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Abstract - From chatbots to predictive and virtual assistant, conversational AI has made businesses communicate with their 

customers in a human-like and intelligent way. One such platform with integrated AI-driven solutions is Salesforce, a leading 

Customer Relationship Management (CRM) platform with AI-powered solutions like Einstein AI to help businesses boost 

customer engagement, automate workflows and streamline business processes. This paper explores how Conversational AI and 

Salesforce converge and discusses improvements in Natural Language Processing (NLP), Machine Learning and Deep learning. 

This study compares the available chatbot models, how they have been implemented in Salesforce, and how a business can benefit 

from using them to increase efficiency and customer satisfaction. Furthermore, we present a novel hybrid Conversational AI 

system that unifies Salesforce’s Einstein AI with 3rd Party AI models to create a more contextually aware and agile 

conversational experience. We then show a use case where we implement an AI-powered chatbot in a sales environment and 

evaluate the performance to see how the chatbot can increase customer engagement and automate lead generation. 

Keywords - Conversational AI, Salesforce, Chatbots, Virtual Assistants, NLP, Deep Learning, Customer Relationship 

Management. 

1. Introduction 
1.1. Background 

Since most issues arising from artificial intelligence 

cannot be solved traditionally without requiring understanding 

or intelligence, conversational AI is inarguably one of the 

business essentials today in the form of chatbots and virtual 

assistants. The weak attempt at automating the CRM 

ecosystem through incorporating AI is that it has been done 

through various facilities offered by Salesforce, one of those 

being the Salesforce Einstein AI. Conversational AI focuses 

on machine learning, deep learning, and NLP to enable bots 

and assistants to choke. [1-4] AI Customer Service Solutions 

seem to be a new trend rising in the market and are slowly 

being adopted in organizations; hence, Salesforce has been 

among the most important providers of chatbots with AI 

capabilities. 

1.2. Importance of Conversational AI in Salesforce 

However, AI has been observed to greatly impact CRM 

practice, especially through the deployment of conversational 

AI. The salesforce, the most popular CRM at the present stage, 

also receives many benefits from using AI-based chatbots and 

virtual assistants, forever altering the relations between 

companies and customers. Below are the points that will be 

useful in proving the importance of Conversational AI in 

Salesforce: 

1.2.1. Enhancing Customer Engagement 

AI for conversational engagement in salesforce makes 

customer interactions instant and personalized, thus enhancing 

the levels of engagement. Self-service systems also differ 

from CRM systems because they use artificial intelligence to 

respond to customers’ inquiries; it is always available and can 

address each issue in a specific context.  

Using NLP and sentiment analysis, Artificial Intelligence 

creates an understanding of the specific intent of the customer 

and reacts correspondingly. This is useful for improving the 

overall satisfaction and loyalty of the customers as they get 

correct and timely information. 

1.2.2. Automating Sales Processes 

It applies Conversational AI to streamline such sales 

activities so that it does not burden the salespeople with many 

tasks to do on their own. Prospective clients can easily be 

qualified and contacted, follow-ups made, and appointments 

set, so the sales team only works with the right prospects.  

By observing customers, their past interactions, and their 

level of engagement with products, AI automation can assist 

in lead recognition and gradually enhance the business 

conversion rate for sales. 

http://www.internationaljournalssrg.org/
http://creativecommons.org/licenses/by-nc-nd/4.0/
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Fig. 1 Importance of conversational AI in salesforce 

1.2.3. Improving Lead Qualification and Conversion Rates 

 Conversational AI can lower the rate of leads that are not 

interested in what the company offers through AI analysis of 

the inquiries made, the level of interest, and their intent. 

Rather than completing a series of checks for prospects, 

chatbots rate real-time chat conversations and previous 

records. This leads to faster decision-making processes, the 

generation of superior quality leads and, therefore, higher 

conversion rates. 

1.2.4. Reducing Response Time and Improving Efficiency 

One of the key benefits of CION is that it can easily 

generate immediate replies. They also suffer from such 

disadvantages as delays in response times, which results in the 

clients being irritated and, hence, failing to exploit sales 

opportunities. Through AI in chatbots, one can respond to a 

question within a few seconds instead of minutes used by 

personnel to respond to similar questions. This is important as 

faster response time can improve customer satisfaction as well 

as the operational effectiveness of a business. 

1.2.5. Personalizing Customer Experiences  

Conversational AI considers customer characteristics, 

such as purchasing habits, buyer journeys, and browsing 

history, to be used by the system when offering 

recommendations and responding. It was possible to 

implement hyper-personalization due to the usage of AI, and 

thus, customers feel appreciated. This benefits the customer, 

retains business, and increases sales from returning customers. 

 

1.2.6. Seamless Integration with Salesforce CRM  

Einstein AI of Salesforce is aligned with the 

conversational AI chatbots, so all the customer interactions are 

recorded and incorporated into the analysis. This integration 

shall ensure that businesspeople receive real-time details of 

customer behavior, issues, and selling trends to guide the sales 

teams. 

 1.2.7. Cost Reduction and Scalability 

 Conversational AI in Salesforce helps cut operational 

expenses because most customer support tasks can be 

automated instead of relying on human personnel. 

Multiplatform chatbots can process many customers’ 

questions at the same time, thus making it easier for the 

business to expand the market and improve productivity 

without having to recruit more employees. This scalability is 

particularly useful for companies with many customers 

interacting with them. 

1.2.8. Future Potential  

Voice AI and Predictive Analytics  

The Turkish market seems ready for richer, more 

innovative, diverse forms of Conversational AI on top of text-

based chatbots. Advances in voice recognition systems and 

analytics technologies shall facilitate the development and 

implementing of a voice customer support system, otherwise 

known as voice-drivable and preferential selling or buying 

recommendations. This will enhance the automation of leads, 

the decision-making process, and client interactions and thus 

make Salesforce the more authoritative CRM. 

1.3. Need for AI-driven Chatbots in Salesforce 

In the modern world, with the rapid development of 

information technologies, organizations delegate artificial 

intelligence in chatbots to enhance the number of contacts 

with customers, performance, and productivity. The 

customers and their relations with the firm and/or other clients 

and possible interactions with traditional CRM platforms like 

Salesforce have been maintained by inputs from the clerks, 

raw data and imperfect rules to keep the process running. 

Large volumes of customer inquiries or requests make it even 

more challenging for business organizations to seek ways and 

means to meet their high expectations besides identifying 

between good sales leads and other customers.  

Thus, conversational AI has been incorporated into the 

salesforce chatbot, which has enhanced the efficiency, 

naturality, and assertiveness of businesses' relations with their 

customers. The major problem associated with conventional 

CRM systems is a slow response time caused by escalated 

complexity in the program's functionality, leading to customer 

dissatisfaction and even resulting in business loss. 

Incorporating the AI field makes it easier to handle customers’ 

inquiries, respond to them immediately, offer suitable 

recommendations, and integrate some repetitive activities. 

These chatbots employ NLP and ML to interpret the 

customers’ intent, providing accurate and context-based 

replies. 

Additionally, utilizing chatbots in sales relies on leading 

qualification, appointment setting, and client analysis, thus 

freeing valuable time for the sales team to attend to qualified 

clients. [5, 6] The last but not the least of all the benefits of 

using AI-powered chatbots in salesforce is scalability. While 

human agents are good for handling individual customers, 

they have limitations in managing many clients at once, thus 

making chatbots flawless for companies that receive much 
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traffic in customer inquiries and complaints. Also, chatbots are 

beneficial as they contribute to decreasing operating costs that 

come with establishing a huge support centre. The use of 

Conversational AI in the operation of the salesforce CRM 

brings efficiency to digital care, purpose to sales concierge, 

and boosts the performance of the operations teams. In the 

future, with the constant advancements of artificial 

intelligence, companies that deploy self-service solutions such 

as AI chatbots implemented in Salesforce will be able to 

provide enhanced value and efficient and smooth customer 

experiences to their clients. 

2. Literature Survey 
2.1. Evolution of Conversational AI 

Conversational AI was a long way, but it was still a rule-

based chatbot and a sophisticated AI-powered virtual 

Assistant. The early chatbots were very simple in terms of 

having predefined rules and a decision tree capability to solve 

the query, which was not very complex. With NLP and deep 

learning today, however, AI chatbots know context and intent 

and can reply to them to at least a certain degree, as humans 

do. [7-10] Power concepts of large language models, 

reinforcement learning, and real-time data processing have 

become, in the case of modern conversational AI systems, 

how conversations are growing incrementally in terms of 

interactions by becoming much more natural and effective to 

all business organizations and client organizations. 

2.2. Salesforce’s AI Initiatives 

Among the AI-powered Customer Relationship 

Management (CRM) solutions, Salesforce was the time when 

it was on the forefront as its Einstein AI platform. Here, 

Einstein AI combines predictive analytics, sentiment analysis, 

and automation to bring your customers the results they expect 

from their interactions with your brand. This helps businesses 

address customer needs by examining historical data and 

forecasting customer needs; it even helps provide personalized 

experiences to users. Einstein AI is especially strong in 

customer support and sales assistance with chatbot 

automation. During this embedding of AI within Salesforce’s 

ecosystem, AI makes the platform more efficient, optimal, and 

data-driven for the enterprise. 

2.3. Comparative Analysis of AI-driven Chatbots 

The chatbots are mainly of three types: The rule-based, 

the rule-based based on Natural Language Processing (NLP) 

and the rule-based based on Artificial Intelligence (AI). Rule-

based chatbots do not respond accurately and cannot learn, so 

these chatbots work only on scripts written in advance. The 

main problem with NLP-based chatbots is that they lack 

adaptability and are only moderately accurate. It is very 

informative, very high response accurate and very much self-

learning with deep learnings, real-time data processing and 

high response accurate AI-driven chatbots. On top of that, AI 

chatbots are fitted into CRM systems to automate customer 

interaction across the board and help save companies some 

time and money. 

2.4. Challenges in AI-powered Chatbot Integration 

There are great benefits to powering the chatbot with AI. 

However, there are obstacles that AI has to deal with. As 

chatbots will be handling sensitive user information, they must 

be secured and follow privacy regulations emerging from their 

existence. In addition, training and deploying AI models 

requires plenty of processing power and data storage, 

consuming computational resources. It is required to have 

high-performance infrastructure as organizations have to 

invest in it to remain uninterrupted. Moreover, their ethical 

concerns revolve around the working of AI decision-making, 

which is a requisite: A faulty algorithm or a promo unbalanced 

training data can result in unfair or misleading results. 

Fairness, transparency, and accountability are needed to 

establish user trust in AI-driven interactions. 

3. Methodology 
3.1. System Architecture 

The proposed system architecture is based on a hybrid AI 

model based on Salesforce Einstein AI and OpenAI’s GPT to 

enhance Natural Language Processing (NLP) capability. 

Robust predictive analytics, sentiment analysis and data 

mining Customer Relationship Management (CRM) takes 

businesses to customer-centric, personalised and data-driven 

interactions. On the other hand, OpenAI’s GPT has other NLP 

skills, such as contextual knowledge, the ability to generate a 

generative response, and the ability to learn and self-adapt [11-

16]. The ability of this chatbot to automate customer 

interaction in a very efficient manner, combined with the deep 

learning capabilities, allows it to also learn continually. It has 

an input processing layer that processes user queries, an intent 

recognition layer using GPT to recognize user intent 

conversationally, a business logic layer that uses Einstein AI 

on data-driven insights, and an output generation layer that 

generates responses conversationally. This is a very accurate, 

engaging, and scalable enterprise chatbot model that combines 

the structured CRM insights offered by Salesforce and the 

linguistic fluency of GPT. 

3.2. AI Model Selection 

3.2.1. Transformer-based AI Models for NLP 

In the case of Natural Language Processing (NLP), it is 

important to choose the Right AI models that are accurate and 

context-aware. NLP is the product of GPT and BERT 

(Bidirectional Encoder Representations from Transformers) 

based Transformer models, which have been made fast using 

an attention mechanism to process text quickly. Consequently, 

they can produce more coherent and natural responses as they 

can interpret context across a long piece of text. For example, 

we can do all that and more with such models to make such 

chats in AI, chatbots that almost behave like humans. 
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3.2.2. Fine-tuning with Domain-Specific Datasets 

Fine-tuning with domain-specific datasets is necessary to 

make the models based on the transformer more effective. 

However, despite this customization being industry-specific 

and user-specific, it must still be customized for strong 

pretrained models. That is to say, one can train the model on 

some accurate dataset of that domain, such in finance, 

healthcare, or customer service, and the model starts building 

up the domain-specific understanding and fine-tuning, or one 

can use the model as the representation in the domain. This 

process has an advantage because it balances out the accuracy 

when it comes to the response, erases the errors, and the 

chatbot gives practical and actionable insights. AI can be fine-

tuned using real-world data to achieve a higher degree of 

personalization and more efficient engagement with the 

customer. 

3.3. Implementation in Salesforce 

3.3.1. Data Preprocessing 

Data preprocessing is the first step to effective AI 

implementation in Salesforce. It includes clean, structured, 

and useful input data for training. That means collecting 

historical customer interactions, emails, chat logs and other 

basic CRM data to make a complete dataset. Then, the data is 

adjusted to remove inconsistencies, handle missing values, 

and standardise formats. Furthermore, textual data is 

improved further by applying Natural Language Processing 

(NLP), which includes tokenization, stemming, and entity 

recognition. Data preprocessing is done properly, and the AI 

model learns from accurate, meaningful inputs, which, in turn, 

helps achieve better real commercial customer engagement. 

 
Fig. 2 Implementation in Salesforce 

3.3.2. Model Training 

After preparing the data, the AI model is trained with the 

help of Salesforce Einstein AI and OpenAI’s GPT for 

advanced NLP processing. In this training stage, we feed the 

domain-specific data into the transformer-based model so that 

it learns customer behviour patterns, intent recognition and 

sentiment analysis. It is conducted in fine-tuning to achieve 

ultimate response accuracy and reduce biases. The user 

feedback can also be incorporated into reinforcement learning 

techniques to improve chatbot performance continuously. 

After training, the trained model's accuracy, fluency, and 

response relevance are checked using the test datasets, and 

then the model is deployed. 

3.3.3. Salesforce API Integration 

 During training, the integration of the AI model in 

Salesforce is made through its Application Programming 

Interfaces (APIs), which ensure easy interoperability with 

CRM data. Through REST and SOAP APIs, Salesforce makes 

the customer profile, history, and real-time analytics available 

for those AI-powered chatbots to tap into. By integrating with 

this chatbot, one can be sure that the chatbot can retrieve 

relevant customer information, give personalized responses, 

and automate workflows like generating leads, creating 

support tickets, and making sales recommendations. The 

combination of Salesforce Einstein AI’s predictive strength 

and GPT’s language understanding enables businesses to 

improve customer engagement, boost productivity, and 

develop sales via intelligent automation. 

3.4. Performance Evaluation Metrics 

 
Fig. 3 Performance Evaluation Metrics 

3.4.1. Response Time 

Response time is one of the key metrics used to judge the 

efficiency of an AI-powered chatbot. This is the time a system 

takes to process a user query and then answer the query. This 

will result in a rush for a low response time to ensure a 

seamless, engaging user experience and only long wait times 

until a customer is pleased. Using efficient AI model 

architectures, caching mechanisms, and cloud-based 

processing will allow for minimising latencies and optimising 

response time. Performance benchmarks are established to 

ensure that AI-driven chatbots answer within the blink of an 

eye, especially in fast-moving branches of customer service. 

 

3.4.2. Customer Satisfaction Score 

Customer Satisfaction Score (CSAT) is easy evidence of 

how satisfied the users are with the feedback and interaction 

quality the chatbot creates. Once the users have a 

conversation, they are then asked to rate how good or bad their 

experience was with the other on a scale of 1-5 or a sentiment-

based answer (satisfied, neutral or dissatisfied). This is the 

feedback that tells us about how an accurate, relevant, and 

Performance Evaluation 
Metrics

Response Time

Customer Satisfaction 
Score

Engagement Rate
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conversational effective chatbot is. If the CSAT score is high, 

the chatbot meets the user’s expectations; if it is low, then 

there is a need to model improvements, personalization, and 

refinement of NLP understanding to improve the response 

quality. 

 

3.4.3. Engagement Rate 

The engagement rate rates users’ activity level on the bot 

over time. One measuring tool is to look at how many 

conversations occur within a session, how long the 

conversations last, and how many times the same conversation 

comes back. The fact that users are engaged with the chatbot 

also means that they consider it valuable, informative, and 

easy to use. Parameters that enhance engagement include 

personalizing responses, awareness of context, and multi-turn 

conversation handling. Engagement trends monitoring 

ensures the chatbot is useful for customer support, lead 

generation, and sales experiments. 

4. Results and Discussion 
4.1. Case Study: AI Chatbot for Sales Automation 

A chatbot was used to implement an AI-driven chatbot 

inside of a retail company's Salesforce CRM platform to 

evaluate the chatbot's effectiveness in sales automation. First, 

the goal was to lower the manual load, improve qualified leads 

and improve customer interactions through AI-powered 

automation. Historically, traditional sales processes 

necessitated abundant human involvement that added several 

delays, failed follow-ups, and irregular lead engagement. The 

company integrated an AI chatbot to help streamline customer 

interactions, increase sales efficiency, and offer the sales team 

real-time sales information. 

4.1.1. Automated Lead Qualification 

The AI chatbot was programmed to declare potential 

leads as qualified leads based on criteria, e.g., customer intent, 

purchase behavior and engagement history. Rather than 

manual lead scoring, the chatbot took conversational data, past 

purchases, and interaction frequency to identify high-priority 

leads. This automated approach helped the sales reps focus on 

the most promising prospects, leaving them less time spent 

focus on lead qualities rather than poor-quality leads. 

Sentiment analysis and Natural Language Processing (NLP) 

can help determine customers' interest levels and provide a 

more strategic and efficient sales approach. 

4.1.2. Follow-up AutomationL 

Among the greatest challenges in sales, the one key thing 

you can never overlook is ensuring consistent follow-ups with 

your potential customers. It was integrated with Salesforce 

and automated follow-up tasks such as sending personalized 

reminders, emails and notifications. The objective was to 

engage the customers via chat, SMS or email, keeping the 

leads warm and engaged in the sales funnel. The chatbot 

managed to stay on the list of people’s minds by scheduling 

reminders and tracking the follow-ups, thus ensuring that 

people would not miss the follow-ups and minimizing the 

chance of getting lost in the constant marketing exchanges. 

Additionally, the follow-up messages were personalized using 

AI-driven personalization to have a greater chance of a 

successful engagement. 

4.1.3. Integration with Salesforce  

The AI chatbot was seamlessly integrated into Salesforce 

CRM for real-time data logging and synchronization. All 

customer interactions were recorded automatically, and sales 

teams instantly had access to customer preferences, old 

inquiries and engagement history. It relieved the need to 

manually enter data and gave sales representatives the most 

current information to make smart decisions. Real-time 

analytics was also integrated, thus allowing businesses to track 

chatbot performance, measure engagement, and refine sales 

strategies. The combination of Salesforce’s AI and predictive 

analytics provides for proactivity in the form of next-best 

actions to suggest to the sales agent, further improving sales 

process efficiency. 

4.2. Performance Metrics Comparison and Analysis 

Key performance metrics using an AI-powered 

Salesforce chatbot improved over a traditional CRM system. 

The table below shows percentage improvements in three 

main areas: response time efficiency, customer satisfaction, 

and lead conversion rate. 

Table 1. Performance metrics comparison and analysis 

Metric 
Traditional 

CRM (%) 

AI-powered 

Salesforce (%) 

Response Time 

Efficiency 
30% 100% 

Customer 

Satisfaction 
75% 92% 

Lead Conversion 

Rate 
60% 80% 

 
Fig. 4 Graph representing performance metrics comparison and 

analysis 

4.2.1. Response Time Efficiency 

The foremost important factor in customer satisfaction 

and sales automation is response time. In a traditional CRM 

system, the average response time for handling a customer 
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query is up to 10 seconds, and that’s simply not good enough 

as there are delays and opportunities to lose those customers. 

Integrating an AI-driven chatbot in Salesforce resulted in 100 

per cent response time efficiency (improved from 30% to 

100%), which led to near-instant response to customer queries. 

This helps retain the leads, reduce bounce rates, and maintain 

customer satisfaction faster. 

4.2.2. Customer Satisfaction 

The key indicator of the chatbot’s effectiveness is 

customer satisfaction, how much it can provide additional 

relevant information, and how much it can personalize the 

interaction with the customer. Overall, traditional CRM 

systems were only able to achieve a 75% satisfaction rate since 

there was a great deal of time needed for a response and only 

a small amount of automation.  

4.2.3. Lead Conversion Rate 

The sales process effectively measures how well lead 

conversion works. In traditional CRM systems, manual 

follow-ups and unequal lead qualities resulted in a 60% 

conversion rate. Lead conversion improved by 80%, and 20% 

of the sales were successful. 

4.3. Discussion of Findings 

This study's results show great efficiency gains were 

realized through the combination of an AI-enabled chatbot 

within the Salesforce CRM cloud. With a response time 

reduction of 10 seconds to 3 seconds, real-time engagement is 

guaranteed so customers get instant assistance and improve 

their experience. Such a rapid response forces little delay and 

prevents the customer from becoming frustrated, helping to 

make the sales operation and operation of sales and customer 

service more efficient. This performance analysis indicates 

that customers were satisfied with AI-led automation by about 

92 per cent compared to 75 per cent with traditional CRM and 

the rising demand for AI-driven automation. Instant, relevant 

and personalized customer interactions help increase retention 

rates and engage customers in the long term. Apart from 

customer support, the chatbot also helped in sales automation 

by taking in qualified and nurtured leads. Typically, the 

manual lead assessment of traditional CRM systems resulted 

in inefficiencies and missed opportunities. However, AI-based 

automation ensures that the chatbot analyzes customer intent, 

behavioral patterns, and the parameters of past interactions to 

give priority to high-quality leads, resulting in a lead 

conversion rate exceeding 60 per cent to 80 per cent. In 

addition, automated follow-ups, like personalized reminders 

and email notifications, kept prospects engaged in lowering 

the chances of potential customers tossing themselves out of 

the sales funnel. In addition, the study shows how 

Conversational AI can be used to drastically transform CRM 

automation once proven, enabling AI chatbots to support 

Sales, customer engagement and overall operational 

efficiency. These intelligent virtual assistants allow businesses 

to leverage them to simplify sales processes, reduce costs and 

enhance scalability. There are future advancements like multi-

language support for global customers, predictive analytics for 

sales forecasting, and, most especially, AI-powered product 

recommendations for personalization. With the rise of AI, 

conversational AI in CRM will deliver businesses a 

competitive advantage by improving customer experience and 

revenue growth. 

5. Conclusion 
5.1. Summary 

This paper focuses on “Conversational AI in Salesforce 

CRM”, which aims to enlighten people about the importance 

of chatbots in determining how they could benefit sales 

automation, customer relations management, and a business 

organisation's efficiency and output. This study utilized both 

Salesforce Einstein AI and OpenAI’s GPT to support the 

proposal for a new AI chatbot model that positively affected 

most CRM functions. Typical CRM systems in most 

organizations do not readily give out separation of the real 

prospects, have slow responses to issues and/or inquiries and 

provide a distressing and unpredictable ride to the customer. 

However, artificial intelligent chatbots employ natural 

language processing, sapience analysis, and predictive 

analytics for lead scrutinizing, follow-up, and feedback during 

customer support. The above integration with Salesforce 

creates customer interaction and puts proper information for 

the client’s needs to the sales team. It is possible to speak 

about the significant performance improvement achievable 

through AI techniques and their automation using the 

efficiency indicators provided. The use of the chatbot only 

decreased the response time from 10 seconds to 3 seconds, 

which is the general interaction with the customers. Is chatbot 

helpful for the customer? It did; customer satisfaction 

increased from 75% to 92%, suggesting that the chatbot will 

offer company and effective solutions to the clients. Also, 

there was a rise in the lead conversion rate by twenty per cent 

from sixty per cent to eighty per cent as potential clients were 

better nurtured through the chatbot. That is, the conclusion 

does not leave any doubt that implementing the technology 

mentioned as Conversational AI in CRM automates the 

business processes associated with customer management and 

elevates sales efficiency. 

5.2. Future Work 

Hence, as this study affirms the value of chatbots in the 

context of Salesforce, subsequent research should consider the 

extension to elaborate on future advances in AI, such as the 

flexibility and effectiveness of the chatbots. The areas that 

need to be advanced include Reinforcement Learning (RL) in 

the sense that it can learn from the conversation and improve 

based on the customer assessment. Better still, RL-based 

chatbots are unique as they can modify the conversation 

approach depending on condition input, a capability that 

defeats traditional models that draw from trained datasets. 

Establishing self-learning skills will further enhance the 

response efficiency performance of compound inquiries and 



Arun Kumar Mittapelly & Vasanta Kumar Tarra / IJCTT, 73(4), 88-94, 2025 

 

94 

enable the chatbots to be increasingly less robotic. One of the 

more targeted areas for further research is implementing the 

meaning of combining voice-controlled interfaces to use the 

capabilities of AI-assisted speech recognition. Although text-

based chatbots can assist in engaging the customer 

successfully, the invention of voice-enabling AI assistants can 

keep the customers engaged even better and are suitable for 

those who don’t type on their gadgets. To do voice-oriented 

and speech-based chatbots, one has to use deep learning and 

transformer-based models to support and translate speech-to-

text and text-to-speech in a very efficient manner. Further, 

multiple language translation and voice tone, depending on the 

sentiment, can also be incorporated to enhance the naturalness 

of the interaction. 
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