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Question Tool Requirements Meeting
7/24/03 8:30AM
Attendees

· Sandy Facinoli
· Linda Eckrich
· Jennifer Murphy
Meeting Agenda

· Overview of Question Tools
· Demo of existing online Questions Tools
· Requirements questions
Discussion

Features of Question Tools:

· Question Tools are also known as virtual reps or website bots.  

· Question Tools understand questions and identify the correct reply by matching the information from the “input string” with patterns found in scripts.  

· Tools use algorithms that are context-sensitive so that the tool can distinguish between words that have multiple meanings.

· Some tools have a long term memory that retains facts about individual website visitors from one session to the next, and a conversation database that logs conversations.

· Tools have the ability to keep the customers engaged by suggesting topics for discussion, referring the user to an email address or phone number.

· The tool admits if it cannot answer certain questions and will provide alternate sources of information.

· Maintaining the tool requires frequent updating of the ‘scripts’ which contain common questions received and the appropriate answers.  

Question Tool Vendors:

· NativeMinds: http://www.nativeminds.com/
· Example:  http://www.dlis.dla.mil:4080/index.html
· Artificial Life: http://www.artificial-life.com/index.php
· Kana Communications

· eGain Communications

· ActiveBuddy

· Bryce’s recommendation:  www.Worlddoc.com
Requirements Questions:

1. Where will data for the tool be pulled?

· www.fsis.usda.gov/OA/FAQ/faq.htm
· www.foodsafetyanswers.org/
· www.foodsafety.gov
· Additional questions/answers sent to the webmaster (provided by Linda Eckrich)

2. Are there any existing databases that we can pull data from?

No

3. What types of questions do you want to provide the ability for users to ask?  (Questions about FSIS, food safety related questions, 

Consumer Education information

4. Where will this tool be displayed on the site?

Within the Food Safety Education and Consumer information section (currently being redesigned)

Please refer to the Requirements spreadsheet for a list of requirements gathered during the meeting.
Action Items

· Linda will forward information about the technology being implemented at the call center that will improve customer service

· Linda will forward all data to be used in the tool that is not currently online. 

· Full vendor analysis will be performed and a recommendation will be provided.
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