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What is Converse? Walmart

Converse is a multi-tenant Conversational Al platform built for
enabling Conversational Commerce across different channels like
chatbots, smart devices, apps and Al assistants.
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Applications on Converse platform Walmart

S

Walmart Voice Order - Google Assistant Grocery shopping on Google Assistant Live

Walmart Voice Order - Siri Grocery shopping via Siri integration Live

Ask Sam (Walmart US) Voice assistant for store associates Live

Customer Care Chat - Walmart.com Routing help center chat users to appropriate flows using NLU models Live

Shopping assistant on Text Text based shopping for membership (Walmart Plus) customers Beta Phase

ASDA Customer Care Customer care chatbot on ASDA website MVP ready — Launch Q3 FY 21

Mexico Customer Care Customer care chatbot on WhatsApp MVP ready — Launch Q3 FY 21

Canada Customer Care Customer care chatbot on Walmart Canada website MVP in development — Launch Q3 FY21
Google Business Chat Chatbot on Google Maps/Search page for Walmart MVP in development — Launch Q3 FY 21
Facebook messenger bot Messenger bot on Walmart's Facebook page. MVP in development — Launch Q3 FY 21
Global Data Voice assistant for the data dashboard used by business/finance/etc. MVP in development — Launch Q3 FY21
Store IVR Handle phone calls coming into Walmart Stores POC Ready

UpFront Voice support on the UpFront app used in Stores POS POC Ready

Seller bot for Marketplace Chat bot for Seller portal Discussions

Associate Support Chat Chat bot for Walmart e-Commerce Associates Discussions

Ask Sam (International) Voice assistant for store associates Discussions
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High level architecture

Walmart

1. Ask Walmart to add apples to my
cart;
2. What's the quietest Garbage
Disposal?
3. Is the Pharmacy at my store open in
an hour?
4. How do I remove wine stain from my

shirt?
2

Tell Walmart that | want to return the

Access token
+ utterance

toaster
O 2—1
API
Gateway
Ask Walmart customer care why I :
didn't receive my order yet
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Others....

Yet to build /
integrate

Customer Data

Customer Backbone (CBB)

N2
ezl

Balla
[iie) dh

Product Catalog &
Product Graph

- Search (Preso) API

Personalization APIs
- ERO, Cross-Sell, Up-Sell etc.

ASPECTIVA
What people think

Cart & Checkout API
Order Services API

Store Info APIs
Casper API (Time slot
reservation)




Request flow Walmart

— —

e ®

Welcome to Walmart.
What can I do for you?

&

Language
Models

Conversational Conversation
Context Graph

I can get you Dave Killer's
bread...

Handler 1

NLU Context Handler Handlers
¥ Mining Routing
_
Handler 3
Understand user utterance. Interpret user utternce in light Dialogue state & event detection
Extract intent and entities of recent conversation and intent handler routing
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Conversation builder Walmart
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Event Triggered Dialog State Transition Walmart

+intent:add_to_cart &

+entity:product
product
product found I
+intent:edit_cart_remove &
+entity:product
Search Response. How many do you Handlerhf or Could not find anything matching
want to add to your cart? SEEE that, Can you please rephrase?
. . . : Handler for next Remove Item
i : —_—T
+entity:quantity +intent:something_else search result Handler product
product not found
l found
next result
present
Handler for ‘ o . This is the next item. How many
add_to_cart rentity:quantity would you like to add to your cart? The item has been removed. What else Sorry could not find that item in your
can I help with you today? cart. Can you please rephrase?

+ success l

Added to your cart. What else can

O ——— +intent:something_else

Event Handler =~ Response
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Surface capabilities

Converse

Hi Emily! Where do you want to shop?

Pickup & delivery

— i
Y

Walmart

Multi-modal inputs through text or voice

Multiple input channels like apps, smart
devices, web chat, chrome plugin, Al
assistants, etc.

Multiple action planes for inferencing and
intent processing; both can happen on device,
on Converse or in any other combination

Seamless action transfer across devices; voice
commands on smart device can complete
action on app
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Cortex
In-house Al Platform
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Cortex: In-house Al Platform

Walmart
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cloud, or app /
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Model: Intent Detection Walmart

Model Objective: Understand user intent from utterance. Label/Intent*

~ - Qwhere_is_my_ordeD

where_IS_my_return
return

why walmart_cancel
change cancel order
product info

fraud

gift_card

other

agent_contact

i ordered these knives from you over a week ago. they were to arrive no later prom o_code
than yesterday. monday, they said that the order was getting ready. today it Intent affirmative
says thatthere is a further delay. this was supposed to be a birthday gift PrRizelien et .
yesterday. what the heck is going on???7?? negatlve
greet

next
stop

v

User utterance

\

CORTEX

* For Walmart.com Customer Care
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Model: Proactive Customer Care Walmart

Scenario:

Customer ordered a coffee machine 2 weeks back. But 3 hours back, the customer was
notified that the order has been cancelled by Walmart. Customer now visits help center.

Model Objective: Understand implicit user intent before utterance.

User Status!

2
| PastOrders & Status | Labels/Intents
where_is_my_order

T £,
SN NS where_is_my_return

28 DN why walmart_cancel
| Web/App Interactions | CORTEX change cancel order

- return
* Visited returns page? Proactive Customer

e Viewed order history? Care Model other
¢ Which articles/FAQs visited?

* Order delivered —on time

e Order delivered —late

e Shipped — in transit

e Order cancelled by Walmart

v

\

Help Center

! Integration with CBB
2 For Walmart.com Customer Care
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Models: Additional Walmart

i ordered these @om you oey were to arrive no later than yest@y,

they said that the order was getting ready. today it says that there is a further delay. this was supposed
to be a birthday gift yesterday. what the heck is going on???7??
Models
Entity Tagging > Product Time Reference - Ordered Time Reference— Expected Delivery
Sentiment Analysis > Negative

Intent Free Q&A FAQ
over unstructured KB artides ke L

Cancel Order

v

Proactive Chat!?

v

IProactive Customer Care v/s Proactive Chat:
Context: Pastorders and web/app interactions v/s
Context: Evolvinguserintent within chat
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Model Benchmarking Walmart

Customer Care 5 Cortex - LUIS = Dialogflow - RASA
. Precision Recall F1-score Precision Recall F1-score Precision Recall Fl-score Precision Recall F1-score
Domain None 0.92 0.89 0.91 0.88 0.83 0.85 0.92 0.81 0.86 0.90 0.84 0.87
FAQ: Available Promo Codes 0.95 0.98 0.96 0.92 0.97 0.95 0.88 0.98 0.93 0.91 0.97 0.94
FAQ;: Expedited Shipping 0.95 0.97 0.96 0.94 0.92 0.93 0.97 0.97 0.97 0.93 0.97 0.95
FAQ: General Shipping Policy 0.88 0.91 0.90 0.76 0.86 0.81 0.79 0.86 0.82 0.78 0.81 0.79
WISMO 0.89 0.94 0.91 0.87 0.80 0.83 0.84 0.93 0.88 0.86 0.92 0.89
FAQ: Accepted Payment Methods 0.95 0.96 0.96 0.89 0.95 0.92 0.86 0.97 0.91 0.94 0.99 0.96
WISMR 0.95 0.98 0.96 0.88 0.89 0.89 0.85 0.95 0.90 0.80 0.95 0.87
CORTEX BERT PROD MODEL RASA 0.64 CORTEX BERT PROD MODEL RASA 0.59 0.55 0.57
Shoppl ng support |precision | recall fl-score |precision | recall fl-score 0.95 support |precision | recall fl-score |precision | recall fl-score 0.86 0.98 0.92
. product 11033 0.981| 0.9924| 0.9867| 0.9856| 0.9868| 0.9862 0.79 atc_buy 1116 0.97 0.99 0.98 0.96 0.97 0.97 0.72 0.78 0.75
Domain quantity 3201 0.9926| 0.9991| 0.9958| 0.9941| 0.9935| 0.9938 0.96 set_pickup 1061 1 1 1 0.95 i 0.97 0.90 0.97 0.94
fulfillment 2667| 0.9989| 0.9989| 0.9989| 0.9959| 0.9989| 0.9974 ) search 1014 1 1 1 0.99 1 1 ' : :
unit 2007| 0.9975 0.997| 0.9973 0.994 0.9921| 0.9931 0.95 entity_int¢ 980 0.99 0.97 0.98 0.98 0.91 0.94 0.96 0.86 0.91
brand 1449| 09217 0.9503] 0.9358| 0.9542| 0.9529] 0.9535 0.91 prod_info_| 595 0.99 0.99 0.99 1 0.99 0.84 0.96 0.90
timerefere| 1333 1 1 1| 0.9903| 0.9948( 0.9925 0.65 cancel_pic 574 1 1 0.98 1 0.99 0.74 0.56 0.64
type 1240 0.9697 0954 0.9618| 0.9366| 0.9381| 0.9373 item_upda 573 1 1 il 0.99 ] 1
storerefers 1185 1 0.989 0.9945| 0.8996| 0.9679| 0.9325 amend_or¢ 571 T 0.95 0.98 0.99 0.95 0.97
city 895 0.965| 0.9855| 0.9751| 0.9765| 0.9765| 0.9765 brand_sear 569 1 1 1 1 1 1
size 866 0.9942| 0.9908] 0.9925| 0.9628| 0.9839| 0.9732 cancel_ord 567 1 i 1 0.98 1 0.99
street 773| 09909 0.9884| 09896 09618 0.9755| 0.9686 order_tota 562 1 i 1 0.98 1 0.99
timeofday 764 0.852| 0.8364| 0.8441| 0.9669| 0.9948 0.9806 feedback 561 1 1 1 0.99 1 0.99
ordinal 608 1 1 1 1 1 1 negative 558 1 1 1 1 1 1
streetnum| 579 0.9983| 0.9965| 0.9974| 0.9829| 0.9931 0.988 prod_info_ 557 1 1 1 1 1 1
countable 556 1 1 1 0.9929 1 0.9964 edit_cart_d 555 0.97 1 0.98 0.94 0.99 0.96
weekday 555 1 1 1| 0.9804| 0.9928| 0.9866 checkout 555 1 1 1 0.97 0.99 0.98
person 526 1 1 1 1 1 1 list_indexi 553 1 1 1 0.95 1 0.98
zipcode 525 0.9962 1| 0.9981 1| 0.9962| 0.9981 cart_total 550 1 1 1 1 0.97 0.98
date 510 1 1 1 1|  0.9961 0.998 order_mgn 549 1 1 1 0.97 0.99 0.98
nutrient 431 0.9954| 0.9977| 0.9965| 0.9863| 0.9954| 0.9908 prod_info_ 549 1 1 1 1 1 1
state 264 0.9925 1| 0.9962| 0.9884| 0.9659 0.977 prod_info_ 547 1 1 1 0.99 1 0.99
pricespec 244 1 1 1 1 1 1 address_in 546 1 1 1 1 1 1
occasion 154 1 1 1| 0.9686| 0.9935| 0.9809 query_cart 546 1 1 il 0.92 1 0.96
availability] 134 1 1 1 1 0.9701 0.9848 edit_cart_d 546 1 1 1 0.96 0.96 0.96
distance 132 0.9848 0.9848 0.9848 0.9848 0.9848 0.9848 return_ite 545 1 1 1 1 1 1
restrictedf| 34 1 1 1 1 1 1 nearest_st 545 0.98 1 0.99 0.96 1 0.98
timeslotty) 29 1 1 1 1 0.6897 0.8163 store_info | 543 1 0.98 0.99 0.95 0.98 0.96
restriction 28 1 1 1 1 1 1 query_cart 542 1 1 1 1 0.9 0.94
storeid 24 1 1 1 1 1 1 prod_info_ 541 1 0.99 0.99 0.99 0.99 0.99
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Converse Tools Demo

Integrated development, configuration, deployment, testing, and analytics through the Converse tool
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Demo Walmart

3¢ cxTooLs =Y

NLU (Cortex) [ STAGE @ ] [ ProD @ ]
Enter a test phrase staging v &
Intents
Warning! ® Use the input above to test how the newly
Entities Converse does not currently support PCI data and work is in progress to make the platform PIl compliant. DO NOT create experiences that request trained model will parse customer utterances.
sensitive Pll or PCI data from your users, including (but not limited to) name, email, phone number, credit card, etc.
Conversation
Intents Showing1-130f13 | | 20 v | per page
Builder
Deployment
. negative PUBLISHED oee
Configuration D
agent_transfer
Testing
ask_csat
Analytics
temperature PUBLISHED oo
Integration
product PUBLISHED oee L3

welcome PUBLISHED
order
order_status PUBLISHED
ladder_planning PUBLISHED
add_to_cart PUBLISHED oee
capability PUBLISHED oee

sector_performance PUBLISHED eee

guote PUBLISHED vee

Converse Converse v1.6.10 $ Walmart Labs




Client Integrations for Shopping

Google Assistant Siri Google App Actions
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Client Integrations : Google Assistant Walmart

6:22 @ =0

talk to Walmart

Before you can use Walmart, |
need to link your Walmart
account to Google. Is that okay?

Yes Mo

6:23+ @0 =0

& walmart *

search for milk

OK, | can get you 1 gallon of
Great Value 2% Milk for $3.29.
Would you like to add a jug to

—>

your cart?
Link Walmart to your Google
Account E
o Tanmay Kuruvilla
walmartgroteryga@gmal.com
i
LINK ACCOLUMTS =3 E
CAMCEI
$3.29

Graat Value 2% Reduced-Fat Milk, 1
Galloan, 128 Fl. Oz

Maore info

Yes add 1 Let's da 2 Mext item

@ 9 §§ B

6:32 @0 =0

@ walmart *

what's in my car

Here's what's in your cart:

2 items « Total $4.71

Organic Bananas, Bunch
§1.42

s

Great Value 2% Reduced-Fat F
Milk, 1 Gallon, 128 FI. Oz.

$3.29 ﬁ

Clear cart [/} Opencarti

Mew search

Converse
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Client Integrations : Siri Walmart

1:26 9 “ T 1:269 “ ®
<
Shop with NEICHY FoNT Bananas OK. Added. Walmart says: “5 are
£2 in your cart.”
Siri Shortcuts " P
Walmart says: “What would you Walmart says: “OK, you can get
- like to add to your cart?” your usual Bananas for $0.24
o each. Customers usually get
e - about 5. Would you like to add
oo b Add to Siri e
Add a custom phrase Siri can use to tell
° “Shop Walmart” Walmart to run this shortcut. Yes, add to cart
L , Let'sdo 6
Add t’n your .'a_":u-: Sir W:‘I use When | say: ] el
your favorites and shopping history
L0 Quickly get to the items you care Sho‘) Walmart 50.24
adout the most » .
CJ 5 items ( View Cart
Do: tal 18 ' -
Add items to my cart

@, Got Google devices too?

| t
»

Converse
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Client Integrations : Google App Actions Walmart

D

00 ) a

— e - N —
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App Voicification Walmart

STT ( Speech-To-Text) conversion for user

utterance
Communicate with Converse server and get i e S
the response from linked user. > B

* List of intents, actions,
params
*  Training data

data

: \ jl'c'?;’:i__. i Conver "
Provide TTS ( Text-To-Speech) for the
converse response

Tools Ul
Onboarding & Config

Provide default Ul kit for showing Converse
response in a presentable way.
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Contact us - #converse-with-us
For more information - https://converse.walmart.com/



