
How Do Chatbots Work? Exploring 
AI-Powered Architecture in the Irish 
Business Landscape 

Core Definitions 
AI Chatbot (2025): An AI chatbot in 2025 is an automated conversational assistant powered by 
advanced large language models (LLMs) and natural language understanding (NLU). Unlike 
early rule-based bots that followed fixed scripts, modern AI chatbots use machine learning to 
understand nuanced input and generate human-like repliesrasa.comibm.com. They can 
interpret user intent from free-form text and craft contextually appropriate responses, often 
without requiring rigid pre-written rules. 

Rule-Based vs. AI Chatbots: Traditional rule-based chatbots operate on predefined flows or 
keyword matching and are “scripted” to respond to known queries. In contrast, LLM-powered 
chatbots understand natural language more flexibly and handle unexpected questions. As one 
source notes, an LLM chatbot “can understand the nuance of natural language” and generate 
replies based on statistical language patterns, whereas rule-based systems lack this 
depthrasa.comibm.com. In practice, rule-based bots have largely been supplanted by AI 
chatbots that learn from data (or use retrieval) rather than relying on static rules. 

Key Components: A modern AI chatbot typically comprises: a language model (e.g. GPT‑4, 
Claude, Mistral) for text generation; NLU/NLP modules to parse input; vector embeddings 
and a knowledge base for retrieval-augmented generation (RAG); a memory or context 
manager to maintain conversation state; API integrations to back-end systems (CRM, 
databases, web services); a user-facing UI or chat interface; and analytics/logging for 
metrics. Specifically, many systems use a retrieval-augmented generation (RAG) approach: 
user queries are embedded into vectors, compared against a document store, and the relevant 
content is combined with the prompt to the LLMaws.amazon.comrasa.com. Memory can be 
short-term (recent dialogue history) or long-term (user profile/preferences) to carry context 
across sessionsrasa.com. Analytics components track performance (e.g. satisfaction, resolution 
rates) for continuous improvement. 

Differentiating Chat Interfaces: In practice, live chat refers to human-to-human customer 
support via chat (i.e. a user chatting with a human agent)zendesk.com. An AI chatbot is an 
automated system answering user queries. A RAG-enabled bot is an AI chatbot that specifically 
fetches external knowledge to ground its answers (and reduce 
hallucination)aws.amazon.comrasa.com. A multi-agent system involves multiple AI “agents” 
collaborating (for example, separate agents for sales, support, analytics)ibm.com. In such 
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systems each agent may have specialized tools or data and they coordinate to handle complex 
tasks; this differs from a single-agent chatbot which handles queries in isolation. 

How Chatbots Work (Technical Overview) 
Intent Recognition: The conversation flow typically begins with intent recognition – determining 
what the user wants. Traditional bots used classifiers to map phrases to intents (e.g. “book 
appointment”, “ask hours”). Modern LLM chatbots often infer intent through the language model 
itself or hybrid pipelines: the input text is analyzed (often via NLU submodules or the LLM) to 
extract meaning and entities. These techniques interpret user inputs in context, much like 
understanding the intent to “cancel a flight” or “find nearest store”. Accurate intent parsing is 
crucial to choose the right response path or next action. 

Generating Replies with LLMs: Once intent and context are determined, the system generates 
a reply. In an LLM-based architecture, the user’s query (and any retrieved info) is crafted into a 
prompt fed to the LLM (such as GPT-4). The LLM then outputs a natural-language response. 
For example, if the intent is “product inquiry”, the system might retrieve product details, combine 
them with the user’s question in the prompt, and let the LLM draft a helpful answer. Because 
LLMs are pretrained on vast text, they can answer in fluent, human-like text. No specialized 
training per query is needed – instead, prompts are engineered to guide the LLM’s output. 

Role of Language Models: The heart of modern chatbots is the language model. These LLMs 
have up to billions of parameters and are trained on extensive text datasets. In operation, the 
LLM processes the prompt (which may include system instructions, conversation history, and 
retrieved knowledge) and predicts the next text tokens. Developers can fine-tune an LLM on 
domain-specific data to improve performance on narrow tasks, or more commonly use prompt 
engineering to coax better answers without retrainingk2view.comk2view.com. For example, a 
prompt might begin “You are a friendly support agent…” to set tone. The LLM handles language 
generation and can reason over context, far beyond static scripted bots. 

Retrieval-Augmented Generation (RAG): Since LLMs can’t store every detail, RAG enriches 
answers by fetching information from external knowledge bases. The user query is embedded 
(into a vector) and a vector database is searched for relevant documents or FAQs. Those 
excerpts are then fed to the LLM along with the query. This grounding means the LLM’s answer 
is based on actual data from the business (reducing hallucinations). As AWS describes, RAG 
“optimizes the output of an LLM by referencing an authoritative knowledge base outside its 
training data”aws.amazon.com. In practice, SMEs might use LangChain or similar frameworks 
to chain together embedding + vector store + LLM callsrasa.com. 

Vector Databases and Embeddings: Implementing RAG requires converting text or 
documents into numerical embeddings using a model (e.g. OpenAI’s text-embedding-ada-002). 
These vectors are stored in a vector database (e.g. Pinecone, Weaviate) and indexed for 
similarity search. When a user asks a question, the chatbot also embeds the question and 
queries the vector DB to find the top-matching documents. For example, a question “What is 

https://www.k2view.com/blog/prompt-engineering-vs-fine-tuning/#:~:text=Prompt%20engineering%20defined
https://www.k2view.com/blog/prompt-engineering-vs-fine-tuning/#:~:text=Fine,in%20a%20more%20focused%20way
https://aws.amazon.com/what-is/retrieval-augmented-generation/#:~:text=document%20repositories,generative%20AI%20models%20can%20understand
https://rasa.com/blog/llm-chatbot-architecture#:~:text=Retrieval%20and%20grounding%20mechanisms%20solve,phrase%20answers%20in%20natural%20language


your refund policy?” might retrieve a “refund” section from a company’s FAQ. This retrieved text 
(or a summary) is then passed to the LLM as context. This approach allows the chatbot to tap 
into up-to-date documents (e.g. product manuals, policies) without retraining the 
modelaws.amazon.comrasa.com. 

Context Windows and Memory: LLMs have a limited context window (e.g. 8K–32K tokens in 
GPT-4) which is the amount of recent conversation they can consider at once. Chatbots 
manage this by keeping a sliding window of the most recent dialogue turns, plus key facts or 
memory items. Short-term memory handles the current session (e.g. the user’s last question, 
name), while long-term memory can store user preferences or past interactions (with 
appropriate privacy safeguards)rasa.com. Effective memory use means a bot can “remember” 
that a returning user prefers email contact, or recall earlier parts of a long conversation, thus 
making replies coherent. 

Fine-Tuning vs Prompt Engineering: There are two main ways to specialize an LLM. 
Fine-tuning retrains the model on new data (e.g. company emails, product docs) so that it 
becomes expert in that domaink2view.com. This can yield high accuracy but is 
resource-intensive. Prompt engineering instead keeps the original model fixed, and crafts the 
input prompt cleverly to guide the LLM. For example, adding instructions or examples in the 
prompt can improve output without changing the model parametersk2view.com. SMEs typically 
start with prompt engineering and retrieval (which requires less overhead) and may move to 
fine-tuning only if needed. 
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Chatbot Deployment Models in Ireland 
Cloud vs Self-Hosted (GDPR): Irish businesses must consider data location. A chatbot running 
purely in the cloud (e.g. using OpenAI’s API) may send user inputs to data centers outside 
Ireland/EEA, raising GDPR issues. Many cloud vendors now offer EU-region hosting or “data 
residency” guarantees. For example, Azure OpenAI has datacenters in Europe, so data can 
stay in the EUdocs.langchain.com. Self-hosting (on-premises or private cloud) gives maximal 
control: all data (including chat logs and vector stores) remains within the company’s 
infrastructure, simplifying GDPR compliance. This is often recommended for highly sensitive 
sectors. As one author notes, Botpress (an open-source chatbot platform) is “self-hosted – 
flexible, data-secure” and thus well-suited for compliance-conscious 
deploymentschatarmin.com. In summary, cloud solutions offer convenience and scalability, 
while self-hosted solutions maximize data control (at higher complexity). 

Common Tech Stacks: Many Irish SMEs adopt popular frameworks and services. LangChain 
(and equivalents) is widely used to build RAG pipelines: it connects to LLMs, vector stores, and 
document loaders. Azure OpenAI (Microsoft’s cloud LLM service) is popular for integrating 
GPT-4 quality models with Microsoft’s compliance controlsdocs.langchain.com. Some 
companies also use local LLMs (like Mistral, Llama-2, or Bloom) on their own servers to avoid 
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third-party processing. Botpress is a leading open-source option: it integrates GPT APIs or local 
models and can run on a private serverchatarmin.com. Off-the-shelf SaaS chatbots (ManyChat, 
Tidio, etc.) are easy for SMEs to adopt quickly, whereas custom builds (using frameworks like 
Rasa, Botpress or proprietary code) allow greater tailoring to business data and workflows. 

Off-the-Shelf vs Custom: Off-the-shelf platforms let SMEs launch chatbots rapidly with minimal 
dev effort. They often come as plug-ins (e.g. WordPress or Shopify chat widgets) or SaaS 
dashboards. However, they may lack deep customization. Custom builds (or tailored 
integrations of models like ChatGPT) require more setup but can tie into specific databases 
(inventory, CRM) and enforce privacy controls. For example, an Irish retailer might use an 
out-of-the-box plugin for basic FAQs, but a law firm might engage a developer to build a 
bespoke ChatGPT interface that logs only anonymized intake data to comply with regulations. 
Many advisors suggest starting with a no-code or templated bot (to prove value) and later 
evolving to a custom solution if needed. An open-source solution like Botpress demonstrates 
this trade-off: it supports no-code-style flows but also allows full backend integration, “provid[ing] 
full control”chatarmin.com. 

Best Practices for SME Deployment: Irish SMEs should follow these guidelines: (1) Data 
Privacy by Design: Plan for GDPR from the outset – document what data you will collect, how 
it’s stored, and ensure data minimizationdataprotection.ie. (2) EU Hosting: Use cloud services 
with EU data regions or on-premise servers to keep data in Ireland/EU. (3) Incremental 
Rollout: Start with a small pilot (e.g. covering a few FAQ topics) and measure impact before 
scaling. (4) Integration: Connect the chatbot to key systems (CRM, knowledge base, booking 
systems) via APIs. (5) Fallback Options: Ensure the bot can hand over to a human agent when 
needed. (6) Monitoring: Collect analytics (usage stats, unanswered queries) and refine the 
chatbot iteratively. By following these steps, an SME can achieve a GDPR-compliant, effective 
chatbot deployment. 
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Use Cases in the Irish Business Landscape 
Irish SMEs are finding chatbots useful across many sectors. Below we highlight common use 
cases, benefits, required architecture, and outcomes: 

●​ Retail: E‑commerce sites use chatbots for product search, order status, and FAQs. A 
chatbot might integrate with the inventory database and CRM so it can check stock 
levels or retrieve past orders. Benefits include 24/7 shopping assistance and reduced 
cart abandonment. Architecturally, such bots typically combine a catalog database with 
an LLM front end for natural language queries. For example, AI Ireland notes chatbots 
“handle a range of customer service tasks” like answering FAQs and giving personalized 
recommendationsaiireland.ie. Retailers may measure outcomes in reduced support 
tickets and increased conversion rates (in some cases multichannel bots have 
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accelerated sales).​
 

●​ Tourism & Hospitality: Hotels, B&Bs and attractions use multilingual chatbots as virtual 
concierges. Use cases include answering queries about booking, rooms, local events, 
and even voice-based guidance. The bot often integrates with booking platforms or the 
property management system. For instance, a major Irish hotel chain deployed an AI 
chatbot (on web and Facebook) to answer queries about rooms and amenities; within six 
months direct bookings climbed by ~20%profiletree.com. This shows how chatbots can 
streamline the reservation process and reduce reliance on phone calls. Multilingual 
support is key: modern bots can auto-translate or operate in dozens of languages, vital 
for Ireland’s international visitors.​
 

●​ Professional Services (Legal/Accounting/Consulting): Firms use chatbots to 
automate client intake, pre-qualify leads, and schedule appointments. The bot can ask 
standard questions (e.g. type of legal issue, preferred meeting time) and capture contact 
details. Crucially, for a law firm these bots must be compliance-safe – e.g. they avoid 
retaining sensitive personal data beyond initial purpose. Technically, such a bot might 
have minimal memory (to avoid storing PII) and integrate with a CRM for lead handover. 
A well-designed intake bot saves staff time: instead of filtering unqualified inquiries by 
phone, the chatbot does the first screening 24/7. While we have no direct case study in 
Ireland, a typical result would be a substantial drop in manual workload – one 
consultancy notes clinics saw a 30% reduction in admin tasks and 15–25% higher 
satisfaction after bot deploymentagenthub.ie.​
 

●​ Healthcare: Clinics and practices are piloting chatbots for appointment booking, 
prescription refill requests, and patient FAQs. The bot can connect to scheduling 
software and (with caution) ask triage questions. For example, a WhatsApp-based 
medical bot can let patients book or cancel appointments without phone staff. Patient 
privacy is paramount: messages may be anonymized and no medical advice is given 
without clinician oversight. Outcomes include fewer call center volumes and more timely 
patient engagement.​
 

●​ Local Councils/Public Sector: Governments and councils use chatbots on websites 
(“Ask a chatbot”) to answer citizen queries about services (garbage collection days, 
planning applications, licensing, etc.). Dublin’s new Gen-AI Lab is exploring such uses in 
local governmentsmartdublin.ie. A council chatbot might integrate with open data (bin 
collection schedules) and municipal knowledge bases. Benefits include faster responses 
to common queries and offloading 311/helpline staff. Since public bodies face strict 
GDPR and accessibility standards, these deployments usually use on-premises or 
contracted EU-hosted platforms and are designed “ethically and 
responsibly”smartdublin.ie.​
 

●​ Education: Schools and colleges deploy chatbots to help students and parents. Use 
cases include answering questions about admissions, campus facilities, or course FAQs. 

https://profiletree.com/ai-in-irish-tourism-unstoppable-ways-smart-tech/#:~:text=A%20prime%20example%3A%20A%20well,calls%20or%20%2034%20pages
https://www.agenthub.ie/blogs/ai-automation-irish-medical-practices.html#:~:text=,Irish%20early%20adopters%20are
https://smartdublin.ie/irelands-first-gen-ai-lab-for-local-government-established/#:~:text=,Dublin
https://smartdublin.ie/irelands-first-gen-ai-lab-for-local-government-established/#:~:text=,Dublin


An education bot may integrate with the student information system to check enrollment 
status, or with calendars for exam dates. This frees administrative staff from routine 
queries. Outcomes include improved student support (24/7 access) and time savings in 
the registrar’s office.​
 

●​ Construction & Trades: Suppliers and contractors use chatbots to handle quotes and 
support inquiries. For a building materials supplier, a chatbot could answer stock 
availability or pricing questions and triage urgent requests to human sales reps. 
Integration with inventory ERP systems is key. Results might include faster quote 
response and fewer missed leads.​
 

●​ Finance: Banks, insurers and finance SMEs use bots for customer FAQs (account 
questions, loan info) and internal help desks. For external use, bots connect to CRM and 
product systems but must also incorporate strict security (e.g. no logging of account 
numbers). A “virtual agent” can answer up to 80% of routine client queries (much higher 
outside office hours)profiletree.com, letting staff handle complex cases.​
 

●​ Property/Real Estate: Agents use chatbots on listings sites to answer property 
questions, schedule viewings, and collect buyer preferences. The bot integrates with the 
property database and calendar. This increases lead capture (chatbots can prompt for 
contact info) and filters out uninterested inquiries, improving sales efficiency.​
 

●​ Logistics & Transport: Companies in shipping or delivery use chatbots to track 
shipments and answer service questions. Integration with tracking systems or driver 
databases allows a chatbot to give real-time location info to customers. This can 
massively reduce customer support calls.​
 

In all these sectors, measurable outcomes often include reduced call/email volume, faster 
response times, and higher customer satisfaction. Studies show AI chatbots can reduce 
response times by up to 86% while maintaining or improving satisfactionhelpshift.com, and 
automate a large share of routine inquiries (roughly 60–80% in practiceprofiletree.com), freeing 
staff to focus on high-value tasks. 

Costs, Complexity & Deployment Timelines 
Typical Costs (Ireland): According to recent Irish guides, a basic chatbot subscription can start 
from around €30–€50 per month, while more advanced plans (with high usage or many 
channels) run €200–€300+/monthprofiletree.com. If an SME hires local developers or 
consultants, setup or customization can add a few hundred to a few thousand euros (depending 
on complexity)profiletree.com. Open-source solutions like Botpress carry no license fee, but 
require hosting infrastructure. Overall, a simple plug-and-play bot might cost under €500 upfront 
plus the subscription, whereas a fully bespoke enterprise-grade chatbot could cost €5–10k or 
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more in initial development. Maintenance costs include ongoing subscription fees and 
occasional developer time to update the bot’s knowledge or integrations. 

Influencing Factors: Costs and timeline vary by features. Key factors include: 

●​ Integrations: Linking to a CRM, ERP, or booking system increases complexity.​
 

●​ Data Preparation: Building a good knowledge base (documents, FAQs) takes time.​
 

●​ Security/Compliance: GDPR-minded setups (e.g. self-hosting, encryption) add setup 
effort.​
 

●​ Customisation: Designing personality, multi-language support, or voice adds work.​
 

●​ Scale: Handling many channels (web chat, WhatsApp, Messenger) requires more 
integrations.​
 

Time to Launch: An off-the-shelf SaaS chatbot (e.g. a website widget) can often be launched in 
a few days or weeks: SMEs may activate a prebuilt solution and input their FAQs within a week. 
More complex projects (with custom integrations, RAG pipelines, multi-language modules) can 
take 2–3 months or longer. For example, deploying a multilingual GPT-based hotel concierge 
might require weeks of data preparation and testing. In contrast, one profile notes that even a 
five-person shop “in Galway can handle constant queries at midnight” quickly once the bot is set 
upprofiletree.com. 

Maintenance: Ongoing effort is relatively modest. Common tasks include updating any changed 
business info (product lines, policies) and retraining or reloading the knowledge base. Cloud 
chatbots automatically update under the hood, but even those need human oversight to correct 
any frequent misunderstandings. Monthly subscription often includes hosting/updates; bespoke 
bots will need server maintenance. Overall, maintenance costs are small compared to staffing, 
and many SMEs find the ROI (saved agent hours) very positive. 

GDPR, Privacy & Security 
GDPR Compliance: Irish and EU data protection laws heavily influence chatbot design. If a 
chatbot processes personal data (names, contact info, sensitive queries), the organization is a 
data controller and must ensure compliancedataprotection.ie. This includes having a lawful 
basis for processing (often consent or contract), informing users, and enabling rights like 
access/deletion. Regulators emphasize “privacy by design” – meaning chatbots should collect 
only necessary data and incorporate safeguards from day oneagentiveaiq.com. For instance, AI 
chatbots with long-term memory pose a risk of unintentionally storing personal details; these 
systems should either avoid storing PII at all or encrypt it and enforce retention 
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policiesdataprotection.ie. In practice, an Irish SME might ensure the bot never logs full personal 
identifiers or uses filters to strip sensitive info from its memory. 

Data Flow & Controllers: It’s critical to know where data goes. If using a third-party AI 
(OpenAI, Google, etc.), the provider may be a processor or joint controller. Irish guidance urges 
firms to understand if personal data sent to an AI service is retained, reused for model training, 
or stored outside EUdataprotection.ie. Ideally, the chatbot provider will have GDPR-compliant 
handling (data deletion on request, EU data residency). For sensitive sectors (healthcare, legal), 
many choose self-hosting or an EU-based AI provider to avoid transferring data abroad. 

Vector Stores and Memory: A key security concern is the vector database used in RAG. If that 
store contains PII or company secrets, it must be secured (encrypted at rest and in transit) and 
access-controlled. Some solutions support encrypted vector DBs or allow in-memory 
(ephemeral) embeddings. Likewise, any chatbot “memory” (user profiles, past chat logs) should 
be secured. Organizations should implement retention schedules for logs (avoid indefinite 
storage) to meet GDPR’s storage limitation principledataprotection.ie. 

Cloud vs Local Models: Using cloud LLMs (OpenAI API, Azure AI) means data leaves the 
company’s systems. This is permitted under GDPR if controls are in place, but some SMEs 
prefer on-premise or on-device models for full control. For example, running a Llama/Mistral 
model on a local server avoids data transfer but requires significant hardware and expertise. 
Azure OpenAI offers a compromise: it provides GPT-level models but with Microsoft’s 
enterprise-grade compliance and choice of EU data centresdocs.langchain.com. In short, for 
public-sector or sensitive use cases, EU-based or private deployment is safer. 

Privacy by Design: Chatbots should limit data collection (e.g. avoid asking for unnecessary 
PII). If analytics are enabled, ensure anonymization (strip names from transcripts). Where 
possible, use opt-in consent notices (“This chat is logged for quality…”). ThinkAI and industry 
guidance emphasize treating compliance as a technical requirement, not a 
checkboxagentiveaiq.com. In summary, while chatbots introduce new data flows, with proper 
design (encryption, minimal data, clear policies) they can operate within GDPR. 

Common Misconceptions & Mistakes 
●​ “Chatbots are basic.” This is outdated. Today’s chatbots (especially those using 

GPT-style LLMs) are highly sophisticated. They can handle complex, open-ended 
queries and even creative tasks. Unlike simple keyword bots of the past, modern bots 
“understand the nuance of natural language”rasa.com and can generate fluid, 
context-aware answers. Assuming chatbots are mere FAQ machines underestimates 
their AI capabilities.​
 

●​ “I need lots of training data.” Not necessarily. If you use an existing LLM (e.g. 
ChatGPT or Claude), it already “knows” general language. You typically fine-tune or 
retrain only for very specific domains. For most SME chatbots, no custom training is 
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needed – instead you provide a knowledge base of documents for RAG, or rely on 
prompt engineeringk2view.com. In other words, rather than collecting a huge labeled 
dataset, focus on organizing your existing FAQs, manuals or policies so the chatbot can 
fetch them.​
 

●​ “Only large firms can afford them.” False. Chatbot technology has democratized. 
Open-source frameworks (Rasa, Botpress) and affordable SaaS mean even small 
businesses can deploy AI chatbots. As one Irish expert notes, “tools like ChatGPT or 
small automation scripts can free staff” in SMEs with limited budgetsprofiletree.com. 
Startup costs can be just the price of a plugin or small monthly fee. Moreover, Irish 
government grants often support digital adoption for SMEs, lowering financial barriers.​
 

●​ “Chatbots aren’t GDPR compliant.” Actually, they can be if built right. The key is 
design. For instance, an AI chatbot need not store user names or health details to 
function – it can answer many queries in real time without retaining personal data. Many 
chatbot vendors now offer EU-compliant hosting (full data encryption, access 
control)chatarmin.com. By defaulting to minimal data retention and obtaining user 
consent where necessary, chatbots can meet GDPR standardsdataprotection.ie. In 
short, GDPR compliance is a matter of configuration and policy, not an inherent limitation 
of the technology.​
 

●​ “They’ll replace jobs.” Chatbots are best seen as augmentation, not replacement. 
They handle repetitive, routine queries, freeing human staff to focus on higher-value 
work. Experts emphasize that “AI is not about replacing humans but empowering 
them”peopleforce.io. Studies consistently find that combining AI with human oversight 
yields better outcomes than either alone. In practice, chatbots often work alongside 
agents (automating FAQs, then seamlessly handing off to a human when needed), 
boosting overall productivity.​
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Case Study Scenarios 
1.​ Mayo Hotel (Hospitality) – Problem: A family-run hotel in County Mayo was 

overwhelmed with multilingual inquiries about room availability, local tours, and check-in 
instructions. Solution: They implemented a GPT-based chatbot on their website and 
Facebook page. The bot used RAG to pull from the hotel’s booking system and local 
attractions database, and supported English, Irish and German prompts. Technically, it 
combined a GPT-4 model (via an EU cloud API) with a vector store of hotel policies and 
tour info. A live chat fallback was configured for complex queries. Time & Cost: The 
project took ~2 months (content preparation and integration) at a cost of about €4,000 
(development + third-party services). Results: Within six months, the hotel saw a 20% 
increase in direct bookings via the siteprofiletree.com, as guests could book rooms 

https://www.k2view.com/blog/prompt-engineering-vs-fine-tuning/#:~:text=Prompt%20engineering%20defined
https://profiletree.com/how-irish-smes-can-leverage-ai-tools-grants-productivity-and-next-steps/#:~:text=%E2%80%9CAI%20can%20be%20a%20godsend,Ciaran%20Connolly%2C%20Director%20of%20ProfileTree
https://chatarmin.com/en/blog/chatbot-api-businesses#:~:text=%2A%20Encrypted%20transmission%2C%20role,in%20the%20most%20sensitive%20industries
https://peopleforce.io/blog/myths-and-truths-about-the-8-popular-it-and-tech-roles#:~:text=,Product%20Officer%20for%20SAP%20SuccessFactors
https://profiletree.com/ai-in-irish-tourism-unstoppable-ways-smart-tech/#:~:text=A%20prime%20example%3A%20A%20well,calls%20or%20%2034%20pages


immediately through chat. Staff workload on phone/email inquiries dropped by over 50%. 
The multilingual support also led to positive reviews from international visitors.​
 

2.​ Dublin Law Firm (Professional Services) – Problem: A mid-sized Dublin law firm 
received dozens of intake calls daily and needed to streamline the process without 
compromising client confidentiality. Solution: They deployed an AI intake assistant on 
their website. The chatbot asked prospects about case type, basic details, and contact 
info, then routed qualified leads to the legal team. Crucially, it was built with GDPR 
compliance: it anonymized sensitive answers (e.g. blocking identity details) and used 
only the information needed to categorize the inquiry. Under the hood, the architecture 
was a GDPR-safe chatbot (Azure-hosted GPT-3.5) integrated with the firm’s CRM. Time 
& Cost: A smaller pilot version launched in 6 weeks (proof of concept), with full rollout in 
3 months, costing ~€6,000 in total. Results: The chatbot automated initial triage 24/7, 
halving the time lawyers spent on screening calls. Office reception saw a 35% drop in 
routine queries, and early data suggest client satisfaction improved due to instant 
responses after hours.​
 

3.​ Cork Construction Supplier (Industrial) – Problem: A Cork-based supplier of plumbing 
and electrical goods got flooded with order status and product availability questions. 
Solution: They introduced a chatbot that integrated with their inventory management 
system. Customers could ask about item stock or delivery times; the bot fetched 
real-time stock data via an API and answered naturally (“Yes, we have 10 in stock” or 
“Arriving tomorrow”). It also captured lead details for quotations. The solution used an 
open-source stack (Botpress running on-premises) with a plug-in for the inventory 
database. Time & Cost: Implementation took ~8 weeks and cost ~€5,000 (mainly 
development and a new server). Results: Routine queries (like “Do you have X in 
stock?”) were resolved instantly, reducing call/email traffic by 60%. Sales reps reported 
they could focus on upselling rather than repeating simple info. The supplier also tracked 
popular requests from the chat logs to optimize inventory planning.​
 

Note: The above scenarios are illustrative, combining insights from industry reports and Irish 
use cases. Wherever available, results are based on documented outcomes (e.g. the hotel 
exampleprofiletree.com). 

Buyer Guidance for Irish SMEs 
Key Features: When evaluating chatbots, SMEs should look for strong intent detection 
(accuracy in understanding diverse queries) and robust integration capabilities. Check that the 
bot can connect to your existing systems (CRM, booking software, CMS, etc.) via APIs or 
no-code connectors. For example, modern chatbot platforms often provide RESTful APIs or 
Zapier integrations to link with tools like Salesforce, Zoho, or Shopifychatarmin.com. Multilingual 
support is crucial for businesses serving diverse customers; industry analyses note that global 
usage of non-English languages in chatbots is risinghelpshift.comhelpshift.com. Also ensure the 
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chatbot provides analytics dashboards: you want to see metrics like conversation volumes, 
deflection rates, and user satisfaction. Compliance features (data encryption, admin controls) 
should not be overlooked, especially for GDPR. 

Vendor Checklist: A good vendor will disclose where data is stored (EU vs US), offer clear 
documentation on privacy compliance, and allow you to extract your data to avoid lock-in. Prefer 
platforms with open APIs or open-source code (e.g. Botpresschatarmin.com) which let you 
migrate to another system if needed. Consider support and community: does the vendor have 
local or EU-based customer service? For security, check that the chatbot supports TLS 
encryption, role-based access, and audit logs (these are common in enterprise 
offeringschatarmin.com). It’s also wise to verify if the platform has options for on-premise 
deployment or private cloud, which can be a legal requirement for some sectors. 

Avoiding Lock-In: To prevent vendor lock-in, use standard technologies. For RAG, prefer 
open-source vector DBs or those with exportable data. If using a SaaS model, ensure you can 
download all chat transcripts and training data. Avoid proprietary bot-building environments that 
tie your flows to one provider without export. Open-source frameworks (Rasa, Botpress) and 
standard formats (like Markdown or JSON for knowledge bases) give flexibility to move later. 

Low/No-Code Options: Many SMEs benefit from drag-and-drop chatbot builders. Tools like 
Tars, Landbot or ManyChat allow non-technical users to create simple chat flows. As one guide 
notes, such no-code platforms can handle “90% of standard processes” with 
templateschatarmin.com. These builders often integrate easily with Facebook, WhatsApp or 
websites and require no AI expertise. They may not match GPT-level sophistication out of the 
box, but they are fast to deploy and very cost-effective for basic use cases. 

Choosing Between GPT, Claude, Mistral, etc.: When selecting the underlying LLM, consider 
trade-offs. OpenAI’s GPT models generally offer very high language quality but involve cloud 
usage fees and send data outside the firm’s control. Anthropic’s Claude and Mistral AI models 
are alternatives (Anthropic touts a strong safety focus; Mistral is an efficient open model) – 
some offer EU deployments. Hugging Face hosts many open models (Llama-2, Falcon, etc.) 
that you could run locally. For most Irish SMEs, the simplest route is to use a managed service: 
e.g. Azure OpenAI gives you GPT with data protection in EU. However, if data sensitivity or cost 
is paramount, exploring an open-source LLM on local hardware (with a framework like Hugging 
Face’s transformers) can eliminate per-call charges and privacy concerns. In practice, many 
businesses use a hybrid: a high-quality cloud LLM for customer-facing chat, and a smaller local 
model for internal or privacy-sensitive tasks. In all cases, evaluate model output for your domain 
(not all LLMs perform equally on technical or local topics). 

FAQs 
●​ How do AI chatbots work? Modern chatbots use artificial intelligence (LLMs) to 

interpret user text and generate answers. The user’s message is parsed for intent and 
relevant content. The system may retrieve information from its knowledge base (RAG), 
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then feeds all this into an LLM (like GPT-4), which produces a human-like 
responseaws.amazon.comrasa.com. This happens in real time, often within a few 
seconds. Unlike rule-based bots, AI chatbots do not rely solely on fixed scripts and can 
handle varied language inputs by “understanding” context.​
 

●​ Are chatbots GDPR compliant? Chatbots can be GDPR-compliant if designed 
accordingly. Key requirements are data minimization and transparency. For example, the 
bot should only collect data it needs (no excess personal details), explain that 
interactions may be logged, and allow data deletion upon request. Using EU-hosted 
services or on-premise models helps keep data in jurisdiction. Regulators stress “privacy 
by design” for AI toolsagentiveaiq.comdataprotection.ie. In Ireland, one should ensure 
any third-party AI provider has adequate safeguards. In practice, many chatbot solutions 
offer consent management and data encryption to satisfy GDPR standards.​
 

●​ What are the best chatbot platforms in Ireland? There is no single “best” platform, but 
Irish businesses commonly use a mix: for ease, off-the-shelf bots like Tidio or ManyChat 
(for messaging apps) or Google Dialogflow/Copilot (for web chat) are popular. 
Open-source frameworks like Rasa or Botpress are used by firms needing deep 
customization. Many organizations now integrate global services (e.g. Azure OpenAI for 
GPT) into their chat solution. Local digital agencies also offer tailored chatbot solutions. 
According to SME guides, both no-code builders (e.g. Tars, ManyChat) and advanced 
GPT-enabled tools (Dialogflow CX, Botpress with GPT integration) are 
recommendedprofiletree.com. The choice depends on your budget, technical skill, and 
compliance needs.​
 

●​ Do I need training data for my chatbot? Not in the traditional sense. If you use a 
pretrained LLM, it already contains a vast knowledge base. You do not have to train it 
from scratch. Instead, you provide domain-specific information in other ways: by 
uploading documents to a RAG pipeline, or by fine-tuning the model on a small dataset if 
needed. Many SME chatbots simply use prompt engineering (carefully phrased inputs) 
and RAG to tailor answers without any new training. Only highly specialized use cases 
(e.g. a chatbot giving medical diagnoses) might require fine-tuning on a labeled dataset.​
 

●​ Can chatbots connect to my CRM or systems? Yes. Most modern chatbots are 
designed to integrate with business systems. They use APIs, webhooks or built-in 
connectors to fetch or push data. For example, when a user makes a purchase through 
chat, the bot can call your e-commerce platform or CRM via API to create an order or 
record a lead. Tools like Zapier or Microsoft Power Automate are often used to link 
chatbots to platforms like Salesforce, Dynamics 365, or any RESTful 
servicechatarmin.com. When selecting a chatbot solution, check that it supports the 
specific integrations you need (e.g. Slack, Shopify, etc.).​
 

●​ What’s the cost for SMEs? Costs vary by scope. Basic chatbots (text-only, few intents) 
can be implemented for a few hundred euros using DIY tools. According to Irish 
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estimates, monthly SaaS plans can start at around €30–€50, rising to €200–€300+ for 
more advanced usage (high volume or many languages)profiletree.com. One-off 
development or setup fees (for custom integration) might be €500–€5,000 depending on 
complexity. Don’t forget ongoing maintenance – either a subscription or minor IT upkeep. 
Despite these costs, the ROI is often favourable: a chatbot handling 60–80% of routine 
queries can quickly pay for itself in staff-hours savedprofiletree.com.​
 

●​ How fast can they be deployed? For a simple setup (e.g. an out-of-the-box chatbot on 
a website), deployment can take anywhere from a few days to a couple of weeks. 
More complex projects (multi-language, CRM integration, custom UI) might take 1–3 
months. It depends on readiness of content (do you have FAQs and data prepared?) 
and technical requirements. SMEs often do a phased rollout: start small and expand. In 
any case, chatbots can be live far more quickly than traditional IT projects.​
 

●​ What’s the difference between a chatbot and live chat? Live chat is a platform for 
human agents to talk with customers in real time. An AI chatbot is the automated agent. 
In practice, many businesses use both: the chatbot handles basic queries instantly, and 
if it detects a complex issue or lack of confidence, it hands off the conversation to a 
human operator. This hybrid approach combines instant 24/7 service (by the bot) with 
the empathy and judgement of humans for tricky cases.​
 

●​ Can a chatbot handle multiple languages? Yes. Many AI chatbots now support 
multiple languages natively. For instance, GPT-based bots can understand and reply in 
dozens of languages without retraining. Some platforms even auto-detect language or 
translate on the fly. Industry data notes that only ~25% of internet users speak English 
nativelyhelpshift.com, so multilingual support is important. When launching in Ireland, 
consider both English and Irish (Gaelic) if your audience requires it; many tools now 
have Irish language support. Multilingual capability can often be enabled by simply 
toggling on language packs in the chatbot platform.​
 

●​ Can chatbots replace customer support staff? Not entirely – they supplement human 
teams. Chatbots excel at repetitive, predictable tasks (common FAQs, basic 
transactions). They work around the clock and reduce waiting time. However, they lack 
true empathy and nuanced judgement. The typical ROI scenario is that chatbots handle 
most routine queries (often quoted as 60–80% of inquiriesprofiletree.com), freeing staff 
to focus on complex or sensitive issues. This leads to a blended model: customers get 
instant answers 24/7, and can always escalate to a human. In most cases, chatbots 
improve overall service rather than eliminate jobs, as noted by expertspeopleforce.io.​
 

●​ How secure are chatbots? Security depends on implementation. Reputable chatbot 
platforms use strong encryption (TLS) for data in transit and often at restchatarmin.com. 
Access control is important: only authorized staff should manage or view chat logs. 
Using EU-based hosting or private servers adds security and GDPR peace of mind. On 
the application side, chatbots can be configured not to process or remember sensitive 
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data (e.g. credit card info) and can be placed behind authentication for internal use. 
Always choose providers that adhere to industry security standards (ISO 27001, etc.) 
and do a security review especially if connecting to critical systems.​
 

●​ What maintenance is required? Ongoing maintenance is generally low. Regular tasks 
include updating the knowledge base (adding new FAQs or products) and monitoring 
logs for any recurring misunderstood questions. If the bot uses a cloud service, backend 
updates are handled by the vendor. For self-hosted setups, occasional software updates 
and server maintenance are needed. Analytics dashboards help identify when the bot’s 
performance drifts, prompting retraining or prompt tweaks. In practice, many SMEs 
allocate perhaps a few hours per month to check and tune their chatbot, which is minor 
compared to the human-hours it saves.​
 

●​ What metrics should I track for my chatbot? Key performance indicators include 
deflection rate (how many queries were handled by the bot without human aid), 
resolution accuracy (percentage of correct or helpful responses), and user satisfaction 
score (often collected via quick star ratings). Also track usage (number of sessions, peak 
times), and abandoned queries (when users leave without resolution). For businesses, 
measuring impact on business goals is vital: e.g. reduction in support tickets, increase in 
lead capture forms submitted, or revenue lift from bot-recommended products. Modern 
analytics dashboards can show these metrics, and many advise reviewing them weekly 
during rollout.​
 

●​ Can chatbots connect to WhatsApp or social media? Yes – omnichannel integration 
is standard. Chatbot APIs or platforms often include adapters for Facebook Messenger, 
WhatsApp, Slack, SMS, and more. For example, many Irish SMEs use WhatsApp 
chatbots for customer service. The vendor comparison above shows multichannel 
support (Messenger, WhatsApp, SMS) is commonchatarmin.com. Connectivity usually 
requires approval from the platform (WhatsApp Business API, etc.), but once set up, you 
can engage customers on their preferred channel with the same bot logic.​
 

●​ What does it take to get started? For Irish SMEs, the first step is defining the problem: 
what repetitive queries do you want to automate? Gather existing FAQs or customer 
scripts. Then choose a solution path: a quick test using a no-code widget on your 
website, or engage a consultant for a pilot. It’s wise to start small (e.g. cover 10–20 
common questions) to prove value. As Ciaran Connolly of ProfileTree puts it, even a 
small shop “can handle constant queries at midnight without staff overhead” once the bot 
is in placeprofiletree.com. Finally, ensure you have resources for initial setup and brief 
training for any staff who will oversee the bot. Within weeks you can be live, and soon 
start measuring time and cost savings.​
 

Conclusion 
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By 2025, AI chatbots have evolved into sophisticated digital assistants that combine large 
language models, intelligent context management, and data-driven retrieval to support 
businesses. They differ vastly from early rule-based systems: today’s chatbots can converse in 
natural language, draw on external knowledge bases (RAG), maintain session memory, and 
even operate across languages and channels. For Irish SMEs, these tools are no longer 
futuristic luxuries – they offer practical gains in efficiency and customer service. As surveys 
show, many Irish businesses are already using AI and expect significant admin time 
savingsaistrategy.ie. 

The Irish business landscape – from retail stores to local councils – is embracing chatbots 
because they deliver 24/7 support and automate routine tasks at low incremental cost. With 
smart deployment (privacy by design, the right tech stack, and realistic goals), SMEs can launch 
chatbots quickly and compliantly. Emerging models like Azure OpenAI and local LLMs give 
flexible options for GDPR-sensitive data handling, while low-code platforms enable even 
non-tech users to create botsprofiletree.com. 

ThinkAI.ie can guide Irish companies on this journey. We help assess business needs, 
recommend technologies, and ensure AI tools align with Irish data protection laws. Whether 
you’re just exploring chatbots or looking to optimize an existing bot, our expertise can point you 
to the best path forward. 

Next Steps: If you’re an Irish SME curious about chatbots, start with a pilot chatbot that 
answers a few common questions on your site or social media. Track the impact (queries 
handled, time saved, lead generation) to build the business case. Visit ThinkAI.ie for more 
in-depth guides on AI adoption and to discover Ireland-specific case studies and grants. The 
future of customer service and operations is conversational AI – let’s explore it together. 
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