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ABSTRACT

This article is a presentation how is the process of creating a question and answer for the
development of a chatbot model for Thai SMEs ? The purpose of this research is to review and explore the
theory discussed in the question and answer process for chatbot systems. To find out how to create a
question and answer for a chatbot system. To bring the guidelines for creating questions and answers for
the development of Thai SMEs chatbot model and Implement for further marketing benefits by conducting
a study of academic articles. The author reviews literature from various sources by analyzing and using
theoretical synthesis techniques for information organization theory. In the results from the analysis of
literature and theoretical content found that there are creating questions and answers approach for
discussions about dividing into 4 steps. 1) The question and answer collection 2) Categorizing and
prioritizing the question and answer 3) The question and answer processing 4) The question and answer
maintenance. We should also set up a space for new or less frequently asked questions or relatively low
frequency questions. Including the use of language that is easy to communicate, has a positive direction for
users. To create a interaction between users and the chatbot system and increase usability and create a
good experience for customers. As a result, they are entrusted to support business operations for business

units or organizations in the future.
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