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EXECUTIVE SUMMARY

The report includes an analysis of two different chatbot creator platforms, 'Chat Fuel and
'Flow XQO'. A criterion compares the two platforms based on their capabilities. The paper
continues to highlight the pros and cons of chatbots and their application in the business
world. Based on the analysis, it was found that Chat Fuel had the most user-friendly platform
to generate a non-code-based chatbot. A chatbot can be used across different industries
ranging from retail, finance and customer service. Chatbots provide quick responses to a
simple question to improve customer service efficiency and customer satisfaction.
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INTRODUCTION

Industry 4.0 has paved the way of integrating technology within multiple facets of the
business to improve product efficiency, quality and costs (Kiel et al, 2017). Digital

innovation is a process whereby using the concepts of industry 4.0 enterprises can create a
new tool to improve the business's strategy, implementing new software and platforms. The
result of digital innovation has led to greater competition between companies benefitting the
customer, cost reductions and revenue growth (Svahn, Mathiassen, and Lindgren, 2017).
Other forms of digital development include digital transformation and disruption. Digital
disruption is defined as digital changes that impact the value of a product or service, where
has digital transformation is the process where digital technologies are applied across areas of
a business which were traditionally ‘analog’ and did not incorporate digital technology
initially (Shrivastava, 2017). Digital research and development have become a rapidly
growing industry aiming to give businesses an edge over their competitors and provide a
better experience for customers (Bolton et al, 2018). Chatbot software was developed to
provide a text-to-text conversation or text-to-speech. Chatbots are intended to seamlessly
engage in conversation with a customer to simulate the experience of talking to a real
operator (Setiaji, and Wibowo, 2016). Two chatbot platforms (Chat Fuel and Flow XO) have
developed websites for businesses to generate and implement their chatbot service to improve
their businesses. Chatbots are an accessible tool which can be constructed and efficiently
within a company.

CHATBOT ANALYSIS

The following table illustrates the criteria met by each chatbot platform.
Table 1

Tool/Criteria Chatbot 1 (Chat Fuel) Chatbot 2 (Flow XO)
Meets the definition of a Yes Yes
chatbot

Provides Al Yes Yes
Templates Yes Yes
Complex Functionality Yes Yes
Primary Function Yes Yes
Easy to Learn Yes No
Easy for Non-IT User Yes No
Technical Support Yes No
Informative Introduction No Yes




CHATBOT EVALUATION

According to Table 1 Chat Fuel (Chatfuel, 2020) (Appendix A) and Flow XO (Flow XO,
2020) (Appendix B) met the criteria of being a chat. Aforementioned, a chatbot aims to
simulate a text-to-text conversation as if it were a real person. Both platforms allowed for
tailored responses that appear organic when spoken to. Both platforms also exhibited that
they are capable of machine learning. Based on the users' software abilities, the chatbots
appeared to have a 'reactive Al' where only simple tasks and critical words were recognised
based on the parameters set by the creator (Joshi, N. 2019). Despite the Al being incapable of
high complexity tasks, there is a degree of Al. Both platforms provided a template to test
initially involving a simple greeting. The greeting can be tailored and expanded further upon
to increase the complexity of the chat bot’s response to questions. The most complex tools
that were available for Flow XO can provide short cuts to specific websites as well as allows
for customer payment. Chat fuel had a cross-platform and third-party integration with
existing apps enabling to be a versatile chatbot. Based on the processing capabilities Flow
XO the chatbot can be used to support customers with any simple issues as well as provide
direct links to company information and quick payments. This service would be beneficial for
banking apps and retail. Chat Fuel's capabilities of cross-platform usage are limited compared
to Flow XO efficiently providing as it lacks the payment option. Chat Fuel can answer
questions by gathering data from software from different applications to provide a more
accurate answer/response with more depth answering questions more specifically with
greater efficiency and safety. The key focus of both chatbots is to reduce the amount of time
for customers to spend waiting for help from a human support worker, to create more
efficient transactions and greater detail for the information they require. Chat Fuel was found
to be the most accessible software to use as the interface was simple with generous technical
support. Flow XO was technically challenging with a greater degree of technical difficulty
attempting to complete simple tasks. Based on the analysis Chat Fuel is more non-IT friendly
compared to Flow XO, whereas Flow XO provides a more remarkable service.

CHATBOT BUSINESS APPLICATION

There are several benefits to using chatbots across various industries. They can also be used
in customer support to increase efficiency with helping customers (Ramachandran, 2019).
One of the critical benefits of chatbots is its versatility across different sectors. Most
businesses have a service line ranging from finance to retail and manufacturing (Waylan and
Cole, 1994). Customers will continually have a question about products and services often
repeatedly asked (Gupta et al, 2007). Chatbots can reduce human-human interactions and can
provide a 24-hour customer service (Chung et al, 2014). When there are no operators,
available chatbots can provide a degree of assistance compared to no assistance at all.
Chatbots are also able to provide quick and concise answers to short and simple questions.
Using keywords and terminology, chatbots can quickly identify possible solutions or further
information to frequently asked questions (Tao et al, 2019). Most importantly, customers can
save their own time talking to a chatbot compared to waiting online for a real support worker
to answer a simple question (Fglstad, Nordheim and Bjarkli, 2018). Issues associated with
chatbots includes the inability to answer complex problems which the chatbot cannot identify
and the lack of friendliness that comes from a chatbot due to missing human component of
interaction (Peng and Ma, 2019).



CONCLUDING STATEMENTS

Based on the analysis Chat Fuel provided a user-friendly chatbot compared to that of Flow
XO. Skilled IT technicians would benefit from Flow XO. Developing businesses transition to
chatbot based technology should use Chat Fuel. The application for chatbots is growing with
improving Al capacity. Chatbots can be extremely beneficial to a business and a customer
through the increased efficiency to resolve simple issues.
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APPENDICES

A Chat Fuel Screen grabs
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New Message

Words or Phrases

Hello
Hi
Hiya

Alist of words or phrases to listen out for (one per line), for example "what's the time" or "tell me the time". To group
the word or phrase, add a group name in [brackets] at the end of a line.

Message Types
Direct Message ("what's the time" sent directly to the bot)
Direct Mention ("@timebot what's the time")
Mention ("what's the time @timebot")
Overhear ("what's the time")
Show a Shortcut Button?
Yes ~

Shortcut buttons are displayed along with the bot's welcome text. The first word or phrase above will be used as the
button text, so keep it short and nicely formatted.

Additional Welcome Text

An optional short description that is displayed after the main welcome text. For example, "Ask me what the time is
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Create a Bot

Messenger

Help X

(@ Before you go any further, open up our detailed instructions for creating
your Messenger bot.

Name

Matt Bot
This is how the bot announces itself if you leave the welcome text blank.
Welcome Text

Hello | am chat bot how can | help you!

Leave this blank and we'll take care of this for you. This will be displayed when your
bot is first connected (some platforms) and as a default response

Show the welcome text even if a catch-all trigger is found

Language

Greeting Text

A greeting that is shown to your users before they click the 'Get Started’ button. It
should be a short (160 character) description of your bot.
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