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What is Converse?
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Converse is a multi-tenant Conversational AI platform built for 

enabling Conversational Commerce across different channels like 

chatbots, smart devices, apps and AI assistants.



Converse Ecosystem
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Converse Ecosystem



Confidential and ProprietaryConverse

Applications on Converse platform
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Domain Description Status

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



Converse 
Architecture
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High level architecture

7



Confidential and ProprietaryConverse

Request flow
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Converse 
Platform features
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Conversation builder
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> Smart multi-turn 
conversations through 
context mining

> Intuitive conversation 
design using conversational 
state transition graphs
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Event Triggered Dialog State Transition
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Surface capabilities
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• Multi-modal inputs through text or voice

• Multiple input channels like apps, smart 
devices, web chat, chrome plugin, AI 
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



Cortex
In-house AI Platform
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Cortex: In-house AI Platform
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Model Objective: Understand user intent from utterance.

• where_is_my_order

• where_is_my_return
• return

• why_walmart_cancel

• change_cancel_order
• product info

• fraud
• gift_card

* For Walmart.com Customer Care

i ordered these knives from you over a week ago. they were to arrive no later 
than yesterday. monday, 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?????

Model: Intent Detection

• other

• agent_contact
• promo_code

• affirmative

• negative
• greet

• next
• stop

Label/Intent*

User utterance

Intent 
Detection Model
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Model Objective: Understand implicit user intent before utterance. 
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.

1 Integration with CBB
2 For Walmart.com Customer Care

Model: Proactive Customer Care

• where_is_my_order
• where_is_my_return

• why_walmart_cancel

• change_cancel_order

• return
• other

User Status1

Labels/Intents2

Proactive Customer 
Care  Model

• Order delivered – on time

• Order delivered – late
• Shipped – in transit

• Order cancelled by Walmart
: 

Past Orders & Status

• Visited returns page?

• Viewed order history?
• Which articles/FAQs visited?

: 

Web/App Interactions
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i ordered these knives from you over a week ago. they were to arrive no later than yesterday. monday, 
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?????

Product Time Reference - Ordered Time Reference – Expected Delivery

Models

Entity Tagging

Sentiment Analysis

Intent Free Q&A 
over unstructured KB

Proactive Chat1

Negative

FAQ 
Articles KB

--------
-----------------
-----------------

-----

Cancel Order Notify me

1Proactive Customer Care v/s Proactive Chat: 
Context: Past orders and web/app interactions v/s
Context: Evolving user intent within chat

Models: Additional
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Model Benchmarking
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Customer Care 
Domain

Shopping 
Domain



Converse Tools Demo

Integrated development, configuration, deployment, testing, and analytics through the Converse tool
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Demo
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Client Integrations for Shopping
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Google App ActionsGoogle Assistant Siri
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Client Integrations : Google Assistant
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Client Integrations : Siri
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Client Integrations : Google App Actions
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App Voicification

• STT ( Speech-To-Text) conversion for user 
utterance

• Communicate with Converse server and get 
the response from linked user.

• Provide TTS ( Text-To-Speech) for the 
converse response

• Provide default UI kit for showing Converse 
response in a presentable way.

25



Confidential and ProprietaryConverse

Demo : OneApp

26



Contact us - #converse-with-us

For more information - https://converse.walmart.com/


