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As a business leader, it’s not enough to simply operate business processes. One must also seek 
to optimize processes in order to create repeatable, scalable, and innovative strategies that 
increase the bottom line. 

There are many ways to do so including hiring great talent or targeting new markets. However, 
technology and its implementations have also proven to  provide fertile ground for taking your 
business to the next level.

But, if you’re reading this, you already know that. 

In the customer service space, there has been an explosion in the past decade around new 
customer support tools that enable quicker triage and resolution of customer requests. So, 
how do you tell the difference between them all and how do you know which tools are right for 
your business?

Today we’ll dive into the strengths and weaknesses of chatbots and other AI tools. After reading 
this article, you will have a clear understanding of which tools are best to optimize your 
organization’s customer service processes.

Source: becominghuman.ai
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The Trigger of Technology

A subdivision of Artificial Intelligence (AI) called Natural Language Processing allows 
computers to understand and interpret written text. It took form after the epochal 
publication in 2001 by Yehoshua Bengio of The University of Montreal. Bengio’s Neural 
Models enabled computers to recognize and more importantly predict written text after 
reception. 

A Cambrian explosion of opportunity ensued. Scientists, academics, and entrepreneurs 
began to play with neural language models to find new use cases for this novel technology. 
The first use case? Chatbots. 
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Source: Siemens

Chatbot Strengths

A chatbot is an artificial intelligence (AI-based) system capable of chatting with a human in 
a natural-sounding, conversational way. Chatbots are usually used to reduce the wait time 
for customers seeking support or answers to questions via a website or app. Chatbots can 
handle many basic functions such as looking up account balances or tracking shipments. 

https://ruder.io/a-review-of-the-recent-history-of-nlp/#:~:text=2001%20%2D%20Neural%20language%20models,-Language%20modelling%20is&text=The%20first%20neural%20language%20model,shown%20in%20Figure%201%20below.&text=This%20model%20takes%20as%20input,are%20known%20as%20word%20embeddings.
https://www.automationanywhere.com/company/blog/rpa-thought-leadership/why-combine-chatbots-and-rpa
https://www.automationanywhere.com/company/blog/rpa-thought-leadership/why-combine-chatbots-and-rpa
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The original business case for chatbots is that they can enhance the customer 
experience at a greatly reduced cost when compared to human customer service 
representatives. 

Chatbots, consequent to Bengio’s findings, became an excellent use case for the application 
of neural language models. With the capacity to perceive, understand, and predict text, 
customer queries and tickets could be tended to, checked, and even resolved without the 
need for human intervention nor labor. It was a step function change in the delivery of care. 
To date, chatbots serve an instrumental and valuable role in the delivery and resolution of 
customer queries. 
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Other AI Support Tools 

But the story doesn’t end here… Academics and scientists continued to play with neural 
language models and its antecedent, AI, finding better and faster ways to read text and 
prescribe predictive actions to it. One such discovery is Robotics Process Automation. 

Robotic Process Automation (RPA) automates repetitive tasks within a business 
process that would previously have been performed manually by humans. Although 
originally deployed by businesses hoping to cut costs to reduce the headcount of human 
workers, RPA has improved human efficiency and productivity and freed up humans for 
higher-value work. When RPA is combined with AI to form intelligent automation, it can do 
more complex tasks than standard chatbots. 

Source: Kommunicate
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RPA technology enabled organizations to abstract away the complexity of redundant 
business processes, freeing up their employees to do more meaningful and substantive 
labor. In fact, studies have shown that the implementation of RPA can greatly improve staff 
morale by allowing employees to have a more engaging workload.

In the customer support ecosystem, RPA enabled organizations to autonomously extract 
relevant information from customer requests and communicate that information without 
burdening customer support.

RPA is typically used to automate business processes. These processes include data mining, 
data cleansing, and workflow automation, among others. On the other hand, chatbots today 
are primarily used to help deliver information to customers in a conversational way. 

For example, chatbots can only provide answers to the data they are connected to. In most 
cases, relevant data is siloed across systems that chatbots can’t access. Another limitation is 
that while chatbots can provide basic answers, they are not designed to execute tasks 
resulting from the interaction. For example, a chatbot can tell a customer what their credit 
limit is but cannot process a request for a credit limit increase without significant human 
intervention to complete the process. Thus, RPA can help overcome these limitations.

Practical Difference Use Cases Between Chatbots and AI Tools

We’ve established that Chatbots, RPA, and other AI tools are incredibly powerful for 
optimizing an organization's support processes. 

But, how do you know which tools are best for your organization? Ask yourself what you’d 
like to automate: customer-facing interactions or backend organization processes?

It's important to note that chatbots are typically customer facing while RPA and other AI tools 
can significantly improve internal processes.  For example, chatbots are excellent at 
automating customer conversations to find resolutions rapidly. RPA can excel in this space as 
well but has better use case applications on the backend when dealing with those very 
customer queries.
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https://www.advancio.com/difference-between-chatbot-automation-and-robotic-process-automation/
https://www.advancio.com/difference-between-chatbot-automation-and-robotic-process-automation/
https://www.advancio.com/difference-between-chatbot-automation-and-robotic-process-automation/
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RPA can empower your support team, accountants, and documentation specialists by 
removing menial and repetitive tasks that slow them down. As a result, the amount of time 
and effort to resolve a single query is greatly reduced due to the elimination of mundane 
tasks. This is the difference between chatbots, RPA, and other AI technologies.

How Y Meadows Can Help

Y Meadows’ customer service AI automation solution offers cutting edge technology to 
eliminate internal repetitive processes. Y Meadows’ tool is powered by Robotic Process 
Automation (RPA), Natural Language Processing (NLP), and Machine Learning - all 
subcategories of Artificial Intelligence (AI).

With Y Meadows’ tool, organizations can receive customer requests, intelligently understand 
them with machine learning models, extract necessary resolution information and data from 
3rd party and disparate systems, and then resolve the query automatically.  The end result is 
a seamless process of resolution that eliminates manual and repetitive tasks so support 
agents can focus on fostering delightful and interpersonal customer experiences. 

To find out more about Y Meadows’ solution, book a time today. 
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