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ÒYRG 

6WUDWHJLH� YHONêFK� SRGQLNĤ� VH� YHOPL� RGOLãXMH� RG� VWUDWHJLt� SRGQLNĤ� PHQãtFK� 

9HãNHUp�REODVWL� MVRX�VWDQGDUGL]RYDQp� D�QHREVDKXMt� WpPČĜ�åiGQp� YêMLPN\� ět]HQt�

SRGQLNX� WtP�SiGHP�QHQt� WROLN�DJLOQt D� MDNpNROLY� ]PČQ\�VH� LPSOHPHQWXMt� Y GHOãtFK�

þDVRYêFK� horizontech. AutomatizacH� SRGQLNRYêFK� SURFHVĤ� Ve VWiOH� URVWRXFtP�

Y\XåLWtP� ,7� v RUJDQL]DFtFK� se VWiYi� QHRGGČOLWHOQRX� GLVFLSOtQRX Ĝt]HQt� SRGQLNX. 

9\XåLWtP� URERWĤ��kteUp GRNiåRX SURYiGČW� MHGQRWOLYi ]DGiQt� EH]� QXWQpKR�GRKOHGX�

þORYČND, VH�Gi�XãHWĜLW�VSRXVWX þDVX�D�]iURYHĖ SUDFRYQtFK�kapacit. Ty PRKRX�EêW�

Y\XåLW\�QD� MLQêFK�SR]LFtFK�SRGQLNX��=DPČVWQDQFL�VH�QHPXVt�]DEêYDW� UHSHWLWLYQtPL�

~NRO\��NWHUp�]D�QČ�]YOiGQH�URERW�splnit. JHMLFK�SUDFRYQt�VtOD�tedy PĤåH�EêW�Y\XåLWD�

SUR�NUHDWLYQČMãt�]DGiQt��NGH�OLGVNi�LQWHOLJHQFH�]DWtP�]DVWRXSHQD�EêW�QHPĤåH� 

-HGQtP�] SRXåLWt�DXWRPDWL]DFH�SURFHVĤ�Y SRGQLNX�MH�Y\XåLWt�chatbotu SUR�LQWHUQt�

SRXåLWt. 3RVWXS� SURFHVX� MH� MDVQČ� GHILQRYiQ� D� QHPĤåH� WDN� GRMtW� k MDNpPXNROLY�

Y\FKêOHQt�RG�SĜHGHP�QDVWDYHQpKR�SOiQX��.RQYHU]DFH�PRKRX�EêW�Y\KRGQRFRYiQ\ 

SUR�PČĜHQt�PHWULN. 9H�â.2'$�$872�D�V��VH�Y\XåtYi�SRPRFL�chatbota s SUDFRYQtP�

Qi]YHP ,QWHOLJHQWQt�9LUWXiOQt�$VLVWHQWNa (IVA)��NWHUê�E\O�Y\YLQXW�SUiYČ�SUR�XãHWĜHQt�

SUDFRYQtFK� NDSDFLW� SRGQLNX� Je v provozu MLå� RG� URNX� ����� D� QHXVWiOH� VH�

]GRNRQDOXMH�YH�VYêFK�VFKRSQRVWHFK�D�Xþt�VH�QRYêP� 

&tOHP� SUiFH� MH navrhnout ]MHGQRGXãHQt SURFHVX� REMHGQiQt� automobilu 

pro ]DPČVWQDQFe v UiPFL� LQWHUQtKR� FDU-sharingu. Chatbot bude schopen poradit, 

jak VL� ]ĜtGLW� SĜtVWXS� GR� DSOLNDFH� â.2'$� &OLFN�� ]RGSRYČGČW� QHMþDVWČMãt� dotazy 

a nakonec si rezervovat automobil SUR�SĜHSUDYX�Y UiPFL�]iYRGX�L�PLPR�QČM� 
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1 8PČOi�LQWHOLJHQFH�D�FKDWERW 

V SUYQt� NDSLWROH� WpWR�EDNDOiĜVNp�SUiFH�EXGH�SRSViQR�� FR� MH� WR�XPČOi� LQWHOLJHQFH�

a chatbot��'iOH�EXGH�Y\VYČWOHQR��N þHPX�VH�W\WR�GYČ�PRGHUQt�WHFKQRORJLH�SRXåtYDMt�

a MDNp�MVRX�MHMLFK�YêKRG\��$XWRU�VH�GRWNQH�L�KLVWRULH�RERX�WHFKQRORJLt��NG\�]PtQt�W\�

QHM]DMtPDYČMãt�SĜtNODG\�Y\XåLWt� 

1.1 8PČOi�,QWHOLJHQFH 

3RMHP� 8PČOi� ,QWHOLJHQFH (UI) je v GQHãQtP� VYČWČ� KRMQČ poXåtYDQê� SRMHP� 

V QČNWHUêFK�SĜtSDGHFK�VH�SRMHP i QDGXåtYi�SĜL�PDUNHWLQJRYp�NRPXQLNDFL ]D�FtOHP�

]OHSãHQt� DWUDNWLYQRVWL� ILUP\, aby QDOiNDl investory nebo oslovil YtFH ]iND]QtNĤ�

s GRMPHP��åH�]tVNDMt�NYDOLWQČMãt YêUREHN�þL�VOXåEX�QHå�X�NRQNXUHQFH. .YĤOL�WRPX�VH�

þDVWR�pojem Artificial Intelligence (AI) R]QDþXMH�MDNR�EX]]-word. Tedy slovo, resp. 

YêUD]� ] XUþLWp� REODVWL�� kterê se stal myGQt� KODYQČ� Y WHOHYL]QtFK� SĜHQRVHFK� QHEo 

ve ]SUiYiFK (Cambridge Advanced /HDUQHU¶V� 'LFWLRQDU\� 	� 7KHVDXUXV��

QHGDWRYiQR�. 

V GQHãQtP� VYČWČ� VH� PĤåHPH� VHWNDW s novêm QDVD]HQtm QHER� Y\XåLWtm 

v UĤ]QêFK� RGYČWYtFK� MDNR� QDSĜtNODG� ORJLVWLFH� QDSĜtNODG� RSWLPDOL]DFH� VNODGRYiQt�

]iVRE�SRPRFt�XPČOp�LQWHOLJHQFH�QHER�L�YH�Y]GČOiQt�QDSĜtNODG�kontrola ]iYČUHþQêFK 

SUDFt��]GD�VH�MHGQi�R�SODJLiW� -HGQi�VH�R�YHOPL�XåLWHþQê�QiVWURM�SUR�OLGVWYR�D�]DWtP�

QHE\O\� MDVQČ� Y\W\þHQ\� KUDQLFH�� FR� YãH� E\� PRKOD� XPČOi� inteligence v budoucnu 

GRNi]DW� Podle Muellera a Massarona (2018) MH� FtOHP�XPČOp� LQWHOLgence pomoci 

OLGHP�GČODW�QČFR�U\FKOHML��MHGQRGXãHML�D�HIHNWLYQČML. V QiVOHGXMtFtFK�SRGNDSLWROiFK�VL�

XNiåHPH��FR�XPČOi�LQWHOLJHQFH�MH��MDN�VH�GHILQXMH�D�MDNp�MH�MHMt�Y\XåLWt�YH�VYČWČ� 

1.1.1 'HILQLFH�XPČOp�LQWHOLJHQFH 

8PČOi� LQWHOLJHQFH�� NWHUi� VH� WDNp� YHOPL� KRMQČ� R]QDþXMH� MDNR� $,� (Artificial 

Inteligence), byla v PLQXORVWL� YtFHNUiW� GHILQRYiQD�� -HGQRX� ] SUYQtFK�� NWHUi� byla 

QHVSRþHWQČNUiW�FLWRYiQD��E\OD�GHILQLFH�RG�0DUYLQD�0LQVNpKR��7HQ�Mt�GHILQRval jako 

Ä9ČGX� R� Y\WYiĜHQt� VWURMĤ� QHER� V\VWpPĤ�� NWHUp� EXGRX� SĜL� ĜHãHQt� XUþLWpKR� ~NROX�

Y\XåtYDW� WDNRYpKR� SRVWXSX�� NWHUê� ± NG\E\� KR� GČODO� þORYČN� ± E\FKRP� SRYDåRYDOL�

za projev inteligence�³ �0DĜtN��.RSHFNê�D�âWČSiQNRYi��������VWU� 1). Tato definice 

vznikla jiå�URNX�����, a tedy by se hodila QRYČMãt. NDSĜtNODG Richard Urwin popsal 

XPČORX�inteligenci MDNR�Ä3RþtWDþRYê�SURJUDP��NWHUê�MH�EXćWR�VDPRVWDWQê�Y GDWRYêFK�



9 

centrech, v SRþtWDþtFK�� QHER� YWČOHQê� GR� ]DĜt]HQt� MDNR� MH� URERW�� NWHUê� Y\ND]XMH�

]QiPN\� inteligence ± tyto znaky SURMHYXMt�schopnost ]tVNiQt�D�SRXåLWt� YČGRPRVWt�

a GRYHGQRVWt��SUR�MHGQiQt�v XUþLWpP�SURVWĜHGt�³ (Urwin, 2016, str. 9)��0LQVNê�SRSVDO�

XPČORX�LQWHOLJHQFL�MDNR�YČGX��ale Urwin XPČORX�LQWHOLJHQFL�SRSLVXMH�MDNR�SRþtWDþRYê�

program. 

1.1.2 ýiVWL XPČOp�LQWHOLJHQFH 

8PČOi�LQWHOLJHQFH�QHSĜHGVWDYXMH�SRX]H�MHGHQ�QHRGdČOLWHOQê�FHOHN��DOH�VNOiGi�VH�

z QČNROLND� þiVWt�� NWHUp� DSOLNDFH� XPČOp� LQWHOLJHQFH� Y\XåtYi� GRKURPDG\�� 7ČPLWR�

þiVWPL�MVRX�H[SHUWQt�V\VWpP\��URERWLND��SOiQRYiQt��SRþtWDþRYp�YLGČQt��UR]SR]QiYiQt�

ĜHþL�D�GiOH�pro chatbota GYČ QHMGĤOHåLWČMãt�þiVWL, tedy ]SUDFRYiQt SĜLUR]HQpKR jazyka 

D�VWURMRYp�XþHQt� 

=SUDFRYiQt�SĜLUR]HQpKR�MD]\ND 
NLP1, MH� REHFQê� SRMHP�� NWHUêP� VH� SRSLVXMH� VFKRSQRVW� VWURMH� SĜLMPRXW 

a UR]ORåLW YVWXS�XåLYDWHOH D�SRUR]XPČW�jeho Yê]QDPX�SUR�UR]KRGQXWt��MDN�RGSRYČGČW�

v MD]\FH�� NWHUê� Y\XåtYi� XåLYDWHO (Fernandes, 2018). 3ĜLUR]HQê� MD]\N VH� SRXåtYi�

pro Y]iMHPQRX�~VWQt�D�StVHPQRX�NRPXQLNDFL�OLGt�D�GČOt se na GYČ�struktury. 3UYQt�

struktura MH�VORYQtN��NWHUê�REVDKXMH�VORva, kteri v XUþLWpP jazyce GiYDMt smysl a jsou 

VUR]XPLWHOQi��'DOãt�struktura MH�JUDPDWLND��NWHUi� MD]\NX�nastavuje XUþLWi�SUDYLGOD��

MDN�PDMt�EêW�VORYD�YH�YČWiFK�SRVNOiGDQi �5RåQRYVNê�������. UPČOê�MD]\N QDSĜtNODG�

esperanto je WYRĜHQ SĜHVQČ�GDQêPL�SUDYLGO\�V\QWD[H�D�VpPDQWLN\��7HQ�VORXåt�KODYQČ�

k prakticNêP�~þHOĤP�  

3ĜL� SRXåLWt� SURJUDPĤ WDWR� REODVW� XPČOp� LQWHOLJHQFH XPRåĖXMH� SRUR]XPČW 

VWURMĤP��FR�VH�GDQê�XåLYDWHO�SRNRXãt stroji VGČOLW. NejREY\NOHMãtP�SRXåLWtP�1/3�MVRX�

e-PDLORYp�ILOWU\��NWHUp�VH�GQHV�YH�YHONp�PtĜH�SRXåtYDMt��E-PDLORYp�VOXåE\�GRNiåRX 

samy s YHONRX� SĜHVQRVWt� UR]H]QDW�� ]GD� na e-mailovou DGUHVX� SĜLãHO� SRGH]ĜHOê  

e-mail, NWHUê� PĤåH� XåLYDWHOH� QČMDNêP� ]SĤVREHP� SRãNRGLW, nebo VH� MHGQi�

o QHUHOHYDQWQt�]SUiYX. Tyto e-PDLO\�VH�SRWp DXWRPDWLFN\�SĜHVXQRX�GR�VORåN\�63$0, 

DE\�XåLYDWHOH�QHRKUR]LO\�QHER�QHRPH]RYDO\ SĜL�SUiFL. 

  

 
1 9�DQJOLþWLQČ�1DWXUDO�/DQJXDJH�3URFHVVLQJ� 
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6WURMRYp�XþHQt 
6WURMRYp� XþHQt� MH� SRGREODVWt� XPČOp� LQWHOLJHQFH�� ]DEêYDMtFt� VH� DOJRULWP\�

a technikami�� NWHUp�XPRåĖXMt�SRþtWDþRYpPX�V\VWpPX� ÄXþLW� VH³. (0DWRXãHN���������

&tOHP�VWURMRYpKR�XþHQt�SRþtWDþRYpKR�V\VWpPX�MH�sestavit program, kteUê�RGSRYtGi�

GDQêP� GDWĤP� �$SD\GLQ�� �����. 6WURMRYp� XþHQt� ~]FH� spolupracuje se statistikou, 

kde VH�Y\XåtYi�metod regrese��NODVLILNDFH�D�VKOXNRYiQt. -H�QH]E\WQp��DE\�Y\WYRĜHQp�

PRGHO\�PČO\� REURYVNp�PQRåVWYt� GDW, podle NWHUêFK� VH�PRKRX� VDP\� UR]KRGRYDW�

(Yao, Jia, Zhou, 2018). 

-HGQtP�] SUREOpPĤ��NWHUê�VH�Y UiPFL�VWURMRYpKR�XþHQt�ĜHãt je, jakou informaci 

V\VWpP�GRVWDQH��åH�VH�Xþt�VSUiYQČ��7HG\�RGGČOLW�LQIRUPDFH��NWHUp�QHMVRX�SUR�V\VWpP�

UHOHYDQWQt�RG�LQIRUPDFt��VH�NWHUêPL�E\�PČO�V\VWpP�QiVOHGQČ�SUDFRYDW��'iOH�MH�QXWQp�

stanovit, zda se sysWpP�Xþt�VSUiYQČ��%HUND��QHGDWRYiQR��XYHGO�þW\ĜL�]SĤVRE\��MDNêP�

]SĤVREHP�UR]KRGQXWt�GRMtW� 

1. 3ĜtNODG\�]DĜDzenp GR�WĜtG��NWHUp�VH�Pi�V\VWpP�QDXþLW �XþHQt�XþLWHOHP); neboli 

ÄXþLWHO³�XUþXMH�V\VWpPX��MDN�E\�VH�PČO�FKRYDW�D�MDNê�Pi�EêW�YêVOHGQê�YêVWXS. 

2. 2GPČQ\�]D�VSUiYQp�FKRYiQt�D�WUHVW\�]D�ãSDWQp�FKRYiQt se SRXåLMt� pokud 

je FtOHP��DE\�VH�V\VWpP�WUpQRYDO�D�QDXþLO�NRQNUpWQt�þLQQRVW �QDSĜtNODG�SRK\E�

robota v EOXGLãWL�� 

3. 1HSĜtPêFK� Qi]QDNĤ �XþHQt� QDSRGRERYiQtP�� MH� SRXåtYiQR� SĜL� VOHGRYiQt�

XþLWHOH. TDN� ]tVNiYi LQIRUPDFL� R� SRåDGRYDQpP� FKRYiQt� �QDSĜtNODG� FK\WUp�

SĜL]SĤVRERYiQt� ZHERYêFK� VWUiQHN� Y LQWHUQHWRYêFK� SURKOtåHþtFK� QHER�

LQWHUQHWRYêFK�VWUiQNiFK�� 

4. 6\VWpP� MHGQi� EH]� GRSOĖNRYêFK� informDFt� �XþHQt� EH]� XþLWHOH� a pracuje 

pouze s SĜtNODG\�a koncepty XWYiĜt�ViP��7HQWR�]SĤVRE VH�SRXåtYi�SUR�XþHQt�

VH�REMHYRYiQtP� 

3UR� SĜtNODG, SURJUDP\� SUR� UR]SR]QiYiQt� REOLþHMH� SUDFXMt� WDN�� åH� SDUDPHWUĤP 

v programu jsou SĜLĜD]RYiQ\ WDNRYp hodnoty, aby SĜHGSRYtGDly YêVOHGQp hodnoty 

XþtFtFK�GDW��6RXERU�XþtFtFK dat by SĜL� WpWR�DSOLNDFL vypadal WDN��åH�E\�REVDKRYDO�

YHOLNp�PQRåVWYt�REOLþHMĤ�VSROX�V LQIRUPDFt��]GD�VH QDSĜtNODG MHGQi�R REOLþHM PXåVNê�

þL åHQVNê�� 3RþtWDþRYê� SURJUDP� SRVOp]H� QDYUKXMH� PRGHO�� NWHUê� GRNiåH� UR]OLãLW, 

o MDNê REOLþHM�VH� MHGQi� 1DXþHQp�SRþtWDþRYp�SURJUDP\��NWHUp�VH�QiVOHGQČ�QDVDGt�

do produkce a SDN� SUDFXMt� V REURYVNêP� PQRåVWYtP dat, VYp� SĜHGWtP� QDXþHQp�
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znalosti GiOH� ]GRNRQDOXMt�� 1RYČ� QDVWDYHQi� SUDYLGOD� GRVDKXMt� Y\VRNp� VORåLWRVWL 

a REURYVNp�REViKORVWL��]SČWQp SRFKRSHQt�þORYČNHP�MH�WpPČĜ�QHUHiOQp� 

1.2 Chatbot 

V QiVOHGXMtFt�SRGNDSLWROH�EXGH�Y\VYČWOHQR, co to chatbot jako technologie je. 

'iOH�EXGH�SĜLEOtåHQD�KLVWRULH�WpWR�WHFKQRORJLH��NWHUi�YHGOD�k MHKR�PDVLYQtPX�Y\XåLWt�

ze strany byznysu. 1iVOHGQČ�EXGH�DXWRUHP�SĜLEOtåHQR�� MDNêP�]SĤVREHP� chatbot 

s XåLYDWHOL�PĤåH�NRPXQLNRYDW�D�MDNp�Pi�chatbot YêKRG\��1DNRQHF�EXGRX�Y\VYČWOHQ\�

UĤ]Qp�IRUP\�UiPFH��MDN�chatbot pracuje. 

1.2.1 Co je chatbot 

Chatbot VH�Gi�GHILQRYDW�YtFH�]SĤVRE\. NHMþDVWČML�VH�YãDN�VHWNiYiPH V�GHILQLFt�

podle &DPEULGJHVNpKR�VORYQtNX. Ä3RþtWDþRYê�SURJUDP��NWHUê�E\O�Y\WYRĜHQ��DE\�YHGO�

rozhovor s þORYČNHP, QHMþDVWČML SĜHV� LQWHUQHW�³� �&DPEULGJH� $GYDQFHG� /HDUQHU
V�

'LFWLRQDU\� 	� 7KHVDXUXV�� QHGDWRYiQR���Chatbot Pi� WHG\� ]D� ~NRO� YpVW� NRQYHU]DFL�

s XåLYDWHOHP�SRGOH�SĜHGHP�VWDQRYHQêFK�SUDYLGHO�D�MHGQRWOLYêFK�NURNĤ�QHER�Y�WČFK�

VRILVWLNRYDQČMãtFK�SĜtSDGHFK�Y\XåLWtP�XPČOp�LQWHOLJHQFH� 6OXåE\, kde chatbot PĤåH�

SĤVRELW, jsou velmi UR]PDQLWp�� 3RXåLWt� QDFKi]t� RG� åLYRW� ]DFKUDĖXMtFtFK� ]SUiY Då�

po SĜHGSRYČć�SRþDVt�QHER�NRXSČ�QRYpKR�SiUX�ERW��:LWKH\��Chatbots Life, 2016). 

1.2.2 +LVWRULH�FKDWERWĤ 

'R�SRYČGRPt�ãLURNp�YHĜHMQRVWL�VH�chatboty dostaly kolem roku 2015 a 2016, kdy 

je ILUP\�]D�~þHOHP�]LVNX�D�]SĜtMHPQČQt� VOXåHE�XåLYDWHOĤP�]DþDO\�Y\XåtYDW�� 9êYRM�

FKDWERWĤ YãDN� ]DþDO� GDOHNR� GĜtYH�� 8å� Y ���� OHWHFK� ���� VWROHWt� E\O� Y\YLQXW� SUYQt�

chatbot. V QiVOHGXMtFtFK�RGVWDYFtFK jsou uvedeny chatboty��NWHUp�hriO\�GĤOHåLWRX�UROL�

v EXGRXFtP�YêYRML�WRKRWR�WpPDWX� 

x Eliza: Je chatbot�� NWHUê� E\O� Y\YLQXW� PH]L� OHW\� ����� D� ��66 Josephem, 

Yê]QDPQêP� YČGFHP� /DERUDWRĜH� 8PČOp� ,QWHOLJHQFH� QD� Massachusetts 

Institute of Technology�� &tOHP� E\OR� Y\WYRĜHQt� NRPXQLNDFH�PH]L� þORYČNHP�

a SRþtWDþHP�� 3ĜHVQČML� ãOR� o SURJUDP�� NWHUê� VLPXORYDO� konverzaci 

s 5RJpULMVNêP� SV\FKRDQDO\WLNHP�� MHKRå� PHWRG\� SRXåtYDOy UHIRUPXORYiQt�

pacientovêFK slov tak, aby se mohl zamyslet QDG� YODVWQtPL� P\ãOHQNDPL� 

Weizenbaumem (Pierron, Chatbotslife, 2020) 
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x Parry: Byl chatbot VLPXOXMtFt�RVREX�V SDUDQRLGQt�VFKL]RIUHQLt��%\O�Y\WYRĜHQ�

v roce 1972 psychiatrem Kennethem Colbym na 6WDQGIRUGVNp� XQLYHU]LWČ� 

Tento chatbot byl SRNURþLOHMãt QHå�(OL]D� 

x Jabberwacky: JDNR� SUYQt� chatbot RYOiGDO� SRPRFt� POXYHQp� ĜHþL neboli 

jednalo se o voice operated chatbot. -DEEHUZDFN\�E\O�Y\WYRĜHQ�Y roce 1988 

Rollem Carpenterem (Withey, Chatbotslife, 2016)��ÒþHOem tohoto chatbota 

bylR�SREDYHQt�XåLYDWHOĤ. 

x SmarterChild: Byl chatbot, NWHUê� PČO� ]DVWiYDW� UROL� RVREQtKR� DVLVWHQWD. 

-HGQDOR� VH� R� SUYQtKR� chatbota�� NWHUê vedl konverzaci s FHONRYČ� YtFH��

QHå 30 PLOLRQ\�XåLYDWHOĤ��1DSRMHQtP�QD�RQOLQH�GDWDEi]H�GRNi]DO�RGSRYtGDW�

na oWi]N\�XåLYDWHOĤ�DNWXiOQtPL�LQIRUPDFHPL� 3RNXG�XåLYDWHO�SRWĜHERYDO�]MLVWLW�

YêVOHGHN� XWNiQt� MHKR� REOtEHQpKR� WêPX QHER� NG\� KUDMt� Y NLQČ� QRYê� ILOP, 

tak chatbot E\O�VFKRSQê�QDMtW�SRWĜHEQi�GDWD�D�podat je v SĜHKOHGQp�SRGREČ 

(Edwards, Chatbots Life, 2019). 

x IBM Watson: Je chatbot RG�VSROHþQRVWL�,%0��NWHUi�KR�Y\WYRĜLOD�Y roce 2006. 

ZaMtPDYRVWt� MH�� åH� WHQWR� chatbot E\O� SĜLKOiãHQ� do YČGRPRVWQt� VRXWČåH�

Jeopardy! (Vohra, Chatbotslife, 2020)��NGH�Y\KUiO�SUYQt�PtVWR. Dnes si mohou 

podniky objednat YêYRM� chatbota�� NWHUê� EXGH� ]DORåHQ� QD�1/P a VWURMRYêP�

XþHQtP Watsona. -HKR�VFKRSQRVWL�YãDN�EXGRX�SĜL]SĤVREHQ\�SRåDGDYNĤP�

podniku. 

x Siri: Ta E\OD� Y\WYRĜHQD� VSROHþQRVWt� $SSOH v roce 2010 SUR� ]DĜt]HQt�

s RSHUDþQtP�V\VWpPHP�,26 �FK\WUp�WHOHIRQ\��WDEOHW\��FK\WUp�KRGLQN\�DSRG����

6LUL�SUDFXMH�QD�UR]SR]QiYiQt�POXYHQp�ĜHþL��8åLYDWHO�ML�QD�VYpP�]DĜt]HQt�PĤåH�

DNWLYRYDW�SĜtND]HP�Ä+H\��6LUL³ D�QiVOHGQČ�SRNOiGDW�RWi]N\�QHER�]DGDW�SĜtND], 

NWHUê� Pi� 6LUL� Y ]DĜt]HQt� Y\NRQDW� �QDVWDYLW� EXGtN�� QDSOiQRYDW� XGiORVW�

do NDOHQGiĜH� DSRG��. Siri E\OD� SUYQtP� KRMQČ� Y\XåtYDQêP� DVLVWHQWHP�

v FK\WUêFK� ]DĜt]HQtFK�� RVWDWQt� VSROHþQRVWL� VH� QiVOHGQČ� Y\GDO\� VWHMQêP�

VPČUHP� 

x Google Now: -GH� R� YLUWXiOQtKR� DVLVWHQWD�� NWHUpKR� Y\WYRĜLOD� VSROHþQRVW�

Google v roce 2012 D� GQHV� SRPiKi� XåLYDWHOĤP� Y PRELOQtFK� WHOHIRQHFK��

'RNiåH�KOHGDt apliNDFH��GiW�XåLYDWHOL�QiYUK\�QHER�SOQt�SĜtND]\�XåLYDWHOĤ�� 
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x Alexa: OG�VSROHþQRVWL�$PD]RQ�E\OD�SĜHGVWDYHQD�Y roce 2015 D�VORXåt�SRX]H�

MDNR� KODVRYČ� RYOiGDQê� chatbot v UiPFL� $PD]RQ¶V� (FKR� ]DĜt]HQtFK�

pro GRPiFQRVW�� 

x Cortana�� Y\WYRĜLOD� VSROHþQRVW� Microsoft v roce 2015 SUR� ]DĜt]HQt�

s RSHUDþQtP�V\VWpPHP�:LQGRZV����D�:LQGRZV����0RELOH. 

x Bots for messenger: Je to VOXåED Y\WYRĜHQi� Y URFH� ����� VSROHþQRVWt�

Facebook pro firmy, kteUp FKWČMt�Y\XåtW�technologie FKDWERWĤ v UiPFL�aplikace 

Facebook Messenger. 9\WYRĜHQt� D� QDSRMHQt� QD� DSOLNDFL� MH� SUR� XåLYDWHOH�

MHGQRGXFKp� D QHQt� SRWĜHED� åiGQpKR� SURJUDPRYiQt�� 3UiYČ� GtN\�

jednoduchosti se Bots for messenger stalo QHMYČWãt�SODWIRUPRX�SUR�chatboty 

s YtFH� QHå� ��� ���� DNWLYQtPL�PHVVHQJHU� chatboty v roce 2018 (Edwards, 

Chatbots Life, 2019). 

1.2.3 9êKRG\�FKDWERWX 

9HOLNRX� YêKRGRX� chatbota MH� VNXWHþQRVW�� åH� MHKR� Y\XåLWtP� VH� Gi� GRFtOLW�

automatizace komunikace s XåLYDWHOHP��7DWR�VNXWHþQRVW�]QDPHQi��åH�VH�Gi�Y\XåtW�

YH�NWHUêNROLY�þDV� L�GHQ�Y WêGQX� 8åLYDWHO�� WDN�QHQt�]iYLVOê QDSĜ� QD�SUDFRYQt�GREČ�

]iND]QLFNp�SRGSRU\�QHER�KHOS-desku��=iURYHĖ�MH�chatbot VFKRSHQ�YpVW�NRQYHU]DFL�

s YtFH�XåLYDWHOL�QDMHGQRX��ýORYČN�E\�WDNRYRX�þLQQRVW�SURYR]RYDW�QHPRKO��9H�YHONêFK�

SRGQLFtFK� MH� WHG\� ]DSRWĜHEt� YHONp� PQRåVWYt� RSHUiWRUĤ�� NWHĜt� GRNiåRX Y\ĜHãLW�

SUREOpP\ QHER� SRåDGDYN\ XåLYDWHOĤ�� DE\� QHGRãOR� N SĜHWtåHQt� OLQN\�� 1DVD]HQtP�

chatbota E\�VH�WtPWR�]SĤVREHP�PRKO\�ĜHãLW�MHGQRGXFKp��W\SRYČ�SRGREQp�SUREOpP\ 

D�SRåDGDYN\ XåLYDWHOĤ. PĜL�YêMLPHþQêFK�SUREOpPHFK�PĤåH�chatbot SĜHSRMLW�XåLYDWHOH�

QD�RSHUiWRUD, SRNXG�E\� WDNRYp�ĜHãHQt�GR�chatbota QHE\OR�]DWtP� LPSOHPHQWRYiQR�

nebo by bylo pro chatbota Då�PRF�VORåLWp�  

1.2.4 Komunikace s chatbotem 

.RPXQLNDFH� SUREtKi� ]SUDYLGOD� QD ZHERYpP� FKDWX a FKDWRYDFtFK�

SODWIRUPiFK, jako jsou Facebook Messenger, Slack, Whatsapp nebo ve ILUHPQtP�

SURVWĜHGt�REOtEHQê�06�7HDPV��Chatbot GRNiåH�SRUR]XPČW�QDSVDQpPX�WH[WX�SRPRFt�

1/3�D�QiVOHGQČ�RGSRYČGČW�SRPRFt�SĜHGSĜLSUDYHQp�RGSRYČGL��9ãH�]iOHåt�QD�WRP��

GR�MDNp�PtU\�byl chatbot QDXþHQ�SRPRFt�XþtFtFK�GDW� 'QHV�VH�PĤåHPH�VHWNDW�WDNp�

s SRUR]XPČQtm POXYHQp�ĜHþL��=GH�VH�MHGQi�MHãWČ�R�VORåLWČMãt�LPSOHPHQWDFL, MHOLNRå�
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komunikace chatbota SURFKi]t� WĜHPL� Ii]HPL��3UYQt� Ii]t� MH� UR]SR]QiQt�POXYHQpKR�

projevu, tj. SĜHYRG� POXYHQêFK� VORY� GR� WH[WX�� 1iVOHGQČ� GRFKi]t� N SRUR]XPČQt�

SĜLUR]HQpKR� MD]\ND, a nakonec se chatbot PXVt� UR]KRGQRXW�� MDNi� EXGH� MHKR�

RGSRYČć� 

1.2.5 5iPHF�UR]VDKX�FKDWERWD 

1HQt� PRåQp�� DE\� Hxistoval pouze jeden REHFQê� chatbot�� NWHUê� E\� GRNi]DO�

RGSRYČGČW� QD� YãHFKQ\� PRåQp� GRWD]\�� 7DNRYêP� VPČUHP� VH� VQDåt� MtW� YLUWXiOQt 

DVLVWHQWL� MDNR� MH� QDSĜtNODG� 6LUL� SUR� ]DĜt]HQt� V RSHUDþQtP� V\VWpPHP� ,26, Galaxy 

pro ]DĜt]HQt� 6DPVXQJ� QHER� $OH[D� SUR� RG� VSROHþQRVWL Amazon. 7\WR� LQWHOLJHQWQt�

V\VWpP\� GRNiåRX ]RGSRYČGČW� REHFQp� GRWD]\, QDSĜ� Y\KOHGiYiQt� QHMEOLåãtFK�

UHVWDXUDFt��REMHGQiQt�VOXåE\ þL�]DKiMHQt�KRYRUX�V NRQWDNWHP�XORåHQêP�Y ]DĜt]HQt��

7DNRYp�ĜHãHQt�VH�YãDN�QHGi�SRXåtW�SUR�VSHFLILFNp�]DGiQt�MDNR�MH�QDSĜtNODG�Y\WYRĜHQt�

EDQNRYQtKR� ~þWX� Y NRQNUpWQt bance. Proto jsou chatboty Y\WYiĜHQ\� Y UiPFL�

RUJDQL]DFt D�MVRX�QDXþHQ\�SRPiKDW�SRX]H�Y NRQNUpWQtFK�SĜtNODGHFK� 

-DN�XYiGt�6DQMHHYL���������H[LVWXMt�þW\ĜL�UiPFH�UR]VDKX�DSOLNDFH�chatbota: 

x *HQHUDWLYQt�PRGHO: V tomto modelu chatbot SĜtPR�Y\WYiĜt�QRYRX�RGSRYČć�

SĜL� Y\XåLWt� 1/3� D� VWURMRYpKR� XþHQt�� 7HQWR� ]SĤVRE� MH� R]QDþRYiQ� MDNR�

LQWHOLJHQWQČMãt�PRGHO��SURWRåH�Y\XåLMH�YVWXS�XåLYDWHOH�D�QiVOHGQČ�JHQHUXMH�

RGSRYČć��=GH�þDVWR�GRFKi]t�NH�JUDPDWLFNêP�FK\EiP�þL�RGSRYČGtP��NWHUp�

QHPXVt� GiYDW� Y UiPFL� NRQYHU]DFH� VP\VO�� Chatbot PXVt� PtW� N dispozici 

VSRXVWX�ÄWUpQRYDFtFK³�GDW��DE\�GRNi]DO�VP\VOXSOQČ�RGSRYČGČW�XåLYDWHOL� 

x 9\KOHGiYDFt�PRGHO��SRGOH�Qi]YX�WHQWR�PRGHO�Y\KOHGiYi�QD�GRWD]�XåLYDWHOH�

RGSRYČGL� Y SĜHGHP� SĜLSUDYHQp� GDWDEi]L�� NWHUi� W\WR� RGSRYČGL� REVDKXMH��

1iVOHGQČ� MH� Y\EUDQê� ]SĤVRE�� MDN� E\� WDWR� RGSRYČć�PČOD� ]QtW� QD� ]iNODGČ�

XåLYDWHORYD�YVWXSX�D� LQIRUPDFtFK��NWHUp�chatbot R�XåLYDWHOL�Pi��3ĜtNODGHP�

PĤåH�EêW�VNORĖRYiQt�D�þDVRYiQt�VORY�WDN��DE\�RGSRYČć�RGSRYtGDOD�þHVNp�

JUDPDWLFH��=QČQt�RGSRYČGL�Ä5HVWDXUDFH�MH�RWHYĜHQR�GR�ãHVWL�KRGLQ�YHþHU�³�

QHQt� JUDPDWLFN\� VSUiYQČ�� SURWRåH� VORYD� VH v þHVNp� JUDPDWLFH� VNORĖXMt�

a s WDNRYêPL�SUDYLGO\�PXVt�XPČW�chatbot SĜL�Y\KOHGiYiQt�RGSRYČGt�SUDFRYDW�� 

x 2WHYĜHQi� GRPpQD�� 3ĜHGVWDYXMH� QHRPH]HQRX� REODVW�� R� NWHUp� VH� GRNiåH�

chatbot V� XåLYDWHOL� EDYLW�� =GH� QHQt� SĜHVQČ� GHILQRYiQ� FtO� QHER� GĤYRG�

konverzace. Z GĤYRGX� QHNRQHþQpKR� PQRåVWYt� WpPDW� D� QXWQRVWL� YHONpKR�
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PQRåVWYt�GDW�MH�WHQWR�W\S�chatbota YHOPL�REWtåQê�QDSURJUDPRYDW��Chatboty 

Y\XåtYDMtFt� RWHYĜHQRX� GRPpQX� PXVt� RGSRYČGL� Y\KOHGiYDW� QD� LQWHUQHWX��

3ĜtNODGHP� WDNRYpKR� Y\XåLWt� PĤåH� EêW� chatbot .XNL�� NWHUê� E\O� Y\WYRĜHQ�

WHFKQRORJLt�3DQGRUDERWV�$,0/�6WHYHP�:RUVZLFNHP��/HZLV��&11��������� 

x 8]DYĜHQi� GRPpQD: Ta chatbotovi QDVWDYXMH� RPH]HQRX� REODVW�� R� NWHUp 

se GRNiåH�EDYLW��8]DYĜHQp�GRPpQ\�VH�WêNDMt�MHGQRWOLYêFK�VHNWRUĤ�D�RGYČWYt��

7DWR�REODVW�PĤåH�SĜHGVWDYRYDW�QDSĜtNODG�ĜHãHQt�XUþLWpKR�SUREOpPX�Y UiPFL�

REMHGQiQt� SURGXNWX� ]iND]QtNHP�� Chatbot�� NWHUê� E\O� Y\WYRĜHQ� ]D� ~þHOHP�

SRPRFL�REMHGQiQt�WD[L�VOXåE\��QHGRNiåH XåLYDWHOL�RGSRYČGČW�Ä-DNê�E\O�YêYRM�

DNFLRYpKR� LQGH[X� 6	3� ���� WHQWR� PČVtF"³�� 8åLYDWHO� E\� Y WRPWR� SĜtSDGČ�

QHMVStãH� GRVWDO� RGSRYČć�� åH� V WtPWR� SUREOpPHP� QHXPt� SUDFRYDW� QHER�

ho QH]Qi�D�YHGO�E\�XåLYDWHOH�N REMHGQiQt�VOXåE\� 

3ĜL�SOiQRYiQt�chatbota VH�XUþt��MDNp IXQNFH�E\�PČO obsahovat a QiVOHGQČ je tedy 

]ĜHMPp��MDN REWtåQp�EXGH�WDNRYpKR�chatbota vyvinout (viz Obr. 1).  

 

Zdroj: (Chatbotslife magazine, 2018, upraveno autorem) 

Obr. ��.RQYHU]DþQt�UiPHF�FKDWERWĤ 
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2 $QDOê]D�DXWRPDWL]RYDQêFK�SURFHVĤ YH�â.2'$�$872�D�V� 

V WpWR�NDSLWROH�VH�DXWRU�]DPČĜt�EOtåH�QD�SURFHV\, a tedy na GHILQLFL�SRGQLNRYpKR�

procesu��'iOH�EXGH�SĜHGVWDYHQR�� MDNêP�]SĤVREHP�GRãOR�N automatizaci procesĤ 

SRPRFt�chatbota IVA YH�âA. %XGRX�XYHGHQ\�SĜtNODG\�WpWR�DXWRPDWL]DFH�D�]iURYHĖ�

EXGH� Y\VYČWOHQR� MDNêP� ]SĤVREHP�KLVWRULFN\� chatbot IVA komunikoval s XåLYDWHOL�

a MDN�MH�WRPX�Q\Qt� 

2.1 Proces 

-DN� MLå� E\OR� ]PtQČQR� Y ~YRGX� FtOHP� WpWR� EDNDOiĜVNp� SUiFH� MH� QDYUKQRXW�

DXWRPDWL]DFL�SRGQLNRYpKR�SURFHVX��3RGQLNRYê�SURFHV�MH�SRGOH�SURIHVRUD�9iFODYD�

ěHS\�GHILQRYiQ� MDNR�VRXKUQ�þLQQRVWt�� WUDQVIRUPXMtFtFK�VRXKUQ�YVWXSĤ�GR�VRXKUQX�

YêVWXSĤ� �]ERåt� QHER� VOXåHE�� SUR� MLQp� OLGL� QHER� SURFHV\�� SRXåtYDMtFH� N tomu lidi 

a QiVWURMH� �ěHSD�� ������ VWU�� ����� 'DOãt� GHILQLFe proces definuje MDNR� PQRåLQX�

na VHEH�QDYD]XMtFtFK�þLQQRVWt�� NWHUp�] GHILQRYDQêFK�YVWXSĤ�Y\WYiĜHMt� YêVWXS��Yiåt�

na sebe zdroje (lidi�� WHFKQRORJLH�� PDWHULiO�� ILQDQFH�� þDV�� D� PDMt� PČĜLWHOQp�

charakteristiky �*iOD, Pour, Toman, 2006, str. 41). 3ĜtNODGHP�SRGQLNRYêFK�SURFHVĤ��

PĤåH�EêW�SRVtOiQt�D�GRGiYiQt�REMHGQDQpKR�]ERåt� ] e-VKRSĤ��3RGQLNRYp�SURFHV\�

se QHXVWiOH� RSDNXMt� Y UiPFL� MHGQRWOLYêFK� firem. =Qi]RUQČQt� SURFHVX� VH� SURYiGt�

SRPRFt�GLDJUDPĤ��YL]�2EU���). 

 

Zdroj: (ěHSD, 2008, upraveno autorem) 

Obr. 2 =iNODGQt�VFKpPD�SRGQLNRYpKR�SURFHVX 
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.DWHJRULH�SRGQLNRYêFK�SURFHVĤ 

3RGQLNRYp�SURFHV\ v IT VH�GDMt podle *iO\ (2006, str. 43-44) þOHQLW�GOH UĤ]QêFK�

hledisek: 

3RGOH�Yê]QDPX procesu v podniku: 

x =iNODGQt �ÄFRUH³��SURFHV\�± PDMt�]D�FtO�]DEH]SHþLW�KODYQt�DNWLYLW\�SRGQLNX��NWHUp�

VRXYLVt�V XVSRNRMRYiQtP�SRWĜHE�]iND]QtNĤ, a tedy se z QHMYČWãt�þiVWL�SRGtOHMt�

na KRGQRWČ��YêNRQRVWL�D�NYDOLWČ�SRGQLNX. 

x 3RGSĤUQp procesy ± PDMt�]D�FtO�SRGSRURYDW�]iNODGQt�SURFHV\�SRGQLNX. 

x ětGtFt ± procesy GHILQXMt� RUJDQL]DFL� D� DGPLQLVWUDWLYQt� akty organizace. 

Tyto SURFHV\� GHILQXMt� SUDYLGOD� D� VPČUQLFH�SUR� FKRG� ]iNODGQtFK� D� SRGSĤUQêFK�

SURFHVĤ� 

Podle vztahu k VXEMHNWĤP: 

x ,QWHUQt ± SUREtKDMt� Y UiPFL� VDPRWQpKR� SRGQLNX� QHER v UiPFL� MHKR� GtOþtFK�

organizaþQtFK jednotek �]iYRGĤ�� GLYL]t��� -H� SUR� QČ� FKDUDNWHULVWLFNp, 

åH se Y]WDKXMt�SRX]H�N GDQpPX�SRGQLNX�þL�~WYDUX�� 

x ([WHUQt�� PH]LSRGQLNRYp� ± ]DMLãĢXMt� Y]WDK\� V H[WHUQtPL� VXEMHNW\ D� SĜHNUDþXMt�

KUDQLFH�SRGQLNX��5HDOL]DFH� WDN�SUREtKi�z þiVWL�X�GRGDYDWHOĤ��VSROXSUDFXMtFtFK�

ILUHP�þL�SĜtPR�X�]iND]QtND� 

3RGOH�~URYQČ�WHFKQRORJLFNp�SRGSRU\: 

x 3URFHV\� EH]� WHFKQRORJLFNp� SRGSRU\ ± QHMVRX� GRNXPHQWRYDQp� QHER�

GRNXPHQWRYDQp�Y OLVWLQQp IRUPČ� 

x 3URFHV\� GRNXPHQWRYDQp� Y HOHNWURQLFNp� IRUPČ ± jsou procesy, MHMLFKå�

GRNXPHQWDFH�MH�XORåHQD�YH�VGtOHQpP�DGUHViĜL�GDW� 

x ýiVWHþQČ�DXWRPDWL]RYDQp ± procesy jsou SRGSRURYDQp�WHFKQRORJLHPL� Ĝt]HQt�

SUDFRYQtFK� WRNĤ� �ZRUNIORZV��� NG\� VH� SURJUDPRYČ� ĜtGt� SUĤEČK� D� VSRXãWČMt�

se SURJUDPRYp�IXQNFH D�GDWD�MVRX�SĜHGiYiQD�PH]L�]DPČVWQDQFL. 

x 3OQČ�DXWRPDWL]RYDQp ± procesy jsou obvykle spjaty s SURFHV\� QD� YêUREQtFK�

OLQNiFK� 
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2.2 &KDWERW�,9$�YH�â.2'$�$872 

1\Qt�EXGH�SRSViQ�QHMYê]QDPQČMãt�chatbot VSROHþQRVWL�â$��-HGQi�VH o LQWHUQtKR�

chatbota IVA 2��NWHUê� MH�Y\YtMHQ�RG�þHUYQD� URNX��018. Podnik â$ popisuje tohoto 

chatbota QD�VYêFK�]DPČVWQDQHFNêFK�VWUiQNiFK�WDNWR� ÄIVA MH�SRþtWDþRYê�SURJUDP��

NWHUê� VLPXOXMH� OLGVNRX� NRQYHU]DFL� QHER� FKDWRYiQt� SRPRFt� XPČOp� LQWHOLJHQFH. 

0i za ~NRO�GLJLWDOL]DFL�D�DXWRPDWL]DFL�SURFHVĤ�MDNR�MH�YêPČQD�PRELOQtFK�WHOHIRQĤ��

SĜHFKRG� RSHUDþQtKR� V\VWpPX� QD� VOXåHEQtFK� WHOHIRQHFK� QHER� Y\KOHGiYiQt� VPOXY�

NDA�� -HGQi� VH� R� LQWHUQtKR� chatbota�� WHG\� MH� XUþHQê� SRX]H� SUR� ]DPČVWQDQFH�³�

�.XOND�� â.2'$� 6SDFH�� ������ ,� SĜHVWR�� åH� WHQWR� chatbot byl navrhnut, 

aby PD[LPiOQČ�XãHWĜLO�SUiFL�]DPČVWQDQFĤP��VWHMQČ�MH�SRWĜHED��DE\�QDG�VDPRWQêP�

chatbotem PČO�QČNGR�GRKOHG��3RGOH�Shawa (2019) PXVt�EêW�YãHFKQ\�V\VWpP\��NWHUp�

jsou ]DORåHQp� QD� XPČOp� LQWHOLJHQFL� QHXVWiOH� WUpQRYDQp a YêNRQRYČ� KRGQRFHQp��

SRNXG� FKWČMt� MHMLFK� YêYRMiĜL� GRViKQRXW� FR� QHMY\ããtFK� YêKRG� MHMLFK� Y\XåtYiQtP� 

V QiVOHGXMtFtFK�SRGNDSLWROiFK�EXGH�XNi]iQR, MDNêP�]SĤVREHm chatbot komunikuje 

VH�]DPČVWQDQFL��MDN�GRNiåH�chatbot ]DPČVWQDQFĤP�SRPRFL�D MDNp�MH�MHKR�Y\XåLWt� 

2.2.1 $XWRPDWL]RYDQp�SURFHV\�SRPRFt�FKDWERWD IVA 

V þDVH�SVDQt�WpWR�EDNDOiĜVNp�SUiFH se chatbot ]DWtP�Y\]Qi�Y sedmi oblastech, 

NWHUp�PRKRX�]DPČVWQDQFL�Y\XåtW��Chatbot MH�U\FKOH�Y\YtMHQ�D�v budoucnu SĜLEXGH 

GDOHNR�YtFH�PRåQêFK�XVH-FDVHV��Y\XåLWt��� 

IT Point 
Implementace IVA GR�,7�3RLQWX�E\O�SUYRWQt�SURMHNW��MDN�zakomponovat chatbota 

do â$. V minulostL�QČNWHĜt�]DPČVWQDQFL�Y\XåtYDOL� WHOHIRQ\�V RSHUDþQtP�V\VWpPHP�

:LQGRZV�3KRQH��NWHUê�SĜHVWDO�EêW�SRGSRURYiQ�VSROHþQRVWt�0LFURVRIW�QD�NRQFL�URNX�

������%\OR�SRWĜHED�KURPDGQČ�LQIRUPRYDW�YãHFKQ\�]DPČVWQDQFH�V WČPLWR�VOXåHEQtPL�

telefony a QDSOiQRYDW�MLP�YêPČQX�WHOHIRQX�]D�QRYê��IVA ]DPČVWQDQFH�SURSRMLOD�V IT 

3RLQWHP� D� QDSOiQRYDOD� MLP� ]GH� YêPČQX SRGOH� NDOHQGiĜH� Y aplikaci Outlook tak, 

åH KOHGDOD�SUĤQLN�YROQêFK�WHUPtQĤ�,7�WHFKQLNĤ�D�YROQpKR�þDVX�]DPČVWQDQFH��7tPWR�

]SĤVREHP�GRãOR�N YêPČQČ������WHOHIRQĤ�D�XãHWĜLO\�VH�WDN�NDSDFLW\�RSHUiWRUĤ. Ti by 

VDPL�PXVHOL�NRQWDNWRYDW�]DPČVWQDQFH��MLFKå�VH�WDWR�YêPČQD�WêNDOD��Pokud by jeden 

WDNRYê� KRYRU� PH]L� RSHUiWRUHP� D� ]DPČVWQDQFHP� WUYDO� �� PLQXW�� WDN� VH� XãHWĜLOR�

 
2 ,QWHOLJHQWQt�9LUWXiOQt�$VLVWHQWND 
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����NUiW� ��PLQXW��9H�YêVOHGNX� VH� WHG\�XãHWĜLOR� SĜHV� ����KRGLQ� SUiFH�RSHUiWRUĤ, 

NWHĜt VH�PRKOL�YČQRYDW�MLQp�SUiFL� 

3RGREQi� VLWXDFH� VH� RSDNRYDOD� SĜL� SĜHFKRGX� ] RSHUDþQtKR� V\VWpPX� $QGURLG�

na Android Enterprise. Tato XGiORVW�VH�~SOQČ�REHãOD�EH]�QiYãWČY\�]DPČVWQDQFĤ�,7�

Pointu�� 3R� QDSOiQRYiQt� WHUPtQX� ]DPČVWQDQFĤP� SĜHFKRG� SURYHGOL� ,7� WHFKQLFL�

na GiONX� 

1\Qt� IVA GRNiåH� SRPRFL� V åiGRVWt� R� QRYê VOXåHEQt telefon a s YêPČQRX�

VOXåHEQtKR�WHOHIRQX�]D�QRYê��tj. IVA SRGOH�SRåDGDYNĤ�XåLYDWHOH�SĜHGY\SOQt�]PtQČQp�

åiGRVWL�QD�ZHERYp�VOXåEČ��1iVOHGQČ�XSR]RUQt�XåLYDWHOH, ]GD�åiGRVW�E\OD�VFKYiOHQi�

nebo QH��3RWp�QDSOiQXMH�VFKĤ]NX�Y�NDOHQGiĜL XåLYDWHOL�L�,7�WHFKQLNĤm na IT Pointu. 

7tPWR�]SĤVREHP�SUREtKDMt�L�åiGRVWL�R�QRYê�%<2'�3 D�YêPČQX�VOXåHEQtKR�WHOHIRQX�

za BYOD. %<2'�]QDPHQi��åH�VL�]DPČVWQDQHF�SĜLQHVH�YODVWQt� WHOHIRQ�D�GRVWDQH�

k QČPX� ILUHPQt�6,0�NDUWX. IVA VL�GRNiåH�SRUDGLW� V RSHUDþQtPL�V\VWpP\� MDN�AOS, 

tak i IOS. 9LUWXiOQt�DVLVWHQWND�WDNp�R]QiPt�XåLYDWHOL��MDN�GORXKR�Pi�VOXåHEQt�WHOHIRQ. 

ZDPČVWQDQFL�PDMt�QiURN�QD YêPČQX�VOXåHEQtKR�telefonu jednou za 3 roky. 

3RNXG� Pi� ]DPČVWQDQHF� SUREOpP� VH� VOXåHEQtP� WHOHIRQHP, PĤåH� WDNp�

NRQWDNWRYDW� 9LUWXiOQt� DVLVWHQWNX�� 7D� KR� SURYHGH� MHGQRWOLYêPL� kroky, MDN� SUREOpP�

odstranit. PRNXG�E\�NURN\�]DPČVWQDQFL�QHSRPRKO\�� WDN� QDSOiQXMH�VFKĤ]NX�QD� ,7�

Pointu poPRFt�SUĤQLNĤ��NWHUp�E\O\�]PtQČQp�YêãH� 

3UiYQt�RGGČOHQt 
9\XåtYDQRX�REODVWt�chatbota IVA MH� L�SUiYQt�RGGČOHQt��=DPČVWQDQFL�se mohou 

9LUWXiOQt� $VLVWHQWN\� GRWi]DW, FR� ]QDPHQDMt� ]NUDWN\�'3$ 4�6PORXY\� R� ]SUDFRYiQt�

RVREQtFK�~GDMĤ�, NDA 5('RKRG\�R�XWDMHQt� LQIRUPDFt� a TISAX 6neboli certifikace. 

Tou VH� H[WHUQt� SDUWQHĜL� SURND]XMt�� åH� MHMLFK� V\VWpP� RFKUDQ\� LQIRUPDFt� RGSRYtGi�

GHILQRYDQp�~URYQL�GOH�SRåDGDYNĤ�D�VWDQGDUGĤ�â$��=iURYHĖ�PRKRX�SRNOiGDW�RWi]N\�

WêNDMtFt� VH� WČFKWR� VPOXY� V REFKRGQtPL� SDUWQHU\� â$� Dotazy PRKRX� ]DPČVWQDQFL�

VPČĜRYDW� WDNp� QD� (OHNWURQLFNê� PDQDJHPHQW� VPOXY� �(/2�� â$� 'iOH� MH� PRåQp�

Y\KOHGiYiQt� YêãH� ]PtQČQêFK� VPOXY� Y GDWDEi]L� â$ SRPRFt� SDUDPHWUĤ jako jsou 

QDSĜtNODG�,ý2��Qi]HY�H[WHUQt�ILUP\��RGGČOHQt�]DGDYDWHOH�â$�  

 
3  Bring Your Own Device 
4  Defensive Patent Aggregation 
5  Non-Disclosure Agreement 
6  Trusted Information Security Assesment Exchange 
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'DOãt�REODVWL 

Novinkou je pomoc s PRELOQt DSOLNDFt�â.2IILFH��NWHUi�]SĜtVWXSĖXMH�dokumenty 

XORåHQp� QD� 7êPRYêFK� ZHEHFK� D� EXVLQHVV� LQWHOLJHQFH� UHSRUWĤP. IVA SRPiKi�

s LQVWDODFt�WpWR�DSOLNDFH�QD�PRELOQt�WHOHIRQ\�,26�7a AOS8��'iOH�SRPiKi�V ĜHãHQtP�

SUREOpPĤ�VSRMHQêFK�V touto DSOLNDFt�D RGSRYtGi�QD�þDVWR�NODGHQp�RWi]N\�RKOHGQČ�

WpWR�DSOLNDFH� 

9LUWXiOQt� DVLVWHQWND� WDNp� SURYiGt� QiNXSQtP� SĜtSDGHP�� NG\� XåLYDWHOH� VH]QiPt�

s UHJLVWUDFt�GRGDYDWHOH�GR�â$�D�V WRXWR�UHJLVWUDFt�PX�QiVOHGQČ�L�SRPĤåH��7DWR�REODVW�

SRPiKi�RGGČOHQt�YãHREHFQpKR�QiNXSX� 

.G\å� PDMt� ]DPČVWQDQFL� SUREOpP� V QČNWHUêP� ] LQIRUPDþQtFK� V\VWpPĤ� NYDOLW\, 

PRKRX�VH�WDNWpå�REUiWLW�QD�IVA��3URFHV�SUREtKi�WDN��åH�VL�XåLYDWHO�Y\EHUH�V\VWpP��

VH�NWHUêP�Pi�SRWtåH�D�QiVOHGQČ spolu s 9LUWXiOQt�$VLVWHQWNRX ]NRQWUROXMt�SĜtVWXS\�

do ]YROHQpKR�V\VWpPX�D�SUREOpP�Y\ĜHãt� 

'DOãt� REODVWt� MVRX� V\VWpP\� 53$9, kde IVA WDNWpå� ]Qi� ĜHãHQt� MDN� SUREOpP�

s MHGQRWOLYêPL� URERW\� Y\ĜHãLW��3URFHV�SUREtKi�SRVWXSQêP GRWD]RYiQtP�QD� VLWXDFL��

ve NWHUp�VH�XåLYDWHO�QDFKi]t. PRVOp]H�PX�9LUWXiOQt�$VLVWHQWND�Y\VYČWOt��MDN�SUREOpP�

RGVWUDQLW�� DE\� URERW� PRKO� VSUiYQČ� SUDFRYDW, QDGiOH YãH� IXQJRYDOR�

podle QDVWDYHQêFK�LQVWUXNFt�53$� 

3RVOHGQt�þiVWt�IVA MH�]REUD]HQt�MtGHOQtKR�PHQX GOH�MHGQRWOLYêFK�]iYRGĤ�ve â$��

9LUWXiOQt� DVLVWHQWND� Y\StãH� Qi]Y\� MHGQRWOLYêFK� QDEt]HQêFK MtGHO�� DOHUJHQ\ Y� MtGOH�

REVDåHQp, energetickou hodnotu��FHQX�SUR�MHGQRWOLYp�W\S\�]DPČVWQDQFĤ��NPHQRYt��

DJHQWXUQt��H[WHUQt��D�N WRPX�QDYtF�SĜLSRMt�REUi]HN�MtGOD��7DWR�GDWD�VH�EHURX�] online 

MtGHOQtFK�OtVWNĤ�UHVWDXUDFt�$UDPDUN��9 NRQYHU]DFL�VL�9LUWXiOQt�Asistentka zapamatuje 

Y\EUDQRX�UHVWDXUDFL�D�QHåiGRXFt�DOHUJHQ\ do budoucna. To, DE\�XåLYDWHO�SĜL�GDOãt�

NRQYHU]DFL� QHPXVHO� SURFKi]HW� YêEČU� UHVWDXUDFt� D� DOHUJHQĤ� ]QRYX�� V WpWR� þiVWL�

chatbota bylo nasazeno LQWHOLJHQWQt�1/3��NG\�IVA GRNiåH�UHDJRYDW�QD�RWi]N\�typu: 

ÄCo je dnes na grilu na Akademii"³��Chatbot URYQRX�Y\StãH�QDEt]HQi�MtGOD�QD�JULOX�

EH]�SRWĜHE\�SURFKi]HW�SRVWXSQČ�FHORX�NRQYHU]DFt (viz Obr. 3). 

 
7  Iphone Operating System 
8  Android Operating System 
9  Robot Process Automation 
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Zdroj: (â.2'$�6SDFH, 2021) 

Obr. 3 8Ni]ND�NRQYHU]DFH�V chatbotem ± MtGHOQt�PHQX 

2.2.2 Komunikace s chatbotem IVA 

Komunikace s chatbotem historicky SUREtKDOD� SRPRFt� DSOLNDFH� 6N\SH� IRU�

%XVLQHVV��NGH�E\OR�PRåQp�Y\XåtW�QDSĜtNODG�KURPDGQp�RVORYHQt�XåLYDWHOĤ��. tomu 

GRãOR� SĜL� PLJUDFL� RSHUDþQtKR� V\VWpPX� $QGURLG� QD� RSHUDþQt� V\VWpP� $QGURLG�

Enterprise. 6SROHþQRVW� â$� QiVOHGQČ� SĜHVXQXOD� chatbota IVA na MS Teams 

z GĤYRGX�SĜHFKRGX�QD�2IILFH���� D�SOiQRYDQpPX�XNRQþHQt�SRXåtYiQt�6N\SH� IRU�

Business��7tP�VH�SĜL�NRPXQLNDFL�V chatbotem ]SĜtVWXSQLO\ quick replies�� FRå� MVRX�

ÄKUiWNp�RNDPåLWp�]SUiY\��NWHUp�PRKRX�EêW�Y\EUiQ\�XåLYDWHOHP��7DWR�IRUPD�RGSRYČGt�

VH�PĤåH�KRGLW�SUR�SOiQRYiQt�VFKĤ]HN��GRWD]RYiQt�D�QDYUKRYiQt�RGSRYČGt�³��Jurczyk, 

2020). V NRQYHU]DFL� VH� REMHYXMt� MDNR� WODþtWND�� NWHUi� XåLYDWHOL� SRPRKRX�

se orientovat se v logice konverzace a ]DUXþXMt� VSUiYQê� SRVWXS� Y konverzaci. 

Pro LQWHUQtKR�chatbota�� NWHUê�Pi�NRPXQLNRYDW�V XåLYDWHOL�� NWHĜt�GR� Wp�GRE\�QHPČOL�
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]NXãHQRVW�V chatbotem��MH�WDWR�VFKRSQRVW�YHOPL�XåLWHþQi� Z GRVWXSQêFK�GDW�ke dni 

SVDQt� WpWR� EDNDOiĜVNp� SUiFH� SUREtKi� NRPXQLNDFH SĜHV� 45� ] 60,74 procent. 

To XND]XMH��åH�SUR�XåLYDWHOH�MH�GDOHNR�MHGQRGXããt�takto s chatbotem komunikovat. 

3RXåLWtP�4XLFN�5HSOLHV�VH�]DPH]t� L�QHGRUR]XPČQt��NH�NWHUpPX�E\�PRKOR�GRVWDW��

7HQWR� ]SĤVRE� NRPXQLNDFH� MH� WHG\� YêKRGQê MDN� SUR� YêYRMiĜH� chatbota, tak i pro 

VDPRWQp�XåLYDWHOH� 

Proto v roce 2020 bylo rozhodnuto R� SĜHFKRGX� QD� DSOLNDFL� 06� 7HDPV��

NWHUi SRGSRURYDOD�� MDN� SRVtOiQt� TXLFN� UHSOLHV�� WDN� L� REUi]NĤ� D� Y\OHSãHQp� IRUP\�

RGND]Ĥ� YH IRUPČ� EXWWRQV�� MS Teams tDNp� XPRåQLO� SRVtOiQt� MtGHOQtFK� OtVWNĤ�

v ]iYRGQtFK�UHVWDXUDFtFK��NWHUp�E\O\�]PtQČQp�YêãH� 'DOãtP�NURNHP�E\OR�QDVD]HQt�

IVA SĜtPR�QD ]DPČVWQDQHFNê�SRUWiO�â.2'$�6SDFH��NGH�E\O GR�SUDYpKR�VSRGQtKR�

URKX� XPtVWČQ� ZLGJHW� V ikonou chatbota, aby mohl pomoci XåLYDWHOĤP� L� SĜtPR�

na ]DPČVWQDQHFNpP� SRUWiOH� Chatbot XPtVWČQê� SĜtPR� QD� ZHEX� Pi� VWHMQp�

funkcionality jako v SURVWĜHGt�06�7HDPV� 

'R� EXGRXFQD� VH� SOiQXMH� QDVD]HQt� IXQNFLRQDOLW\� YRLFH-ERWD�� NWHUê� NRPXQLNXMH�

s XåLYDWHOL� SRPRFt� POXYHQp� ĜHþL�� NG\� E\� 9LUWXiOQt� $VLVWHQWND� GiOH� SĜHSRMRYDOD�

XåLYDWHOH�YRODMtFt�QD�Help-Desk nebo by SĜtPR�SRVN\WRYDO�MHGQRGXFKp�RGSRYČGL� 
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3 1iYUK�DXWRPDWL]DFH�SURFHVX 

V WpWR�NDSLWROH�EXGH�SRSViQ�Y\EUDQê�SURFHV��NWHUê�EXGH�DXWRPDWL]RYiQ Y\XåLWtP�

LQWHUQtKR�chatbota ve â$, jak tento proces funguje, k þHPX� MH�D�SURþ�VH�N tomuto 

SURFHVX�KRGt�Y\XåtW�chatbota. 

1iVOHGQČ� EXGH� Y\VYČWOHQR�� MDN� EXGH� chatbot v tomto procesu figurovat. 

3RWp EXGRX� Y\WYRĜHQ\� YêYRMRYp� GLDJUDP\�� NWHUp� QDVWtQt� chronologii a logiku 

konverzace s chatbotem. Nakonec EXGH� SRWĜHED� Y\VYČtlit, jak se QDYUåHQi�

DXWRPDWL]DFH�QDSRMt�QD�MLå�H[LVWXMtFtKR�chatbota. 

3.1 â.2'$�&OLFN 

â.2'$�&OLFN� MH� VOXåED� SUR� ]DPČVWQDQFH� â$�� NWHUi� ]SURVWĜHGNRYiYi� LQWHUQt�

car-sharing v UiPFL� RUJDQL]DFH�� =SRþiWNX� E\OD� WDWR� VOXåED� GRVWXSQi�

pro ]DPČVWQDQFH� XUþLWêFK� RGGČOHQt�� NWHUp� SRVN\WO\� VOXåEČ� â.2'$� &OLFN� VYp�

VOXåHEQt�YR]\. V EXGRXFQX�EXGH�LQWHUQt�FDU-VKDULQJ�SUR�YãHFKQ\�RGGČOHQt�ILUP\�D�MH�

WHG\�SRWĜHED�]DMLVWLW�QiYRG\�D�SRPRF�SĜL�UHJLVWUDFL�]DPČVWQDQFĤ�GR�WpWR�VOXåE\. 

3.1.1 K þHPX�VOXåED�MH 

6OXåED� â.2'$� &OLFN VORXåt� N GRSUDYČ ]DPČVWQDQFĤ v UiPFL� MHGQRWOLYêFK�

]iYRGĤ� â$. .RQNUpWQČ� VH� WHG\� MHGQi� R� ]iYRG\� Y 0ODGp� %ROHVODYL�� .YDVLQiFK, 

9UFKODEt� D� GiOH� WDNp� Y Praze. 3ĜtNODGHP� PĤåH� EêW� Y\XåLWt� WpWR� VOXåE\�

]DPČVWQDQFHP��NWHUê�VH�SRWĜHEXMH�SĜHSUDYLW�QD�VFKĤ]NX�Y ]iYRGČ�D�QHGLVSRnuje 

YODVWQtP�VOXåHEQtP�vozem��=DPČVWQDQHF�VL�SURWR�UH]HUYXMH�YR]LGOR�VOXåE\�â.2'$�

Click��DE\�VH�PRKO�QD�SRWĜHEQp�PtVWR�SĜHSUDYLW ViP��-HGQRWOLYi�YR]LGOD�MVRX�YåG\�

SĜLSUDYHQD� N SRXåLWt GtN\� RSHUiWRUĤP�� 2SHUiWRĜL� YR]LGHO� â.2'$� &OLFN� YåG\�

]DEH]SHþt��DE\�YR]LGOD�E\OD�QDWDQNRYDQi�D�þLVWi� 

3.1.2 Jak VOXåED funguje 

K Y\XåtYiQt� VOXåE\� MH� QH]E\WQp�� DE\� VL� ]DPČVWQDQHF� ]DMLVWLO� SĜtVWXS� GR� %�%�

SRUWiOu v VtWL�â$��'iOH�MH�QXWQp��DE\�]DåiGDO�R�SĜtVWXS�N VDPRWQp�DSOLNDFL�â.2'$�

Click. 3R� VFKYiOHQt� RERX� åiGRVWt� R� SĜtVWXS�PĤåH� SRXåtYDW� tuto car-sharingovou 

VOXåEX�� 

'DOãtP�NURNHP�SUR�EXGRXFtKR�XåLYDWHOH�MH�SURVWXGRYiQt�VL�SUDYLGHO�D�LQVWUXNFt�

pro Y\XåtYiQt�WpWR�VOXåE\��3UDYLGOD�D�LQVWUXNFH�VH�OLãt�QD�]iNODGČ� ORNDOLW\��YH�NWHUp�
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FKFH� VOXåEX� Y\XåtYDW�� -HGQRWOLYp� ORNDOLW\� MVRX� 0ODGi� %ROeslav, Kvasiny, Praha 

a 9UFKODEt�� NGH� NDåGi� ORNDOLWD� Pi� SUDYLGOD� Y\XåtYiQt� PtUQČ� RGOLãQp� 3RVOHGQtP�

NURNHP�MH�VDPRWQi�UH]HUYDFH�YR]LGOD�SUR�Mt]GX� Re]HUYDFL�MH�PRåQp�SURYpVW�GYČPD�

]SĤVRE\: 

x 3UYQtP�]SĤVobem, jak si zarezervovat vozidlo je YêEČUHP�PtVWD�RGMH]GX��WDP��

NGH�]DþtQi�Mt]GD��D�YêEČUHP�PtVWD�SĜtMH]GX��WDP��NGH�EXGH�Mt]GD�NRQþLW���7tPWR�

]SĤVREHP� VL� ]DPČVWQDQHF� Y\EHUH� PtVWR�� NDP� RSHUiWRĜL� vozidlo dovezou, 

aby bylo pro ]DPČVWQDQFH�SĜLSUDYHQR��=DPČVWQDQHF�VL�Y\EHUH�þDV�L�GDWXP��NG\�

si chce vozidlo Y\]YHGQRXW�QD�GĜtYH�]YROHQpP�PtVWČ (viz Obr. 4)��'iOH�VL�WDNp�

PĤåH� Y\EUDW�� MDN� GORXKR� EXGH� VOXåEX� Y\XåtYDW�� RH]HUYDFH� WUYDMt� zpravidla 

PD[LPiOQČ����PLQXW�� MH�YãDN�PRåQp�]YROLW� L� UH]HUYDFL� MHGQRGHQQt��NWHUi�VORXåt�

SULPiUQČ�SUR�Mt]G\�GR�3UDK\�QHER�.YDVLQ��7XWR�UH]HUYDFL�MH�QXWQp�YåG\�XNRQþLW�

QHMGpOH�GR�������YH�VWHMQê�NDOHQGiĜQt�GHQ��NG\�UH]HUYDFH�]DþDOD��-H� ML�PRåQp�

WDNp�SRXåtW�QD cesty v UiPFL�0ODGp�%ROHVODYL�D�ý5 k GRSUDYČ�QD�PtVWD�PLPR�

GHILQRYDQi� SDUNRYLãWČ�� -HGQRWOLYi� GHILQRYDQi� SDUNRYLãWČ� MVRX� ]Qi]RUQČQi�

na ZHERYp� VWUiQFH� â.2'$� &OLFN�� 3RVOHGQt� PRåQRX� GpONRX� FHVW\�

je ]DPČVWQDQFHP� GHILQRYDQi� GpOND�� 3UR� Y\XåLWt� WpWR� PRåQRVWL� MH� QXWQp� YåG\�

zadat FtO�VOXåHEQt�FHVW\�D�GĤYRG�VOXåHEQt�FHVW\��'pOND UH]HUYDFH�MH�PD[LPiOQČ�

���KRGLQ��PD[LPiOQČ�SĜHV�MHGQX�QRF� 7DWR�PRåQRVW�VPt�EêW�SRXåtYiQD�SRX]H�

ve YêMLPHþQêFK�SĜtSDGHFK��SUR�GHOãt�VOXåHEQt�FHVW\��NG\�QHE\OR�PRåQp�]DMLVWLW�VL�

pro VOXåHEQt�Festu vozidlo z SĤMþRYQ\ â$. 

=GURM���â.2'$�&OLFN������� 
Obr. 4 5H]HUYDFH�YR]LGOD�SRGOH�PtVWD�RGMH]GX 
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x 'UXKêP�]SĤVREHP��MDN�VL�YR]LGOR�]DUH]HUYRYDW�MH�YêEČUHP�] YR]LGHO��NWHUi�MVRX�

zobrazena na mapiFK ]iYRGĤ (viz Obr. 5). 7HQWR�]SĤVRE�MH�U\FKOHMãt�D�VORXåt�

SRX]H�SUR�Mt]G\��NWHUp�WUYDMt�PD[LPiOQČ����PLQXW��=DPČVWQDQHF�VL�WHG\�]YROt�

na PDSČ� YR]LGOR�� NWHUp� MH� EOt]NR� MHKR� DNWXiOQt� poloze�� 'iOH� QDVWDYt� PtVWR��

kde YR]LGOR� QiVOHGQČ� ]DQHFKi� D� ]YROt� þDV�� NG\� UH]HUYDFL� XNRQþt�� DE\� E\OR�

YR]LGOR�GRVWXSQp�SUR ostaWQt XåLYDWHOH� 

Zdroj: (â.2'$�&OLFN, 2021) 

Obr. 5 5H]HUYDFH�YR]LGOD�SRPRFt�PDS\�V�YR]\ 

3R�~VSČãQp�UH]HUYDFL�MH�PRåQp�YR]LGOR�Y\XåtYDW��9R]LGOD�MVRX�]DPþHQi�D�MH�

WHG\�QXWQp�MH�RGHPNQRXW��2GHPþHQt�YR]LGOD�WDNp�SUREtKi�GYČPD�]SĤVRE\: 

x 3UYQtP� ]SĤVREHP�� MDN� YR]LGOR� RGHPNQRXW� MH� SRPRFt� ZHERYp� DSOLNDFH��

kde XåLYDWHO� ]YROt� WODþtWNR� Ä2GHPNQRXt³�� 'iOH� MH� QXWQp� SĜLORåLW�0)$� NDUWX�

ke þWHþFH� QD� OHYpP� ]DGQtP� RNQČ� ]D� VORXSNHP� &�� 1iVOHGQp� ]DPNQXWt�

YR]LGOD� SRWp� SUREČKQH� ]YROHQtP� WODþtWND� Ä=DPNQRXW³. &HOp� PHQX� MH�

zobrazeno na REUi]NX�QtåH��viz Obr. 6). 
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Zdroj: (â.2'$�&OLFN, 2021) 

Obr. 6 6SUiYD�UH]HUYDFH�YR]LGOD 

x 'DOãtP�]SĤVREHP, MDN�YĤ]�RGHPNQRXW�MH�SRPRFt�606� =DPČVWQDQHF�REGUåt�

15 PLQXW� SĜHG� ]DþiWNHP� Mt]G\� 606� V LQIRUPDFt�� NWHUê� YĤ]� E\O� XåLYDWHOL�

SĜLGČOHQ D� ]iNODGQtPL� LQVWUXNFHPL�� 3UR� RGHPþHQt� YR]LGOD� ]DPČVWQDQHF�

]DãOH�606�YH�WYDUX�Ä81/2&.³�QD�WHOHIRQQt�þtVOR��NWHUp�MH�XYHGHQR�Y SMS 

]SUiYČ��NWHUi�PX�SĜLãOD�SĜL�SRWYU]HQt�UH]HUYDFH��1iVOHGQČ�MH�QXWQp�SĜLORåLW�

0)$� NDUWX� NH� þWHþFH� 0)$� NDUHW� QD� OHYpP� ]DGQtP sloupku. 

Aby ]DPČVWQDQHF� YR]LGOR� ]DPNO, MH� QXWQp� SRVODW� 606� YH� WYDUX� Ä/2&.³. 

2GKOiãHQt�XåLYDWHOH�VH�SURYHGH�QD�SĜHGHILQRYDQpP�SDUNRYLãWL SR�]DVOiQt�

606�YH�WYDUX�Ä&+(&.287³� 

3.1.3 3URþ�Y\Xått chatbot 

-DN�Xå�E\OR�YêãH�]PtQČQR��FK\VWi�VH�]SĜtVWXSQČQt�VOXåE\�SUR�YãHFKQ\�RGGČOHQt�

a dojde tedy k YHONpPX�QiUĤVWX�XåLYDWHOĤ��NWHĜt�EXGRX�SRWĜHERYDW�SRPRF�V UHJLVWUDFt�

D� UH]HUYDFt� YR]X�� 3RNXG� E\� YHãNHUp� GRWD]\� D� SUREOpP\� PXVHOL� ĜHãLW� RSHUiWRĜL�

â.2'$�&OLFN��WDN�E\ mohlo doMtW k ]DKOFHQt�jejich linky D�RSHUiWRĜL�E\�QHPXVHOL�EêW�

schopni RGSRYtGDW�QD�YãHFKQ\�GRWD]\�]DPČVWQDQFĤ��Proto Y\XåLWt�chatbotu GiYi�

v WRPWR�SĜtSDGČ�YHONê�smysl.  

V SUD[L�]DPČVWQDQFL�þDVWR�QHPRKOL�QDMtW�YHãNHUp� LQIRUPDFH�WêNDMtFt�VH�VOXåE\�

na ]DPČVWQDQHFNpP�SRUWiOX�D�REUDFHOL�VH�QD�RSHUiWRU\��NWHĜt�UHSHWLWLYQČ�]RGSRYtGDOL�

MHMLFK� GRWD]\�� 9]QiãHQp� GRWD]\� E\Oy REY\NOH� LGHQWLFNp� QHER� SRGREQp�� 7R� YHGOR�
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k Y\WYRĜHQt� VRXERUX� V QHMþDVWČMãtPL� RWi]NDPL� RKOHGQČ� VOXåE\�� %XGH� WDNp� QXWQp�

VKURPiåGLW�UHOHYDQWQt�LQIRUPDFH�R�WpWR�VOXåEČ��NWHUp�VH�]DPČVWQDQFĤP�EXGRX�KRGLW�

D�SĜHGHMtW�WDN�GRWD]ĤP��NWHUp�E\�PRKO\�Y]QLNQRXW� 

3.2 1iYUK�FKDWERWX 

V WpWR� SRGNDSLWROH� bude VHSViQR�� MDN� QHMOpSH� E\� PRKO� chatbot SRGSRĜLW�

automatizaci procesĤ UHJLVWUDFH�D� UH]HUYDFH� VOXåE\�â.2'$�&OLFN�� DE\�XåLYDWHOp�

Y\XåtYDOL�VStãH�SRPRF�chatbotu PtVWR�NRQWDNWRYiQt�RSHUiWRUĤ��'iOH�MH�QXWQp�Y\WYRĜLW�

SUYRWQt� VFKpPD�� MDN� E\� PRKOD� NRQYHU]DFH� Y\SDGDW� D� MDNêP� ]SĤVREHP� E\� PČO�

chatbot RGSRYtGDW�� 1iVOHGXMtFt� NURN� EXGH� SĜtSUDYD� YêYRMRYêFK� GLDJUDPĤ�

konverzace, kde bude SĜHGVWDYHQD�ORJLND SRVORXSQRVW�NRQYHU]DFt��9 SRVOHGQt�ĜDGČ�

EXGH�QDVWtQČQR, MDNêP�]SĤVREHP�VH�WDWR�QRYČ�Y]QLNOi�þiVW�chatbotu QDSRMt�QD�MLå�

H[LVWXMtFt�chatbot IVA D�MDNp�MVRX�GDOãt�NURN\ SUR�VDPRWQp�QDVD]HQt� 

3.2.1 S þtP�FKDWERW�PXVt�SRPRFL 

V SĜHGFKR]tFK� NDSLWROiFK� E\OR� SRSViQR�� åH� V QDUĤVWDMtFtP� SRþWHP� XåLYDWHOĤ�

â.2'$� &OLFN� EXGH� SRWĜHED� SĜHVPČURYDW� GRWD]\�� NWHUp� E\� MLQDN� PXVHO\� EêW�

]RGSRYČ]HQ\� RSHUiWRU\�� Je WDNp� PRåQp�� åH� QČNWHĜt� XåLYDWHOp QHEXGRX� YČGČW��

kde YHãNHUp�LQIRUPDFH�QDMtW�D�]WUDWt�PRWLYDFL�VOXåEX�Y\XåtYDW�YĤEHF� 

6RXþiVWt� NRQYHU]DFH� chatbota PXVt� WHG\� EêW� EH]SRFK\E\� SRVWXS�� MDN� se 

do VOXåE\�]DUHJLVWURYDW��1iYRG�QD�UHJLVWUDFL�E\�PČO�REVDKRYDW�YãHFKQ\�SRWĜHEQp�

RGND]\�QD�IRUPXOiĜH��NWHUp�MH�SRWĜHED�Y\SOQLW. &HOê�SRVWXS�PXVt�EêW�QDYUåHQê�WDN��

aby byl SUR�XåLYDWHOH��FR�QHMMHGQRGXããt��7DNp�MH�QXWQp��DE\�QHE\O�þDVRYČ�QiURþQê� 

'DOãt�QH]E\WQRX�þiVWt�EXGH�WDNp�UH]HUYDFH�YR]LGOD��7D�Q\Qt�SUREtKi�QD�ZHERYp�

VWUiQFH� VOXåE\� â.2'$� &OLFN�� 6WHMQČ� EXGH� UH]HUYDFH� SUREtKDW� L� QDGiOH, DNRUiW 

XåLYDWHOp� EXGRX� PRFL� Y\XåtW� pomoc chatbota. Chatbot Y\]YH� XåLYDWHOH�� DE\� VL�

zkontroloval, zda VSOĖXMH�YãHFKQ\�SĜHGSRNODG\��DE\�VL�YĤ]�PRKO�]DUH]HUYRYDW��7DNp�

PX�SRVN\WQH�QiYRG\��MDN�Mt]GD�SUREtKi�D�QD�FR�VH�SĜLSUDYLW� 

Car-VKDULQJRYi� VOXåba za svou existenci zaznamenala YHONê� SRþHW� GRWD]Ĥ�

od XåLYDWHOĤ�� 1ČNWHUp z WČFKWR� GRWD]Ĥ� VH� RSDNRYDO\�� WXGtå� MH� YHONi�

SUDYGČSRGREQRVW�� åH� VH� XåLYDWHOp� EXGRX� SWiW� QD� VWHMQp� RWi]N\�� NWHUp� MLå� E\O\�

SRORåHQ\�� 6RXþiVWt� chatbota E\� WHG\� PRKO� EêW� L� VRXERU� QHMþDVWČMãtFK� GRWD]Ĥ�

a RGSRYČGt�QD�QČ�� 
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V SRVOHGQt�ĜDGČ�EXGH�SĜtKRGQp�]PtQLW��NDP�VH�PRKRX�V GRWD]\��QD�NWHUp�QHQDãOL�

RGSRYČGL� REUDFHW�� 7tPWR� ]SĤVREHP� EXGH� uvedena e-PDLORYi adresa i telefon 

na RGGČOHQt�� NWHUp� VSUDYXMH� VOXåEX� â.2'$�&OLFN��Chatbot IVA MLå� Q\Qt� zahrnuje 

PRåQRVW�SRVN\WQRXW�]SČWQRX�YD]EX�WêPX��NWHUê�VH�VWDUi�R�YêYRM�FKDWERWĤ YH�â$��

8åLYDWHOp�WHG\�PRKRX�WtPWR�]SĤVREHP�NRQWDNWRYDW�SĜtPR�WêP�YêYRMiĜĤ��NWHĜt�PRKRX�

konverzaci s chatbotem â.2'$�&OLFN�Y\OHSãLW. 

3.2.2 Jak bude konverzace s chatbotem vypadat 

.RQYHU]DFH�EXGH�QDYUåHQD�SRPRFt�YêYRMRYêFK�GLDJUDPĤ�Y aplikaci MS Visio, 

NWHUi� VH� SUR� QiYUK� NRQYHU]DFt� KRGt� QHMYtFH�� 7tPWR� ]SĤVREHP� EXGH� SĜHVQČ�

Y\VYČWOHQD� ORJLND�D�QiYD]QRVW� MHGQRWOLYêFK� LQWHUDNFt��DE\�ML�PRKO�YêYRMiĜ�SRFKRSLW�

a podle GLDJUDPĤ�NRQYHU]DFL�GR�chatbotu napojit.  

1HMYêKRGQČMãtP�]SĤVREHP��MDN�NRQYHU]DFL�WtPWR�]SĤVREHP�Y\WYRĜLW�MH�SRPRFt�

4XLFN�5HSOLHV��7\WR�SĜHGQDVWDYHQp�RGSRYČGL�SUR�XåLYDWHOH�SRPiKDMt�SĜL�NRPXQLNDFL�

D� YHGRX� FHOê� SURFHV� VSUiYQêP� VPČUHP. -DN� MLå� E\OR� ]PtQČQR� SĜL� NRPXQLNDFL�

s chatbotem IVA MVRX� SUiYČ�4XLFN�5HSOLHV� Y\XåtYiQ\� GDOHNR� YtFH� QHå� RGSRYČGL�

SVDQp� XåLYDWHOHP�� 'LDJUDP\� EXGRX� WHG\� ]DORåHQ\� QD� WČFKWR� SĜHGQDVWDYHQêFK�

]SUiYiFK��DE\�E\OD�NRPXQLNDFH�SUR�]DPČVWQDQFH�FR�QHMMHGQRGXããt� 

Chatbot IVA YãHP�XåLYDWHOĤP�SĜL�NRPXQLNDFL�W\Ni��7tPWR�]SĤVREHP�EXGH�WDNp�

chatbot XåLYDWHOĤP�RGSRYtGDW��DE\�VH�GRGUåHOD�VWHMQi�SHUVRQD�chatbota D�SĜHFKRG�

PH]L�MHGQRWOLYêPL�þiVWPL�chatbota byl co QHMSO\QXOHMãt. 

3.2.3 1iYUK�NRQYHU]DFt 

1\Qt�EXGRX�Y\WYRĜHQ\� MHGQRWOLYp�þiVWL�NRQYHU]DFH�R�â.2'$�&OLFN�v chatbotu 

IVA. &tOHP� WpWR� SRGNDSLWRO\� MH� Y\WYRĜHQt� GĜtYH� ]PtQČQêFK� GLDJUDPĤ� NRQYHU]DFt� 

'LDJUDP\� NRQYHU]DFt� EXGRX� YORåHQ\� Y UiPFL� SĜtORK\� WpWR� EDNDOiĜVNp� SUiFH� 

&HOê QiYUK�NRQYHrzace byl diskuWRYiQ�V�RGGČOHQtP, kterp MH�]RGSRYČGQp za VOXåEX�

â.2'$� &OLFN� Y� â$� 'LDJUDP\� MVRX� UR]GČOHQ\� na þW\ĜL VWUDQ\�� NWHUp� SĜHGVWDYXMt�

MHGQRWOLYp�þiVWL�NRQYHU]DFH�R�VOXåEČ�â.2'$�&OLFN� 

$E\�GLDJUDP\�E\O\�FR�QHMOpSH�VUR]XPLWHOQp�SUR�YêYRMiĜH�MH�SRWĜHED�UR]OLãRYDW��

co SĜHGVWDYXMH�RGSRYČć�chatbotu D�FR�SĜHGVWDYXMH�YVWXS�XåLYDWHOH��9 diagramech 

MH� WDWR�VNXWHþQRVW�]Qi]RUQČQD�EDUYDPL��0RGUi�EDUYD�SĜHGVWDYXMH�YVWXS�XåLYDWHOH�

a ]HOHQi�EDUYD�SĜHGVWDYXMH�RGSRYČć�chatbota��2GSRYČć�chatbota reaguje na vstup 



29 

XåLYDWHOH. 'iOH� MH�QXWQp�QD]QDþLW�SĜHFKRG�PH]L�UĤ]QêPL�þiVWPL�NRQYHU]DFH�� WR� MH�

QD]QDþHQR�þHUYHQRX�EDUYRX��ýHUYHQê�UiPHþHN�WHG\�R]QDþXMH��åH XåLYDWHO�SĜHFKi]t�

z MHGQRKR� LQWHQWX� QD� MLQê� 1D� REUi]NX� QtåH (viz Obr. 7) MH� OHJHQGD�� NWHUi� Wyto 

VNXWHþQRVW� QD]QDþXMH� 3RVWXS�� MDNêP� NRQYHU]DFH� SUREtKi� MH� ]Qi]RUQČQ� SRPRFt�

ãLSHN��NWHUp�YHGRX�RG�MHGQRWOLYêFK�YVWXSĤ��RGSRYČGt�D�LQWHQWĤ� 

Legenda

:ŝŶǉ�
intent

KĚƉŽǀĢě�
chatbotu

Vstup 
ƵǎŝǀĂƚĞůĞ

 

Zdroj: (Autor, 2021) 
Obr. 7 Legenda konverzace 

1HMSUYH� MH� QXWQp� Y\WYRĜLW� SRþiWHþQt�QDEtGNX�� NWHUi� EXGH�RGND]RYDW� QD� UĤ]Qp�

þiVWL�NRQYHU]DFH�â.2'$�&OLFN��=DPČVWQDQHF�WDNWR�]tVNi�SĜHKOHG��MDN�PX�IVA PĤåH�

SRPRFL� VH� VOXåERX� â.2'$� &OLFN�� 1DEtGND� PXVt� EêW� SĜHKOHGQi� D� MHGQRGXãH�

SRFKRSLWHOQi��DE\�VH�Y Qt�GRNi]DO�]DPČVWQDQHF�RULHQWRYDW��8åLYDWHO�VL�WDN�SRPoFt�

Quick Replies QHER�Y\XåLWtP�1/3�SĜL�SVDQt� WH[WRYp�]SUiY\�PĤåH�Y\EUDW��GR� MDNp�

þiVWL�NRQYHU]DFH�VH�FKFH�GRVWDW��1DYUåHQp�4XLFN�5HSOLHV�PXVt�SĜHVQČ�RGSRYtGDW�

WRPX��NDP�VH�XåLYDWHO�GRVWDQH��1DSĜtNODG�þiVW�V QHMþDVWČMãtPL�GRWD]\�D�RGSRYČćPL�

PXVt� EêW� UHSUH]HQWRYiQD� WODþtWNHP� Ä1HMþDVWČMãt� GRWD]\³� PtVWR� WODþtWNHP�

SRMPHQRYDQêP�SRX]H� MDNR� Ä'RWD]\³�� 7tPWR� ]SĤVREHP�QHGRMGH� N QHGRUR]XPČQt��

SRNXG�E\�XåLYDWHO�KOHGDO�QDSĜtNODG�NRQWDNW��NDP�VYp�GRWD]\�VPČĜRYDW� 

Po diskusi s WêPHP�� NWHUê� VSUDYXMH� VOXåEX� â.2'$� &OLFN, E\OR� GRVDåHQR�

QiVOHGXMtFtKR� UR]GČOHQt� NRQYHU]DþQt� YČWYH�� 5H]HUYDFH�� 5HJLVWUDFH�� 1HMþDVWČMãt�

dotazy, Kontakty. $XWRU�MHGQRWOLYp�YČWYH�NRQYHU]DFt�Y\WYRĜLO��YL]�3ĜtORKD���. 

.RQYHU]DþQt� YČWHY� Rezervace �YL]� 3ĜtORKD� �� ]DþtQi� NRQWURORX�� ]GD� Pi�

XåLYDWHO�SĜtVWXS�GR�%�%�SRUWiOX�GR�SURJUDPX�â.2'$�&OLFN��%H]�WČFKWR�SĜHGSRNODGĤ�

E\� XåLYDWHO� VH� XåLYDWHO� QHGRVWDO� QD� ZHERYRX� VWUiQNX� â.2'$� &OLFN� a proces 

UH]HUYDFH�E\�QHPRKO�SRNUDþRYDW��3RNXG�XåLYDWHO�Yt��åH�W\WR�SĜHGSRNODG\�QHVSOĖXMH��

WDN�SRPRFt�4XLFN�5HSOLHV�]YROt��FR�PX�FK\Et��9\EHUH�VL�]H�WĜL�PRåQRVWt�D�WR��Ä1HPiP�

SĜtVWXS�GR %�%�SRUWiOX³��Ä1HPiP�SĜtVWXS�GR�â.2'$�&OLFN³�D�Ä1HPiP�DQL�MHGQR³��

3RNXG� XåLYDWHO� QHGLVSRQXMH� SĜtVWXSHP� GR� %�%� SRUWiOX�� WDN� ]YROt� RGSRYtGDMtFt�

PRåQRVW� D� chatbot KR� RGND]HP� QDYHGH�� NGH� VL� WHQWR� SĜtVWXS� ]DĜtGLW�� . SRGREQp�
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VLWXDFL�GRMGH��SRNXG�E\�XåLYDWHO�QHPČO�SĜtVWXS�GR�SURJUDPX�â.2'$�&OLFN��SRWp�E\�

REGUåHO� RGND]� QD IRUPXOiĜ�� NGH� VL� PĤåH� R� SĜtVWXS� ]DåiGDW�� 3ĜL� QHGRGUåHQt� DQL�

jednoho z WČFKWR�GYRX�SĜHGSRNODGĤ�chatbot RGND]XMH�]SUiYRX��NWHUi�REVDKXMH�RED�

odkazy na IRUPXOiĜH� NWHUp� MH� SRWĜHED� Y\SOQLW�� 1iVOHGQČ� chatbot informuje, 

jak GORXKR� ]SUDYLGOD� WUYi�� QHå� EXGRX� åiGRVWL� VFKYiOHQp D� Y\]YH� XåLYDWHOH�

k SURVWXGRYiQt�SUDYLGHO�D LQVWUXNFt��1DNRQHF�XåLYDWHO�GRVWDQH�QD�YêEČU��NDP�FKFH�

s GLDORJHP�SRNUDþRYDW��3ĜL�VSOQČQt�RERX�SĜHGSRNODGĤ�SUR�Y\XåtYDQt�VOXåE\�â.2'$�

&OLFN� XåLYDWHO� GRVWDQH� ]SUiYX� V RGND]\� QD� YLGHD�� NWHUi� SRSLVXMt�� MDN� UH]HUYDFH�

na ZHERYp�VWUiQFH�â.2'$�&OLFN�Y\SDGi�D SRãOH�RGND]�SĜtPR�QD�UH]HUYDFL�YR]LGOD� 

.RQYHU]DþQt� YČWHY� Registrace �YL]� 3ĜtORKD� ��� ]DþtQi� SRVN\WQXWtP� RGkazu 

na dokument s instrukcemi, kde XåLYDWHO�]MLVWt��FR�YãH�MH�SRWĜHED�N Y\XåtYDQt�VOXåE\�

â.2'$�&OLFN��3RWp�chatbot RGHãOH�RGND]\�QD�åiGRVWL�R�SĜtVWXS�GR�%�%�SRUWiOX�D�GR�

SURJUDPX�â.2'$�&OLFN��9H VWHMQp�]SUiYČ�L�SRStãH�FR�XåLYDWHO�EXGH�SRWĜHERYDW�SUR�

SĜLKOiãHQt�GR�VOXåE\��1DNRQHF�chatbot RGHãOH�RGND]�QD�SUDYLGOD�D�LQVWUXNFH�VOXåE\�

â.2'$�&OLFN� 

.RQYHU]DþQt� YČWHY� 1HMþDVWČMãt� GRWD]\ SĜHGVWDYXMH� QHMREViKOHMãt� þiVW� FHOp�
konverzace s chatbotem R� â.2'$� &OLFN�� 2SHUiWRĜL� ]D� þDV� SĤVREHQt� VOXåE\�

VKURPiåGLOL�VRXERU�V�GRWD]\��NWHUp�XåLYDWHOp�SĜL�Y\XåtYiQt�Y]QiãHOL��%\OR�SRWĜHED��

DE\�DXWRU�WHQWR�VRXERU�XSUDYLO�D�GR�NRQYHU]DFH�SĜLGDO�MHQ�W\��NWHUp�MVRX�UHOHYDQWQt�

SĜL�NRQYHU]DFL�V chatbotem��&KDWRYiQt�V chatbotem MH�GRVWXSQp�SRX]H�QD�SRUWiOX�

â.2'$� 6SDFH� QHER� 06� 7HDPV�� D� WXGtå� ]DPČVWQDQFL� V chatbotem NRPXQLNXMt�

KODYQČ�SĜL�SUiFL�QD�SRþtWDþL��$XWRU�SUiFH�QD�WXWR�VNXWHþQRVW�P\VOHO�D�XYHGO�SRX]H�W\�

GRWD]\��QD�NWHUp�VH�XåLYDWHO�]HSWi�MHãWČ�SĜHG�WtP��QHå�GR�YR]LGOD�YVWRXSt��7DWR�þiVW�

NRQYHU]DFH�VORXåt�N WRPX��DE\�SRGiYDOD LQIRUPDFH��NWHUp�VH�WêNDMt�Mt]G\, D�RGSRYtGi�

QD� XGiORVWL�� NH� NWHUêP� PĤåH� GRMtW�� 7tPWR� ]SĤVREHP� E\OR� WHG\� VKURPiåGČQR�

17 QHMþDVWČMãtFK� GRWD]Ĥ�� QD� NWHUp� VH� XåLYDWHOp� RSHUiWRUĤ� þDVWR� GRWD]RYDOL�� %\OR�

QXWQp� QČNWHUp� QHMþDVWČMãt� GRWD]\� ]NUiWLW�� DE\� VH� YãHFKQ\� YHãO\� GR� WODþtWND�4XLFN�

5HSO\� D� ]iURYHĖ� RGSRYtGDOy MHMLFK� SRGVWDWČ�� 1DSĜtNODG� Y VRXERUX� QHMþDVWČMãtFK�

GRWD]Ĥ� E\OD� RWi]ND� Ä&R� YãH� SRWĜHEXML�� DE\FK� PRKO� RYOiGDW� ĜtGLW� YR]LGOR� VOXåE\�

â.2'$�&OLFN"³�� 7DWR� RWi]ND� VH� ] GĤYRGX� RPH]HQpKR�PQRåVWYt� ]QDNĤ� Y WODþtWNX�

QuLFN� 5HSO\� ]NUiWLOD� QD� Ä&R� SRWĜHEXML� N RYOiGiQt� YR]LGOD"³�� 3R� ]RGSRYČ]HQt�

Y\EUDQpKR�GRWD]X�XåLYDWHOHP�Pi�QiVOHGQČ�XåLYDWHO�PRåQRVW�VH�YUiWLW�]SČW�N QDEtGFH�

QHMþDVWČMãtFK�GRWD]Ĥ��Y�PĜtOR]H���D���]Qi]RUQČQR�PRGUêPL�ãLSNDPL��QHER�VH�PĤåH�
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YUiWLW� ]SČW�N ~YRGQt�QDEtGFH�â.2'$�&OLFN� �Y�PĜtOR]H���D���]Qi]RUQČQR� ]HOHQêPL 

ãLSNDPL�� 2PH]HQtP� WpWR� þiVWL� GLDORJX� MH� YãDN�SRþHW� QDEt]HQêFK�4XLFN�5HSOLHV��

NWHUêFK� ERW� QHPĤåH� SRVODW� QHRPH]HQp� PQRåVWYt�� -H� WRPX� WDN�� SURWRåH LQWHUQt�

chatbot IVA MH� GRVWXSQê� SRX]H� QD� ZHERYp� VWUiQFH ]DPČVWQDQHFNpKR� SRUWiOX�

â.2'$�6SDFH�D�06�7HDPV D�REČ�SURVWĜHGt�SUDFXMt�QD�SODWIRUPČ�06�ERW�SODWIRUP, 

kde je SRþHW� QDVWDYHQê� QD PD[LPiOQČ 8 Quick Replies ]D� MHGQX� ]SUiYX. 7tPWR�

]SĤVREHP EXGRX�WODþtWND�V SĜHGQDVWDYHQêPL�dotazy UR]GČOHQ\ GR�QČNROLND�]SUiY, 

aE\� VH�SUDYLGOR� GRGUåHOR� 'R�QiVOHGXMtFtFK�GRWD]Ĥ� VH�XåLYDWHO� GRVWDQH� WODþtWNHP�

Ä'DOãt�GRWD]\³ (viz Obr. 8). Pro SĜHGVWDYX��WDNWR�IVA QDEt]t�SĜHGQDVWDYHQp�GRWD]\�

XåLYDWHOL��NWHUê�VH�SWi�QD QHMþDVWČMãt�GRWD]\�RKOHGQČ�1'$�VPOXY� 

  

Zdroj: (Autor, 2021) 
Obr. 8 3ĜtNODG�UR]GČOHQt�4XLFN�5HSOLHV�GR�YtFH�]SUiY 

.RQYHU]DþQt�YČWHY Pravidla a instrukce Pi�]D�FtO�RGNi]DW�QD�RILFLiOQt�SUDYLGOD�

a LQVWUXNFH�VOXåE\�â.2'$�&OLFN��3UDYLGOD�Y\XåtYiQt�YR]LGHO�VH�OLãt�QD�]iNODGČ�lokalit. 

/RNDOLW\�VH�GČOt�QD�0ODGRX�%ROHVODY��.YDVLQ\��3UDKX�D�9UFKODEt��8åLYDWHO�VL�Y\EHUH�

jednu z WČFKWR�ORNDOLW�SRPRFt�4XLFN�5HSOLHV�D�chatbot PX�QiVOHGQČ�RGHãOH�RGND]��

NGH�W\WR�SUDYLGOD�D�LQVWUXNFH�QD�]DPČVWQDQHFNpP�SRUWiOX�QDMGH��3RVOp]H�VH�chatbot 

GRWiåH��]GD�VH�FKFH�XåLYDWHO�GRVWDW�GR�QDEtGN\�5H]HUYDFH�QHER�QDEtGN\�â.2'$�

Click.  
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.RQYHU]DþQt� YČWHY�.RQWDNW\ je pRVOHGQt� þiVW� QiYUKX� NRQYHU]DFH� chatbota. 

7DWR� þiVW� SRVN\WQH� XåLYDWHOL� NRQWDNWQt� ~GDMH� QD� RGGČOHQt�� NWHUp� VSUDYXMH� VOXåEX�

â.2'$� &OLFN�� 7pWR� QDEtGN\� PĤåH� XåLYDWHO� Y\XåtW, SRNXG� E\� QHQDãHO� SRWĜHEQp�

LQIRUPDFH�QHER�E\�FKWČO�SRGDW�]SČWQRX�YD]EX��-H�PRåQp�WDNp�VYRX�RWi]NX�SRORåLW�

SĜtPR�chatbotu SRPRFt�SVDQp�]SUiY\��3RNXG�E\�chatbot QHE\O�QD�WDNRYRX�RWi]NX�

QDXþHQ�RGSRYČGČW�� WDN� VH�GRWiåH�XåLYDWHOH�� ]GD� FKFH� SRVN\WQRX� ]SČWQRX� YD]bu 

WêPX��NWHUê Y\YtMt chatboty ve â$��7DNRYRX�]SČWQRX�YD]EX�WêP�FKDWERWĤ ]SUDFRYiYi�

D�QiVOHGQČ�Y\KRGQRWt��]GD�MH�UHOHYDQWQt�chatbota XUþLWêP�VPČUHP�GiOH�Y\OHSãLW (viz. 

Obr. 9).

 

Zdroj: (Autor, 2021) 

Obr. 9 3RVN\WQXWt�]SČWQp�YD]E\ XåLYDWHOHP 

3.2.4 -DNp�GDOãt�NURN\�QiVOHGXMt 

3R�QiYUKX�NRQYHU]DFt�EXGH�YêYRMiĜĤP�chatbotu ]ĜHMPp, åH�chatbot buGH�Y\YtMHQ�

MDNR�Y\KOHGiYDFt�PRGHO�Y X]DYĜHQp�GRPpQČ��= SĜLSUDYHQêFK�GLDJUDPĤ�NRQYHU]DFt�

MH� SDWUQi� ORJLND� L� FKURQRORJLH� MHGQRWOLYêFK� þiVWt� NRQYHU]DFH� 9\WYiĜHQt� QRYp�

konverzacH�� NWHUi� Pi� EêW� Y UiPFL� chatbotu IVA, SUREtKi� v SURVWĜHGt� GHVLJQHUX 

:LQJERW�DL�� 3UR� SRXåLWt� GHVLJQHUX� QHQt� QXWQp� SURJUDPRYiQt� FHOpKR� chatbota. 

Toto SURVWĜHGt�Pi�MLå�SĜHGQDVWDYHQp�D�SĜHG-WUpQRYDQp�1/3�SUR�QČNROLN�VYČWRYêFK�

MD]\NĤ��= WRKR�Y\SOtYi��åH�YêYRMiĜi chatbota Y�HGLWRUX�Y\WYRĜt�MLå�QDYUåHQp�NRQYHU]DFH�

v GLDJUDPHFK��3RNXG�E\�NRQYHU]DFH�SRWĜHERYDOD� LQWHJUDFL�QD�QČMDNê�]H V\VWpPĤ�

â$��WDN�Xå�E\�WDNRYê�YêYRM�GLDORJX�chatbota E\O�GDOHNR�VORåLWČMãt. Muselo by VH�SRXåtW�
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SURJUDPRYiQt�YH�:LQJERW�GHVLJQHUX��Na oEUi]NX��� O]H�YLGČW��MDN�HGLWRU�:LQJERW�DL�

Y\SDGi� 

 

Zdroj: Upraveno dle (Wingbot.ai, 2021) 

Obr. 10 3URVWĜHGt�GHVLJneru Wingbot.ai 

 VêYRM NRQYHU]DFt�YåG\�QHMSUYH�SUREČKQH�QD YêYRMRYpP '(9�SURVWĜHGt��NWHUp�

EČåt�VRXEČåQČ�V SURGXNþQtP�SURVWĜHGt D�Y\XåtYi�VH�SRX]H�SUR�WHVWRYiQt�NRQYHU]DFt. 

-H�WRPX�SURWR��DE\�SUiYČ�SĜL�Y\WYiĜHQt�QRYêFK�NRQYHU]DFt�QHER�RSUDYČ�D�Y\OHSãHQt�

VWiYDMtFtFK� QHGRãOR� N SRUXãH�� NWHUi� E\� RYOLYQLOD� FKRG SURGXNþQtKR chatbota IVA. 

Na '(9� SURVWĜHGt� VH� ]MLVWt�� ]GD� MGH� YĤEHF� SRWĜHEQp� LQWHJUDFH� QD� V\VWpP\� â$�

SURYpVW��DE\�QHGRãOR�N SUREOpPĤm. 

1iVOHGQČ� MH�SRWĜHED�do QRYČ�Y\WYRĜHQpKR�chatbotu QDKUiW�1/3��R�NWHUpP�VH�

YêYRMiĜL� EXGRX� GRPQtYDW�� åH� EXGH� SĜL� NRQYHU]DFL� Y\XåtYiQR�� 9êYRMiĜL� QDYUKQRX�

VRXERU�W\SLFNêFK�GRWD]Ĥ��NWHUp�E\�PRKO\�SDGQRXW�SĜL vyXåtYiQt�WpWR�þiVWL�chatbotu. 

1DSĜtNODG�SUR� UH]HUYDFL�PRKRX�XåLYDWHOp� QDSVDW� chatbotu ]SUiYX�� Ä&KWČO� E\FK� VL�

Y\WYRĜLW� UH]HUYDFL� â.2'$� &OLFN³� QHER� Ä3RWĜHEXML� VL� ]DUH]HUYRYDW� YR]LGOR�
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SURVWĜHGQLFWYtP� &OLFNX³�� 9ãHFKQ\� W\WR� GRWD]\� VH� QiVOHGQČ� GR� SURVWĜHGt� QDKUDMt, 

aby chatbot PRKO�SRURYQiYDW�QRYp�GRWD]\�V WČPL�MLå�SĜHGQDVWDYHQêPL� 

3R�~VSČãQpP�YêYRML�chatbotu QDVWiYi�þDV�SUR�WHVWRYiQt�]H�VWUDQ\�]iND]QtND��

v WRPWR�SĜtSDGČ�RGGČOHQt��NWHUp�VL�REMHGQDOR�GLDORJ�Y UiPFL�LQWHUQtKR�chatbota IVA. 

=DPČVWQDQFL�VL�Y\]NRXãHMt�konverzaci s QRYČ�Y\WYRĜHQêP�chatbotem QD�YêYRMRYpP 

DEV FKDWX�� 7HQWR� VH� PĤåH� QDFKi]HW� EXć� SĜtPR� Y aplikaci MS Teams, kde je 

Y\WYRĜHQê� IVA DEV chatbot�� NWHUê�VORXåt�N WHVWRYiQt�SĜHG� WtP��QHå�VH�chatbot Gi�

na SURGXNþQt�SURVWĜHGt��'DOãt�PRåQRVWt�MH�Y\WYRĜHQt�webFKDWX�QD�ZHERYp�VWUiQFH��

NWHUi�VORXåt�SRX]H�N WRPXWR�~þHOX� 

2GGČOHQt�� NWHUp� VL� chatbota objednalo, SRVN\WQH� ]SČWQRX� YD]EX� YêYRMiĜĤP��

=SČWQi�YD]ED�VH�PĤåH� WêNDW�SRUR]XPČQt�SĜLUR]HQpPX� MD]\NX�D� WHG\�� åH� chatbot 

QHUR]XPt� GRWD]ĤP� XåLYDWHOĤ� QHER� QiSDGĤP� QD� Y\OHSãHQt� NRQYHU]DFH�� 9êYRMiĜL�

SRVN\WQXWRX�]SČWQRX�YD]EX�LPSOHPHQWXMt�GR�chatbotu D�WHVWRYiQt�PĤåH�SRNUDþRYDW�

GiOH��7HQWR�SURFHV�VH�PĤåH�RSDNRYDW�QČNROLNUiW, GRNXG�]iND]QtN��Y WRPWR�SĜtSDGČ�

RGGČOHQt�â$, nebude s chatbotem VSRNRMHQp� 

Jakmile bude chatbot VFKYiOHQ��SURGXNþQt�chatbot IVA EXGH�GRSOQČQ�R�QRYČ�

Y\WYRĜHQê�GLDORJ��9 menu chatbotu IVA WHG\�SĜLEudH�QRYi�SĜHGSĜLSUDYHQi�]SUiYD�

ÄQDEtGND�â.2'$�&OLFN³� 7DWR�þiVW�GLDORJX�MLå�EXGH�QDXþHQi�QD�UĤ]Qp�W\S\�SURPOXY�

GtN\�WHVWRYiQt�]H�VWUDQ\�]DGiYDMtFtKR�RGGČOHQt��7tPWR�]SĤVREHP�EXGH�NRQYHU]DFH�

R� VOXåEČ�â.2'$�&OLFN� Q\Qt� GRVWXSQi� SUR� YãHFKQ\� ]DPČVWQDQFH�SĜL� NRPXQikaci 

s chatbotem. -HãWČ� SĜHG� QDVD]HQtP� chatbota GR� SURYR]X� MH� XåLWHþQp� QDYUKQRXW�

PHWULN\�� NWHUêPL� E\� VH� VOHGRYDOD� ~VSČãQRVW� NRQYHU]DFt SUR� GDOãt� Y\OHSãRYiQt�

chatbotu. 9êKRGQp�MH�VOHGRvat, jak þDVWR�MVRX�Y\XåtYiQ\�MHGQRWOLYp�þiVWL�NRQYHU]DFt 

â.2'$�&OLFN a kde v NRQYHU]DFL�GRFKi]t�N QHMþDVWČML�N QHGRUR]XPČQtP��NWHUp�VH�

SDN�QiVOHGQČ�RSUDYXMt 

3RVOHGQt� Ii]t� MH� SURYR]�� NG\� MVRX� NRQYHU]DFH� XåLYDWHOĤ� V chatbotem 

DQDO\]RYiQ\�QD�ZHERYp�VWUiQFH�:LQJERW�DL��=iURYHĖ�MH�SRXåtYiQD aplikace Power 

%,��NWHUi�VORXåt�SUR�DQDOê]X�D�YL]XDOL]DFL�GDW�SUR�Y\KRGQRFHQt�� MDN�þDVWR�D�Y MDNp�

PtĜH� MH� MHGQRWOLYê� GLDORJ� Y chatbotu Y\XåtYiQ�� 3RNXG� VH� SĜLMGH� QD� WR�� åH� chatbot 

QHUR]XPt� QČMDNpPX� GRWD]X�� WDN� MH� PRGHO� SĜHWUpQRYiQ�� DE\� VH� W\WR� REMHYHQp�

QHGRVWDWN\� RGVWUDQLO\�� 8åLYDWHOp� PRKRX� WDNp� Y\XåtYDW� ]SČWQp� YD]E\� SĜtPR�

v konverzaci s chatbotem IVA��MDN�MLå�E\OR�]PtQČQR�YêãH��7tPWR�]SĤVREHP�PRKRX�
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]DPČVWQDQFL� SĜLGiYDW� QiYUK\� QD� Y\OHSãHQt� SĜtPR� YêYRMiĜĤP�� NWHĜt� MH� PRKRX�

implementovat do budoucna.  
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=iYČU 

&tOHP�SUiFH�E\OR�QDYUKQRXW�]MHGQRGXãHQt�SURFHVX�REMHGQiQt�vozidla LQWHUQtKR�

car±VKDULQJX� â.2'$� &OLFN�� K WRPXWR� FtOL� DXWRU� SUiFH� GRVSČO QiYUKHP QRYpKR�

dialogu v UiPFL� LQWHUQtKR� chatbota IVA�� 7HQWR� QRYê� GLDORJ� EXGH� ]DPČVWQDQFH�

SRVWXSQČ�SURYiGČW�YãHPi QH]E\WQêPL�SĜHGSRNODG\��DE\ si PRKO�VOXåEX â.2'$�&OLFN 

zarezervovat. 'LDORJ� VH� GČOt� GR� �� þiVWt� D� WR� 5H]HUYDFH�� 5HJLVWUDFH�� 1HMþDVWČMãt�

dotazy, Pravidla a instrukce, Kontakty. &HOê�SRVWXS�Y\WYiĜHQt� WpWR�NRQYHU]DFH�E\O�

po celou dobu zSUDFRYiQt� EDNDOiĜVNp� SUiFH� NRQ]XOWRYiQ� V RGGČOHQtP�� NWHUp� MH�

]RGSRYČGQp�]D VOXåEX�â.2'$�&OLFN��3ĜL� Y\WYiĜHQt�QRYpKR�GLDORJX�VH�Y\FKi]HOR�

ze ]NXãHQRVWt D� SR]QDWNĤ�� NWHUp� MLå� E\O\� VKURPiåGČQ\ za dobu, po kterou tento 

LQWHUQt�FDU-sharing je v provozu. &HOê�koQYHU]DþQt�VWURP E\O�YORåHQ�GR�SĜtORK�SUiFH� 

3UiYČ� GtN\� SUDYLGHOQêP� NRQ]XOWDFtP� V RGGČOHQtP� ]DãWLĢXMtFtP� â.2'$� &OLFN�

a GĜtYČMãtP� ]NXãHQRVWHP� DXWRUD� V Y\WYiĜHQtP� QRYêFK� NRQYHU]DFt� E\OR� PRåQp�

navrhnout ~SOQČ�QRYê�GLDORJ��-H�PRåQp��åH�VH�Y budoucnu bude dialog UĤ]QČ�PČQLW�

QD�]iNODGČ�NRQYHU]DFt�XåLYDWHOĤ�V chatbotem��7HQWR�SRVWXS�MH�REY\NOê��SURWRåH�MH�

QHSUDYGČSRGREQp�� DE\� SUYQt� QDYUåHQê� GLDORJ� RGSRYtGDO� YãHP� SRWĜHEiP�

]DPČVWQDQFĤ��.YĤOL�WpWR�VNXWHþQRVWL�MH�QH]E\WQp�NRQYHU]DFH�RKOHGQČ�â.2'$�&OLFN 

VOHGRYDW�D�QHXVWiOH�Y\KRGQRFRYDW� 

'DOãt�VPČU��NWHUêm E\�VH�PRKO�YêYRM�WpWR�þiVWL�NRQYHU]DFH�XEtUDW, E\�PRKOD�EêW�

SĜtPi�UH]HUYDFH�YR]LGOD�SĜL�NRQYHU]DFL�V chatbotem��1\Qt�chatbot pouze odkazuje 

QD�VWUiQN\�â.2'$�&OLFN�D�SRGiYi�LQIRUPDFH�QH]E\WQp�N rezervaci. 7RWR�ĜHãHQt�E\�

Xå�Y\åDGRYDOR�VORåLWČMãt�QDSRMHQt�QD�V\VWpP\�â$� 
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3ĜtORKD�� .RQYHU]DþQt�GLDJUDP�QDEtGN\�â.2'$�&OLFN 

Legenda

Kontakty

�ŽŬĄǎƵ� ƚĢ� ƉƌŽǀĠƐƚ� ĂƉůŝŬĂĐş�
a<K��� �ůŝĐŬ� Ă� ǌŽĚƉŽǀĢĚĢƚ�
ƚǀĠ� ĚŽƚĂǌǇ� ŽŚůĞĚŶĢ� ƚĠƚŽ�
ƐůƵǎďǇ͘

EĂďşĚŬĂ�
a<K����ůŝĐŬ

Pravidla a 
instrukce

EĞũēĂƐƚĢũƓş�
dotazyRegistraceRezervace

Rezervace

ZĞŐŝƐƚƌĂĐŝ�ƉƌŽǀĞĚĞƓ�ǀ�
ŶĢŬŽůŝŬĂ�ŬƌĄƚŬǉĐŚ�
ŬƌŽĐşĐŚ͘�EĞũƉƌǀĞ�Ɛŝ�
ƉƌŽēƚŝ�ƚĞŶƚŽ�ŬƌĄƚŬǉ�
[dokument΁͕�ŬĚĞ�ǌũŝƐƚşƓ͕�
ĐŽ�ǀƓĞ�ƉŽƚƎĞďƵũĞƓ͘
EĄƐůĞĚŶĢ�Ɛŝ�ǌĂǎĄĚĞũ�Ž�
ƉƎşƐƚƵƉ�ĚŽ�ƉŽƌƚĄůƵ��Ϯ��
[odkaz΁�Ă�Ž�ƉƎşƐƚƵƉ�ĚŽ�
ƉƌŽŐƌĂŵƵ�a<K����ůŝĐŬ�
[odkaz]. No a nakonec 
ƐĞ�ƉƎŝŚůĂƓ�ďƵě�ƉŽŵŽĐş�
PKI nebo LDAP hesla na 
ƚĠƚŽ�ĂĚƌĞƐĞ�΀odkaz].

WŽŬƵĚ�ŵĄƓ�ƌĞŐŝƐƚƌĂĐŝ�
ƐƉůŶĢŶŽƵ͕�ƚĂŬ�ƚŝ�
ĚŽƉŽƌƵēşŵ�Ɛŝ�ƉƎĞēşƐƚ�
pravidla a instrukce zde 
[odkaz], nebo si rovnou 
zarezervovat vozidlo.

Rezervace �ƉĢƚ�ŶĂ�
ŶĂďşĚŬƵ�

a<K����ůŝĐŬ

EĂďşĚŬĂ�
a<K����ůŝĐŬRezervace

Pravidla a instrukce se 
ůŝƓş�ĚůĞ�ůŽŬĂůŝƚǇ͘�sǇďĞƌ�
ůŽŬĂůŝƚƵ͕�ŬĚĞ�ĐŚĐĞƓ�
a<K����ůŝĐŬ�ǀǇƵǎşǀĂƚ͘

WŽŬƵĚ�ŵĄƓ�ŽƚĄǌŬǇ�
ŶĞďŽ�ƉŽƐƚƎĞŚǇ�ũĂŬ�
ƉƌŽŐƌĂŵ�ǀǇůĞƉƓŝƚ͕�ƚĂŬ�
ŶĄŵ�ƉƌŽƐşŵ�ǌĂŶĞĐŚ�
vzkaz na e-mail:
[e-mail]
nebo volej:
[ƚĞůĞĨŽŶŶş�ēşƐůŽ].
KĚŬĂǌ�ŶĂ�a<K����ůŝĐŬ�
aplikaci je zde: [odkaz]

�ƉĢƚ�ŶĂ�ŶĂďşĚŬƵ�
a<K����ůŝĐŬ

EĞũēĂƐƚĢũƓş�
dotazy

:ŝŶǉ�ŝŶƚĞŶƚ

KĚƉŽǀĢě�
chatbotu

Vstup 
ƵǎŝǀĂƚĞůĞ

EĂďşĚŬĂ�
a<K����ůŝĐŬ

DůĂĚĄ�
Boleslav

Kvasiny

Praha

sƌĐŚůĂďş

[odkaz]

[odkaz]

[odkaz]

[odkaz]

�ŚĐĞƓ�ƐĞ�ƉŽŬƌĂēŽǀĂƚ�
k rezervaci nebo si 
ƉƎĞũĞƓ�ƐĞ�ǀƌĄƚŝƚ�ǌƉĢƚ�
ĚŽ�ŶĂďşĚŬǇ͍

EĂďşĚŬĂ�a<K���
ClickRezervace

Rezervace �ƉĢƚ�ŶĂ�ŶĂďşĚŬƵ�
a<K����ůŝĐŬ
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3ĜtORKD�� .RQYHU]DþQt�GLDJUDP�UH]HUYDFH�â.2'$�&OLFN 

Rezervace

EĞũƉƌǀĞ�ƐĞ�ƵũŝƐƚŝ͕�ǎĞ�͗
ϭͿŵĄƓ�ƉƎşƐƚƵƉ�ĚŽ��Ϯ��
ƉŽƌƚĄůƵ�;ēşƐůŽ�ǎĄĚŽƐƚŝ)
ϮͿŵĄƓ�ƉƎşƐƚƵƉ�ĚŽ�
ƉƌŽŐƌĂŵƵ�a<K����ůŝĐŬ�
(ēşƐůŽ�ǎĄĚŽƐƚŝ)

DĄŵ�ǀƓĞ͕�
ŵƽǎĞŵĞ�

ƉŽŬƌĂēŽǀĂƚ

EĞŵĄŵ�ƉƎşƐƚƵƉ�
ĚŽ��Ϯ��ƉŽƌƚĄůƵ EĞŵĄŵ�ƉƎşƐƚƵƉ�

do programu 
a<K����ůŝĐŬ͘

EĞŵĄŵ�
ani jedno

sǉďŽƌŶĢ͊
<ůŝŬŶŝ�ŶĂ�ŶĄƐůĞĚƵũşĐş�
odkaz do aplikace 
a<K����ůŝĐŬ�Ă�ƌĞǌĞƌǀƵũ�
Ɛŝ�ƐǀŽƵ�ũşǌĚƵ͘�΀odkaz]. 

�ŽďƎĞ͕�ǀ�ƚŽŵ�
ƉƎşƉĂĚĢ�Ɛŝ�ǌĂǎĄĚĞũ�Ž�
ƉƎşƐƚƵƉ�ĚŽ�ƉŽƌƚĄůƵ�
B2B zde: [odkaz]

�ŽďƎĞ͕�ǀ�ƚŽŵ�ƉƎşƉĂĚĢ�
Ɛŝ�ǌĂǎĄĚĞũ�Ž�ƉƎşƐƚƵƉ�
ĚŽ�ƉƌŽŐƌĂŵƵ�a<K���
CLICK zde: [odkaz]

�ŽďƎĞ͕�ǀ�ƚŽŵ�ƉƎşƉĂĚĢ�
Ɛŝ�ǌĂǎĄĚĞũ�Ž�ƉƎşƐƚƵƉ�
ĚŽ��Ϯ��ƉŽƌƚĄůƵ�ǌĚĞ�
[odkaz] a do 
ƉƌŽŐƌĂŵƵ�a<K���
CLICK zde: [odkaz]

�ǎ�ďƵĚĞƓ�ŵşƚ�ŽďĢ�ĚǀĢ�ǎĄĚŽƐƚŝ�
ƐĐŚǀĄůĞŶĠ͕�ƚĂŬ�ŵŝ�ŶĂƉŝƓ͘
^ĐŚǀĂůŽǀĂĐş�ƉƌŽĐĞƐ�ƚƌǀĄ�ŽďǀǇŬůĞ�
Ϯ�ƉƌĂĐŽǀŶş�ĚŶǇ͘

DĞǌŝƚşŵ�Ɛŝ�ŵƽǎĞƓ�ƉƌŽƐƚƵĚŽǀĂƚ�
pravidla a instrukce k rezervaci 
vozidla na tomto odkazu: [odkaz].

�ƉĢƚ�ŶĂ�ŶĂďşĚŬƵ�
a<K����ůŝĐŬ �ƉĢƚ�ŶĂ�ŵĞŶƵ

EĞũēĂƐƚĢũƓş�
ĚŽƚĂǌǇ�ŽŚůĞĚŶĢ�
a<K����ůŝĐŬ

EĂďşĚŬĂ�
a<K����ůŝĐŬ Menu EĞũēĂƐƚĢũƓş�

dotazy

EǇŶş�Ɛŝ�ƉƌŽƐşŵ�ƉƌŽŚůĠĚŶŝ�ƚĂƚŽ�
ĚǀĢ�ǀŝĚĞĂ͗
Video 1 ʹ�REZERVACE [odkaz]
Video 2 - WZp� ,�:1��z���
h<KE��E1�΀odkaz]

Legenda

:ŝŶǉ�ŝŶƚĞŶƚ

KĚƉŽǀĢě�
chatbotu

Vstup 
ƵǎŝǀĂƚĞůĞ
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�ĚĞ�ũƐŽƵ�ŶĞũēĂƐƚĢũƓş�
ĚŽƚĂǌǇ�ŽŚůĞĚŶĢ�
ƉƌŽŐƌĂŵƵ�a<K����ůŝĐŬ͗

�Ž�ƉŽƚƎĞďƵũŝ�
ƉƌŽ�ŽǀůĄĚĄŶş�
vozidla? 

Existuje linka 
podpory?

�Ž�ŬĚǇǎ�ƉƌŽ�ŵŶĞ�
ŶĞďƵĚĞ�ǀŚŽĚŶǉ�
ǀƽǌ͍

DƵƐşŵ�ĂƵƚŽ�
ǀƌĄƚŝƚ�ēŝƐƚĠ�Ă�
ĚŽƚĂŶŬŽǀĂŶĠ͍

Kde vozidla 
ƉĂƌŬƵũş͍�

<ĚĞ�ǌŵĢŶşŵ�
ƌĞŐŝƐƚƌŽǀĂŶĠ�ƚĞů͘�ēşƐůŽ͍

Jsou vozidla 
ƐůĞĚŽǀĄŶĂ�'W^͍�

&ƵŶŬēŶş�Ă�ĚŽƐƚĂƚĞēŶĢ�ŶĂďŝƚǉ�ŵŽďŝůŶş�ƚĞůĞĨŽŶ�Ɛ�ƚĞůĞĨŽŶŶşŵ�
ēşƐůĞŵ͕�ŬƚĞƌĠ�ũĞ�ƵǀĞĚĞŶŽ�ƉƎŝ�ƌĞŐŝƐƚƌĂĐŝ͕�D&��ŬĂƌƚƵ�;ŝ�ďĞǌ�
W</�ēŝƉƵͿ͘�D&��ŬĂƌƚĂ�ŶĞƐŵş�ďǉƚ�ǌĂƉŽŵĞŶƵƚĂ�ǀĞ�ǀŽǌŝĚůĞ͕�
ďĞǌ�Ŷş�ŶĞůǌĞ�vozidlo odemknout.

�ŶŽ͕�ĞǆŝƐƚƵũĞ�,�>W�ůŝŶĞ͕�ŬƚĞƌĄ�ĨƵŶŐƵũĞ�ŶĞƉƎĞƚƌǎŝƚĢ�
ǀƓĞĐŚŶǇ�ĚŶǇ�ǀ�ƚǉĚŶƵ�;ϮϰͬϳͿ�΀ƚĞůĞĨŽŶŶş�ēşƐůŽ]. 
dĞůĞĨŽŶŶş�ēşƐůŽ�ŶĂ�,�>W�ůŝŶĞ�ũĞ�ƌŽǀŶĢǎ�ƵǀĞĚĞŶŽ�ŶĂ�
ƐĂŵŽůĞƉĐĞ�Ă�ēƚĞēĐĞ�D&��ŬĂƌĞƚ�ǀĞ�ǀŽǌĞ͘�

s�ƚĂŬŽǀĠŵ�ƉƎşƉĂĚĢ͕�ũĞ�ŶƵƚŶĠ�ǌŬŽƵƓĞƚ�ƌĞǌĞƌǀĂĐŝ�ǀǇƚǀŽƎŝƚ�ƉŽǌĚĢũŝ�
ǀ�ƌƽǌŶǉĐŚ�ēĂƐŽǀǉĐŚ�ŽĚƐƚƵƉĞĐŚ͘��ůƚĞƌŶĂƚŝǀŶĢ�ũĞ�ŵŽǎŶĠ�ƐĞ�
ƉŽŬƵƐŝƚ�ŶĂũşƚ�ǀŽůŶǉ�ǀƽǌ�ŶĂ�DĂƉĢ�Ɛ�ǀŽǌǇ͘�a<K����ůŝĐŬ�ďŽŚƵǎĞů�
ŶĞŵƽǎĞ�ǌĂƌƵēŝƚ�ƉŽŬƌǇƚş�ϭϬϬй�ǀƓĞĐŚ�ƉŽǎĂĚĂǀŬƽ�ŶĂ�ƌĞǌĞƌǀĂĐŝ͕�
ŶŝĐŵĠŶĢ�ƉŽŬƵĚ�ďƵĚŽƵ�ǀŽǌǇ�ǀǇƵǎşǀĄŶǇ�ǀǎĚǇ�ũĞŶ�ŶĂ�ŶĞǌďǇƚŶĢ�
ŶƵƚŶŽƵ�ĚŽďƵ�Ă�ǀƌĄĐĞŶǇ�ǀēĂƐ�Ă�ŶĂ�ƐƉƌĄǀŶĄ�ƉĂƌŬŽǀŝƓƚĢ͕�ƉĂŬ�ƐĞ�
ĐĞůŬŽǀĄ�ŵŽǎŶŽƐƚ�ŵŽďŝůŝƚǇ�ǀƓĞĐŚ�ƵǎŝǀĂƚĞůƽ�ǌǀǉƓş�ƌĂƉŝĚŶşŵ�
ǌƉƽƐŽďĞŵ�ŽƉƌŽƚŝ�ƐƚĂŶĚĂƌĚŶşŵƵ�ƐǇƐƚĠŵƵ�ƐƚƎĞĚŝƐŬŽǀǉĐŚ�ǀŽǌƽ͘

DǇƚş͕�ēŝƓƚĢŶş�Ă�ƚĂŶŬŽǀĄŶş�ǀŽǌƽ�ƉƌƽďĢǎŶĢ�ǌĂũŝƓƛƵũĞ�ĨůĞĞƚ�
ƐĞƌǀŝĐĞ�ŽĚĚĢůĞŶş�&/^ͬϯ͘�EŝĐŵĠŶĢ�ũĞ�ŶƵƚŶĠ͕�ĂďǇ�ƵǎŝǀĂƚĞů�
ƵĚƌǎŽǀĂů�ǀĞ�ǀŽǌĞĐŚ�ƉŽƎĄĚĞŬ�Ă�ǀƽǌ�ŽƉŽƵƓƚĢů�ǀ�ƚĂŬŽǀĠŵ�
ƐƚĂǀƵ͕�ǀ�ũĂŬĠŵ�ŚŽ�ĐŚĐĞ�ƉƎşƓƚĢ�ƉƎĞǀǌşƚ͘

sŽǌŝĚůĂ�ƉĂƌŬƵũş�ŶĂ�ƌĞǌĞƌǀŽǀĂŶǉĐŚ�ƉĂƌŬŽǀŝƓƚşĐŚ�a<K����ůŝĐŬ�
ǀ�ƌĄŵĐŝ�ůŽŬĂůŝƚǇ͘�:ĞũŝĐŚ�ƉƎĞŚůĞĚ�ŵƽǎĞƚĞ�ŶĂũşƚ�ǀ�ĂƉůŝŬĂĐŝ�
a<K����ůŝĐŬ�ǀ�ǌĄůŽǎĐĞ�WƎĞŚůĞĚ�ƉĂƌŬŽǀŝƓƛ͘�ZĞǌĞƌǀĂĐŝ�ŶĞůǌĞ�
ƵŬŽŶēŝƚ�ǀ�ũŝŶĠ�ůŽŬĂůŝƚĢ͘

dĞůĞĨŽŶŶş�ēşƐůŽ�ůǌĞ�ǌŵĢŶŝƚ�ǀ�ƉƌŽĨŝůƵ�ƵǎŝǀĂƚĞůĞ͘�;WŽƵǎŝƚş�
ƐŽƵŬƌŽŵĠŚŽ�ƚĞůĞĨŽŶƵͬƚĞůĞĨŽŶŶşŚŽ�ēşƐůĂ�ũĞ�ĚŽǀŽůĞŶŽ͘Ϳ

�ŶŽ͕�ŬĂǎĚĠ�ǀŽǌŝĚůŽ�ũĞ�ƐůĞĚŽǀĄŶŽ͘�WƌŽ�ƉŽŚǇď�ǀŽǌŝĚĞů�ũƐŽƵ�
ŶĂƐƚĂǀĞŶǇ�ŬŽƌŝĚŽƌǇ͕�ǀĞ�ŬƚĞƌǉĐŚ�ƐĞ�ƐƚĂŶĚĂƌĚŶĢ�ŵĂũş�ǀŽǌǇ�
a<K����ůŝĐŬ�ƉŽŚǇďŽǀĂƚ͘�WƎŝ�ǀǇĐŚǉůĞŶş�ƐǇƐƚĠŵ�
ĂƵƚŽŵĂƚŝĐŬǇ�ƵƉŽǌŽƌŶş�ŽƉĞƌĄƚŽƌĂ͕�ŬƚĞƌǉ�ŵƽǎĞ�ŶĄƐůĞĚŶĢ�
ŬŽŶƚĂŬƚŽǀĂƚ�ƵǎŝǀĂƚĞůĞ͘

�ƉĢƚ�ŶĂ�ĚŽƚĂǌǇ͘

Legenda

:ŝŶǉ�ŝŶƚĞŶƚ

KĚƉŽǀĢě�
chatbotu

Vstup 
ƵǎŝǀĂƚĞůĞ

Kde najdu 
odkaz na 
a<K����ůŝĐŬ͍

�ĚĞ�ũĞ�ŽĚŬĂǌ�ŶĂ�a<K����ůŝĐŬ �͗΀odkaz]

�ƉĢƚ�ŶĂ�ŶĂďşĚŬƵ�
a<K����ůŝĐŬ

EĂďşĚŬĂ�
a<K����ůŝĐŬ

1/2

EĞũēĂƐƚĢũƓş�
dotazy

  



44 

3ĜtORKD���.RQYHU]DþQt�GLDJUDP�QHMþDVWČMãtFK�GRWD]Ĥ���� 

:Ğ�ŵŽǎŶĄ�ƐůƵǎĞďŶş�
ĐĞƐƚĂ�ĚŽ�ǌĂŚƌĂŶŝēş͍�

:Ğ�ŵŽǎŶĠ�ƉƎĞƐĄŚŶŽƵƚ�
ēĂƐ�ƌĞǌĞƌǀĂĐĞ͍

:ĂŬ�ũĞ�ƎĞƓĞŶŽ�
ƉŽƓŬŽǌĞŶş�ǀŽǌƵ͍

<ĚǇ�Ƶǎ�ŵŽŚƵ�ǀƽǌ�
odemknout?

:Ğ�ƌĞǌĞƌǀĂĐĞ�ēĂƐŽǀĢ�
ŽŵĞǌĞŶĄ͍

>ǌĞ�ƉŽƵǎşƚ��ůŝĐŬ�ƉƌŽ�
ĐĞƐƚƵ�ŶĂ�ůĞƚŝƓƚĢ͍

WƌŽ�ĐĞƐƚǇ�ĚŽ�ǌĂŚƌĂŶŝēş�ǀǇƵǎşǀĞũƚĞ�
ǀŽǌǇ�ǌ�ƉƽũēŽǀŶǇ�&/^ͬϯ͘�

WŽŬƵĚ�ǌũŝƐƚşƚĞ͕�ǎĞ�ďƵĚĞƚĞ�ŶƵĐĞŶŝ�ƉƎĞƐĄŚŶŽƵƚ�ēĂƐ�ƌĞǌĞƌǀĂĐĞ͕�ƵƉƌĂǀƚĞ�
v ĂƉůŝŬĂĐŝ�a<K����ůŝĐŬ�ƉŽŵŽĐş�ƚůĂēşƚŬĂ�ͣSpravovat rezervaci͞�ēĂƐ�
ƉůĄŶŽǀĂŶĠŚŽ�ƵŬŽŶēĞŶş͘�s  ƉƎşƉĂĚĢ͕�ǎĞ�ǀĄŵ�ƚŽ�ƐǇƐƚĠŵ�ŶĞƵŵŽǎŶş͕�
ŬŽŶƚĂŬƚƵũƚĞ�ŶĞƉƌŽĚůĞŶĢ�,�>W�ůŝŶĞ͘

<ĂǎĚǉ�ƎŝĚŝē�ũĞ�ƉŽǀŝŶĞŶ�ƉƎĞĚ�ƉŽƵǎŝƚşŵ�ǀŽǌƵ�ƉƌŽǀĠƐƚ�ŬŽŶƚƌŽůƵ�ũĞŚŽ�ƐƚĂǀƵ͘�
WĂŬůŝǎĞ�ŶĂůĞǌŶĞ�ƉŽƓŬŽǌĞŶş͕�ŝŶĨŽƌŵƵũĞ�Ž�ƚŽŵ�ĨůĞĞƚ�ƐĞƌǀŝĐĞ�ƉŽŵŽĐş�,�>W�
ůŝŶĞ�Ă�ĚůĞ�ĚŽŚŽĚǇ�Ɛ�ŽƉĞƌĄƚŽƌĞŵ�ƉŽƎşĚş�ĨŽƚŽĚŽŬƵŵĞŶƚĂĐŝ͘�WŽĚƌŽďŶĠ�
informace naleznete v ON.ēşƐůŽ. [odkaz].

ϭϱ�ŵŝŶƵƚ�ƉƎĞĚ�ǌĂēĄƚŬĞŵ�ƌĞǌĞƌǀĂĐĞ�sĄŵ�ĚŽƌĂǌş�^D^�Ɛ�ŝŶĨŽƌŵĂĐş�Ž�
ƉƎŝĚĢůĞŶĠŵ�ǀŽǌĞ͘�sŽǌŝĚůŽ�ũĞ�ŵŽǎŶĠ�ŽĚĞŵŬŶŽƵƚ�ũŝǎ�ϱ�ŵŝŶ�ƉƎĞĚ�
ǌĂēĄƚŬĞŵ�ƌĞǌĞƌǀĂĐĞ�Ă�ŶĄƐůĞĚŶĢ�ƉŽ�ĐĞůŽƵ�ĚŽďƵ�ƌĞǌĞƌǀĂĐĞ͘�h�ƌĞǌĞƌǀĂĐş�
ĚĞůƓşĐŚ�ŶĞǎ�ϭ�ŚŽĚŝŶĂ�ǀƓĂŬ�ŵĂǆŝŵĄůŶĢ�ϱϱ�ŵŝŶƵƚ�ƉŽ�ǌĂēĄƚŬƵ�ƌĞǌĞƌǀĂĐĞ͘�
EĂƉƎ͘�ƉƎŝ�ƌĞǌĞƌǀĂĐŝ�ŽĚ�ϭϬ͗ϬϬ�ĚŽ�ϭϭ͗ϯϬ�ůǌĞ�ǀŽǌŝĚůŽ�ŽĚĞŵŬŶŽƵƚ�Ă�ƉŽƵǎşƚ�
kdykoli od 09:55 do 10:55. 

�ŶŽ͕�ƉŽĚůĞ�ǌǀŽůĞŶĠŚŽ�ƚǇƉƵ�ƌĞǌĞƌǀĂĐĞ�;ϭ�ŚŽĚŝŶĂ͕�ĚŽ�Ϯϰ͗ϬϬ͕�ϯϲ�ŚŽĚŝŶ�ʹ�
ŵĂǆ͘�ϭ�ŶŽĐͿ͘�WƌŽ�ēĂƐŽǀĢ�ĚĞůƓş�ĐĞƐƚǇ�;ĚŽ�ϯϲ�ŚŽĚŝŶ�Ă�ĚĞůƓşͿ�ǀǇƵǎşǀĞũƚĞ�
ǀŽǌǇ�ǌ�ƉƽũēŽǀŶǇ�&/^ͬϯ͘

EĞ͘�WƌŽ�ŵĂǆŝŵĄůŶş�ǀǇƵǎŝƚş�ǀŽǌƽ�ũĞ�ŶƵƚŶĠ͕�ĂďǇ�ǀŽǌǇ�a<K����ůŝĐŬ�ďǇůǇ�ǀ�
ŵĂǆŝŵĄůŶş�ŵşƎĞ�ĚŽƐƚƵƉŶĠ�ƉƌŽ�ŽƐƚĂƚŶş�ƵǎŝǀĂƚĞůĞ͘�WƌŽ�ĐĞƐƚƵ�ŶĂ�ůĞƚŝƓƚĢ�Ă�
ǌƉĢƚ�Ɛŝ�ŽďũĞĚŶĞũƚĞ�ŽƐŽďŶş�ƉƎĞƉƌĂǀƵ͕�ŬƚĞƌŽƵ�ǌĂũŝƓƛƵũĞ�ŽĚĚĢůĞŶş�&/^ͬϯ͘

�ƉĢƚ�ŶĂ�ŶĂďşĚŬƵ�
a<K����ůŝĐŬ

EĂďşĚŬĂ�
a<K����ůŝĐŬ

Jak je to s 
ƚĂŶŬŽǀĄŶşŵ͍

dĂŶŬŽǀĄŶş�ǀŽǌƵ�ǌĂũŝƓƛƵũĞ�ƉƌƽďĢǎŶĢ�ĨůĞĞƚ�ƐĞƌǀŝĐĞ�a<K����ůŝĐŬ͕�
ŶŝĐŵĠŶĢ�ƉƎŝ�ĚĞůƓş�ƉƌĂĐŽǀŶş�ĐĞƐƚĢ�ďƵĚĞƚĞ�ŵƵƐĞƚ�ŶĂƚĂŶŬŽǀĂƚ�sǇ͘�:ĂŬ�ŶĂ�
ƚŽ͕�ŶĂůĞǌŶĞƚĞ�ǀ�ƉƌĂǀŝĚůĞĐŚ�Ă�ŝŶƐƚƌƵŬĐşĐŚ�ŶĂ�a<K���^ƉĂĐĞ͘�Odkaz 
zde:[odkaz]

Mohou Click 
ƉŽƵǎşǀĂƚ�ǀƓŝĐŚŶŝ�
ǌĂŵĢƐƚŶĂŶĐŝ͍

�Ž�ƉƌŽŐƌĂŵƵ�a<K����ůŝĐŬ�ďǇůŝ�ǌĂƎĂǌĞŶŝ�ǌĂŵĢƐƚŶĂŶĐŝ�ƷƚǀĂƌƽ͕�ŬƚĞƌĠ�
ƉƎĞǀĞĚůŝ�ƐǀĠ�ƐƚƎĞĚŝƐŬŽǀĠ�ǀŽǌǇ�ĚŽ�ĨůŽƚŝůǇ�a<K����ůŝĐŬ͘�K�ĚĂůƓşŵ�ǀǉǀŽũŝ�
Ă�ƌŽǌƓşƎĞŶş�ƉƌŽŐƌĂŵƵ�ƉůŽƓŶĢ�ŶĂ�ĐĞůŽƵ�a��sĄƐ�ďƵĚĞŵĞ�ŝŶĨŽƌŵŽǀĂƚ͘

Jak postupovat 
ƉƎŝ�ŶĞŚŽĚĢ͍

s�ƉƎşƉĂĚĢ�ŶĞŚŽĚǇ�ƉŽƐƚƵƉƵũĞ�ƐƚĂŶĚĂƌĚŶşŵ�ǌƉƽƐŽďĞŵ�ũĂŬŽ�ǀ�ƉƎşƉĂĚĢ�
ũşǌĚǇ�Ɛ�ũŝŶǉŵ�ƐůƵǎĞďŶşŵ�ǀŽǌĞŵ͗�ǀ�ŬĂǎĚĠŵ�ƉƎşƉĂĚĢ�ƉƎŝǀŽůĂƚ�ƉŽůŝĐŝŝ��Z͕�
ǀǇƉůŶŝƚ�ĞƵƌŽĨŽƌŵƵůĄƎ�- ǌĄǌŶĂŵ�Ž�ĚŽƉƌĂǀŶş�ŶĞŚŽĚĢ�Ă�ŶĄƐůĞĚŶĢ�
ƓŬŽĚŽǀǉ�ƉƌŽƚŽŬŽů͘�WŽĚƌŽďŶĠ�ŝŶĨŽƌŵĂĐĞ�ŶĂůĞǌŶĞƚĞ�ǀ�ŽƌŐĂŶŝǌĂēŶş�
ŶŽƌŵĢ�KE͘ēşƐůŽ. [KĚŬĂǌ�ŶĂ�ƐŵĢƌŶŝĐŝ΁.

Legenda

:ŝŶǉ�
intent

KĚƉŽǀĢě�
chatbotu

Vstup 
ƵǎŝǀĂƚĞůĞ

�ĚĞ�ũƐŽƵ�ŶĞũēĂƐƚĢũƓş�
ĚŽƚĂǌǇ�ŽŚůĞĚŶĢ�
ƉƌŽŐƌĂŵƵ�a<K����ůŝĐŬ͗

�ƉĢƚ�ŶĂ�ĚŽƚĂǌǇ͘

EĞũēĂƐƚĢũƓş�
dotazy
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=iNODGQtP�WpPDWHP�EDNDOiĜVNp�SUiFH�MH�DXWRPDWL]DFH�
SRGQLNRYêFK�SURFHVĤ�Y\XåLWtP�FKDWERWX��&tOHP�SUiFH�
je automatizovat vybranê proces YH�â.2'$�$872�D�V��
9\EUDQêP�SURFHVHP�MH�LQWHUQt�FDU-VKDULQJRYi�VOXåED�
â.2'$�&OLFN��$XWRU�VH�]DPČĜLO�QD�Y\WYRĜHQt�
NRQYHU]DFH��NWHUi�VH�QDSRMt�QD�MLå�H[LVWXMtFtKR�LQWHUQtKR�
chatbota IVA. 3UiFH�MH�ĜHãHQD�SRPRFt�NRQYHU]DþQtFK�
GLDJUDPĤ��NWHUp�SRSLVXMt��MDN�PDMt�MHGQRWOLYp�GLDORJ\�
postupovat. Novi konverzace EXGH�SRPiKDW�
]DPČVWQDQFĤP�SĜL�UHJLVWUDFL��UH]HUYDFL�VOXåE\�D bude 
]RGSRYtGDW�QHMþDVWČMãt�GRWD]\�XåLYDWHOĤ� 
 

 

 

 

  ./Ëý29È�6/29$ Chatbot, IVA, car-VKDULQJ��SURFHV��XPČOi�LQWHOLJHQFH��
quick replies, 1/3��SĜLUR]HQê�MD]\N��automatizace, 
GLDJUDP��NRQYHU]DþQt�VWURP��â.2'$�&OLFN, 

 

 

 



46 

ANNOTATION 
 

  AUTHOR 0LFKDO�+DQþO 

  FIELD Business Administration and Informatics 

  THESIS TITLE 
Design of a process automation at â.2'$�$872�
using a chatbot 

  SUPERVISOR ,QJ��9ODGLPtU�%HQHã, Ph.D. 

  DEPARTMENT KI - Department of 
Informatics 

  YEAR 2021 

 

  NUMBER OF PAGES 46 

  NUMBER OF PICTURES 10 

  NUMBER OF TABLES  

  NUMBER OF APPENDICES 4 

 

  SUMMARY 
 

 

 

 

 

 

The main topic of this bachelor thesis is an automation 
of a business process using a chatbot. The main goal 
of this thesis is to automate a selected process at 
â.2'$�$872�D�V��7KH�VHOHFWHG�process is an internal 
car-sharing VHUYLFH�â.2'$�&OLFN��7KH�DXWKRU�IRFXVHG�
on creating a conversation which will be connected to 
an existing internal chatbot IVA. This thesis is solved 
using conversational diagrams which describe how 
individual dialogs proceed. The new conversation will 
help employees with the registration and the 
reservation of the service and will answer frequently 
asked questions. 

 

 

 

 

  KEY WORDS Chatbot, IVA, car-sharing, Artificial Intelligence, quick 
replies, NLP, natural language, automation, diagram, 
FRQYHUVDWLRQDO�WUHH��â.2'$�&OLFN 

 

 

 

 


