like to learn more about how to apply this technology in your business, please reach out
to us at info@ymeadows.com or learn more at www.ymeadows.com.

How It Works

OpenAl has created a family of Al models called GPT-3 (Generative Pre-trained Transformer 3)
and offers an APl which allows other systems to integrate and use its models. The GPT-3 model
only knows the data it was trained on; it can't answer questions about information that was not in
its training set. For customer service, most answers are based on a company's policies or
knowledge base. We can add that information to make the Al model aware of what it needs to
know.

GPT-3 can also be used to search text. The way this works is that GPT-3 can convert words to
vectors, a series of numbers that represent the meaning of the words. We can take a search
query and convert it into vectors. We can also convert the knowledge documents that we are
searching into vectors as well. Then, we can can calculate which KB article vectors are
mathematically closest to the query's vector. The advantage of doing this is that it can find
matches even if the word you are searching for is not in the KB article. For example, “problem
logging in" might turn up a page that uses the phrase “authentication issue”.

One of the main issues with large language models is that they generate sentences based on
statistics of how words are used on the Internet. It's not really “thinking”, and it can sometimes
give wrong information, yet still look correct.
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This can be mitigated by having a human review what the Al is going to send out. In the example
above, we used a draft email message to do that. Another option is to use the Y Meadows
review module. The review module allows support agents to quickly see the original message
and the proposed response. They can edit, approve, or reject the proposed response.
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Al Message Review Queue 2
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Proposed intent

jane.doe@example.com Resolve issue
Question About Upcoming Flight Journey
Al Draft Response
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Hi., Proposed outcome
Dear Jane,

Reply to customer

Dear Underground Airlines,
Thank you for reaching out to us. We are happy to help you with
Prediction Confidence  89% your travel plans. Yes, you can fly with Underground Airlines if you
are 35 weeks pregnant. You will need an obstetrician's certificate
stating that you are fit for air travel. The certificate must be dated
within three days of your flight departure. We recommend that your
certificate is dated within one day of flight departure. The certificate
must state that the obstetrician has examined you and found you to
Thanks, be physically fit for air travel between the specified dates of your
trip. Your baby's estimated birth date must be after the date of the
last flight on the itinerary. Please give the original certificate to one
of our representatives at check-in. The remaining copies are for
reference during air travel.

| am 35 weeks pregnant. Can | fly with Underground Airlines?

Jane Doe
We hope this information is helpful. Please let us know if you have
any other questions.

Sincerely,

Underground Airlines

The Y Meadows integration with OpenAl has other uses in addition to generating responses to
messages.

For example:

e e can ask the model to rewrite an email written by a non-native English speaker to
correct spelling, grammar, and/or to adjust the tone of the message.
e e can ask it to summarize a message.
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OpenAl is a great tool, but it's just an API. To integrate it into your customer service environment
you need to be able to trigger it on every ticket, gather data from internal and external systems,
template prompts, and integrate with email and ticketing systems. Y Meadows is a customer
service automation platform that can do all of that and more!

The example and screenshots above use Front. But, Y Meadows integrates with ZenDesk,
FreshDesk, Gmail, Jira, Helpscout, Microsoft Office 365, Salesforce Service Cloud, and many
morel

Interested in getting started with Y Meadows Al customer service automation solution? Contact
us at info@ymeadows.com or learn more at www.ymeadows.com.
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