
 

 
1 

 

Building 
Humanlike 
Chatbots 

 

Plus 6 Winning Tips to Create More 

Personal Conversations with your 

customers 

 

 

 

 

 

 

 

CommBox  

Copyright © 2020 CommBox 



 

Building Humanlike Chatbots 2 

 

 

 
I N T R O D U C T I O N  

 

 

 

 

 

 

 

 

 

What comes to mind when the term “humanlike 

chatbot” is mentioned? Readily, you might say a system 

that performs human agent’s role in customer support 

for organizations. You would be right, anyway, but is 

there more? Certainly YES! The state of Artificial 

Intelligence in the world today is such that makes 

anything possible. Hence, if you thought it was 

impossible to create machines with human attributes, 

the reality of the modern world will erase that notion. 

Chatbots have been quite essential in customer service 

delivery of organizations. The reason is not farfetched – 

they offer customers quick reaction time, prompt 

answers to queries, sorting out of orders and 

satisfaction. For organizations, they increase customer 

loyalty, increased productivity, higher revenue, market 

visibility, prominence in market, among other 

advantages. However, sometimes, chatbots are limited 

in handling complex queries and other advanced 

processes. In such situations, companies have learned to 
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have a human agent working side-by-side with it to 

ensure its productivity. Therefore, this book is all about 

showing you how chatbots can be built to perform in 

humanlike manners. 

 

To start with, the whole gamut of meaning that chatbot 

has is explained in this book and its germaneness to 

business. Customers should not be kept waiting for too 

long or they will switch brands. Hence, it is essential that 

every business knows takes advantage of the immense 

contribution chatbots have in improving customer 

service. Irrespective of the kind of firm you have – large 

or small – there are chatbots that can handle customer 

demands of various sizes. Hence, rather than buy into 

the misconception that chatbots are expensive, you can 

get one that meets your customer needs without having 

to break the bank or run at a loss after purchasing it. In 

this book, there are different chatbots listed with their 

varying abilities; hence, you can get an idea of the best 

kind of chatbot that suits your organization, customer 

demands and objective of excellence. 

 

Another aspect discussed in this paper, is the angle of 

chatbots from an omnichannel framework. Here, we look 

at how one can run automations such as chatbots over 

a wide range of communication media. Omnichannel 

chatbot is an innovation that came alive due to the 

demand for customers’ queries to be met at the same 

time, and over all the channels. For instance, social 

media pages of companies, websites, blogs and other 

online channels are points where customers get to 
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interact with a brand about its products and services. 

What happens in Omnichannel chatbot is that all the 

above mentioned channels will be linked together over 

the same chatbot in helping to solve customer problems. 

The chatbot will have a programming that allows it to 

respond to different queries of prospective clients and 

customers over the media. That way, customers will not 

complain on matters relating to poor reaction time, slow 

sorting out of queries among other challenges that 

come from traditional customer support systems which 

hinge heavily on humans. Other things to learn include 

the modus operandi of chatbots as well as how you can 

create a humanlike chatbot. In summary, Building 

Humanlike Chatbots is a book everyone interested in 

enjoying the benefits that come with efficient customer 

support should read. 

 
 

W H A T  I S  A  C H A T B O T ?  
 

Within the spheres of customer relations, artificial 

intelligence, science and technology, chatbots may not 

across as unfamiliar to many who work within the sphere 

of influence. However, it is important to define chatbots 

in clear term for the many misconceptions that a lot of 

people have had with the word usage. In clear terms, a 

chatbot refers to software imbued with the potentials of 

performing communication tasks such as online 

conversation assisted with a human representative. 

They work through text-to-speech programming in 

getting conversations from one end and providing 
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corresponding answers on the other end. It is one of the 

innovations of technology developed to beat different 

barriers of communication as well as to improve the 

efficiency of communication.  

 

Chatbots are, by design, 

supposed to engage in 

conversations in similar 

ways as humans do. In their 

programming, it takes a lot 

of conscientious effort to 

put likely answers to 

questions which may be fed 

into the software by people conversing with it. Hence, a 

lot of testing, revisions and remodeling are usually done 

to perfect the responses it gives in quick time. 

Historically, Michael Mauldin (Verbot Inventor) named 

such application software “chatterbot” in 1994. The 

chatbot we know today serve the same communication 

purpose as the one used at the time. In modern times, 

chatbot refer to Google Assistant, Siri of Apple Inc., 

Amazon Alexa and a few instant messaging platforms 

such as WeChat and Facebook messenger.  

 

They all perform the task of easing user’s difficulties and 

other queries that people could have in their use of 

certain products and services. It also reduces the strain 

on physical sites in terms of customer population from 

people who want to make complaints or ask certain 

questions. From the comfort of their houses, offices or 

anywhere in the world, their answers can be met with 



 

Building Humanlike Chatbots 6 

 

quick responses. Other uses of chatbots are in dialog 

systems to rout requests, gather information and 

provide qualitative customer service delivery.  

 

You might want to ask the question – how do I gain 

access to chatbots to channel my grievances? The 

answer is not farfetched, and conveniently so. Virtual 

assistants and messaging apps of brands you deal with 

are avenues through which a customer can make his or 

her queries known to a brand. The important thing about 

it is that clients are able to communicate effectively with 

the clients about whatever enquiries they have and get 

solutions. That is why it makes good sense to let your 

chatbots be such that patterns after human 

communication level of intelligence. That way, it 

becomes easy to get customers satisfied and eke out a 

lot of benefits for the company. This is all chatbots are 

about – bridging the gap between customers and 

brands, leading to a win-win situation. 

 

 

D I F F E R E N T  T Y P E S  O F  C H A T B O T S  
 
In practical use, chatbots are categorized according to 
the issue they are designed to solve. In other words, there 
are those that queries relating to commerce, 
entertainment, productivity, health, education, amid other 
areas. For this category, what it means is that they 
specifically communicate information on the  
above-mentioned fields, by design. Another way to 
categorize chatbots is based on usage. Under this 
typology are those used for messaging, for company 
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internal platforms, customer service, healthcare, politics 
and toys. 
 
By another classification, we can categorize chatbots into 
3 types. This classification is based on its mode of 
operation. In it, we have the Menu/Button-Based 
Chatbots, Keyword Recognition-Based Chatbots and 
Contextual Chatbots. They are listed in order of their 
complexity. Below is a description of what you stand to 
gain with these channels of communication. 

M E N U / B U T T O N - B A S E D  C H A T B O T S  

 
These chatbots are among the commonest found in the 
market and are the easiest to use. However, they are only 
useful in answering queries of low complexity. However, 
when it comes to completing complex tasks, they fall 
short in that regard. Menu or Button-Based Chatbots  also 
have the problem of being slow with providing answers to 
customers’ queries. The confidence levels of the answers 
are high, only for basic enquiries made. However, if you 
tried using this type of chatbots for complex queries, you 
are not sure to get satisfaction from end users. The merit 
to it is that you will find it handy if your organization is 
modeled after a simplistic structure. That way, you know 
your chatbot will not get defeated by complex queries. 
But if you run a complex structure, it, therefore, means 
that you need advanced humanlike chatbots to help you 
achieve your customer support needs. 
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K E Y W O R D  R E C O G N I T I O N - B A S E D  
C H A T B O T S  

 
Unlike the first type of chatbot explained (the 
menu/button-based chatbots), keyword recognition-
based chatbots have the ability of hearing out whatever 
end users type in as queries. It has a greater degree of 
accuracy in interpreting customer’s inputs as well as a 
better feedback system. Since that is what every 
organization looks for in a customer support system that 
can attend to client’s queries efficiently and in the fastest 
time possible. Keyword Recognition-Based chatbots 
share this merit as they offer text-to-speech 
interpretation of client’s input through various channels 
and generate appropriate feedback. That is not the same 
level you will get when menu/button-based chatbot is in 
use.  
 
One of the things that make this type of chatbot quite 
useful, in handling communication needs of customers 
with brands or organizations, is that a lot of keywords that 
clients may use while conversing or expressing their 
concerns are provided in the database of the chatbot. 
Hence, with a calculation 
of related keywords 
which collocate with one 
another, it becomes 
discretionary in knowing 
what answers will most 
likely suit the client’s 
query. For instance, if a 
client’s input to the 
chatbot was “how can I 
login and make 
transactions using the 
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mobile app?” it takes note of “login”, “transactions” and 
“mobile app”. Then the programming made on it would 
enable the related options to come up to give the end 
user a hint into how the problem can be solved. It is a very 
innovative technology of the twenty-first century that has 
come for the profiting of business transactions – smart 
chatbots! 
 
However, and like everything that has a good side, there 
is a downside to the use of keyword smart chatbots. If a 
customer inputs different queries with the same keywords 
inherent in it, the chatbot is likely to give the same 
feedback, despite the variability of the queries. For 
example, if the first query was “how can I login and make 
transactions using the mobile app?” the answer that may 
come out from it is highly likely to be the same if the input 
was “How can I make transactions if my mobile app 
cannot login?” That is one of the significant deficiencies 
that come with Keyword Recognition-based Chatbots. In 
solving this problem, some manufacturers have come up 
with a new design – making chatbots from the 
combination of keyword recognition-based model and 
menu/button-based model. That way, the developed 
chatbot draws from the strength inherent in both types of 
chatbots while covering up each other’s weaknesses. 
Through this, simple queries can be handled accurately 
and the logic of keyword detection can be employed in 
sorting out customers when they make enquiries from 
their end. Alternately, clients are usually provided the 
options of chosing to communicate directly with the 
company or having chatbots respond to them. Hence, as 
an end user, if you notice that your responses are not as 
fitting as you would love them to be, you could opt for the 
direct communication option as well. 
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C O N T E X T U A L  C H A T B O T S  

 
 
 
 
 
 
 
 
 
 
 
 
Of all the bots listed, contextual chatbots are the most 
advanced in delivering smooth communication between 
companies and clients or potential customers. The 
mechanisms through which the chatbot was developed 
are Machine Learning (ML) and Artificial Intelligence; thus 
making its configuration quite accurate in sorting out 
complex queries. Another new feature which sets 
contextual chatbots apart from the rest is its ability to 
self-improve while responding to queries. In other words, 
the system is smart enough to correct already 
programmed database information wherever clients’ 
queries prove otherwise. For example, a client has always 
used the chatbot to make request for a particular kind of 
product many times may get a suggestion from the 
chatbots about ordering the product or a related one. 
That is because the chatbot has learnt from the history of 
such user. However, whenever a different decision is made 
by the user, the chatbot records that in its history and now 
have another option to suggest when a query is made. 
That is what makes the context easily understood when a 
query is made. 
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Another important feature of this chatbot is the ability to 
memorize orders. It is an essential function because it 
helps in knowing what products to recommend to 
customers and how to time such reminder. For instance, if 
a client is fond of making orders every weekend, the 
memory of this would enable the chatbot to send 
reminders about the product’s availability some hours to 
the potential time such customer makes orders. Other 
information that contextual chatbots remember are 
delivery address, payment information, preferred orders 
amid other information. Within a click, an order can get to 
your doorstep as quickly as possible, just the way you 
would love it. You can imagine how well this would be for 
customer satisfaction. Every client would want to interact 
with an organization that can provide products and 
services with ease. Also, such organizations working with 
contextual chatbots have a lot to gain in terms of 
customer loyalty, increased productivity, and more 
revenue, less expenditure, market visibility and client 
base. Thus, it is a win-win situation for both people. 
There could be other types of chatbots or their 
classification as well. However, they will share same 
characteristics of automated-response ability in quick 
time; although with different levels of complexity. In 
summary, they serve different objectives in relation to the 
service industry of their choice. Their use is quite 
important in this digital age as it will enable business run 
smoothly and without much threat to competitors. 

W H A T  M A K E S  C H A T B O T  H U M A N L I K E ?  

 
Like the epithet “humanlike” suggests, chatbots which 
have the form of human beings in conversation, analytic 
skills and other capacities in which we are blessed are 
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endowed with a form of humanness. It is quite an essential 
trait that chatbots should have for many reasons. One of 
such is the fact that conversations are interpersonal 
activities and humans relate socially during the act. 
Hence, making chatbots that mirror the way humans 
interact with each other is quite essential for business 
organizations. Inasmuch as a company should be after 
offering quick responses to client’s queries, there is a need 
for socialization to take place through emotional 
interactions during the event.  
 
A chatbot is humanlike in its design when there is 
consideration of varying approaches that may be made 
to it. In other words, it considers the fact that humans are 
made up of different personalities and hence; they 
deserve to be given different level of communication. 
Hence, chatbots mimic humans when they are 
programmed to have different answers for each possible 
question. It gets boring and uninteresting when a client 
makes similar orders and gets the same flow in their 
communication with chatbots. However, when they have 
catchy interactions with people who engage with them on 
different enquiries, a void gets created within – a desire to 
come back and get socially connected with the brand for 
their chatbot messages. That way, a business 
organization profits from this connection in the long run. 
 

O M N I C H A N N E L  C H A T B O T   
P O W E R E D  B Y  A I  

 
As the demands of customers in business organizations 
increase, the need to do more in terms of customer 
service delivery becomes pertinent if business is to scale 
greater heights. Hence, Omni-channel customer service is 
the direction in which most business organizations are 
looking up to for greater impact. The term is used to refer 
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to different interactions over ample touch points that 
connect an organization to a customer and the 
prospective ones in the market. It is important that every 
company understand how to create technologically 
innovative ways of connecting with their target market at 
all times to increase their chances of coming back. With 
the state of the world at the moment, companies expect 
nothing less than perfection when it comes to customer 
service delivery on the omni-channel framework. Hence, 
creating awesome memories that would keep your brand 
in the minds of your client is a good way to ensure the 
growth of an organization. 
 
The roadmap to excellence in winning customers as a 
brand is not a one-size-fit-all pathway. It requires the 
adoption of strategies, after studying situations, to know 
which works best for the circumstances at hand. Every 
company has a goal of reaching global or national 
relevance in whatever service industry they belong to. 
However, such a great objective can be defeated when a 
singular approach to customer satisfaction is followed. 
Hence, omni-channel platforms is one area companies 
need to show vested interest in, if they must go far in the 
market. Apart from the competitive advantage it has to 
offer, omni-channel platforms helps to achieve quality 
customer service through effective communication. In 
business, communication 
is everything. Companies 
that show active listening 
skills go far irrespective of 
the market dynamics and 
fierceness of competition 
in their service industry. 
Those who appear to be 
slow to acting on 
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customers’ queries have a hard time advancing in 
revenue and customer base. It is therefore essential that 
companies adopt omni-channel platforms for a better 
customer experience. 
 
It is difficult to gain customer loyalty these days for a lot of 
reasons. Diversity of service, multiplicity of brands, 
changing needs of clients among others are factors that 
can affect a brand’s ability to keep customers at times. 
However, when omni-channel platform is in place, a brand 
can remain in business for as long as possible for their 
effectiveness in making customers satisfied any time they 
make an enquiry. Customers are very likely to ditch their 
erstwhile preferred brands after one satisfactory 
experience with another brand. Hence, it is essential to 
adopt this approach to business to win customers and 
benefit from it. 
 
Omni-channel platform help brands to increase the 
chances of coming across their ads about products and 
services. Through it, brands get to send subtle signals to 
the minds of the market that a particular product and 
service is available for use. As far as consumer psychology 
goes, the more contacts a product makes with a 
prospective customer’s mind, the higher the chances of 
purchasing it when the chance arrives. Hence, adopting 
the omni-channel framework will help in increasing 
customer base, improving the organization’s revenue 
books and bettering the market visibility of the brand. It 
achieves a win-win situation for all: customers and brands 
alike. 
 
The idea of omnichannel chatbot is all about having a 
framework by which all communication channels of an 
organization can be linked over the same chatbot for 
generating feedbacks to countless of customers’ queries. 
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In other words, websites, social media channels and other 
means through which companies are open to 
communication need to be open for information 
generation 
 

H O W  C H A T B O T S  W O R K  I N  A  
C O M P L E T E  H A R M O N Y  W I T H  L I V E  
A G E N T S  ( U S I N G  O M N I C H A N N E L  

P L A T F O R M )   
 

 

 

 

 

 

 

 

 

Inasmuch as chatbots has quite a vast area of 

competence in handling client’s queries, it could also 

help an organization achieve more in customer retention 

when combined with other helpful tools. Some of the 

technological innovations that can assist in bringing 

customer satisfaction to clients in conjunction with live 

agents include AI chat, SMS Text and Live Chats. 

However, another factor some people do not consider is 

the fact that chatbots work well with live agents as well. 

The ignorance of this fact comes from the misconception 

that most people have about the tendency of Artificial 

Intelligence to displace humans in the labor force. 

Although there are some realities to that, artificial 

intelligence in customer support still needs live agents to 
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ensure their accuracy in delivering solutions to complex 

queries. That is to say that so much can be wrought from 

the harmony between chatbots and humans.  

 

One way to ensure complete harmony with live agents is 

through omni-channel platform. In this wise, end users at 

all communication channels of the company which are 

modeled to respond in humanlike fashion will be under 

the close supervision live agents for accurate output. 

That way, there would be less errors for queries 

submitted by end users. To enable such work out fine, 

programming of the chatbot should be done in a way 

that allows complex queries to be left for live agents to 

solve. That way, customers would have a happier 

experience and companies will have a good benefit from 

their transactions. 

Another point to consider in making a chatbot work in 

harmony with agents is that they need to ensure that 

they are not displacing the agent but rather helping. The 

reason for the use of chatbots is for the inefficiencies 

that agents face in burnout and other stressful activities. 

However, with the aid of chatbots, faster information 

processing occurs and handling of many enquiries from 

different clients at a time. Also, it is necessary to train 

agents on the policies regarding the use of chatbot to 

ensure good customer service delivery to clients as they 

work in tandem. That will ensure that there is no 

misunderstanding between them as they carry out their 

task of attending to client’s queries.  

 

In an omni-channel design, chats link to all channels 
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connected to the company for communication. That 

includes SMS, Emails, social media accounts, websites 

and other means. Everyone knows it is impossible for a 

live agent to handle all these channels at a time and 

with a degree of effectiveness; hence, the incorporation 

of live agents. However, while they are in use, live agents 

are to supervise the queries attended to and ensure that 

those complex ones are well sorted out for a good 

delivery of information. That way, customers will feel 

safe and satisfied with the way such business 

establishment treats them and might be interested in 

putting a stake in the company. You have to understand 

that business is strictly about winning customers from 

other brands while maintaining the ones you have 

secured. Hence, incorporating live agents and chatbots 

will help augment each other’s weaknesses and draw 

out strength from it. The end result of this is that 

customers and clients will be happy after engaging with 

each other – a thing that was not promised before the 

advent of omni-channel platforms of chatbots and live 

agents. 

 
6  W I N N I N G  T I P S  T O  C R E A T E  M O R E  
P E R S O N A L  C O N V E R S A T I O N S  W I T H  

C H A T B O T S  
 

In making of chatbots after the fashion of humans, it is 

necessary not to let it appear too fixed in responses, as 

though one were communicating with a robot. There is a 

need to tweak the responses in different ways to bring 

out a smoother communication experience. There is a 
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wide gamut of options that need attention in making the 

interpersonal relations between chatbots and end users 

a pleasurable experience. One of such  

1 .  E M U L A T I N G  H U M A N  B E H A V I O R  

 

In programming chatbots for human interactions, there 

is need for the application to have humanlike 

conversational mannerisms. As such the programming of 

chatbots should be such that gives the warm reception 

similar to human customer agents. Good communication 

entails making the listener understand that they are 

chatting with a chatbot, yet performing like a human. 

Such would beat the imagination of any customer or 

prospective client who makes use of the organization’s 

channels. Making humanlike chatbots begins from the 

most basic of things. For instance, having a welcome 

message that is warm enough to make conversation 

flow properly is a good attribute of humans that can be 

adapted to chatbots.  

2 .  U S E  O F  E M O J I S  

 

A lot of times in communication, we get to understand 

that online communication may not perfectly express 

one’s state of mind, context of speech and other 

intricate details that carries meaning. That is because 

communication entails a full understanding of one’s 
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verbal and nonverbal communication. Over a virtual 

interface, it is not easy to know if the same message was 

said with intents of sarcasm, remorse, surprise, 

embarrassment, disgust, happiness or sadness. 

However, the use of emojis (otherwise known as 

emoticons) is quite handy in expressing one’s nonverbal 

communication. Different emoji caricatures give varying 

impressions about how the chatbot of person feels 

about whatever they are talking about. Hence, it is 

essential to provide emoji options for clients and 

prospective customers to express themselves in emojis 

for contextual understanding of queries. 

 

Having been briefed with the essentiality of emoji use, it 

is also important to program chatbots on the right 

choice of emojis for different responses. The 

understanding of emoticons can help to know which 

smileys go best with each request. Some may say “just 

drop the message. Does it really matter?” Of course it 

does. Messages could be interpreted wrongly due to the 

tone of the user. However, when the right emoji that 

carries the emotion of the textual information is used, 

there will not be noise in the message through the 

communication medium. Communication will be smooth 

and clear. A happy customer is the product of successful 

conversations – the long and short of the matter. 

 

 

 



 

Building Humanlike Chatbots 20 

 

3 .  U N D E R S T A N D  M U L T I P L E  
M E S S A G E S  

Unlike humans who are 

constrained by time to 

answer multiple messages 

at a time, excellent 

chatbot development 

entails making them have 

the capacity to handle 

complex queries. In actual 

facts, it mirrors the human 

capacity to multitask with a great degree of accuracy. 

Hence, although at a higher level, making humanlike 

chatbots also requires adapting the capacity to handle 

influx of messages with a great degree of 

understanding. It is such a pivotally necessary point in 

designing chatbots for technical hithes to be avoided in 

its operation. You know there used to be a time when 

chatbots could get confused when deluged by 

multiplicity of messages. The error was from the 

programming – it did not know how to see different 

message entry from end users as one. Hence, it is 

essential that you make your chatbot work better in 

ensuring that multiple messages are read as one. 

 

Apart from the responsibility of the programmer to make 

smartbots smart enough to interpret multiple messages 

in context, it is essential that users know how to relay 

information to a chatbot for accurate feedbacks. If you 

have an extensive query, ensure to break your message 
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into short messages. Do not chunk all the information in 

one paragraph as that could need a human agent to 

interpret. When you break your messages into separate 

sentences, it becomes easy for the chatbot to 

accurately decipher your input and generate feedbacks 

that are apt for you.  

4 .  L A N G U A G E  

Talking about language has different implications. One 

of such involves knowing the language to input into the 

chatbots. In multilingual environments, it might be quite 

some luxury, but it is necessary to involve multiple 

language options for easy comprehension and 

communication of clients. To do this, all it requires is 

making the same information database available to all 

the languages as well as creating an option whereby 

clients can get to choose the language they find easiest 

for communication. You have to realize that 

communication is everything; hence, making your 

company’s terms about different queries which clients 

could bring is necessary.  

 

I did say there are different angles to the language 

programming of chatbots in establishing their humanlike 

nature. Having talked about the angle of language 

choices another perspective to the language thingy is 

the manner of speech. In this wise, it is all about 

considering the kinds of expression that users would get 

at their end while using the organization’s 

communication channels. Ensuring proper 
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communication entails right use of politically correct 

language, avoiding sensitive words or jokes. It must be 

understood that not every customer will take a joke in its 

strides; some are bound to get offended by it. Hence, it 

is essential to use language that identified with the 

culture and norms of people of the society. All it takes is 

ensuring that the customer’s feelings are prioritized over 

the communication network. That way, things will not go 

south between the client and the company by virtue of a 

chatbots’ unethical language. 

 

Irrespective of the language the chatbot of your design 

is communicating, it is essential that you endeavor to 

make the language you choose to communicate with as 

simple and relatable as possible. It is diplomacy to know 

that some of your customers may have poor language 

skills, young age, and low level of education.  

5 .  C R E A T E  A  C H A R A C T E R  

 

In communication when using a chatbot, it is essential to 

understand that customers arrogate the personality 

they perceive from the chatbot they interact with to the 

company they stand for. Except one wants to have a 

chatbot that talks in a drab manner like a robot, it is not 

good to leave out personality when constructing it. 

Remember that it is humanlike chatbots that is in 

consideration; hence, it is necessary to have chatbots 

that adequately mirror the values and culture of the 

organization. One vital thing to note when designing a 
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chatbot is to have one that has a personality that is 

warm, slow to anger, empathetic and quick in 

responding to queries. That way, it becomes easy to 

keep clients and get them emotionally involved to the 

profiting of the company.  

Another reason to create a personality for your chatbots 

is the fact that it is all about modeling them after 

humans. As you know, every human has a personality – 

a composition of traits or characters that show some 

level of consistency. Temperaments suitable for 

chatbots should be those that show high sense of 

empathy, conscientiousness, agreeableness amid other 

personality factors. That way, it becomes easy to handle 

enormous client queries with the touch of humanness.  

 

Creating a character in chatbots is similar to that 

involved in plotting a story in fiction. You need to give a 

name to your chatbot. Consider Amazon’s Alexa, IPhone 

Inc. and Siri, among other virtual assistants, you will get 

an idea of what names do in making end users open to 

conversation. Characters are interesting to relate with 

because they create an interest in the minds of the 

customers. Siri, for instance, has quite a sunny 

disposition in her approach to client’s queries. Google 

Assistant has a tone of humor when asked funny 

questions as well and is also helpful in attending to 

clients’ queries. It is easy for a client to decide to get 

another Apple or Android product because he or she has 

developed a liking for the android or Apple chatbot. It is 

for this purpose, among others, that you need to make 

your chatbot a relatable character that is enjoyable to 
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chat with as well as useful for business conversations. 

 

Making a humanlike chatbots through infusing 

characters is not farfetched. It involves deciding on the 

name, values, personality and the integrity of right 

information provision. Hence, organizations need to 

embrace this technology for the benefits of cordial 

interaction with customers and maximized productivity 

that comes with it. Even Sophia the Saudi Arabia robot is 

prominent due to her character that many have found 

interesting in interviews. Imagine how much customer 

loyalty will come from the use of character assignment in 

building humanlike chatbots. The profiting will be 

tremendous for both the company and customer in 

customer retention and satisfaction respectively. 

 

6 .  U N D E R S T A N D I N G  T H E  W H O L E  
C H A T  T O  B U I L D  C O N T E X T  

 

A vital tip in creating a humanlike chatbot is to 

understand contexts and respond to them as aptly as 

possible. One of the demerits of some commonly used 

chatbots is that they have inability to interpret some 

complex queries right and give the expected outputs. It 

is for this reason that it is necessary to make humanlike 

chatbots – that is chatbots that function in the capacity 

and capability of humans in areas such as interpreting 

the context surrounding questions and attending to 

complex queries. To make these possible, algorithms 



 

 
25 

 

that mimic the ability of human’s cognition to read 

contexts need to be in place.  

 

The idea of contextual chatbots is necessary in that it 

helps to make queries of all kinds meet solution when 

clients make their queries known. It is for this reason that 

it is essential to have an idea of the functionalities you 

want your chatbot to have when modeling it after 

humans. The end-user experience and the 

developmental plan work in direct proportion to each 

other. As such, it is essential to make chatbots which can 

logically deduce the intent of users to know the right 

answers to give such individual or brand. One easy way 

to ensure this is to make use of previous queries the 

client has made. Relying on history to understand 

context has been quite helpful in meeting client’s needs 

more often than not. However, such works mostly for 

return clients than it does for first-time customers. 

 

Apart from ensuring that history is used in understanding 

the context within which queries come, there is a need 

to also feed the chatbot with a wide expanse of 

knowledge concerning the matter. These databases 

through which they could work with could also include 

previous experience of other clients regarding same 

issues, instead of just Relying on individual user’s 

queries. Through this, humanlike reactions to query can 

be expected and delivered. Also, it is important to note 

that quick response in communication is quite pivotal in 

making a smart chatbot. That explains why accuracy in 

the response given is also necessary in its design. 
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C O N C L U S I O N  

 

 

 

 

 

 

 

 

 

 

From the book, it is clear that building humanlike 

chatbots is not elusive at all. Among other things, better 

chatbot efficiency, customer satisfaction, less burnout of 

human customer care representative, more revenue and 

increased productivity occur when there is a smart 

application that ensures that business runs smoothly – 

online and offline. Hence, you can understand why 

human agents cannot handle all queries of customers 

online and offline. Customers demand answers to their 

queries 24 hours a day. Running shifts and employing 

multitudes of customer agents does not solve much 

because while one client is having a representative’s 

time, other customers will also be in line, craving for 

attention. A good technological innovation that caters 

for customers’ needs ensures that they do not keep 

customers waiting for long.  
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They understand the market dynamics enough to know 

that customers have a wide range of options before 

approaching their brand for information about their 

services. Emulating this principle will help any 

organizational arrangement be above competition in 

the market. 

 

Humanlike chatbots was the focus of the paper for 

obvious reasons. First, as it has been said earlier, speedy 

interaction with clients over the company’s diverse 

channels is necessary for customer retention. Secondly, 

when interaction is so similar to the way it operates in 

human beings, it becomes easy for communication to 

occur with a sense of interpersonal relations. Hence 

programming of chatbots to communicate the human 

way is essential to avoid losing customers to uncouth 

use of language and other noises which could affect the 

channel of communication. For this reason, the use of 

emojis, character, proper language amid other elements 

of good communication need to be in chatbots to 

enable them perform set task. That way, customers will 

get the feeling that they are being responded to and 

loved by the organization. It is good customer service to 

make clients feel satisfied before, during and after 

relating their concerns, contributions and enquiries to 

the company. 

 

Inasmuch as there are quite some merits to the use of 

humanlike chatbots, there are some who have 

misgivings for different reasons. For instance, there is the 

narrative that inventions of artificial intelligence such as 
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this might affect the count of human personnel in 

organization. The notion is premised on the reason that 

as an organization gets more digitalized in operation, 

there is a high chance of retrenchment of workers, low 

job security, less job availability, among others, for 

people within the service industry. Bringing that home, 

humanlike chatbots could displace human agents in 

customer support units in many organizations, according 

to this perspective. However, this notion is false, the use 

of automation such as chatbots may require less human 

hands in customer support, but customer service is a  

wider spectrum than it. It requires making the customer 

leave a communication channel or physical location with 

an aura of satisfaction. Also, new innovation need hands 

to handle maintain and assess the performance of the 

invention. So as you can see, more employment 

opportunities abound to building humanlike chatbots for 

use in organizations. So embrace this innovation with 

both hands – the solution to poor customer service is 

here. 

 


