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Introduction

Oracle NetSuite is a powerful cloud ERP, but its depth and flexibility can make it complex for users to
navigate. Routine tasks often require clicking through multiple screens or mastering custom fields and
scripts (Source: houseblend.io). Al-powered chatbots offer a solution: a natural language interface that
lets users interact with NetSuite by simply asking questions or giving commands. Instead of wrestling
with menus, an employee could ask, “What’s the inventory for Item ABC?” or “Create a sales order for 50
units of XYZ”, and the chatbot will handle the query or transaction via NetSuite's APIls. Such
conversational assistants can streamline workflows, improve user experience, and reduce training time,
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effectively augmenting or even replacing parts of the traditional ERP Ul. This report explores all available
chatbot solutions for NetSuite — from Oracle's own digital assistant to third-party platforms - and
examines their use cases, technical integration, features, costs, and the future of Al chatbots in ERP
environments.

Native NetSuite Chatbot Capabilities

NetSuite itself has introduced some built-in Al assistant features in recent releases (albeit focused on
specific tasks rather than a general chatbot). Notably, the NetSuite Virtual Support Assistant is an in-
application chatbot that helps users find help and documentation. It can answer questions by searching
NetSuite's knowledge base (SuiteAnswers) and provide links to relevant articles. For example, a user can
click a “Chat" button inside NetSuite and ask, “How do | create a saved search?” — the Virtual Assistant

will retrieve the relevant help article or instructions. This assistant is context-aware (knows which
NetSuite page or module you're in) and persists conversation history during your session (Source:
docs.oracle.com). Essentially, it's a built-in chatbot aimed at user support and training, helping to

reduce "how do ... questions and support tickets by delivering instant answers within the NetSuite Ul.

Another native Al feature is NetSuite's new Analytics Assistant (introduced in NetSuite 2025.1). This
allows users to ask analytical questions in natural language and receive answers or charts from the
NetSuite Analytics Warehouse. For example, a financial analyst could type “Show me revenue by product
line for last quarter” and get an auto-generated chart. While this is limited to analytics, it demonstrates
Oracle's direction of embedding conversational interfaces into the NetSuite ecosystem. In general,
Oracle's strategy with NetSuite has been to incorporate Al in targeted ways (like guided data entry,
analytics, or support bots) rather than release a broad “Alexa for NetSuite” out of the box. Still, these
native assistants hint at a future where users might have a NetSuite "helpful assistant” available on every

screen.

Oracle Digital Assistant (ODA) for NetSuite

Oracle Digital Assistant (ODA) is Oracle's enterprise chatbot platform, and while not NetSuite-specific,
it can be leveraged to build chatbots that work with NetSuite. ODA provides a complete Al-powered
framework to create conversational experiences via text or voice across multiple channels. It comes with
advanced natural language understanding (NLU) and a dialog engine, and it allows developers to
assemble digital assistants from modular conversational “skills”. Oracle offers prebuilt skills and
templates for its Fusion Cloud Apps (for example, a skill to submit expense reports or query HR
information in Oracle Cloud ERP). While there isn't a prebuilt NetSuite skill, ODA can connect to NetSuite

through REST APIs or web services like any external system. Developers can create custom skills that call
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NetSuite's REST or SOAP APIs, or even trigger SuiteScripts, to fulfill user intents. In practice, this means
an Oracle Digital Assistant chatbot could be taught to retrieve NetSuite data or perform transactions
by invoking NetSuite's APl endpoints securely.

One advantage of ODA is its multi-channel deployment and enterprise features. An ODA chatbot can be
embedded on a web portal, in a mobile app, or integrated with messaging platforms (Oracle provides an
embeddable web chat widget as well as connectors for SMS, popular messengers, and voice interfaces).
For instance, you could embed an ODA chat bubble inside NetSuite's dashboard for a “virtual assistant”
experience, or have users interact with NetSuite via ODA on Microsoft Teams or Slack. Oracle also
highlights voice integration — ODA bots can be accessed through voice channels or smart speakers,
enabling hands-free ERP interactions (e.g. speaking a command to retrieve or update NetSuite data).
These capabilities align with the idea that employees should be able to work how and where they want,
using conversational Al interfaces.

In terms of features, ODA offers robust NLU (with support for multiple languages and even a new SQL
Dialogue to convert natural language to database queries), context management, entity extraction, and
dialogs, plus enterprise security and analytics for chatbot usage. It also provides an orchestration layer to
handle multiple skills and route user requests appropriately. For a NetSuite implementation, one could
create custom skills like “NetSuite Customer Inquiry” or “NetSuite Order Management” to handle specific
tasks. Oracle's platform handles the Al parsing and then you implement the integration logic (e.g. call
NetSuite's RESTlet) for each intent.

Pricing: Oracle Digital Assistant is available as part of Oracle Cloud Infrastructure services. Its pricing is
primarily usage-based - for example, Oracle lists a cost “per request” (an interaction or API call) under
the Oracle Universal Credit model. As of recent public info, it's on the order of a few cents per request
(around $0.02 per conversation turn as a rough benchmark). Oracle also has subscription options for
SaaS customers (pricing by number of users or employees for certain pre-integrated scenarios). In an
enterprise context, ODA is typically licensed based on consumption or an add-on for Oracle Saa$S suites.
This usage-based model can be cost-effective because you pay only for actual bot interactions, but
costs should be estimated based on expected chat volume. For example, Oracle's reference pricing is
about $0.0025 per request with a minimum throughput (so ~10,000 requests might cost on the order of
$50) — but organizations can also negotiate enterprise licenses. Overall, ODA provides enterprise-grade
chat capabilities with Oracle’s security and scalability, making it a strong option if you want a first-party
Oracle solution that can extend to NetSuite (with custom development). Indeed, some companies have
achieved significant ROl with ODA in customer service scenarios (for instance, ECHO reduced live
support load with a 70% call deflection rate using an ODA chatbot, yielding a 400% ROI).
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Third-Party Chatbot Solutions for NetSuite Integration

Beyond Oracle's own platform, there are numerous third-party chatbot vendors that can integrate with
NetSuite. These range from enterprise Al bot frameworks to customer service chat platforms. Here we
highlight a few prominent examples:

Kore.ai

Kore.ai is a leading enterprise conversational Al platform known for its rich features and on-prem/cloud
flexibility. It provides a no-code/low-code bot builder with advanced NLU and dialog management,
suitable for building complex multi-step workflows. Notably for NetSuite users, Kore.ai offers prebuilt
integrations (adapters) for major enterprise systems including Oracle and SAP. In other words,
Kore.ai's platform can natively connect to many backend applications — likely via APIs or connectors -
which could accelerate NetSuite integration. (Kore.ai's site mentions "hundreds of prebuilt enterprise
integrations” and shows Oracle among supported apps.) Using Kore.ai, an organization could design a
chatbot that interacts with NetSuite data by invoking NetSuite’'s REST API or via a middleware — Kore's
platform handles the conversation flow, intent recognition, and can orchestrate calling NetSuite's
endpoints.

Kore.ai is enterprise-focused, emphasizing governance, security, and scalability. It supports multi-
channel deployment (web, mobile, MS Teams, WhatsApp, voice assistants, etc.) and even “"multi-bot”
orchestration (where one digital assistant coordinates multiple specialized bots). It also has capabilities
for contextual Al, sentiment analysis, and IVR/voice. For instance, a Kore.ai bot could allow a manager to
approve purchase orders through Microsoft Teams, or let a sales rep query NetSuite CRM info via a voice

assistant. The platform’s strengths include a visual dialog builder (for those who prefer a Ul to design
conversations) combined with the ability to script or code for custom logic, plus analytics dashboards to
monitor usage. Integration with NetSuite will typically involve using Kore.ai's integration framework:
either leveraging an out-of-the-box connector if one exists, or calling NetSuite's REST/SOAP web
services through a custom connector. Given Kore.ai's focus on ERP integrations, it likely has or enables
connectors for NetSuite's APIs (for example, via RESTlet or SuiteTalk calls). In one comparison, Kore.ai
was noted for providing “prebuilt adapters for SAP, Oracle, Workday” — a testament to its focus on
enterprise systems.

Use cases: Kore.ai can be used for both internal chatbots (employee-facing bots for HR, IT, finance
tasks) and external bots (customer-facing support or sales bots). Its strength in handling structured
workflows makes it apt for ERP scenarios — e.g., a Kore.ai bot could handle an onboarding workflow in HR,
or guide an employee through creating a NetSuite purchase requisition by asking a series of questions.
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Pricing: Kore.ai typically offers tiered plans (often a Standard vs. Enterprise licensing model). The
exact pricing is usually custom-quoted, but generally there might be a base platform fee and then usage
or user-based charges. Some sources indicate Kore.ai has a Standard plan suitable for smaller
deployments and an Enterprise plan for unlimited or higher-volume use. A third-party listing suggested
entry packages like an "Essential” tier around ~$60/user/month for smaller teams and higher tiers at
~$180/user/month, but enterprise deals are custom. Importantly, Kore.ai emphasizes usage-based
pricing aligned with business goals (they advertise “straightforward, usage-based pricing” without per-
interaction development costs). Prospective NetSuite users would engage Kore.ai for a custom quote
depending on the number of users, channels, and complexity of bot usage.

Ada

Ada is a popular Al chatbot platform geared primarily toward customer support and service
automation. Companies use Ada to create chatbots that can handle customer inquiries in a conversational
manner. Ada’'s platform is cloud-based and no-code, enabling non-technical teams to build and manage a
chatbot that integrates with their support stack. For NetSuite users, Ada could be relevant if you have
customer-facing processes tied to NetSuite (for example, an ecommerce company using NetSuite for
orders might deploy an Ada chatbot on their website to let customers check order status, which then
queries NetSuite). While Ada does not have a native NetSuite integration listed, it's designed to connect
with various systems via APIs. In practice, an Ada bot could call a NetSuite RESTlet or use a middleware
(like Zapier or Workato) to fetch or update NetSuite data when needed.

Ada excels at leveraging existing knowledge bases and FAQs. It can ingest content from sources like help
center articles (e.g., Zendesk, Freshdesk, etc.) and use that to answer questions. It also supports
escalation to human agents via live chat platforms. Ada emphasizes quick deployment and has an array
of integrations in the customer support domain — for instance, it connects with systems like Zendesk,
Salesforce ServiceCloud, Freshworks, etc., for ticketing or knowledge management. A NetSuite-centric
use might involve Ada handling the front-end conversation and then using a connector (potentially
custom) to log a case in NetSuite or retrieve order info from NetSuite's customer records.

Use cases: Ada is ideal for customer self-service scenarios. Imagine an Al-powered customer portal
where a customer can ask “Where's my order?” or "l need to update my billing info.” An Ada chatbot can
authenticate the customer (via an integration), then retrieve the order status from NetSuite ERP and
respond instantly. It could also help customers troubleshoot common issues or answer product questions
by pulling answers from a knowledge base. Internally, Ada could be used for IT or HR FAQs as well, but its
core strength is customer support bots that deflect live chat volume. Several mid-to-large enterprises
use Ada on their websites, reducing load on support teams by resolving common questions automatically.
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Pricing: Ada’s pricing is typically enterprise Saa$S pricing — they offer custom quotes based on usage
(number of conversations or resolutions) and any add-ons. Publicly, Ada doesn't list fixed prices; it
usually requires contacting their sales. It's known that Ada’'s model often considers the volume of
conversations and sometimes charges per resolution or per 100 conversations, etc., similar to other
support chatbot platforms. As a reference, comparable support bot platforms often start in the low
thousands of dollars per month for moderate usage. For example, Intercom’s Fin (discussed next)
charges $0.99 per resolution; Ada likely has a comparable value-based pricing (charging for successfully
automated interactions). Ada does sometimes package pricing by sessions or deflections and offers an
ROI calculator to justify cost. In summary, expect Ada's pricing to be a monthly subscription plus
possible overage costs based on conversation count or active users, tailored to each organization’'s

support volume.

Intercom (Fin Al Chatbot)

Intercom is well-known as a customer communications platform that provides live chat, onboarding
messages, and an integrated helpdesk. In 2023, Intercom introduced Fin, a GPT-4 powered Al chatbot
that works alongside its traditional live chat product to handle customer inquiries automatically. For
companies using NetSuite, Intercom would come into play primarily on the CRM or customer service
side - for example, you might capture leads via an Intercom chatbot on your website and then sync those
leads into NetSuite CRM, or provide support to customers and log the interactions in NetSuite. Intercom
doesn't natively sync with NetSuite out-of-the-box, but integration can be achieved through APIs or
third-party integration tools (such as Integrate.io, Celigo, Zapier, or Workato) which can push data
between Intercom and NetSuite (e.g., creating a NetSuite lead when someone provides their email in an
Intercom chat). In fact, NetSuite-focused integration platforms like Celigo have done projects to integrate
Intercom chats with NetSuite records (Celigo even built an "answer bot" for the NetSuite professionals
Slack using Al).

Intercom’s Fin Al is an example of a modern generative Al chatbot: it reads your existing help center
articles and learns to answer questions in a conversational way. It can be deployed on your website or
app as part of the Intercom Messenger. Fin is adept at deflecting common queries (e.g., "How do | reset
my password?”) by giving instant answers. If the question is too complex, it can hand off to a human
agent seamlessly. For a NetSuite-integrated scenario, you could use Intercom to field customer queries
like "l need a copy of my invoice" — Fin could identify this intent, and potentially with custom integration,
retrieve the invoice PDF from NetSuite or trigger an email to the customer. Another scenario: an Intercom
bot could schedule a service call by writing an event or case into NetSuite via APl when a customer in
chat says they need help from a technician (this was exactly the type of use case mentioned on a
NetSuite forum — handling leads or support via website chat and logging them in NetSuite).
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Features: Intercom combines automation and human support. The Fin bot works 24/7 on simple
issues, while more complex or sensitive inquiries are routed to human agents in the Intercom Inbox.
Intercom also provides features like targeted outbound messages, product tours, and a unified customer
view. It's a one-stop solution for many sales and support interactions, which can be appealing if you want
a consistent system for chat that also logs conversations, tracks user data, and integrates with CRM.
However, keep in mind that connecting Intercom with NetSuite may require some configuration since
Intercom more commonly integrates with CRM systems like Salesforce or HubSpot by default. This can
be achieved through API calls or using an integration service (for example, Celigo has connectors for
Intercom and NetSuite to sync data).

Pricing: Intercom’s pricing is multi-layered. You pay for the platform plan (which is seat-based for
support agents) plus usage of the Al bot. Currently, Intercom’s Fin bot uses resolution-based pricing -
$0.99 per successful resolution (with a 50 resolution/month minimum). This means you're charged
roughly $1 every time the bot fully answers a customer’s question so that no human agent is needed. In
addition, you need at least one of Intercom’s support plans (Essential, Advanced, or Expert) to use Fin.
The entry-level support plan is about $29 per agent per month (billed annually) for the Essential tier,
and larger teams with more features can run into hundreds of dollars per month per seat. For example, a
mid-sized team might use the Advanced plan at ~$49/seat and then pay $0.99 for each bot-resolved
conversation. Intercom also charges for certain outbound contacts or additional modules, but those may
be less relevant here. The key point: Intercom Fin = $0.99/resolution on top of the base subscription. If
your bot handles 1,000 queries a month, that's ~$990. If it hands off many queries to humans, you pay
less (since unresolved queries aren’t charged as “resolutions”). This model can be cost-effective if Fin
successfully deflects a large portion of inquiries (Intercom cites examples of Fin resolving 50-70% of
customer chats in some deployments, greatly reducing human workload). As always, actual costs will
depend on conversation volume and how many agent seats you require for the rest.

Drift

Drift is a conversational marketing and sales platform that pioneered the concept of using chatbots on
websites to qualify leads and book meetings. Unlike Kore.ai or Ada, which focus on support or internal
workflows, Drift is geared towards sales pipeline generation - think of it as a virtual SDR (sales
development rep) that greets your site visitors, asks questions, and tries to convert them into leads or
meetings. For NetSuite customers, Drift could be useful if NetSuite is your CRM or if you manage
customer/prospect data in NetSuite and want to connect those dots. For example, if a visitor on your
pricing page interacts with the Drift bot and provides their info, you might want that lead created in
NetSuite CRM or their chat transcript attached to their customer record.
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Drift's chatbot can answer common questions, provide resources, and route high-value visitors straight
to a sales rep or calendar booking. It also integrates with popular CRM and marketing automation tools —
notably Salesforce, HubSpot, Marketo, etc. Direct integration with NetSuite CRM is not native, but it can
be achieved through iPaaS connectors (like Appy Pie, Zapier, or Celigo). In fact, there are pre-built
workflows on some platforms to send Drift leads into NetSuite. Additionally, Drift's APIs could be used by
a developer to sync data with NetSuite (for instance, on a conversation ended event, call a NetSuite
RESTIet to log the interaction).

Features: Drift's strength is in proactive engagement - it can trigger messages based on who the
visitor is and how they behave (e.g., "It looks like you're interested in our product — have any
questions?”). It has an Al component (called Drift Al or “Conversational Al") that can answer
straightforward questions using your knowledge base content (similar concept to Fin and Ada). Drift also
supports live chat handoff, email follow-ups, and integration with calendar scheduling for sales reps.
Essentially, it's a tool to increase conversions on your website and speed up sales cycles by having a bot
handle the initial conversation. For support use cases, Drift is less commonly used (companies typically
go with Intercom or Zendesk for support), but Drift could theoretically be configured for basic support
Q&A as well.

Pricing: Drift is positioned at the higher-end of the market for conversational marketing. According to
public data, Drift has three pricing tiers: Premium, Advanced, Enterprise, and does not offer a cheap
plan (aside from a limited free trial). The Premium plan starts at $2,500 per month (billed annually).
This plan is aimed at small-to-medium businesses and includes live chat, custom chatbots, and other
core features. The higher tiers (Advanced and Enterprise) are custom-priced (“Contact Us"), typically
scaling up in the tens of thousands per year as features and user counts increase. For instance, a
Spendflo analysis noted that Drift's annual pricing can range roughly from $10k up to $150k for large
enterprises, depending on feature add-ons and usage. Also, additional sales seats beyond what's
included in a plan can add cost (often ~$80 per seat/month on certain plans). In summary, Drift is an
investment - it delivers ROl by potentially capturing more leads, but companies should budget a few
thousand dollars a month at minimum. If NetSuite is your CRM, you might weigh whether to use Drift to
capture leads then flow them into NetSuite, or consider simpler chat tools if your needs are basic.
However, for organizations heavily focused on real-time sales conversations, Drift's capabilities (including
its Al chatbot that can qualify site visitors) are quite powerful. Just ensure you plan the integration to
NetSuite so that the leads and data captured by Drift don't live in a silo.

Other Notable Platforms

The chatbot space is broad. In addition to the above, there are other platforms that could integrate with
NetSuite:
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¢ Microsoft Power Virtual Agents | Copilot for Dynamics 365 — Microsoft's chatbot builder is
naturally for the Dynamics ecosystem, but could integrate with NetSuite via the Power Platform
connectors. Microsoft's new "“Copilot” initiative embeds chatbots in Dynamics ERP/CRM. It's a
parallel trend: if you were a Dynamics 365 user, you'd use Microsoft's tools, but NetSuite users look
to Oracle or third parties as we've covered.

e SAP Conversational Al (and SAP Joule) — SAP has its own chatbot toolkit, and recently introduced
Joule, a generative Al assistant embedded directly into SAP S/4HANA Cloud. Joule works out-of-the-
box for SAP users (no integration needed). This highlights that ERP vendors are embedding Al:
Oracle likely will continue embedding Al in NetSuite as well, even if via incremental features rather
than a single named "assistant.”

e IBM Watson Assistant — IBM's platform for virtual agents, which some enterprises use for internal
helpdesk bots or customer service. It could be wired to NetSuite through APls, though IBM's solution
often requires significant training and is used in very large deployments (banks, telcos, etc.).

e Botpress, Rasa (open-source) — These are frameworks rather than services. An experienced dev
team could build a custom NetSuite chatbot using open-source libraries. For example, Rasa provides
NLU and dialog management you can host yourself. Botpress (an open-source turned enterprise
product) has a developer-friendly platform for building contextual assistants. Botpress specifically
has written about ERP chatbots and even compared platforms (they note that Yellow.ai, Kore.ai, etc.,
all have ERP connectors, and they highlight Botpress's own API-first approach for SAP/Oracle
integration). Open-source routes give full control (and potentially lower recurring costs), but require
more effort to set up and maintain; whereas platforms like those above handle heavy lifting like NLP
and scaling automatically.

¢ Yellow.ai, Dialogflow, Cognigy, etc. — There are many enterprise chatbot platforms; Yellow.ai, for
instance, offers multichannel bots with ERP connectors for Oracle and SAP out-of-the-box. Google
Dialogflow is a popular service for building chatbots (backed by Google's NLU). It could be used to
build a NetSuite chatbot by using Dialogflow’'s intent recognition and fulfillment webhooks to call
NetSuite's APIs. Indeed, one could create a Dialogflow agent that handles phrases like "approve
purchase order” and then write a webhook that triggers a NetSuite RESTlet to perform the approval.

The key is that virtually any chatbot framework that can make web API calls can be integrated with
NetSuite, since NetSuite provides robust APIs. The differentiation is in the features (NLP quality, ease of
use, enterprise features) and any prebuilt connectors or templates that reduce your development time.
Platforms like Kore.ai and Yellow.ai explicitly market their suitability for ERP by providing adapters,
whereas more general platforms might require you to do more custom work for the integration. Next, we
will explore how exactly these integrations work and what the technical architecture looks like.
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Use Cases for Chatbots in NetSuite

An Al chatbot for NetSuite can serve a variety of purposes across different departments. Below are some
high-impact use cases grouped by functional area, demonstrating how conversational Al can streamline
ERP and CRM workflows:

e Order Management and Procurement: Chatbots can facilitate transaction creation through
conversation. For example, a sales rep could type, “Create a new sales order for 50 units of Item ABC
for customer XYZ with a 10% discount,” and the bot will parse the request and create the order in
NetSuite. Similarly, a procurement manager might say, “Reorder 100 units of item SKU123 from
Vendor ACME,” and the chatbot could initiate a purchase order. This saves time by bypassing forms
— in one real case, an Al assistant even proactively suggested creating a PO when inventory was
low, which the user confirmed in chat to execute the order. The bot provided the new PO number
back to the user, all within the chat interface.

¢ CRM and Customer Service: Chatbots can act as virtual CRM assistants. Internally, a sales or
support rep could update customer records via chat (e.g., “Update John Doe’s phone number to
555-1234" or “Add a note to Acme Corp: ‘called to follow up on invoice’”). The bot interprets the
intent (update contact, add note) and calls the appropriate NetSuite API to perform the update,
respecting business rules. This reduces friction in maintaining CRM data. Externally, a customer-
facing bot on a website can answer customer queries by pulling data from NetSuite. Common
examples: “What’s the status of order #1001?”, “When will my shipment arrive?”, or “I need a copy of
my invoice.” The bot can retrieve order status, tracking numbers, or invoice PDFs from NetSuite and
provide them immediately. This kind of self-service, when integrated properly, improves customer
satisfaction and offloads work from human agents. NetSuite's case management or lead records can
also be created by bots — for instance, if a website visitor asks a complex question, the bot might
create a NetSuite support case or lead and let them know a human will follow up.

e Reporting and Analytics: Instead of running reports manually, users can ask the chatbot for on-
demand metrics. For example: “Show me total sales by region for last quarter” or “How many open
support cases do we have this week?”. The chatbot can execute a saved search or SuiteQL query
behind the scenes and respond with the numbers (or even a generated chart if the interface allows).
This turns reporting into a Q&A experience. Users can also ask follow-up questions like “Break that
down by product category”, and a well-designed bot will use context to refine the query. NetSuite's
analytics assistant (mentioned earlier) is a step in this direction for analytics; a custom chatbot could
extend it to general operational reporting. The benefit is faster decision-making — managers get
insights by simply asking, without needing to navigate reports.
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¢ Inventory and Fulfillment: In many companies, various teams need inventory info but don't use
NetSuite directly. A chatbot can provide a real-time inventory lookup. For example, a field
technician could ask on a mobile device, “How many spare parts of type X do we have in the Denver
warehouse?” and the bot returns current stock levels from NetSuite. The user can then ask, “How
about across all warehouses?” and the bot will aggregate totals across locations. In one demo
scenario, a chatbot, after reporting low stock, even asked the user if it should create a replenishment
order — blending a query with an action proactively. Similarly, a warehouse manager could update
inventory via voice command (as a hypothetical, "Add 50 units to lot #ABC in location 1" after a cycle
count, and the bot records an inventory adjustment). These uses keep people on the floor or on calls
efficient — they don't have to stop to log into NetSuite.

e Approvals and Workflow Notifications: Many business processes (POs, expense reports, time
sheets) require management approval. Chatbots can streamline these workflows by pushing approval
requests to chat. For instance, when a Purchase Order is awaiting approval, the bot can send a
message in Slack or Microsoft Teams: “PO #456 for $5,000 is pending your approval. Reply
‘approve’ or ‘reject’.” The manager types "approve” and the bot records the approval in NetSuite
immediately. This is extremely useful for occasional approvers who might not log into NetSuite
regularly — they can approve on mobile via Slack/Teams on the go. A case study on Slack integration
showed exactly this: managers without full NetSuite licenses were able to approve or check status of
POs via a Slack chatbot, speeding up the process and avoiding extra license costs. Similarly, bots
can notify users of important events: “Reminder: invoice #100 overdue for approval” or “Alert:
inventory below threshold, needs reorder”. This turns static NetSuite alerts into interactive
conversations (the user might respond, “Okay, reorder 100 units” directly in the chat).

¢ HR and Employee Self-Service: An internal chatbot can help employees and HR. For example, an
employee could ask, “How much PTO do | have left?”, and the bot will retrieve their time-off balance
from NetSuite's employee records (if NetSuite HR module is used). Or “Submit a vacation request for
Dec 1-5”, and the bot can create a time-off request or enter it in NetSuite (or an integrated HR
system). New employees could also use a chatbot for onboarding questions: “How do | set up direct
deposit?” — the bot can either answer from policy docs or initiate a workflow. Another use: employee
support - like an IT help bot for common questions (though not NetSuite-specific, these bots can
integrate with NetSuite if, say, you track IT assets or tickets in NetSuite).

¢ Finance and Accounting: Chatbots can assist in finance by providing quick answers or initiating
transactions. Examples: “What’s the AR balance for customer XYZ?” — the bot can query open
invoices. “Record a payment of $500 from ABC Corp applied to invoice #INV1001” — the bot could
create a customer payment record. Even complex tasks like budget queries (“Show spend vs budget
for Dept 200 this month”) could be handled by pulling data from NetSuite's budgeting module or
saved searches. Another interesting emerging use case is using chatbots to explain financial
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results — e.g., “Why did our expenses increase in Q3?” and if integrated with an Al, it might pull
NetSuite data and provide a narrative (some generative Al capability needed, which we'll discuss in

trends).

¢ In-App Help and Training: As touched on earlier, a chatbot inside NetSuite can reduce training time
by answering “how do I.." questions specific to that company’s NetSuite configuration. For instance,
“How do | create a drop-ship order in our system?” might have a very particular answer due to
customizations. A tailored bot can provide the step-by-step answer or even highlight the button in
the Ul (if it's integrated as a Ul helper). The GURUS Solutions chatbot is an example aimed at this: it
lives inside NetSuite and provides plain-language answers about the company’s processes, even
incorporating internal documentation, while respecting the user’s role permissions in what it
reveals (Source: gurussolutions.com). This kind of bot improves onboarding of new hires (they can

ask the bot instead of pinging senior staff) and ensures more consistent adherence to processes. In
fact, one cited benefit was that the bot can learn which questions are frequently asked and highlight
gaps in documentation (Source: gurussolutions.com) — a feedback loop for continuous improvement.

These use cases illustrate that chatbots in an ERP context aren't just a gimmick — they directly address
pain points: speeding up approvals, providing hands-free data access, reducing clicks for data entry, and
empowering both employees and customers with fast answers. A well-implemented NetSuite chatbot
effectively becomes a virtual assistant for your business, available 24/7 to handle both queries and
actions. In the next section, we look at how such a chatbot is architected and integrated technically with

NetSuite's platform.

Technical Architecture and Integration Methods

Designing a chatbot that interfaces with NetSuite requires a robust architecture that connects the
conversational interface to NetSuite's back-end securely. At a high level, the architecture includes several

components working together:

Example architecture for a NetSuite—Slack chatbot integration. A Slack app (chatbot) receives user
commands and sends them to a backend web service, which then communicates with NetSuite via
RESTlet or API calls, and returns results back to Slack. This pattern (Chat Platform - Bot Backend -
NetSuite) applies to other channels as well. Source: NetSuite Insights (Smash-ICT) blog

¢ User Interface (Channel): This is where the user interacts with the bot. It could be a chat platform
like Slack, Microsoft Teams, WhatsApp, an SMS interface, a web chat widget, or even a voice
interface (smart speaker or phone). Each channel has its own API for sending/receiving messages.
For example, with Slack you would create a Slack App (bot user) that subscribes to events or slash
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commands. With a web widget, you might have a JavaScript snippet on your site that opens a chat
window. The bot needs to be registered/integrated with the channel so it can receive user messages
and post responses.

¢ Bot Backend (Middleware or Web Service): This is the heart of the integration — a custom service
that sits between the chat interface and NetSuite. When the user sends a message, the channel (say
Slack) will send an HTTP request (webhook) to this backend service. The backend is responsible for
processing the message: it passes it to the NLP engine (if using one), determines what action to
take, calls NetSuite if needed, then formulates a reply and sends it back via the channel’s API. In the
Slack example figure, the backend was a Node.js Express app deployed on Heroku. This backend
often contains the Dialog Manager and integration logic. It may be serverless (e.g., an AWS Lambda
function triggered by APl Gateway when a message comes in) or a persistent service. Some
architectures might embed this logic in the channel (e.g., a Suitelet inside NetSuite, which we
discuss below), but having an external service is common for flexibility.

e NLP Engine (Natural Language Processing Brain): If your bot is Al-powered beyond simple
keyword commands, you'll use an NLP engine or library. This could be an external service (OpenAl
GPT-4, Google Dialogflow, Microsoft LUIS, IBM Watson, etc.) or open-source (Rasa NLU, spaCy,
etc.). The NLP’s job is to interpret the user's message - identify the intent (what the user wants) and
any entities/[parameters (e.g., dates, item names, quantities in the message). With modern
approaches, an NLP engine might also generate the response text. In practice, for structured tasks
(like “create PO"), many bots use an intent/slot model: e.g., intent = “CreatePurchaseOrder”, entities
= {item: "SKU123" quantity: 20, vendor: "ABC Corp"}. The dialog manager then knows to call a
function to create a PO with those parameters. For more open-ended queries or complex logic, some
bots are now using LLMs (Large Language Models) such as GPT-4 which can parse and respond in
a flexible way. A hybrid approach is often best for NetSuite: use defined intents for transactional
things (ensuring reliability) and possibly an LLM for Q&A or unstructured requests. As an example,
one implementation exposed a set of “tools” to GPT-4 (like a function it can call to query NetSuite),
allowing the LLM to decide when to call, say, netsuite-search-records Of netsuite-create-
record based on user input. This ensures the Al doesn't hallucinate data — it must use the provided
tools, which are real NetSuite API calls. In any case, the NLP engine can be part of the bot backend
or a cloud service that the backend calls.

¢ Integration with NetSuite: This is a critical piece — how the chatbot actually executes actions in
NetSuite or retrieves data. NetSuite provides multiple integration methods, each with pros/cons:

o REST Web Services (SuiteTalk REST API): NetSuite’'s REST API (available in recent versions)
allows CRUD operations on most record types via standard REST endpoints. For example, GET
/record/vl/customer/123 to fetch a customer, or POST /record/vl/salesOrder to create
an order. This API uses OAuth2 for auth and returns JSON, which is convenient for modern
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development. A chatbot can use the REST API to read/write NetSuite data on the fly. The REST
API covers a lot of ground (records, saved searches, SuiteQL queries). If the data or action
needed is supported by REST, this is often the simplest way for the bot to integrate. One
implementation cited used JWT OAuth tokens to let an Al agent call NetSuite's REST endpoints
for various record types and even run SuiteQL queries for complex questions. REST is stateless
and straightforward, but you must ensure the bot has the right scope/permissions in NetSuite via
the integration role.

o SOAP Web Services (SuiteTalk SOAP API): NetSuite's older SOAP-based web services are
very comprehensive (covering essentially all record types and operations). A chatbot could use
SOAP if needed - for instance, some things not yet in REST might be done in SOAP. However,
SOAP is heavier (XML-based) and requires sending complex SOAP envelopes. It also involves
more client-side code (or using NetSuite's provided WSDL and stubs). In modern chatbot
projects, SOAP is less common, but it's an option if a legacy integration already exists or if a
certain record type isn't supported in REST. For example, if one already has a SOAP integration
library in their middleware, the bot could call that to perform an action. Generally, though, if
REST or RESTlet is available, those are preferred due to simpler usage.

o RESTlets (Custom REST endpoints via SuiteScript): RESTlets are a popular method for
chatbot integration because they offer maximum flexibility. A RESTlet is a custom script you
write in NetSuite (SuiteScript) that is exposed as a RESTful web service. You define the logic -
so the bot can call a specific RESTlet URL to do exactly what's needed. For example, you might
create a RESTlet purchaseOrderaAssistant that can handle GET requests (to query PO status)
and POST requests (to create a PO given some JSON payload). The RESTIlet runs with
SuiteScript and can do anything a user with proper permissions could do: create records,
perform complex validations, trigger workflows, etc.. In the Slack case study, the developer
chose a RESTlet on the NetSuite side to encapsulate the business logic for approvals, and the
bot's backend (the web app) would call that RESTlet with the Slack user's request. The
downside of RESTIets is you have to maintain the SuiteScript code, but the upside is fine-
grained control and being able to enforce rules or handle multi-step operations in one call.
RESTlets require NetSuite authentication (TBA or OAuth) — you wouldn’t expose them publicly
without auth. So the bot's backend needs to handle auth when calling them (usually by using an
integration user’s credentials or a token).

o SuiteScript (Client-side, in-page): Another approach is embedding the bot within NetSuite's
Ul itself. For instance, one could create a Suitelet that serves a custom page in NetSuite which
contains a chat interface (e.g., a simple HTML form where users type questions). This chatbot
could use SuiteScript APIs directly (since it's running inside NetSuite's environment). Oracle
released a sample of this: a “Chat Bot" form that takes a prompt and calls an LLM via the
SuiteScript n/11m module. In that design, the entire bot logic lives inside NetSuite — it takes
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user input (through the custom form), maybe sends it to an Al service for processing, then uses
SuiteScript to manipulate NetSuite data, and finally updates the form with the answer. The
GURUS in-app chatbot likely works similarly: it might use a NetSuite portlet or popup that
interacts with SuiteScript and SuiteAnswers internally. The benefit here is you might not need an
external server for the integration — NetSuite itself handles it — but you're limited to users who
are logged in to NetSuite. This is a great approach for in-Ul help bots or assistants for logged-
in users, but not for external channels like Slack or WhatsApp. Also, running heavy Al
computations inside NetSuite (like calling an OpenAl API) means your SuiteScript code must be
allowed to make outbound REST calls (NetSuite allows outbound http via SuiteScript, but with
certain security considerations).

o Middleware [ iPaaS: Sometimes instead of custom coding each integration, you can use an
integration platform (Integration Platform as a Service) like Celigo Integrator.io, Workato,
Boomi, or Zapier. These platforms have connectors for NetSuite and for various chatbot
interfaces or webhook triggers. For example, you could set up a Zapier “Zap” such that
whenever a new chat message or form is submitted by a bot, Zapier creates a corresponding
record in NetSuite. In Zapier's library, there is a NetSuite connector that can perform actions
(create record, search record, etc.). Celigo has more advanced flows; Workato even allows
listening to chat events and then performing a sequence of actions across systems. Using iPaaS
can speed up simple integrations — e.g., log a lead from a chat into NetSuite with minimal
coding — but it might not handle real-time multi-turn conversations well. These tools are better
for transactional one-step actions. Most enterprise chatbot scenarios end up needing a custom
service for full control (especially to manage context and dialog), but iPaaS can be a quick
stopgap or part of the solution (e.g., using a Workato recipe to handle a complex NetSuite
workflow when triggered by the bot).

Regardless of method, authentication and security are crucial. Typically, you'd create a special
Integration Role in NetSuite with just the permissions the bot needs (e.g., read customers, create
orders) and use an Integration User (TBA token or OAuth client) for the bot. Then the bot's backend uses
those credentials to call NetSuite. Alternatively, for external chat platforms that have user identity (Slack,
Teams), some implementations map the chat user to a NetSuite user and even perform actions on behalf
of that user. For example, if a Slack message comes from john@example.com and John has a NetSuite
account, the bot could use John's token to do things so that NetSuite logging/audit shows John did it
(Source: houseblend.io)(Source: houseblend.io). This is more secure (respects each user's actual
permissions) but much more complex to manage tokens for each user. Many projects go with a single
integration user and then enforce permission checks in the bot logic (e.g., have a list of what Slack user is
allowed to ask what) (Source: houseblend.io)(Source: houseblend.io).
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To illustrate, the Slack approval bot case mapped Slack users to NetSuite employees by email and only
allowed an approval if the Slack user’s email matched the assigned approver’s email in NetSuite. This
prevented someone from approving something they shouldn’t. Similarly, the GURUS internal chatbot,
running inside NetSuite, can simply check the current NetSuite user's role and permissions before
answering, ensuring (for example) a junior employee can't retrieve data only a CFO should see (Source:
houseblend.io).

e Dialog Management and Context: A good ERP chatbot often needs to handle multi-turn
conversations and maintain context (so it knows that “the second one” refers to the second item in
the previous result, for instance). The architecture should include some form of state management.
This could be as simple as storing variables in the backend service (session memory) when using a
framework like Rasa/Botpress, or as involved as sending the entire conversation history to an LLM
with each prompt to maintain context. NetSuite's example bot concatenated the conversation into
each request to the OpenAl model to give it context. There are trade-offs: too much history can be
slow or costly, but too little and the bot forgets context. For deterministic flows (like filling out an
order), context is usually tracked in code (e.g., if user says “order 5 of item A" store item=A and
qgty=5, then ask for next info like shipping method). Designing these flows is part of the chatbot
development — and tools like Dialogflow or Botpress provide visual flow designers to manage it,
whereas LLMs handle a lot of conversational nuance by themselves at the cost of less predictability.
The architecture should plan for context storage, either in-memory, via conversation IDs, or using
external stores (some advanced designs use a database or even vector embeddings to recall context
beyond short-term memory).

¢ Frontend Integration (embedding in NetSuite): If your chatbot is meant for NetSuite users
(internal), you might embed the Ul in NetSuite. NetSuite allows custom portlets (dashboard widgets)
or even an inline HTML field where you could load a chat widget. The GURUS solution likely adds a
chat icon inside NetSuite that opens a chatbot panel. This involves front-end scripting (perhaps
using SuiteScript or simple HTML/JS) to include the chatbot interface. If the bot is external (Slack,
etc.), then no Ul changes in NetSuite are needed.

In summary, the technical architecture bridges natural language interactions with secure NetSuite API
calls. The typical flow: the user says something - the message goes to the bot backend - the NLP
interprets it - the bot backend decides which NetSuite API or action to invoke (if any) = the bot calls
NetSuite (via REST, RESTlet, etc.) > gets the result - formulates a reply = sends reply to user.
Throughout, proper auth, error handling (e.g., if NetSuite is down or returns an error, the bot should
handle gracefully), and logging (for audit/training purposes) should be in place. Diagrammatically, think of
it as Chat Ul == Bot Service == NetSuite, with the NLP brain attached to the Bot Service, and possibly
middleware or integration platforms in between for certain tasks.
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Implementation Considerations (Time, Cost, Maintenance)

When planning a NetSuite chatbot project, it's important to set expectations around implementation
effort and ongoing maintenance. Here are key considerations:

¢ Project Complexity and Timeline: The time to implement a chatbot can vary widely based on its
scope. A relatively simple Q&A bot (e.g., answering FAQs from SuiteAnswers or retrieving a few data
points) might be prototyped in a few weeks, especially using a platform or existing framework. For
example, using a tool like Dialogflow or Ada, one could set up a basic FAQ bot quickly by feeding it an
FAQ document. However, a fully integrated, transactional chatbot (one that can create orders, handle
approvals, update records, etc.) is more complex — you'll need to develop dialog flows, write and
deploy SuiteScripts or API integrations, and test thoroughly. Such a project can take 2-3 months for
a pilot with a dedicated developer or two, and longer for a polished production rollout with multiple
use cases (possibly 4-6+ months if doing a broad internal assistant). If you leverage a third-party
platform (Kore.ai, etc.), initial setup may be faster for the conversational parts (thanks to no-code
builders), but you still need time to configure the NetSuite integration, which might involve writing
custom connectors or scripts. Using Oracle Digital Assistant if you're already in Oracle's ecosystem
could be faster if your team has Oracle Cloud skills, but expect a learning curve if not.

¢ Integration Effort: NetSuite's APl and scripting capabilities are powerful, but you'll need the right
expertise. If you have a NetSuite technical consultant or developer who knows SuiteScript and
RESTlets, that helps immensely — they can create any custom endpoints needed. If not, factor time to
acquire those skills or bring in a consultant. One shortcut is using what you already have - e.g., if
your NetSuite environment has existing saved searches or RESTlets for other integrations, you might
repurpose them for the bot (for instance, call an existing saved search rather than writing new SQL).
But often chatbots require new integration logic (like a RESTlet specifically to handle multi-step logic
that a saved search can't do). Plan for a development and test cycle on the NetSuite side (and note
that deploying SuiteScripts to production requires typical NetSuite change management).

¢ Cost Considerations: The cost has multiple components:

o Development Cost: If using in-house developers, it's their time. If hiring out, this could be a
consulting project. Some NetSuite partners (like the HouseBlend article’s authors or GURUS
Solutions) offer chatbot implementation services — their fees could range from tens of thousands
of dollars for a custom solution. For example, building an integrated Slack chatbot might be
comparable to a small NetSuite customization project in cost. Using a third-party chatbot SaaS
platform has subscription costs (as discussed in the pricing section) which can add up, but it
might reduce development cost/time because you're using their tooling.
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o Subscription and API Costs: If you use Al services (LLMs), consider their cost (OpenAl API
calls, etc.). Also, NetSuite API calls could count towards NetSuite's APl usage limits — ensure
your account can handle the volume or get increased limits if needed. If using Oracle Digital
Assistant, budget for those per-request charges; if using Intercom/Drift, budget for those
monthly fees and per-resolution charges. In short, after go-live you'll have ongoing costs to keep
the bot running (cloud hosting for your bot backend, plus any platform fees).

o Opportunity Cost: One often overlooked cost is the internal effort to train the bot. For instance,
if doing a support bot, someone needs to feed it the knowledge (like uploading all relevant SOPs,
policies, or Q&A pairs) and verify its answers. That can be time-consuming but is crucial for
success.

¢ Maintenance and Training: Once deployed, a chatbot is not “set and forget” It requires
maintenance in several ways:

o Content Updates: The bot's knowledge and dialog flows need to evolve as your business
changes. If you add new product lines, the bot may need new intents or data to handle them. If
you change a process (say you introduce a new approval step for expenses), the bot's logic must
be updated to reflect that. Gaps in knowledge will be discovered over time — you'll find new
questions users ask that the bot didn't anticipate. Regularly review logs to identify unhandled
queries and then train the bot to handle those next time. As one source noted, common
questions surfacing in the bot can indicate areas where documentation or bot training needs
improvement (Source: gurussolutions.com).

o Model Training/Tuning: If you're using an ML-based NLU (like Rasa or Dialogflow intents), you'll
need to keep training it with new utterances to improve accuracy. If using an LLM, you may
update prompts or few-shot examples to steer it better based on observed behavior. NetSuite's
own generative Al features (like the SuiteAl prompt/LLM integration) indicate a trend where
developers will get tools to refine Al outputs. Stay on top of those if you leverage them.

o Upgrades: Both NetSuite and any bot platforms will update. NetSuite's biannual updates might
affect SuiteScripts or APIs. For example, if a REST API is deprecated in favor of a newer version,
you'll need to adjust the bot's integration. Similarly, if using Oracle's ODA or another platform,
new features or changes come — you might need to upgrade your bot definition or re-test after
platform updates.

o Monitoring and Support: Plan to monitor the bot in production. This includes uptime (is the bot
responding?), as well as performance (are responses timely?). You should also implement
logging of bot conversations (at least at a high level: user asked X, bot did Y) — not only for
troubleshooting but also for auditing. If the bot executes a financial transaction, you want an
audit trail outside of just NetSuite's record creation log (maybe log a message that “User U via

Page 18 of 33


https://gurussolutions.com/netsuite-add-ons/chatbot-in-netsuite#:~:text=explain%20our%20approval%20flow%3F%E2%80%9D,next%20round%20of%20enablement%20material
https://houseblend.io/?utm_source=pdf
https://houseblend.io/articles/netsuite-ai-chatbot-solutions

m HOUSEBLEND Comparing Al Chatbot Solutions for NetSuite ERP

chatbot created SO #1234 at time T"). Also, if something goes wrong (e.g. bot can’t reach
NetSuite due to a network issue), have a fallback — maybe instruct the user to try again later or
route to a human if possible. There should be a plan for continuous improvement: e.g., review
bot performance monthly: how many questions asked, how many answered confidently, etc., and
refine accordingly.

e User Adoption and Change Management: From a non-technical perspective, success depends on
users actually using the chatbot. Some employees or customers may be hesitant to trust an "Al"
initially. It helps to introduce the bot with proper training or tutorial, and clarify what it can do. Start
with a focused use case that provides clear value (for instance, “Use the bot to get quick status
updates and approve POs without logging in” — something that solves a known pain point). Early wins
will drive adoption, then you can expand capabilities. Also, integrate the bot into existing channels -
if your company already uses Teams or Slack heavily, a chatbot there will get more usage than one
that requires going to a separate site or app.

e Scope Control: It's tempting to make one chatbot do everything, but that can balloon complexity.
Often it's wise to start with a narrow scope (say, an "Approval Assistant” or an “Inventory Q&A
Bot") and do that well, then gradually add more skills. Users don’t mind having multiple bots as long
as each is clearly useful — or you can unify them under one bot name with multiple skills later.
Oracle's approach of separate “skills” is a good mental model: you might implement one skill at a
time (e.g., Phase 1: Inquiry/Read-only functions, Phase 2: Transactional write-back functions).

In terms of maintenance effort, expect to have someone serve as the “bot owner” (part-time). This
person monitors bot performance, retrains it, updates content, and coordinates with IT for any backend
changes. The bot owner could be a business analyst or admin rather than a developer once the heavy
development is done (especially if the solution is built on a platform that allows non-coders to tweak
conversation flows or content). For example, a customer service manager might review the Al chat
transcripts daily to see if customers are satisfied and adjust the knowledge base as needed.

Finally, cost/benefit should be tracked. Implementation might be costly, but you should measure the
benefits: reduced license costs (Slack bot case allowed some users to not need full NetSuite access)
(Source: netsuite.smash-ict.com), time saved (e.g., approval cycle times cut in half, as reported in that

case (Source: netsuite.smash-ict.com)), fewer support tickets, faster training for new employees, higher
customer satisfaction scores, etc. These metrics will justify the ongoing investment in the chatbot and
guide where to enhance it next.

Feature Comparison of Selected Chatbot Platforms

To summarize and compare the key solutions discussed, the table below highlights major features and
integration notes for each platform:
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CHATBOT
SOLUTION

Oracle
Digital
Assistant
(Oracle)

Kore.ai
(Third-
party)

Ada
(Third-
party)

KEY CAPABILITIES &
FOCUS

Enterprise-grade Al
chatbot platform by
Oracle. Offers advanced
NLU, dialog
management, multi-
channel (text/voice)
support, and prebuilt
skills for Oracle apps.
Strong in voice and
complex workflows.
Suited for internal &
external bots with high
security needs.

Comprehensive
conversational Al
platform with no-code
bot builder and strong
NLU. Features context
switching, multi-turn
dialog, and omnichannel
deployment. Known for
enterprise integration
- includes adapters for
ERP/CRM (SAP, Oracle,
Workday). Good for
complex, multi-
department assistants
(HR, IT, Ops).

Al-powered customer
support chatbot
platform. No-code
setup, focuses on
deflecting support
tickets with
conversational FAQ
handling. Strong in
content ingestion

NETSUITE INTEGRATION
APPROACH

No native NetSuite skill
(focuses on Oracle Fusion
apps), but integrates via
REST/SOAP APIs or
SuiteTalk. Developers create
custom skills that call
NetSuite's APIs. Oracle
provides an SDK and
connectors (e.g., Web,
SMS). Can be embedded in
NetSuite Ul or used in
Slack/Teams by custom
channel integration.

Provides prebuilt
connectors and an
integration framework.
Likely has a connector for
NetSuite's REST/SOAP (or
generic HTTP nodes to call
NetSuite APIs). Developers
can use Kore's node-based
flows to map NetSuite API
calls. Also supports
webhooks. Role-based
access control and
compliance features
facilitate secure NetSuite
data use.

No native NetSuite
connector (Ada primarily
integrates with support tools
like Zendesk, Freshdesk,
etc.). NetSuite integration
would be custom via API
calls: e.g., Ada's webhook
feature can call a NetSuite
RESTIet to get order status
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PRICING MODEL

Consumption-based (cloud
metered): approx $0.02 per
request or subscription by
user count. Paid via Oracle
Cloud credits. Enterprise deals
for high volume. (E.g., ~$50 for
10k requests).

Subscription tiers (Standard vs
Enterprise). Usage-based
pricing with enterprise license
options. E.g., Standard plan for
smaller deployments,
Enterprise for large. One
source cites Essential
~$60/mo, Advanced
~$180/mo per user as rough
tiers, but generally custom
quotes. No extra cost per
message (within plan limits).

Saas pricing (enterprise).
Generally annual contract
based on conversation volume
or resolutions. No public price;
ballpark costs in the
$1k-$5k+/month range for
mid-size usage. Often priced
per resolution or per 100
chats, similar to Intercom Fin.
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CHATBOT
SOLUTION

Intercom
(with Fin
Al) (Third-
party)

Drift
(Third-
party)

KEY CAPABILITIES &
FOCUS

(uses existing
knowledge base articles
to answer questions).
Can escalate to human
agents. Best for
customer self-service
and simple workflows.

A combined live chat +
chatbot platform for
customer engagement.
Fin is an Al answer bot
that uses GPT-4 to
answer questions from
help center content.
Intercom also offers in-
app messaging, email,
and a unified inbox for
support agents. Strong
in sales+support
context, not specifically
ERP, but widely used for
customer comms.

A conversational
marketing platform
aimed at sales pipeline
growth. Features Al
chat to qualify leads,
book meetings, and
nurture website visitors.
Emphasizes proactive
chat and integration
with CRM for lead
routing. Less about

NETSUITE INTEGRATION
APPROACH

or create a case. Typically
used in web chat on website
or in-app support; for
NetSuite-backed data,
custom development or
iPaaS (e.g., use Ada's API +
Celigo to query NetSuite)
needed.

No direct NetSuite
integration out-of-box
(Intercom integrates natively
with Salesforce, etc.).
NetSuite integration via API
or integration middleware:
e.g., use Intercom’s
webhooks to capture new
leads and push to NetSuite
via a service (Celigo, Zapier,
etc.). Could also use
NetSuite's REST API from an
Intercom custom action
(Intercom has a developer
API). Typically used for
external support; any
NetSuite data needed (like
order info) must be fetched
through custom code.

Integrates natively with
Salesforce, HubSpot, and
similar CRM/marketing tools.
For NetSuite CRM, needs
custom integration: e.g.,
use Drift's webhooks or API
to send captured lead info
into NetSuite (via a RESTlet
or iPaaS connector). Some
integration platforms
(Celigo, Appy Pie) have
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PRICING MODEL

Requires contacting Ada for
quote. (Cost justified by
support ticket deflection
savings.)

Two-part pricing: Base
Intercom plans (start at
$29/seat/mo for essential
features) + Fin Al usage
($0.99 per resolution,
50/month min). Example: a
team of 5 agents on Advanced
plan (~$49 each) plus 500 Al
resolutions = ~$745/month.
Additional costs for outbound
messaging, extra contacts, etc.
Fin is pay-per-use, so cost
scales with volume of
questions answered by bot.

High-end Saa$ pricing:
Premium plan starts at
$2,500/month (annual
contract). Higher tiers
(Advanced, Enterprise) are
custom-priced, often running
$5k-$12k+ per month
depending on team size and
features. Aimed at mid-large
enterprises with significant
sales/marketing spend. Pricing
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CHATBOT KEY CAPABILITIES & NETSUITE INTEGRATION
SOLUTION FOCUS APPROACH PRICING MODEL
deep NLU, more about templates for Drift<- includes a number of seats and
guiding users to >NetSuite lead syncing. chatbot capability; additional
conversion. Also Drift's chatbot can invoke seats or contacts may increase
provides live chat and external APIs in playbooks, cost. No per-conversation
email follow-up. so a skilled developer could charge - pricing is flat by tier
connect to NetSuite's API (with reasonable usage),
when needed (though this is making it predictable but with
not a typical use-case a high entry point.

promoted by Drift).

Table Notes: All platforms above support basic features like analytics dashboards, conversation
transcripts, and handoff to humans. Security-wise, enterprise vendors (Oracle, Kore, etc.) offer SOC2
compliance and role-based controls. Data residency might be a factor: e.g., if your NetSuite data is
sensitive, you'd consider platforms that allow self-hosting or private cloud (Kore.ai can be self-hosted;
Oracle's is on OCI cloud; Intercom/Drift are cloud-only). Also, the ease of integration varies: Oracle and
Kore are more toolkits (flexible, but require development), whereas Intercom/Drift are products (easy to
deploy for their intended use, but NetSuite integration is not native). Choosing a platform will depend on
whether your chatbot’s primary audience is internal (employees) or external (customers/prospects), the
skillset of your team, and budget.

Security, Scalability, and Compliance Considerations

Deploying an Al chatbot that touches ERP data brings significant responsibility. Here are key concerns
and best practices:

¢ Authentication & Access Control: Ensure the bot only does what it's authorized to do in NetSuite.
As mentioned, using a dedicated integration role in NetSuite with minimal permissions is a common
approach (Source: houseblend.io). That way, even if someone tries to make the bot do something
unexpected, the bot literally cannot exceed its role's authority. If mapping real users, leverage that to
enforce permissions (but store and handle user tokens securely!). Always verify the user’s identity
coming from the chat channel. For example, Slack/Teams bots should validate the sender’s email or
user ID and map it to a NetSuite user or an allowed list. Never allow an anonymous command to hit
NetSuite — there must be some auth token or mapping. Also, consider the context: if your bot is
exposed to customers (like on a website), you must authenticate them (perhaps have them log into a
portal or provide an order number plus email as verification) before giving out specific NetSuite data
about their account.
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o Data Security and Privacy: The chatbot might handle sensitive data (financial figures, customer PlII,
etc.). Never expose data to an unauthorized party. This sounds obvious, but with Al there's a
nuance: if using a cloud NLP service (e.g., sending prompts to OpenAl), you might inadvertently send
sensitive data in a prompt (like "The user asks what their balance is: their customer ID is X, their
balance is Y — how should | phrase the answer?”). That could leak data to an external service.
Oracle's policy for its in-app assistant is aligned with Oracle's privacy rules — meaning data stays
within the Oracle realm. If you use third-party Al (OpenAl, etc.), avoid sending PIl unless their terms
allow it and it's encrypted. One strategy is to use IDs or placeholders instead of actual names in any
Al prompt. Alternatively, consider on-premise NLP solutions for very sensitive environments. As
Houseblend advises, some companies opt for private/self-hosted models or at least encrypt any
sensitive text before sending to cloud NLP. Also, implement data filtering: the bot's responses
should be filtered by the user’s role. For instance, if a junior employee asks “Show me our top 10
customers by revenue,” the bot should refuse if that user isn't allowed to see sales figures. This can
be done by coding permission checks into each action or by maintaining a user-role context and
checking before outputting data (Source: houseblend.io)(Source: houseblend.io).

¢ Session Management & Context Isolation: If multiple users use the bot, ensure their sessions are
isolated. You don't want data from User A's query bleeding into User B’'s answer. This is especially
tricky if using a single LLM for multi sessions — you must keep track of conversation history per user
and not mix them up. Also, reset context appropriately — e.g., after a certain period of inactivity or
after completing a transaction, clear the session data so that a new request starts fresh. This
prevents scenarios where, say, one user'’s follow-up question might accidentally reference another
user's prior context if the system mis-associates them. Essentially, multi-tenancy and context
isolation need to be handled just as any web app would manage separate user sessions.

e Audit and Logging: From a compliance perspective, especially in finance or regulated industries,
you need an audit trail of automated actions. NetSuite will log records created/modified by the
integration user, which is good (e.qg., it will say “Created by: ChatBot User (integration)” on a record).
But you should also log conversational logs externally. At minimum: log what queries were asked and
whether they were answered or what action was taken. This helps in two ways: (1) Compliance - if
an inappropriate query was asked (like someone attempted to get salary info they shouldn't), you
have a record of it. (2) Troubleshooting - if the bot did something incorrect, you can trace why.
Some industries might require keeping transcripts (e.g., financial advice bots might need to store
interaction history for auditing). Check with your compliance team on retention requirements.
Additionally, if using an Al that can generate free-form responses, there's a slight risk it might say
something it shouldn’t. Having logs allows you to review and correct the bot’'s behavior.
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e Scalability: Chatbot usage can be spiky — maybe during a quarter-end, many users query at once.
The architecture should be scalable. Using serverless backends or containerized services that can
auto-scale is ideal. Also consider NetSuite's capacity: if your bot floods NetSuite with API calls (say
someone writes a malicious script to ask the bot 1000 questions per minute), you might hit
NetSuite's API limits or slow down the system. Implement rate limiting on the bot’'s side - e.g., do
not allow more than X requests per user per minute, and maybe have a global cap. Most chat
platforms have some rate limiting inherently. Also ensure that if scaling horizontally (multiple bot
service instances), they can share context if needed (e.g., using a shared database or cache for
session data). Oracle ODA and others have scaling built-in on their cloud. If building your own, put it
on a cloud service that can scale out. From NetSuite's side, consider enabling SuiteCloud Plus (which
adds web services concurrency) if you anticipate high call volumes.

e Error Handling & Fallbacks: Plan for failures — if the bot can't understand something, it should
respond gracefully (“I’'m sorry, | didn’t get that. Can you rephrase? Or contact support here...”). If the
integration to NetSuite fails (timeout, auth error), the bot should apologize and possibly log the
user's request for later follow-up. A seamless fallback to a human is ideal especially for customer-
facing bots: e.g., “I'm handing you over to an agent for that”. Internally, maybe just prompt the user
to try later or open a ticket. From a security standpoint, be careful not to reveal too much in error
messages (don’t spill stack traces or “Invalid APl key” — just say “Sorry, something went wrong").

e Compliance (Data Protection and Regulations): If you operate in regions with GDPR or similar
laws, consider how you handle user data in the bot. For example, if a user requests “Delete my data”
via the chatbot, do you have a way to flag that to compliance? Or if you store chat transcripts that
contain personal data, ensure you have consent or a legitimate interest and secure storage. Also,
financial data or insider info - if your bot can access sales figures or forecasts, be cautious about
where that is accessible. For instance, a chatbot integrated with NetSuite that accidentally allows an
unauthorized query about revenue could pose compliance issues (insider trading concerns in public
companies, etc.). Implement need-to-know controls.

o Testing and Quality Assurance: Before going live, test the bot thoroughly with security in mind.
Try to "break” it or make it do something it shouldn’t: e.g., as a basic user, ask for admin-only data -
does it properly refuse? Also test injection attacks — if using an LLM, prompt injections are a new
class of problem (a user could say something that tricks the LLM into revealing system instructions).
Sandbox your bot during development and possibly run penetration testing (some firms do
"adversarial testing” on Al bots). Also ensure any integration endpoints (RESTlets, etc.) are not
publicly accessible without auth and have proper input validation (the bot should sanitize inputs or
the RESTlet should verify them).
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e Performance and User Experience: For scalability and user satisfaction, aim for low-latency
responses. If a user asks a question and it takes 10 seconds to fetch from NetSuite, they might get
frustrated. Tune what you can: sometimes fetching a smaller dataset or an indexed search in
NetSuite can cut response time. If using SuiteQL, ensure your queries are optimized. Also consider
using caching for frequently asked queries (though be careful to cache per-user if data is restricted).
On the flip side, don't cache sensitive data too long. Some bots cache things like exchange rates or
product info that don't change often, to answer faster.

In essence, treat the chatbot as you would any extension of your enterprise systems: apply the principle
of least privilege (give it minimal access required), defense in depth (validate at multiple levels), and
monitor continuously. Done right, a chatbot can be both highly useful and secure — companies have
successfully deployed, for example, Slack bots that let only authorized managers approve POs,
significantly speeding up processes without introducing security holes (Source: houseblend.io)(Source:
netsuite.smash-ict.com). By anticipating the risks and mitigating them, you can ensure your NetSuite

chatbot remains a helpful assistant, not a vulnerability.

Case Studies and Examples

To ground this discussion, here are a few real or illustrative examples of NetSuite-integrated chatbots in
action:

e Slack-based Procurement Assistant: A mid-sized company built a Slack chatbot (nicknamed
“NetSuite Assistant”) to help with purchase order approvals and status checks. The company had
many managers involved in purchases who did not have NetSuite licenses (to save cost). Prior to
the bot, these managers would email or call the finance team to ask for PO updates or approve POs
indirectly, causing delays. The Slack bot changed this: it allowed managers to query, “What’s the
status of PO #1005?” and get an immediate answer (e.g., “It’s awaiting Director approval”) and even
pull up the PDF of the PO inside Slack. If the PO was pending their approval, the bot would let them
approve it with a simple “/approve 1005" command. The bot was implemented using a Slack slash
command that hit an Express.js web service, which in turn called a NetSuite RESTlet for data. This
delivered major benefits: managers got information in seconds without logging into NetSuite, and
approvals that used to take hours or days via email now happened in minutes via Slack. The NetSuite
team’s workload also dropped, as they no longer fielded constant “what’s the status” questions.
Additionally, the company saved on license costs — they could involve more stakeholders in the
process without buying full NetSuite access for occasional use (Source: netsuite.smash-ict.com).

This case demonstrates how a focused chatbot addressing a specific pain (procurement
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bottlenecks) can yield quick ROI. It also highlights architecture: Slack - Web Service - NetSuite
RESTlet, with security checks mapping Slack users to NetSuite employee records as described
earlier.

¢ In-App NetSuite Support Bot (Guru Solutions): An official NetSuite partner, GURUS Solutions,
developed an Al chatbot that lives inside the NetSuite interface to assist users in real-time. This
"NetSuite Support Assistant” draws on company-specific NetSuite configurations and knowledge to
answer user queries. For example, if a user gets a cryptic custom error or is unsure how to complete
a process, they can ask the bot within NetSuite, “How do I fix this error?” or “What are the steps to
create a return authorization?”. The bot, having been fed with the company’s NetSuite customization
documentation and using Al NLP, provides contextual answers. It might say, “This error means X. It

n

occurs if field Y is blank. To fix it, go to..." and so on, pulling the answer from internal docs or
SuiteAnswers articles. The key here is the bot is context-aware of the user’s role and the page
they're on - it can tailor the answer (e.g., a staff accountant might get a simpler answer, whereas an
admin gets a more technical explanation) (Source: houseblend.io). This solution improved
onboarding of new NetSuite users (they learn on the fly by asking the bot) and reduced repetitive

support calls. One outcome reported is that common questions became visible, allowing the

organization to improve training materials proactively (Source: gurussolutions.com). Technically, this
bot likely uses a combination of SuiteScript (to embed in the Ul and maybe use the n/11m module to
call an Al service) and external Al services for NLP. It respects Oracle’s privacy policies since it
operates within NetSuite's environment and uses each user’s permissions to filter answers (Source:
gurussolutions.com). This is a great example of a training-wheels chatbot that augments the user

experience inside the ERP.

¢ Customer Self-Service Chatbot with NetSuite Backend: A retail company using NetSuite for order
management implemented a web chatbot for customers on their Shopify storefront (hypothetical
example reflecting real patterns). The chatbot (built with Ada) greets customers with, “Hi, | can help
with orders. Do you want to track a package or ask something else?”. If the customer clicks “Track
my order,” the bot asks for the order number and email (to authenticate). Then, using a small Node.js
webhook, the bot queries NetSuite (via RESTlet) for that order’s status and tracking info. It replies
with “Your order #1234 is in transit via FedEx, tracking number 999... expected delivery June 5.” If
the customer asks a question like “Can | return an item?" the bot uses its knowledge base to give the
return policy and can even initiate a return: it creates a NetSuite case or return authorization record
and emails the customer a return label. When the issue is beyond the bot (say the customer types "I
want to change the shipping address but it's already shipped”), the bot seamlessly offers to connect
to a live agent. The agent sees the transcript of the bot interaction and the NetSuite data fetched so
far, making for a smooth hand-off. This deployment saw a high volume of inquiries resolved instantly
(tracking questions got deflected from call center), improving customer satisfaction and reducing
call center workload by, say, 30%. It shows how NetSuite's data can be exposed safely through a
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chatbot to end-users. Velaro's live chat SuiteApp is an example product in this vein — it connects chat
interactions to NetSuite CRM data, allowing agents or bots to pull up customer records during a chat
and even create leads/cases in NetSuite from the chat interface.

e Voice-Enabled ERP Assistant (Prototype): In a more futuristic scenario (which some companies
have experimented with), consider a warehouse where workers use headsets. A voice bot (possibly
built with Microsoft's Bot Framework and connected to NetSuite via APIs) allows a worker to speak
queries like, “Hey NetSuite, how many of item ABC do we have in stock?”. The speech is converted
to text, the bot processes it, queries NetSuite inventory, and then speaks back the answer through
text-to-speech: “Current stock for ABC is 150 units.” The worker could follow up, “Create a transfer
order of 20 units from Warehouse A to Warehouse B,” and the bot would confirm and execute that in
NetSuite. This voice assistant is essentially the same logic as a text bot but adds speech interfaces.
Early demos of this have been done with Alexa and Google Assistant — for example, asking Alexa to
approve an expense report in NetSuite (via a skill that calls NetSuite web services). While not
mainstream yet, it showcases the potential: hands-free operation for on-the-move staff. One
company demoed using Alexa to update inventory levels, highlighting feasibility (the Alexa skill acted
as front-end, with AWS Lambda calling NetSuite). As voice recognition and NLP improve, we might
see more of these in settings like manufacturing floors or delivery fleet management, where pulling
out a laptop is impractical.

Each of these cases underscores different benefits — faster approvals, lower support costs, better UX —
but all share a common theme: conversational interfaces can make interacting with an ERP more
natural and efficient. The technology to achieve this is available today; success depends on focusing on
a clear business need and executing with the right integration and Al strategy.

Future Trends in ERP Chatbots

The integration of Al chatbots with ERP systems like NetSuite is at an exciting inflection point. Looking
ahead, several trends are poised to shape the next generation of ERP conversational assistants:

e Deeper Integration of Generative Al (LLMs) in ERP: Large Language Models (like GPT-4, GPT-5,
etc.) are becoming increasingly adept at understanding context and generating human-like
responses. We can expect ERP chatbots to leverage these models not just for interpreting user
requests, but for producing richer, more insightful answers. For instance, rather than a bot simply
fetching raw data, it could provide a short narrative analysis. A user might ask, “Why are our Q3
sales down?”, and a GPT-based bot could analyze NetSuite data and respond, “Sales in Q3 fell 5%
compared to Q2, mainly due to a 10% drop in the consumer segment in July after a major customer
contract ended”. In fact, NetSuite’'s 2025.1 release hints at this direction: they introduced a
SuiteScript Generative Al APl and Prompt Studio, which lets developers embed GenAl capabilities
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and fine-tune the tone and content of Al-generated outputs. This means NetSuite is opening the
door for custom scripts to call Al services (OpenAl or others) and use them within ERP processes.
Imagine a future NetSuite release where you have a built-in “Al Assistant” that can answer ad-hoc
questions drawing on your accounting and CRM data, draft emails to customers using NetSuite data,
or summarize meeting notes and turn them into NetSuite tasks — all powered by generative Al. The
key trend is Al as a co-pilot for knowledge work, not just a fetcher of data.

¢ ERP Vendors Offering Native Chatbot Assistants: As noted, Oracle has been embedding specific
Al features rather than a full chatbot, but this may evolve. Competing ERP/CRM vendors are moving
fast: Salesforce introduced Einstein GPT across its platform, including conversational Ul for asking
Salesforce questions. SAP is embedding Joule (their Al assistant) directly in their cloud ERP to allow
natural language queries and actions in context. Microsoft has its Dynamics 365 Copilot which
brings chat interfaces to CRM, supply chain, etc., integrated with the Microsoft 365 Copilot (so you
can query ERP data right from Teams). NetSuite will likely not be far behind — we might see a more
general "NetSuite Assistant” from Oracle in the near future, beyond the support bot, especially since
Oracle emphasizes they add Al to increase value in the suite. Oracle’s design philosophy (targeted Al
features) might give way to a broader assistant if market demand pushes it. In any case, customers
will have more out-of-the-box Al capabilities in ERP systems. This could reduce the need for custom
third-party bots for certain common tasks, while raising user expectations for conversational
interactions.

e Multi-Modal and Voice Interactions: Future chatbots won't be just text. Voice will be a bigger
component. We discussed voice assistants in warehouses; that concept can extend to any on-the-go
scenario. With improvements in speech recognition and the ubiquity of devices (smartphones, loT
headsets), speaking to your ERP may become normal. We expect better integration of voice
assistants that are domain-trained. For example, an Al voice assistant that understands
manufacturing jargon could be used on a factory floor to report production counts to the ERP. On the
text side, multi-modal outputs will improve — bots could return graphs, images, or rich cards as
answers rather than plain text. If you ask, “Show me last month’s sales by product,” the bot might
respond with an embedded chart (some systems do this already). Oracle has been working on NLP
to SQL conversion - if you have a chatbot that can generate SQL on the fly and run it, you essentially
enable ad-hoc reporting requests answered with visuals. Also, expect integration with augmented
reality (farther out, but conceivable): e.g., an engineer wearing AR glasses could ask the ERP bot for
a part's specifications and see data overlaid visually.

¢ Enhanced Context and Personalization: Future ERP chatbots will be more context-aware. They will
know who the user is, their role, what they were doing recently, and use that to personalize
responses. For example, if a salesperson asks "How is it going with Acme Corp?”, the bot could infer
context (the user is a sales rep assigned to Acme, so "how is it going” likely means show Acme's
recent orders, interactions, or maybe health score). That requires stitching together data from CRM,
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support, finance — something an Al can do if given the right backend access. Chatbots will draw on a
unified data layer (like a data warehouse or graph of relationships between records) to answer
higher-level questions. Oracle’s Analytics and the push for data warehouses indicates there’s a trove
of data that Al could summarize. NetSuite might leverage its Analytics Warehouse (built on Oracle
Autonomous DB) to feed an assistant that can do cross-domain answers (financial + operational
insight combined).

e Proactive and Autonomous Agents: Thus far, our chatbots respond when asked. The future might
see them become proactive. An ERP bot might alert you: “Your cash flow is running low this week.
Would you like me to initiate a credit line drawdown?”. Or “Project Alpha is 10 days behind schedule.
| can draft an email to the client explaining the delay — would you like me to?”. This moves towards
the agent paradigm: the bot not only chats, but can take initiative based on triggers or thresholds
(with approval). We see early signs: the inventory bot that asked if it should create a PO when stock
was low. With Al, the assistant can watch for anomalies or key events (like a large deal stuck in
approval) and then converse with the user to resolve it. Oracle’s angle of “manage-by-exception” via
assistants hints at this — routine stuff automated, only exceptions bubbled up via chat for humans to
decide. Over time, as trust in Al grows, some decisions might be fully delegated.

e Unified Platforms and Networks: We may see chatbots that span multiple systems, not just
NetSuite. For example, Oracle’s digital assistant could handle both NetSuite and Oracle Cloud apps if
a company uses both. Or a chatbot that can pull data from NetSuite and Salesforce and Jira to
answer a question end-to-end (“What'’s the status of that customer’s implementation project?” —
requiring data from CRM, ERP, and project management). This could either be through integrations or
through Al that can search knowledge across systems (with proper security). The lines between
systems may blur for the user when using a chatbot — they just ask in natural language, and behind
the scenes, it fetches from wherever the data resides. Efforts like Microsoft's Teams integrating
various app “copilots” into a single chat interface are pointing this way.

¢ More Democratization of Bot Building: Currently, building an ERP chatbot often needs a developer
and understanding of APIs. In the future, as these technologies mature, we may have easier tools -
perhaps NetSuite will have a built-in bot builder where an admin can click to enable certain
queries or tasks for a chatbot without writing code. Or low-code platforms will incorporate Al
assistants by drag-and-drop. For example, if SuiteCloud Platform offers more Al components (like
how they added SuiteQL for easier queries, maybe they add a “Chatbot Wizard"), it could allow SMEs
to get simple bots running without a big project. Similarly, training bots will get easier with few-shot
learning — you might not need to provide hundreds of examples for an intent; a future GPT could
understand an intent from just a description and a couple of examples (some are already doing that).
This lowers the barrier to adding new capabilities to the bot quickly as business needs change.

Page 29 of 33


https://houseblend.io/?utm_source=pdf
https://houseblend.io/articles/netsuite-ai-chatbot-solutions

m HOUSEBLEND Comparing Al Chatbot Solutions for NetSuite ERP

e Regulatory and Ethical Al Use: As Al usage grows, regulations might come into play (EU Al Act,
etc.). ERP chatbots deal with sensitive business info, so compliance with evolving Al regulations
(transparency, bias, data usage) will be important. We might see features like Al output tracing
(keeping track of what data was used to generate an answer, to satisfy audit), or built-in redaction
(ensuring bots don’t reveal certain classes of info). Oracle and others will likely bake more
compliance features into their Al offerings to appeal to enterprise governance requirements.

In summary, the future ERP chatbot will be more powerful, more integrated, and more autonomous. It
will feel less like a separate tool and more like an assistant that's just part of the system — possibly even
the primary interface for many users. NetSuite professionals should keep an eye on these trends. The
skills to manage and configure Al assistants will become part of the ERP admin toolkit. As one expert
quipped, the traditional ERP Ul might eventually be “eaten” by these Al agents — meaning we'll interact
through conversation and only dive into screens for detailed configuration or exception handling. While
that's not going to happen overnight, we're already on the path. Businesses that start experimenting now
— even in small ways — will be better positioned to take advantage of these advancements. The
convergence of ERP and Al is accelerating, turning what used to be static data systems into dynamic,
interactive partners in business operations.

Conclusion

Chatbots and conversational Al are transforming how users interact with enterprise software. For Oracle
NetSuite, a platform renowned for its breadth of functionality, adding a conversational interface can
dramatically enhance usability and productivity. This research report has surveyed the landscape of
NetSuite chatbot options — from Oracle's own Digital Assistant to third-party solutions like Kore.ai, Ada,
Intercom, and Drift — and examined how they can be applied to real business needs in ERP, CRM, finance,
HR, and more.

In closing, the key takeaways for an organization considering a NetSuite-integrated chatbot are:

o Start with Clear Value Cases: Identify a use case where a chatbot solves a pain point (e.g. speeding
up approvals, providing 24/7 customer answers, reducing navigation complexity for infrequent users)
and begin there. A focused success builds support for expanding the project.

¢ Leverage the Right Tools: If you need deep NetSuite transactions and have development talent,
Oracle's ODA or custom-built bots using RESTlets might be best. If your aim is customer support,
platforms like Ada or Intercom can jump-start the effort with their built-in Al (with some integration
work to NetSuite). Match the platform to the audience and skills available. And keep security in
mind as a non-negotiable factor when choosing tools.
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e Plan Integration and Governance: A chatbot is only as good as its connection to data. Use
NetSuite's robust APIs or SuiteScript capabilities to empower your bot — but also put governance
around it (who can use it for what, how to monitor its outputs, ensuring compliance with data
policies). The report's sections on architecture and security provide a roadmap for these
considerations (e.g., using integration users, logging, role permissions) (Source: houseblend.io).

¢ Iterate and Improve: Treat the chatbot as an evolving product. Initial deployment is just the first
step. Monitor how users interact, gather feedback, and refine the bot's knowledge and capabilities.
Over time, consider integrating more advanced Al features, like those NetSuite is rolling out
(generative Al for explanations, etc.), to keep improving the user experience.

o Stay Informed on Al Trends: The pace of Al innovation is rapid. New versions of language models,
new integration offerings from Oracle (like SuiteAl features), and emerging best practices are coming
out continuously. By staying updated (via NetSuite release notes, Oracle Cloud news, Al industry
reports), you can identify opportunities to enhance your chatbot or introduce new features that save
even more time or money. For example, if NetSuite releases an official conversational assistant, you
might integrate or transition to that to leverage native support.

Implementing a chatbot for NetSuite is a journey that combines technology and change management.
Done well, it can turn NetSuite from a system that users must learn to navigate, into a system that users
can simply talk to — getting answers and actions in seconds. In an era where user experience and
efficiency are paramount, that shift is a powerful competitive advantage. Companies that embrace
conversational interfaces in their ERP now will not only delight their users and customers today, but also
set the foundation for the Al-driven business operations of tomorrow.

Sources: The insights and data in this report were drawn from a variety of authoritative sources,
including Oracle's official documentation and announcements (for ODA features and NetSuite's Al
roadmap), third-party vendor documentation (for platforms like Kore.ai, Ada, Intercom, and Drift), expert
implementation articles, and industry analyses. Key references have been cited throughout in the format

source T lines for transparency and further reading. As this field is quickly evolving, readers are
encouraged to review the latest documentation from Oracle NetSuite and each chatbot provider for the
most up-to-date capabilities and pricing.

Tags: netsuite, erp, ai chatbot, oracle, api integration, conversational ai, user experience, automation
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HouseBlend.io is a specialist NetSuite™ consultancy built for organizations that want ERP and integration projects
to accelerate growth—not slow it down. Founded in Montréal in 2019, the firm has become a trusted partner for
venture-backed scale-ups and global mid-market enterprises that rely on mission-critical data flows across
commerce, finance and operations. HouseBlend's mandate is simple: blend proven business process design with
deep technical execution so that clients unlock the full potential of NetSuite while maintaining the agility that first
made them successful.

Much of that momentum comes from founder and Managing Partner Nicolas Bean, a former Olympic-level athlete
and 15-year NetSuite veteran. Bean holds a bachelor’s degree in Industrial Engineering from Ecole Polytechnique
de Montréal and is triple-certified as a NetSuite ERP Consultant, Administrator and SuiteAnalytics User. His
résumé includes four end-to-end corporate turnarounds—two of them M&A exits—giving him a rare ability to
translate boardroom strategy into line-of-business realities. Clients frequently cite his direct, “coach-style”
leadership for keeping programs on time, on budget and firmly aligned to ROI.

End-to-end NetSuite delivery. HouseBlend's core practice covers the full ERP life-cycle: readiness assessments,
Solution Design Documents, agile implementation sprints, remediation of legacy customisations, data migration,
user training and post-go-live hyper-care. Integration work is conducted by in-house developers certified on
SuiteScript, SuiteTalk and RESTlets, ensuring that Shopify, Amazon, Salesforce, HubSpot and more than 100 other
SaaS endpoints exchange data with NetSuite in real time. The goal is a single source of truth that collapses
manual reconciliation and unlocks enterprise-wide analytics.

Managed Application Services (MAS). Once live, clients can outsource day-to-day NetSuite and Celigo®
administration to HouseBlend's MAS pod. The service delivers proactive monitoring, release-cycle regression
testing, dashboard and report tuning, and 24 x 5 functional support—at a predictable monthly rate. By combining
fractional architects with on-demand developers, MAS gives CFOs a scalable alternative to hiring an internal team,
while guaranteeing that new NetSuite features (e.g., OAuth 2.0, Al-driven insights) are adopted securely and on
schedule.

Vertical focus on digital-first brands. Although HouseBlend is platform-agnostic, the firm has carved out a
reputation among e-commerce operators who run omnichannel storefronts on Shopify, BigCommerce or Amazon
FBA. For these clients, the team frequently layers Celigo’s iPaaS connectors onto NetSuite to automate fulfilment,
3PL inventory sync and revenue recognition—removing the swivel-chair work that throttles scale. An in-house
R&D group also publishes "blend recipes” via the company blog, sharing optimisation playbooks and KPIs that cut
time-to-value for repeatable use-cases.

Methodology and culture. Projects follow a "many touch-points, zero surprises” cadence: weekly executive
stand-ups, sprint demos every ten business days, and a living RAID log that keeps risk, assumptions, issues and
dependencies transparent to all stakeholders. Internally, consultants pursue ongoing certification tracks and pair
with senior architects in a deliberate mentorship model that sustains institutional knowledge. The result is a
delivery organisation that can flex from tactical quick-wins to multi-year transformation roadmaps without
compromising quality.

Why it matters. In a market where ERP initiatives have historically been synonymous with cost overruns,
HouseBlend is reframing NetSuite as a growth asset. Whether preparing a VC-backed retailer for its next funding
round or rationalising processes after acquisition, the firm delivers the technical depth, operational discipline and
business empathy required to make complex integrations invisible—and powerful—for the people who depend on
them every day.
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DISCLAIMER

This document is provided for informational purposes only. No representations or warranties are made regarding the
accuracy, completeness, or reliability of its contents. Any use of this information is at your own risk. Houseblend shall not be
liable for any damages arising from the use of this document. This content may include material generated with assistance
from artificial intelligence tools, which may contain errors or inaccuracies. Readers should verify critical information
independently. All product names, trademarks, and registered trademarks mentioned are property of their respective owners
and are used for identification purposes only. Use of these names does not imply endorsement. This document does not
constitute professional or legal advice. For specific guidance related to your needs, please consult qualified professionals.
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