wo 2022/140357 A1 |00 TR0 01O OO

(12) INTERNATIONAL APPLICATION PUBLISHED UNDER THE PATENT COOPERATION TREATY (PCT)

A

=

(19) World Intellectual Property
Organization
International Bureau

(43) International Publication Date

(10) International Publication Number

WO 2022/140357 A1

York, New York 10018 (US). MAURER, Andrew; 475
10TH AVENUE, 5TH FLOOR, New York, New York

30 June 2022 (30.06.2022) WIPOIPCT
(51) International Patent Classification:
GO6F 40/30 (2020.01) GOG6F 40/216 (2020.01)
GO6F 40/35 (2020.01)

(21) International Application Number:
PCT/US2021/064565

(22) International Filing Date:
21 December 2021 (21.12.2021)

English
English

(25) Filing Language:
(26) Publication Language:

(30) Priority Data:
63/128,992 22 December 2020 (22.12.2020) US

(71) Applicant: LIVEPERSON, INC. [US/US]; 475 10TH
AVENUE, 5TH FLOOR, NEW YORK, New York 10018
USs).

(72) Inventors: HIGGINS, Michael, 475 10TH AVENUE,

5TH FLOOR, NEW YORK, New York 10018 (US). HAZ-
ARE, Akshay; 475 10TH AVENUE, 5TH FLOOR, New

10018 (US). DUNN, Matthew; 475 10TH AVENUE, 5TH
FLOOR, New York, New York 10018 (US). BONEV,
George; 475 10TH AVENUE, 5TH FLOOR, New York,
New York 10018 (US).

Agent: JIMENEZ VELEZ, Jose J. et al.; POLSINELLI
PC/LLP, Three Embarcadero Center, Suite 2400, San Fran-
cisco, California 94111 (US).

74

(81) Designated States (unless otherwise indicated, for every
kind of national protection available). AE, AG, AL, AM,
AOQ, AT, AU, AZ, BA, BB, BG, BH, BN, BR, BW, BY, BZ,
CA, CH, CL, CN, CO, CR, CU, CZ, DE, DJ, DK, DM, DO,
DZ, EC, EE, EG, ES, FI, GB, GD, GE, GH, GM, GT, HN,
HR, HU, ID, IL, IN, IR, IS, IT, JO, JP, KE, KG, KH, KN,
KP, KR, KW, KZ, LA, LC,LK, LR, LS, LU, LY, MA, MD,
ME, MG, MK, MN, MW, MX, MY, MZ, NA, NG, NI, NO,
NZ, OM, PA, PE, PG, PH, PL, PT, QA, RO, RS, RU, RW,

(54) Titlee CONVERSATIONAL BOT EVALUATION AND REINFORCEMENT USING MEANINGFUL AUTOMATED CON-

NECTION SCORES
100
CUSTOMER SERVICE CALL CENTER 102
CONVERSATIONSS) T roavEcsT ——
_> BOTAGENTIS) | COMERSATIONS) | convensaTon
DATA 106
CUSTOMER
BOT UPDATELS) ﬂ
BOTSTATE 08 ‘
1| MACHINE LEARNING <::l
BOTHACS VOOELNGEIGNE | RS
BOT BUILDERS s

FIG. 1

(57) Abstract: Disclosed embodiments provide a framework to assist bot managers and builders in identifying particular friction points
between bots and customers to allow for real-time identification of bot conversation issues and to train bots to improve conversation
flows. Conversation data is processed using machine learning models to detect bot states within conversations and calculate a Mean-
ingful Automated Connection Score (MACS) for these conversations. The MACS for a conversation is provided to bot builders to allow
the bot builders to identify friction points and update bots accordingly.
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