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Order 
Number

Order Status
Order 

Payment 
Status

Planned 
Delivery Date 

Order #123 Delivered Paid 1 July 2023

Order #456
Delivery in 
progress

Paid
26 September 

2023

Order #789 Checked Out
Pending 
payment

-

Order #0135
Return/Refund

Completed
Paid 31 October 2020
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Order Number Score Rank

Order #123 90 1

Order #456 50 2

Order #789 30 3
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Figure 5
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Cause to display the prompts with 
the intended order on the 

customer support interface
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Figure 7A
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[Chatbot]

Hi. How may I help you today?

[Chatbot]

You may want to ask

Order #123
Order Status: Delivered

When will I receive my order?

Where is my order?
Can I request for return/refund?
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Figure 7B
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[Chatbot]

Hi. How may I help you today?

When will I receive my order?

Where is my order?
Can I request for return/refund?

[Chatbot]

You may want to ask

Order #123
Order Status: Delivered

When will I receive my order?
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When will I receive my order?

Where is my order?
Can I request for return/refund?

Figure 7C
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122

704

702

[Chatbot]

Hi. How may I help you today?

[Chatbot]

You may want to ask

Order #123
Order Status: Delivered

When will I receive my order?

[Chatbot]

I see that you want to find out 
when you will receive your 
order #123. From our records, 
order #123 was delivered today, 
1 July 2023 at 10.30 am. 
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Figure 8A
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[Chatbot]

Hi. How may I help you today?

[Chatbot]

You may want to ask

Order #123
Order Status: Delivered

When will I receive my order?

Where is my order?
Can I request for return/refund?
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Figure 8B
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Figure 8C
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[Chatbot]

Hi. How may I help you today?

Order #456
Order Status: Delivery 
in Progress

Order #789
Order Status: Checked 
Out

Other orders
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You may want to ask

Order #123
Order Status: Delivered

When will I receive my order?

Where is my order?
Can I request for return/refund?
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