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We the consumers use different services from
financial, entertainment to food delivery. For
these services, use of Al as first communication
with the customer is becoming a new normal.
Even a chatbot or a What’s app number provided
by the businesses are type of Al based modules.
But, when it comes to customer service, Al can’t
compete with humans. Al driven chatbots / robots
can only give programmed responses. The
experience, many a times frustrates the customer

who needs human intervention. In some cases it
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Al based customer service -
not ‘fool proof’ as yet

- Vasundhara Deodhar

may result in getting unwanted / not ordred stuff

delivered.

Here are a few incidents that can help us all to
learn where to stop the communication with Al
driven service and that Alexa and Siri are capable

of creating trouble for the users.
McDonald’s Al is hilariously getting orders wrong.

While one of the largest restaurant chains in the

world, they are not immune to the failures of Al.



One such order gone wrong has a young lady
attempting to order plain vanilla ice cream.
Instead, the Al wants to give her a caramel sundae.
Despite her efforts to get the Al to remove the
caramel and just get plain ice cream, she ends up
with a packet of butter and a packet of ketchup on

the order.

Another fail came when a customer attempted to
order Mountain Dew (which was not carried at
the restaurant) and Al wanted to give him Coke
instead. It didn’t seem to know how to handle not

having the item requested.

Inyet another not so simple exchange, Al continues
to ramp up a customer’s order to over 2,000
chicken nuggets! The exchange ended up in lots of
laughter as they kept pleading with Al to stop

increasing the order.
Amazon’s Alexa is always alert, be careful.

Imagine the parents’ shock when an expensive
dollhouse and some cookies showed up at their
house. Turns out their daughter was “talking” to

Amazon’s Alexa and asked for these items.

What makes the story go one step further is the
news story that followed. Apparently, when the
story aired on the local news, Amazon's Alexa
picked up on it in other homes as well. You guessed
it, more dollhouses and cookies showed up to

other homes as well.
Alexa is always listening! You've been warned.
Siri can tell only whatever is fed to her.

Al may misinterpret context, generate absurd or

nonsensical responses, or exhibit unintended

amazon alexg

humour. Siri has been known to respond to the
question “what’s the meaning of life?” with “The
answer is 42,” a reference to The Hitchhiker’s Guide
to the Galaxy. She also responds to the question
“what’s the best phone?” with “Wait..there are
other phones?” (These answers do not actually cost
anything but educate us about the limitations of
Al)

Customer’s frustration led to creating a poem.

One Al chatbot for a delivery service was coaxed
into creating a poem that put down its own
company and cursed at the customer after the
customer was unable to reach a human for help. It
was a rather unfortunate situation, but easy to see
how the customer became quickly frustrated by
not being able to get connected to an actual person.
That frustration may have lead to the poem part of

the story.

Please note: Artificial Intelligence might be here to
stay, but it will take a long time before it can fully
functionindependently.Human interaction remains
important. Al cannot be trusted to act alone when
it comes to customers. Al has its place and that
should be acknowledged, but for the best customer

service, a human just can’'t be replaced.

References from: https://frontofficesolutions.net
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