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Conversational AI 
Assistant
We built an AI based conversational 
assistant for Spa Ceylon that can not only 
respond to customer inquiries, but can also 
proactively suggest products to users by 
understanding their cosmetic needs and 
conditions.


Their Story - About Spa Ceylon

This brought to us two major challenges. Firstly, our conversational agent had to maintain an 
embedded knowledge base that represents information about products and their attributes 
and hierarchies. The second and most difficult challenge, was to build a conversational model 
that can remember and refer to contexts of long customer conversations, and take all of the 
previous conversational contexts into account when generating a response.

Spa Ceylon is the world’s largest Ayurveda 

wellness chain, crossing over 100 stores 

globally. Spa Ceylon wanted to transform 

their shopping experience through 

conversational commerce to connect with 

their customers worldwide, while retaining 

their personal touch. They decided to 

develop an AI Chatbot that would assist 

customers in finding the suitable product 

that match their needs.

Ayurveda, the traditional medical system from India, has delineated three 
categories of fundamental regulatory principles of the body, mind, and 
behavior. These three categories, called doshas, are named Vata, Pitta,

and Kapha. These doshas are believed to be responsible for a person's 
physiological, mental, and emotional health. 



All Spa Ceylon products were designed to help customers with the 
relevant Dosha types.

Vatta

But, contains Virgin-Coconut Oil.

A 100% natural formula for effective treatment of 
extra dry, rough & discoloured skin on the body.

A customer who has dry skin but is allergic to virgin-
coconut oil cannot be suggested with this product. 



Our conversational assistant understands such 
nuances to make sure that customers are 
recommended with products that are most suited for 
their skin type and need.

Pitta

Kappa

Experimenting with new sales 
formats always requires 
meticulous planning

Using the ecommerce solutions from 
Rootcode AI, we were able to upgrade our 
online shopping experience and it helped alot 
with boosting sales. It was a great success!

Shalin Balasuriya - Spa Ceylon CEO 

During the month of February, the Conversational Assistant started to get a lot of inquiries 
regarding "valentine discounts", but the Conversational Agent was not able to understand 
what's meant by the term "valentine discounts", this is because the model was not previously 
trained on conversations that were about the valentine discounts.



This phenomenon is called ”model drift” in machine learning and can eventually cause the 
Conversational Agent to degrade in it's ability to understand abstract user inquiries. 



To alleviate this, our team of Data Scientists and Machine Learning Engineers, designed and 
built an autonomous retraining pipeline which continuously retrains the Conversational Agent 
on novel user conversations so that the Agent can understand such new changes in user 
inquiries. The Conversational Assistant can now not only understand user inquiries it has been 
trained on but can evolve over time and update itself to understand new variations in the user 
engagements. 


Our Conversational AI Assistant can not only not 
understand the user inquiries it has been trained 
for but, can also evolve over time and update itself 
to understand new variations in the user 
engagements. 

Our Approach 

Never Stop Learning !

We analysed thousands of inquires from the Spa Ceylon customers and each inquiry was 
different in it's own way. Our Conversational AI Assistant even had to ask deeper questions, to 
know whether the customer had any skin allergies or problems to make sure that the most 
suited product is recommended to the customer. 

Hello, I used to buy the Coconut Night 
Cream, may I know if that is avaible in 
stock ? 

Hi I want to purchase the Frankincense 
Kay Lime Intensive Hand Cream 



Hi, I have excema and I want to buy a product that can 
help me with it.... I also have mild acne and dry skin

Hi, I want to purchase a good sunscreen. I also have a 
very oily T-zone 

Hi, I want to purchase a hair oil that can help 
with my hair thinning 

Hi, do you have any products with Turmeric 
for acne scars ? 

Hi, I am having trouble sleeping at night, can 
you suggest me some products to help 

How we did it

How it works 

Their Success 

Solution - The Spa Ceylon Conversational AI Assistant

Responses in a flash
Our conversational agent brought down the 
average response time to customers from 
minutes to milliseconds. This is enabled through 
our autoscalable infrastructure which allows the 
agent to understand and respond to user 
inquiries in real-time.


Intelligent Product 
Recommendations 
In addition to assisting users through their 
inquiries, our agents can go to the extent of 
proactively recommending products to users 
depending on their inquiries and interests.

Admin Dashboard 
Responses 
The human customer agents were provided 
with an interactive admin dashboard through

which they can monitor all the conversations 
with the chatbot and even manually take 
over conversations from the agents if 
necessary.


Our business analysts 
performed a complete 
analysis of Spa Ceylon's 
problems and goals within 
customer support.

Designing of the 
conversational agent's 
persona and responses to 
match Spa Ceylon's brand 
identity. 

Understanding the attributes 
and hierarchies of Spa Ceylon's 
products and embedding those 
into the chatbot's knowledge 
base.


Designing and developing a 
sophisticated deep learning 
based conversational models 
that can navigate users 
through complex 
conversational contexts.

Requirement 
Analysis


Our team of data engineers built 
a message relay infrastructure 
around the conversational agent 
which enables external users to 
interact with it through 
WhatsApp


Deployment


A continuous retraining pipeline 
was constructed, which enabled 
the conversational agent to  
autonomously learn changing 
user contexts.



Continous 
Retraining Pipeline


chats in 24hrs
50+ 

Conversation 
Design


Knowledge Schema 
Engineering


Model development 
& Integration 


Watch what the CEO of 
Spa Ceylon tells about  
digitalizing the shopping 
experience

customers reached
100+ 

chatbot response time reduced 

5 seconds

Response
Message

Entitity Detection Models NLU Interference Tracker
Intent Classification 


Models

Response AdapterGrammar Structurizer

NLU Interference Engine

Content Cache 
Mechanism

Response Synthesizer

Interference Metrics DB

Tag Discriminator Action LogicContext Response 
Analyzer

Context Congnition Engine

Message Store Database

Hi, I want to purchase a good 
sunscreen. I also have a very 
oily T-zone 

Hi! Sure, let me help you find 
the best suitable product 
which matches your needs 

Rosalinda

Hi, I want to purchase a good 
sunscreen. I also have a very 
oily T-zone 

Rosalinda

Great! Also, I’m allergic to tea-
tree oil. 

Rosalinda

Spa Ceylon Ayurveda

Escalation to human agents
In instances where user inquiries are very 
vague or unclear, the conversational AI agent 
would automatically notify and handover the 
conversation to a human customer support 
agent to answer.

Autonomous Retraining
The agent is continuously retrained using 
customer conversations , so that over time the 
agent can adopt itself to Spa Ceylon’s 
conversational context over time.

Notifications to Agents
During the month of February, the 
conversational assistant started to get a lot of 
inquiries regarding "valentine discounts", but 
the 


Admin Dashboard 
Our admin dashboard lets you the view the 
conversational analytics, manage users and 
respond to customer inquiries. Users can also 
search and filter customer queries. The admin 
dashboard also triggers notifications. 

Spa Ceylon Ayurvedha 

Here are the scrubs available 

K Hello

K Can you tell me suitable scrub for my oily skin

White Jasmin - Facial Scrub

Tumeric - Facial Scrub

Charcoal Facial Scrub

Type a message here Send

Skills CV

Notifications

Successfully created a new User 

please click here to view

2 days ago

Successfully logged in to the admin dashboard 

1hr ago

Chat fallback alert!

please click here to continue

Just now

Successfully synced with the product database

1hr ago

You have changed your password

1hr ago

Conversation Analytics 

User Management

Notifications 

Search Chat Inquiries

Respond from the Admin

Designed and Developed with  ️by 

Interested in something similar ? 

Reach out to us at hello@rootcode.ai

Challenge We Faced 

Building an AI agent with a human touch

With Spa Ceylon, we wanted to build an intelligent Conversational AI Assistant that mimics the 
customer support experience provided by a trained human  support agent.  


But unlike general chatbots,  human customer support agents not only answer common 
questions from customers, they also work on helping and guiding customers towards finding 
the ideal product they are looking for. Even more, they sometimes proactively suggest products 
that suit the customer’s needs. 



So our challenge, was to build a Conversational AI Assistant that can not only understand and 
respond to a fixed set of FAQ questions, but can also navigate users through complex 
conversational paths to suggest them the ideal products they are looking for.
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