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Introduction

Today’s businesses recognize the importance of going beyond simple chatbots 
to meet evolving customer expectations. 

Advanced AI assistants powered by technologies like Rasa are central to delivering 
a seamless, engaging customer service experience. These intelligent systems 
are designed to easily handle complex queries and personalize interactions, 
making each customer feel uniquely valued. 

In this blueprint, we’ll introduce you to the transformative capabilities of generative 
conversational AI and how it can significantly enhance your business operations. 
We’ll take a closer look at Rasa, which showcases how our technology is made to 
boost efficiency and customer satisfaction. 

You’ll learn about the common hurdles businesses face with traditional chatbots 
and how Rasa’s innovative approach helps overcome these challenges. From 
improving response accuracy to smoothly integrating existing systems, we’ll 
guide you through making your AI assistant trustworthy and remarkable. 

Step into the future of customer interactions with us and see how upgrading to an 
advanced AI assistant can make a real difference in your customer engagement 
strategy. 

INTRODUCTION

Whether you’re looking to improve an AI assistant or implement 
a new one, this guide will provide the insights you need to make 
informed decisions and stay ahead in the competitive landscape. 

http://www.rasa.com


How to Enhance Your Chatbot‘s Current Capabilities | rasa.com4  |   

CHALLENGES & SOLUTIONS

Challenges and Solutions 
in Conversational AI

CHAPTER 1

http://www.rasa.com
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Overview of Typical Issues

Many enterprises find their chatbots ill-equipped to manage the complex 
interactions customers expect today. Lacking context awareness is a crucial 
defect as it often breaks the conversation when the user switches topics or uses 
expressions requiring context knowledge. 

Common problems include: 

Limited Understanding Capabilities
Traditional chatbots often struggle to understand context or intent 
beyond simple questions, leading to frustrating customer experiences. 

Poor Integration
Chatbots frequently operate in isolation, cannot integrate seamlessly 
with other business systems, and complicate data synchronization and 
real-time responsiveness. 

Scalability Concerns
As businesses grow, their chatbots must scale accordingly. However, 
many platforms are not designed to expand easily, leading to increased 
costs and compromised service quality.

Digital customer service is rapidly changing, and there is a desire to transition 
from traditional virtual assistants to sophisticated conversational AI systems. 
This chapter will explore common challenges enterprises face with their current 
chatbot solutions and highlight how these challenges hinder customer service 
and impact operational efficiency. 

http://www.rasa.com


How to Enhance Your Chatbot‘s Current Capabilities | rasa.com6  |   

Impact on Customer Service and 
Operational Efficiency

Human agents must intervene when chatbots fail to understand or appropriately 
respond to inquiries. As such, they are more expensive and take longer to resolve 
questions. Furthermore, lacking integration capabilities means businesses are 
not leveraging customer interactions to their full potential, resulting in missed 
opportunities for automation and analytics. 

Evolution from Basic Chatbots to Advanced
Conversational AI Systems

The shift from basic chatbots to next-level AI assistants redefines customer 
interactions into personal and efficient experiences. Unlike basic chatbots 
that respond with pre-defined answers, advanced conversational AI systems 
can generate dynamic responses customized to the specific context of each 
conversation. This capability improves customer satisfaction and enhances the 
overall efficiency of customer service operations. 

CALM (Conversational AI with Language Models) is Rasa’s answer to the need 
for advanced AI assistants. CALM combines cutting-edge language models 
with sophisticated AI frameworks to deliver highly adaptive, context-aware 
interactions. Using this technology means customer inquiries are handled with 
precision and efficiency to significantly enhance the overall customer experience. 
For more information, see Chapter 2. 

Let’s examine traditional chatbots‘ technical, business, and user 
experience challenges and how Rasa’s technology can help. 
 

CHALLENGES AND SOLUTIONS

http://www.rasa.com
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Technical Challenges 

Handling Complex Conversations

Challenges Rasa Solutions

	» Managing multi-turn 

conversations that require 

maintaining context over time.

Context Management 

CALM leverages LLMs to maintain a 

rich context and history throughout 

multi-turn interactions.

	» Handling interruptions and 

resuming conversations 

without losing context.

Interruption Handling 

Effortlessly manage interruptions so 

the assistant can pause and resume 

without losing the conversation 

thread.

	» Understanding user intents 

when conversations deviate 

from trained models.

Dialogue Understanding

Unlike traditional models, CALM ad-

justs and understands deviations in 

conversation in real-time, enabling 

more flexible and understanding 

interactions.

	» Adapting responses based on 

user feedback within the same 

interaction.

Feedback Incorporation

Adapt interactions on the fly, 

personalizing responses based on 

immediate user feedback.

CHALLENGES AND SOLUTIONS

http://www.rasa.com
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Technical Challenges 

Integration Difficulties

Challenges Rasa Solutions

	» Integrating AI solutions 

with legacy systems and 

maintaining data consistency.

Legacy Integration

CALM integrates smoothly with 

existing systems, easily achieving 

data consistency across various 

databases without disrupting lega-

cy operations.

	» Ensuring chatbots function 

seamlessly across multiple 

platforms and devices.

Cross-Platform Consistency

Gain a uniform user experience 

with seamless conversational AI 

across all digital touchpoints. 

	» Connecting chatbots to various 

databases and APIs for real-

time information access.

API and Database Connectivity

Rasa provides API connectors that 

allow access to real-time enterprise 

data systems.

	» Synchronizing chatbot updates 

with existing IT infrastructure 

without disruptions.

Update Management

CALM supports agile deployment 

practices, enabling synchronous 

updates with minimal impact on 

existing infrastructure.

CHALLENGES AND SOLUTIONS

http://www.rasa.com
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Technical Challenges 

Limited Customization Options

Challenges Rasa Solutions

	» Many platforms offer limited 

customization of chatbot 

behavior and responses.

High Customizability

Closely align corporate branding 

and communication standards with 

extensive AI behaviors and 

dialogues customization.

	» Implementing specific business 

logic or rules within the chatbot 

without extensive coding.

	» Adapting the user interface to 

align with brand identity and 

user experience standards. Business Logic Integration

Simplify embedding complex 

business rules into conversatio-

nal flows, minimizing the need for 

intensive coding and streamlining 

process integration.

CHALLENGES AND SOLUTIONS

http://www.rasa.com
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Technical Challenges 

Language and Localization

Challenges Rasa Solutions

	» Providing multilingual support 

to cater to a global audience.

Multilingual Suport

Rasa supports many languages so 

businesses can effectively serve a 

global audience.

	» Handling various dialects 

and idiomatic expressions 

accurately.

	» Localizing chatbot interactions 

to align with local customs and 

communication styles. Deep Localization

CALM can be adjusted to reflect 

local nuances, making the assistant 

effective in many regions.

CHALLENGES AND SOLUTIONS

Technical Challenges 

Performance and Reliability

Challenges Rasa Solutions

	» Ensuring reliable performance 

during high-traffic periods.

Demand Optimization

CALM is designed to scale horizon-

tally, efficiently managing spikes 

in user demand while maintaining 

high performance and reliability.

	» Reducing latency in chatbot 

responses to improve user 

engagement.

	» Scaling chatbot solutions 

efficiently as user base and 

interaction complexity grow.
Opimize Response Time

Leveraging the streamlined pro-

cessing capabilities of CALM, Rasa 

minimizes latency, thus enhancing 

the interactive experience.

http://www.rasa.com
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Business Challenges 

Scalability
Challenges Rasa Solutions

	» Scaling infrastructure to 

support an increasing number 

of interactions without 

significant delays or downtime.

Dynamic Scaling

Rasa‘s platform enhances infras-

tructure elasticity, supporting an ef-

ficient increase in user interactions.

	» Managing the integration 

of new features or updates 

without impacting current 

operations.

Modular Integration

Thanks to the adaptable architec-

ture, constant innovations and new 

features are added while ensuring 

stable operations.

Business Challenges 

Cost Management
Challenges Rasa Solutions

	» Balancing the cost of new 

technology acquisition with 

the expected efficiency and 

customer service improvements.

Efficiency Optimization

Rasa‘s technology reduces the total 

cost of ownership, maximizing ROI 

from new technology investments.

	» Minimizing ongoing operational 

costs related to chatbot 

maintenance and updates.

Maintenance Efficiency

Decreases recurrent costs through 

streamlined updates and less fre-

quent system overhauls.

CHALLENGES AND SOLUTIONS

http://www.rasa.com
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Business Challenges 

ROI
Challenges Rasa Solutions

	» Measuring the direct and 

indirect benefits of chatbot 

implementations.

Impact Quantification

Use tools to measure and report 

on conversational AI‘s tangible and 

intangible benefits.

	» Justifying the investment in 

advanced AI technologies to 

stakeholders.

Stakeholder Communication

Data-driven insights to support fun-

ding and development decisions.

Business Challenges 

Data Security and Compliance

Challenges Rasa Solutions

	» Protecting sensitive customer 

information processed by 

chatbots.

Advanced Security Protocols

Gain rigorous data protection mea-

sures to secure user information.

	» Complying with evolving data 

privacy laws and industry 

regulations.

Regulatory Adherence

Keep pace with global compliance 

requirements, which are detailed 

in our comprehensive whitepaper: 

Navigating Compliance in Regula-

ted Industries with CALM

CHALLENGES AND SOLUTIONS

http://www.rasa.com
https://info.rasa.com/navigating-compliance-in-regulated-industries-with-calm-whitepaper
https://info.rasa.com/navigating-compliance-in-regulated-industries-with-calm-whitepaper
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Business Challenges 

Operiational Integration
Challenges Rasa Solutions

	» Seamlessly integrating 

chatbots into existing business 

processes without causing 

disruption.

Seamless Workflow Integration

Rasa‘s systems are designed to 

blend into existing processes effort-

lessly.

	» Training staff to effectively use 

and manage chatbot systems.

Comprehensive Training 

Modules

Extensive educational resources 

are available to ensure teams can 

leverage AI tools effectively, such 

as this video tutorial series: Building 

Conversational AI Assistants with 

CALM.

Business Challenges 

User Adoption

Challenges Rasa Solutions

	» Encouraging customers and 

employees to use chatbots as 

intended.

Engagement Strategies

Develop user-friendly interfaces 

and interactive experiences to 

achieve higher adoption rates.

	» Collecting and incorporating 

user feedback to improve 

chatbot services.

Feedback Loop Integration

Integrate user insights into system 

iterations to continuously enhance 

service quality.

http://www.rasa.com
https://info.rasa.com/building-conversational-ai-assistants-with-calm-video-tutorial-series
https://info.rasa.com/building-conversational-ai-assistants-with-calm-video-tutorial-series
https://info.rasa.com/building-conversational-ai-assistants-with-calm-video-tutorial-series
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Business Challenges 

Technology Alignment
Challenges Rasa Solutions

	» Ensuring chatbot capabilities 

align with strategic business 

goals.

Strategic AI Deployment

Rasa’s conversational AI functionali-

ties support and drive key business 

goals.

	» Updating and adapting 

strategies based on chatbot 

performance data and industry 

trends.

Adaptive AI Systems

Use AI-driven analytics to stay 

responsive to new trends and per-

formance metrics

User Experience Challenges 

User Satisfaction

Challenges Rasa Solutions

	» Improving the accuracy and 

relevancy of AI assistant 

responses to user inquiries.

Contextual Understanding

CALM’s nuanced conversation 

management improves response 

accuracy by clearly identifying the 

intent behind user interactions.	» Personalizing interactions to 

increase user engagement and 

satisfaction. Personalized Interactions

Leveraging user data, Rasa custo-

mizes communications, making 

each interaction feel unique and 

relevant.

CHALLENGES AND SOLUTIONS

http://www.rasa.com
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User Experience Challenges 

Trust and Safety

Challenges Rasa Solutions

	» Establishing trust in AI 

interactions, particularly in 

sectors handling sensitive 

information.

Secure Conversations

Implement strong security 

measures to protect user data and 

privacy.

	» Ensuring chatbot interactions 

are perceived as secure and 

private by users.

Compliance with Regulations

Maintain adherence to data security 

laws, ensuring all interactions are 

compliant.

For more information, please see 

our blog: Is Your Investment Firm’s 

Conversational AI SEC-Compliant?

User Experience Challenges 

Consistency and Quality

Challenges Rasa Solutions

	» Maintaining a consistent quality 

of service across all chatbot 

interactions.

Quality Control

Rasa ensures consistency in AI in-

teractions, maintaining high service 

standards across all platforms.

	» Ensuring chatbots deliver 

uniform responses aligned with 

company policies.

Policy Alignment 

CALM aligns responses with 

organizational policies, ensuring 

uniformity and compliance.

http://www.rasa.com
https://rasa.com/blog/is-your-investment-firm-s-conversational-ai-sec-compliant/
https://rasa.com/blog/is-your-investment-firm-s-conversational-ai-sec-compliant/
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User Experience Challenges 

Accessibility

Challenges Rasa Solutions

	» Making chatbots accessible to 

people with disabilities.

Inclusive Design

Rasa’s platforms are designed to be 

accessible, promoting equal access 

for all users, including those with 

disabilities.
	» Providing equal and unbiased 

access to information through 

chatbots.
Bias Migration

Implement measures to ensure 

fair and impartial AI interactions, 

promoting equality.

User Experience Challenges 

Engagement

Challenges Rasa Solutions

	» Designing chatbots that 

effectively capture and retain 

user attention.

Engaging User Experience

Develop AI assistants with dynamic 

conversational capabilities that 

engage users.

	» Creating compelling 

conversational flows that mimic 

human interactions.
Human-Like Interaction

CALM allows for natural dialogue 

that mirrors human conversation, 

enhancing user engagement.

CHALLENGES AND SOLUTIONS

http://www.rasa.com
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User Experience Challenges 

Understanding User Intent

Challenges Rasa Solutions

	» Decoding complex user 

queries and delivering accurate 

responses.

Intent Recognition

CALM’s advanced understanding 

capabilities accurately decode user 

intent, even when queries are 

complex or unusual.
	» Adapting to unexpected user 

behavior or queries outside the 

trained model. Adaptive Responses

Personalize interactions based on 

real-time user behavior, ensuring 

the AI assistant can handle unex-

pected deviations effectively.

User Experience Challenges 

Feedback Mechanisms

Challenges Rasa Solutions

	» Incorporating effective 

feedback mechanisms to learn 

from user interactions.

Continous Learning

Rasa incorporates user feedback 

directly into the development 

cycle to enhance and refine 

functionalities.	» Using user feedback to 

refine and improve chatbot 

functionalities continuously. Adaptive Improvements

Use feedback to make real-time 

adjustments, improving response 

accuracy and relevancy.

http://www.rasa.com
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Why Upgrade Your AI?

CHAPTER 2

WHY UPGRADE YOUR AI

http://www.rasa.com
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Gaining a Competitive Advantage

Integrating generative conversational AI into your service framework gives you a 
strong competitive edge by enabling the following:

As customer service expectations evolve, upgrading to advanced AI techno-
logies is crucial for businesses wanting to stay ahead. This chapter explores the 
benefits of switching to generative conversational AI, showing how it resolves 
the challenges highlighted in the previous chapter and adds substantial value to 
customer interactions.

Meeting Modern Customer Expectations

Customers today expect quick, personalized service. Traditional chatbots, which 
often give scripted responses, can‘t always provide the satisfaction customers 
seek. Generative conversational AI delivers responses personalized to each in-
teraction’s context. This approach significantly improves customer satisfaction 
by making interactions feel more thoughtful and personalized

Personalized Customer Interactions

This AI understands the context and nuances of 
conversations, allowing it to offer personalized experiences 
that resonate with customers.

http://www.rasa.com
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Efficient Scaling of Customer Support

It effortlessly handles increasing interaction volumes, 
maintaining quality service even during busy periods 
without additional strain on resources (such as unexpected 
surges during mergers and acquisitions).

Enhanced Operational Efficiency

Automating complex interactions speeds up response 
times and allows your staff to focus on higher-level tasks, 
reducing costs and improving workflow.

Faster Adaption to Market Changes

Generative conversational AI quickly adapts to new 
customer preferences and market conditions.

Seamless Multi-Channel Integration

Customers receive consistent and contextually aware 
responses whether they reach out via website, mobile, or 
phone. 

WHY UPGRADE YOUR AI

http://www.rasa.com
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Surpassing Traditional Limits

Switching to generative conversational AI helps overcome many limitations of 
older systems:

But what does advanced conversational AI really mean?

Reliable Contextual Understanding

It tracks context throughout an interaction, making 
conversations more coherent and reducing customer 
frustration, even when the discussion takes unexpected 
turns.

Flexible Integration

Modern AI systems integrate smoothly with existing 
business processes and tech stacks, enhancing data 
exchange and system updates without causing disruptions.

Adaptive Learning

Unlike static bots, generative AI learns and improves from 
each conversation, continuously refining its responses and 
adapting to new customer behaviors and preferences.

http://www.rasa.com
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Level 1: Command-Level Assistants

At this stage, the user is heavily burdened. Level 1 assistants 
function similarly to command-line applications or static 
web forms. Users must know exactly what information to 
provide and how to correctly input their request.

How Rasa Achieves 
Level 4 Conversational AI

What are the different levels of conversational AI, and why are they important? 
Here’s a brief breakdown of how each level refines the AI experience. 

WHY UPGRADE YOUR AI
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Level 3: Contextual Assistants

Conversation repair and handling more dynamic interactions 
are possible at level 3. By remembering the conversation 
context, the assistant enables users to ask clarifying 
questions, make changes, or compare options without 
derailing the interaction. This level reduces the user’s burden 
by accommodating natural human conversation patterns 
within a specific domain.

Level 2: Functional Assistants

Basic chatbots fall within level 2. They accept natural language 
input and provide some level of interaction. Users can make 
simple requests like “I’m interested in mortgage rates,” 
and the assistant will ask a series of follow-up questions. 
However, these chatbots are fragile and prone to breaking if 
the user deviates from the “happy path.” They struggle with 
unexpected inputs, contextual questions, or conversation 
changes, often leading to user frustration. 

http://www.rasa.com
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Level 4: Consultative Assistants

Consultative assistants take context understanding to a 
higher level. Users can express their needs more naturally 
and nuancedly, such a, “My kids have gone to college, and 
I want to downsize.” The assistant interprets these inputs, 
even if the end goal (e.g., a mortgage quote) is not explicitly 
stated.  This level focuses on understanding and fulfilling 
the user’s underlying needs rather than resounding direct 
commands. 

Level 5: Adaptive Assistants

At the highest level of conversational AI, adaptive assistants 
offer fully personalized interactions. These assistants adjust 
their responses based on the user’s level of expertise, 
preferences, and conversational history. They can provide 
detailed information to knowledgeable users or simple 
answers to those seeking quick help. 

WHY UPGRADE YOUR AI
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Proactive Interaction
CALM anticipates what users might need instead of merely 
responding to queries and offering solutions before they even ask.

Natural Conversations
CALM supports a more fluid conversation flow, which feels les
scripted and more responsive to the user‘s current situation.

Deeper Understanding
By analyzing the conversational context and nuances, CALM 
understands the ‚why‘ behind user communications.

Reduced Development Effort
Building great assistants with CALM requires up to 90% less work 
than traditional chatbots. There is no need for intent classification 
and entity extraction, simplifying the development process sign 
cantly and reducing costs.

Rasa has achieved Level 4 by introducing CALM (Conversational AI with 
Language Models). As introduced in Chapter 1, this technology blends the high 
adaptability of language models with the precision and reliability needed in 
enterprise settings. 

Here’s what CALM enables:

http://www.rasa.com
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Handling Digressions
Assistants built with CALM handle digressions and unexpected 
turns in conversation out of the box, offering a much smarter and 
more natural interaction for the end user.

Higher Resolution Rates
By comprehensively considering user context in every interaction, 
CALM significantly increases the probability of resolving customer 
requests.

Consistent Responses
CALM confines responses to predefined templates, ensuring that 
AI assistants remain accurate and free from hallucinations, 
maintaining high control and predictability.

Upgrading your AI is a strategic enhancement that improves every customer 
interaction, boosts operational efficiency, and strengthens your market positi-
on. Businesses that adopt generative conversational AI are setting themselves 
up for success and shaping the future of customer service.

Want to try out CALM yourself for free? 
Check out the Rasa Pro Developer Edition.

WHY UPGRADE YOUR AI

http://www.rasa.com
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The Future of AI

CHAPTER 3

THE FUTURE OF AI
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Rasa’s Role in Shaping the Future  

Rasa is leading the way in this transformation, continually advancing 
conversational AI capabilities. Having successfully achieved Level 4, our goal 
is to push the envelope further and where AI assistants are indistinguishable 
from human agents in efficiency and ability to engage. Rasa’s commitment 
to innovation ensures that as AI evolves, so will the solutions we provide to 
businesses, guaranteeing a competitive advantage in a rapidly advancing digital 
world. 

As businesses continue to leverage AI, the shift toward Level 5 conversational 
AI promises more adaptive and intuitive interactions. At this level, AI systems 
proactively anticipate user needs in real-time and adapt accordingly. 

In the future, AI will dynamically adjust conversations based on the user’s 
immediate requirements and emotional tone. These systems will predict 
questions before they’re asked and proactively offer help. Complex customer 
service scenarios will be possible with less reliance on humans in the loop, 
freeing live agents to focus on more value-added tasks. 

Moreover, AI will seamlessly integrate across various digital platforms and 
services, offering a unified experience that anticipates the user’s needs across 
different interaction points. Whether checking account balances, booking 
appointments, or seeking product recommendations, advanced conversational 
AI will provide a continuous and consistent service. 

THE FUTURE OF AI
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Conclusion

CONCLUSION
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The shift from traditional chatbots to advanced conversational AI systems like 
Rasa is critical for businesses to better interact with and serve their customers. 
As we’ve seen in this blueprint, the complexities and challenges in current AI 
systems can be overcome by integrating Rasa’s innovative solutions.

For decision-makers tasked with maximizing the return on their investment in 
chatbot technology, it’s clear that adopting advanced AI solutions is crucial to 
align with modern expectations and needs. 

As you consider the next steps, we encourage you to explore conversational AI‘s 
possibilities. For a more hands-on experience with our technology, we invite you 
to try Rasa Pro and CALM with the Developer Edition. It’s an opportunity to see 
firsthand how our advanced AI can transform customer interactions and elevate 
operational capabilities. 

Ready to see if your current chatbot is prepared for the future but want a third-
party opinion? Contact us today to schedule a meeting with industry-leading 
conversational design experts. 

The future of customer interaction is here – 
are you ready to embrace it?

CONCLUSION

http://www.rasa.com
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