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TASK 

• Utilise AI for customer support 

• Do not replace the human agent 

• Find ways for human and AI 
agent to collaborate 

background 

• Students seeking internships 

• Agents handling queries 

• Conversations in German 

Contributions 

• An UI for the interaction 

• A dataset to enable ML based 
learning 

• Training of the AI based agent 

• A novel use-case of 
collaboration 
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Dataset 

• 26 human-human 
conversations in German 

• Length ranges from 22 to 607 
utterances 

• Annotated with FAQ database

• Human agent interacts with 
customer. 

• AI suggests answers to human 
agent

ML Task 

• Information retrieval task 

• Fetch correct FAQ given current 
conversation

Models 

• BM25 based label matching 

• Deep Passage Retrieval

evaluation 

Model/Setting no-suggestions faq

Dumb 1.0 0.02

Random 0.04 0.06

BM25 0 0.27

Fb-multiset-
english
    Mean 0.12 0.40

    Highest-freq 0.35 0.48

    Sum 0.81 0.44

    Original 0.96 0.33

Deepest-german

    Mean 0.12 0.58

    Highest-freq 0.42 0.57

    Sum 0.84 0.50

    Original 0.95 0.38

conclusion 

• Human agents interviewed found it 
useful 

• Real time feedback and learning 
requested 

• Silent class poses unique challenge 

• Imbalance in dataset requires 
special handling


