Workshop 3: Customer Service Chatbot
Participant Handout  ·  AI for Business Series
What you'll do today
In 50 minutes, you'll build a working customer service chatbot by loading a real-world support dataset into Claude, then test it by role-playing customer interactions. No coding required.

Before you start
1. Sign up for a free Claude account at claude.ai (use a personal email if your work email blocks AI tools).  If you used Claude in Workshop 2 then use Gemini at gemini.google.com for Workshop 3.
1. Download the dataset file the facilitator will share.
1. Open a new conversation in Claude.

Step 1 — Load the dataset
In Claude, click the paperclip / attachment icon and upload Bitext_Sample_10K.csv. Wait for it to finish uploading, then run these two prompts one at a time:

	Prompt 1: Understand what's in the file
I've uploaded a customer service dataset. Before we use it, tell me: what's in this file, roughly how many examples are there, and what are the main categories of customer issues it covers?



	Prompt 2: Identify common customer questions
What are the 5 most common types of questions a customer might ask based on this dataset? Give me a short example of each.



Step 2 — Turn Claude into your chatbot
Now tell Claude how to behave. Paste this prompt:

	Prompt 3: Prime the chatbot
From now on, act as a customer service chatbot for an online retail company. Use the tone and style from the examples in the CSV I uploaded. I'm going to ask you questions as a customer. Respond as the chatbot would — don't break character or explain what you're doing. Ready?





Step 3 — Test it like a customer
Work with your partner. One of you is the customer (typing into Claude), the other watches and evaluates. Run these 5 scenarios, then invent one more. After each response, answer: is this good enough to ship?

	Scenario 1 — Return without receipt
I want to return something I bought last week but I've lost the receipt.



	Scenario 2 — Payment failure
I can't pay with my credit card — it keeps getting declined.



	Scenario 3 — Missing delivery
Where's my order? It was supposed to be here three days ago.



	Scenario 4 — Escalation request
I need to talk to a real human right now.



	Scenario 5 — Open-ended inquiry
Do you sell gift cards and can I buy one for my daughter?



	Scenario 6 — Your wildcard
Invent a question you think might trip up the bot. Try to break it.




Evaluation Checklist
For each response, ask yourself:
1. Accuracy — did it answer the actual question, or dodge it?
1. Tone — would a real customer feel heard?
1. Honesty — did it admit what it couldn't do, or make something up?
1. Hand-off — did it know when to escalate to a human?
1. Safety — could this response cause any harm if sent to a real customer?

If you're taking this back to your company

Questions to ask before you buy or build
1. Where does our knowledge base live today, and is it accurate enough to feed an AI?
1. Which questions should NEVER be answered by a bot (legal, medical, safety, refunds above $X)?
1. How will we measure success — resolution rate, customer satisfaction, cost per ticket?
1. What's our plan when the bot is wrong? Who's accountable?
1. How do we tell customers they're talking to AI? (In most U.S. states, disclosure is a growing legal expectation.)
1. What enterprise data agreement do we need with the AI vendor? (Free tiers and consumer tiers typically have different privacy terms than enterprise.)

Common vendor categories
1. Turnkey chatbot platforms: Intercom Fin, Zendesk AI, Ada, Salesforce Einstein, Forethought
1. Build-your-own via API: Claude API (Anthropic), OpenAI API, Google Gemini API
1. Middle ground: Claude Projects, ChatGPT custom GPTs, Microsoft Copilot Studio

Next steps for further learning
1. Try the same exercise with YOUR company's actual FAQ or support docs (paste them in — no upload needed for small amounts)
1. Read Anthropic's prompting guide: docs.claude.com/en/docs/build-with-claude/prompt-engineering/overview
1. If your company uses Slack, ask whether there's already an AI pilot underway — there usually is

Remember
What you built today is a prototype, not a production system. The real work of deploying a chatbot is the integration (connecting to your order system, your CRM, your escalation process), the governance (who approves what the bot can say), and the measurement (how do you know it's actually helping customers). The AI part — the part you just did — is often the easiest piece.
