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Why FAQs are a great use case for digital assistants

• Customer ease of use

• No need to search a page or document

• Search using natural language (user terms) and not 
business terms

• FAQ fit in a conversational sweet spot

• There are many ways people can express their question

• They may not know the exact terminology to use or may 
have an implied question

• NLP will extract the user intent

• All of the above benefits the business

• Increases customer satisfaction

• Improves the user experience

Business benefit

Customer ease 
of use

Conversational 
sweet spot
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The long tail problem

Popular intents (head) provide good economies 
of scale

• High-impact / Mainstream 

• The “few” which are asked the “most”

• Scalable

Long tail intents are “many” which are asked 
the “least”

• Low-impact /Many

• Niche

• Deal with using different strategies



The long tail problem

There is effort to build each and every intent

Each intent needs to be trained with 80-90 quality 
utterances

Ideally you would curate answers to be more 
conversational

Potentially a maintenance headache

Balancing information within the digital assistant vs 
“single source of truth” outside

How frequently does information change?

Why can‘t I just build a 
digital assistant to 
answer all questions?
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Design to reduce the likelihood of saying you didn’t 
understand. Makes your DA look much smarter using:

Answer intents

• Reduces implementation effort

• Bring in related answers if relevant

Knowledge Search

• In-domain knowledge with very little effort.

Search engines with backend integration

• Search intelligently in open domains, some effort

Handover to human agent 

• Ultimate way of getting users unstuck, little effort

The common architecture

Strategies to build a great FAQ digital assistant

User 
question

Answer 
intent

Related 
answers

Knowledge 
search

Search engines

Human hand off



Answer intents display pre-
defined answers without using 
any dialog flow



• Answer intents use utterances to train the NLP 
model to resolve and display a pre-defined 
answer

• Answers are saved in resource bundles, allowing 
multilingual FAQs to be created

• No dialog flow is needed to handle frequently 
asked questions in a conversation

Answer intents
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But answer intents can easily be 
extended by using the dialog 
flow



Extended version

Answer intents

• We can extend the FAQs approach with the 
option to show related answers

• Bring in related articles as needed

• Aids user discovery

• Unobtrusive, low touch point

• Triggered by the user if needed

• Relevant to the current context

• Only shown if relevant

• Carousel through related articles



Quick start your FAQ development 
with the Knowledge Document 
capability



Import content with Knowledge Document

Answer intents

Knowledge Document feature in ODA

• Generates answer intents from FAQ page or 
document

• Uses AI to understand the format of the original 
document

• Generates starter utterances

• However, we would generally advise further 
training

• We would still advise building “framework” 
features around this

• Won’t magically make answers 
conversational

• Still need to implement your fallback 
strategies



Knowledge base

Use in-domain search for dealing with the long tail

• Out-of-the-box integration with Oracle Knowledge

• Search any source using an API

• Search in Knowledge for specific intents or unknown intents

• Have targeting intents which perform specific searches

• Pre-created search strings or lookup

• Perform searches based on an unresolved user input

If you don’t have an answer, find one
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Blogs and pages

Intelligently search for out-of-domain answers

• You can search blogs and other sources if there is a 
search API available.

• Artie is falling back to documentation search and 
not using Google

• Ideal for in-domain but out-of-scope questions

If you don’t have an answer, find one

Strategies to build a great FAQ digital assistant

https://docs.oracle.com/en/cloud/paas/digital-assistant/


Search engine

Intelligently search for out-of-domain answers

• The power of the internet!

• SerpAPI

• Bring back specific, or numerous answers

• Make it clear that it is an internet search

• You can’t be sure on what you are brining back

• Decide if you want to stay in-domain

• Using Oracle AI service to understand topic

• Only search on healthcare related topics

If you don’t have an answer, find one
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• Sometimes the best course of action is to 
handover the conversation to a human

• The ultimate approach to handle questions from 
the user

• Typical approach for customers with a customer 
support capability

When all else fails

Strategies to build a great FAQ digital assistant



Program agenda

4

3

2

1

Other tactics to consider

Strategies to design a great FAQ digital assistant

Why FAQs are a great use case for digital assistants

The long tail problem



When you can’t be sure, ask

• Puts the user in control

• Handled automatically by ODA

• Set wide win margins on skills

Embrace ambiguity and use it to your advantage

Other tactics to consider



• Intelligent options

• Quick replies guiding the user to the most relevant next steps

Employ intelligent choice tactics

Other tactics to consider



“Human like” engagement

• Randomizing responses

• Logarithmic “back off”

• Typing delay

• Reflect back understanding

Smart strategies to deal with problems

• Capturing unresolved which are too short

• Progressive disclosure of information

• Clear exit strategies

• Unobtrusive feedback

The best of the rest

Other tactics to consider
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There is a challenge maintaining answer outside of 
ODA

• Be careful of multiple sources of truth

• Answers are not conversational

• Not matching the tone of voice

• Too long

• User forced to find specific answer in text

Why can‘t I just 
maintain all of my 
answers outside of 
ODA and look them 
up?




