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Abstract

Based on the framework of partially observable Markov decision processes (POMDPs),
this paper describes a practical real-time spoken dialogue system in which the un-
derlying belief state is represented by a dynamic Bayesian Network and the policy is
parameterized using a set of action-dependent basis functions. Tractable real-time
Bayesian belief updating is made possible using a novel form of Loopy Belief Propa-
gation and policy optimisation is performed using an episodic Natural Actor Critic
algorithm. Details of these algorithms are provided along with evaluations of their
accuracy and efficiency.

The proposed POMDP-based architecture was tested using both simulations and
a user trial. Both indicated that the incorporation of Bayesian belief updating sig-
nificantly increases robustness to noise compared to traditional dialogue state esti-
mation approaches. Furthermore, policy learning worked effectively and the learned
policy outperformed all others on simulations. In user trials the learned policy was
also competitive, although its optimality was less conclusive. Overall, the Bayesian
update of dialogue state framework was shown to be a feasible and effective approach
to building real-world POMDP-based dialogue systems.
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1 Introduction

The ability to converse is often considered a defining characteristic of intelli-
gent behaviour. Human-machine dialogue therefore has great significance both
academically and as a practical method of communicating with machines for
commercial applications. Evidence for the latter can be found in the frequent
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use of Spoken Dialogue Systems (SDSs) in applications such as access to in-
formation and services, interaction with robots, playing games and provid-
ing customer support. Any improvement in the effectiveness of these systems
would have far reaching implications.

Commercial dialogue systems are typically implemented by flowcharting sys-
tem prompts along with possible user responses (Pieraccini and Huerta, 2008).
The system is represented as a graph, sometimes called the call flow, where
nodes represent prompts or actions to be taken by the system and the arcs
give the possible responses. Formally, the system is therefore a Finite State
Automaton (FSA). This approach has been effective commercially because it
is straightforward to implement and system prompts can be designed to elicit
highly restricted user responses. However, the resulting dialogues can become
frustrating for users as their choice is severely limited. Further problems arise
when speech recognition and understanding errors occur. In some cases, the
system might accept information that is in fact incorrect and elaborate error
detection and correction schemes are then required to recover from this. As
a result, commercial SDSs are seldom robust to high noise levels and require
significant effort and cost to develop and maintain.

Researchers have attempted to overcome these issues of robustness and devel-
opment cost in various ways, many of which fall into two categories. The first is
to model dialogue as a conversational game with rewards for successful perfor-
mance. Optimal action choices may then be calculated automatically, reducing
the costs of maintenance and design as well as increasing performance. These
models have largely been based on the Markov Decision Process (MDP), as
for example in Levin et al. (2000); Walker (2000); Scheffler (2002); Pietquin
(2004) and Lemon et al. (2006). The choice of actions for a given internal
system state is known as the policy and it is this policy which MDP models
attempt to optimise.

A second avenue of research has been to use a statistical approach to modelling
the uncertainty in dialogue. This allows for simpler and more effective methods
of dealing with errors. Pulman (1996); Horvitz and Paek (1999) and Meng et al.
(2003) all suggest early forms of this approach. These statistical systems view
the internal system state as representing a set of beliefs about the state of the
environment. The true state of the environment is hidden and must be inferred
from observations, usually via Bayesian inference. The environment state is
often separated into different components, called concepts, each of which has
a set, of possible concept values. Sometimes these concepts are called slots.

More recently, there have been several attempts to combine the use of statisti-
cal policy learning and statistical models of uncertainty. The resulting frame-
work is called the Partially Observable Markov Decision Process (POMDP)
(Roy et al., 2000; Williams and Young, 2006b; Bui et al., 2007). Figure 1 shows



how this framework compares to those suggested previously. The attention of
this paper is focussed on the lower half of this figure.
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Fig. 1. Frameworks for modelling uncertainty and policy optimisation in Spoken
Dialogue Systems: Finite State Automata (FSA), Bayesian Networks (BN), Markov
Decision Processes (MDP) and Partially Observable MDPs (POMDP).

Tractability is a major concern whenever a statistical model of uncertainty
is used since statistical models require that a probability be associated with
every possible state of the environment. Unless significant assumptions and
approximations are taken, the result is intractable for any real-world system.
Many authors suggest using Bayesian network algorithms as a solution (Pul-
man, 1996; Horvitz and Paek, 1999; Meng et al., 2003; Bui et al., 2007). Young
et al. (2007) take a different approach, grouping the state space into partitions
where states have similar characteristics and pruning unlikely cases. Another
alternative based on particle filters is suggested by Williams (2007b). How-
ever, all of these models are restricted to cases where the user’s goal stays
constant and there are limited dependencies between concepts or there are
limited concepts or concept values.

This paper presents a Bayesian Network-based architecture which allows the
user goal, user input act and dialogue history to be modelled in a flexible and
scaleable manner. To enable tractable belief updating, a novel form of the
well-known Loopy Belief Propagation (LBP) algorithm (Bishop, 2006, Ch. 8)
has been developed which uses partitioning of variable value-sets and tying of
transition probabilities to achieve significant efficiency gains.

Previous attempts to build POMDP-based spoken dialogue systems have re-
lied on mapping the state space into a much more compact summary space in
order ensure tractable policy representation and optimisation (Williams and
Young, 2007; Thomson et al., 2007). A further contribution of this paper is to
show how a component-based policy can be defined over the full state space
and optimised using the Natural Actor Critic (NAC) algorithm Peters et al.



(2005). The NAC algorithm has several advantages over previously proposed
approaches. Most importantly, the use of a component-based policy enables
the system to learn to differentiate between both slot-level and higher-level
actions simultaneously. In contrast, the CSPBVI algorithm learns actions for
individual slots and then uses heuristics to decide which action to take. Simi-
larly, the summarised form of Q-learning presented in Thomson et al. (2007)
places much of the high-level decision making into the heuristic mapping be-
tween the summary and the real-world action. Other advantages of the NAC
algorithm include its potential for online policy adaptation and its relatively
strong convergence properties.

The paper is organised as follows. Section 2 discusses the representation of
dialogue state and associated belief update algorithms. The section starts
by introducing a general model of dialogue, POMDPs, Bayesian Networks
and other graphical models. Several network structures which are particularly
useful for dialogue systems are then described in Section 2.2. Algorithms for
implementing dialogue state updates are then discussed in Section 2.3, followed
by methods to improve their efficiency in Sections 2.4 and 2.5. An analysis
of the efficiency gains achieved by the proposed algorithms is presented in
Section 2.6.

Section 3 is concerned with policy optimisation, focusing on continuous-state
Markov Decision Processes which are introduced in Section 3.1. A technique
for using domain knowledge to simplify the choice of actions is presented in
Section 3.2, followed in Section 3.3 by a discussion of how component-based
parametric policies can be used for learning in a dialogue system. Section 3.4
then gives a detailed explanation of parameter optimisation using the Natural
Actor Critic algorithm. The section ends with a short comparison with other
learning algorithms.

An evaluation of a real-time spoken dialogue system which uses the Bayesian
updating framework is presented in Section 4. The evaluation is based on both
simulation and a user trial and the results of these are given in sections 4.3
and 4.4, respectively. Both the simulations and the user trial indicate that
the Bayesian updating framework outperforms standard alternatives. Section
5 concludes the paper and gives directions for future research.



2 Maintaining Dialogue State

2.1 A theoretical model for dialogue

Current models of dialogue all start from the assumption that a dialogue
consists of a sequence of user and system turns. Dialogue management is
concerned with deciding what action to take at each system turn and this
decision is always based on some form of internal state. The representation
of this internal state cannot be a perfect because the system does not have
perfect knowledge of the environment. Instead, the internal state must repre-
sent the system’s beliefs about what the user intends and what has happened
in the dialogue. The standard notation for the internal state varies between
the POMDP and MDP literatures!. In this paper the system’s internal state
will be consistently denoted b € B, and is always called the belief state. This
includes all different frameworks (including FSA and MDP) since in all cases
the internal state is a representation of the system’s beliefs. The belief state is
often called the system state but that will be avoided here to avoid confusion
with the environment state defined below.

What the system chooses to do during its turn is called the machine action
or system action and is chosen from a predefined set, m € M. The set of dis-
tributions over actions is denoted II(M). Policies, 7 : B — II(M), are then
mappings from belief states to probabilistic action choices. The development
of the belief state over time depends on the responses the system obtains from
its environment. A set of observations, o € O is defined, which describes what
the system can observe about the world around it ?. Given the previous belief
state, b, the last machine or system action, m, and the last observation, o, the
system transitions into a new belief state, b’. The function which defines this
is called the belief state transition function.

Clearly the actions, belief states and observations are all indexed by the turn
number. When it is important to note this dependency they are denoted m,
b, and o;. While the system is in state b, it will choose action m; according
to the distribution determined by the policy, 7(b;). The system then observes
observation o;,1 and transitions to a new system belief state b;.;. When the

I In the MDP literature the internal system state is denoted s. This symbol is
reserved for the environment state in the POMDP literature

2 In traditional dialogue systems the actions of the system are the system prompts
and the observations are the recogniser inputs. More recently, researchers have ex-
panded both the action and observation sets. For example, in a dsl modem trou-
bleshooting task, the actions might also include testing a user’s internet connectivity
or checking that their password is correct. Observations can include responses from
these tests or any other perceptual input from the environment (Williams, 2007a).



time dependence is insignificant, the ¢ is omitted and a prime symbol is used
to denote the next time step (e.g. o' = 0;11).

The definition of the belief state and its transitions is the key feature which
distinguishes models that use a statistical model of uncertainty from those
which do not. The essential feature of traditional MDP and FSA models is that
the number of belief states is finite. Measures of uncertainty are maintained
via hand-crafted rules which represent transitions through varying levels of
confidence. Thus, although the internal state can still represent the system’s
beliefs about its environment, it must be explicitly encoded by the system
designer.

In POMDP models the system-state transitions are defined indirectly via prob-
ability rules. The model assumes a set of underlying environment states, s € S.
Next, a stationary observation function, P(o;|ss, my_1), is assumed in which
the observation probability is conditionally dependent on only the current
environment state, s;, and the last machine action, m;_;. Changes in the en-
vironment state are governed by a constant transition function P(s;1|s¢, my),
which assumes that changes in the environment state are dependent only on
the last environment state and action but not the full state history. This is
called the Markov assumption. The belief state, b;, is the probability distribu-
tion over all possible environment states. Under the above assumptions, this
distribution can be calculated using standard probability theory. It is therefore
a fully statistical representation of the system’s beliefs about its environment.

The difficulty with using a fully statistical approach is that belief updates
quickly become intractable. A naive enumeration of all environment states
grows exponentially with the number of concepts. Real-world systems must
therefore use computationally efficient methods to update the belief distribu-
tion over these states.

2.2 Bayesian network models of dialogue

In order to obtain computationally efficient algorithms, the structure of the
domain under consideration must be exploited. Bayesian networks provide a
graphical representations of statistical models which give an intuitive repre-
sentation of the structure in a system and also facilitate the use of computa-
tionally effective updating algorithms. A detailed introduction can be found
in Bishop (2006, Ch. 8).

A Bayesian network is defined to be a directed acyclic graph where the nodes
represent random variables, and the arcs represent conditional dependencies.
The joint distribution of all variables in the graph factorises as the product of
the conditional probability of each variable given its parents in the graph. Fig-



ure 2 gives an example network, representing the assumptions of the POMDP
model. Networks which repeat the same structure at each point in time, as in
this example, are known as dynamic Bayesian networks (DBNs). The sections
of the network corresponding to a particular time are called time-slices.
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Fig. 2. A portion of a Bayesian Network representing the POMDP model. Decisions
are drawn in a rectangle to show that they are actions of the system rather than
observed random variables.

The usefulness of Bayesian networks for dialogue comes from allowing further
factorisations of the environment state, s;. When factorising out components
of the state, Bayesian network algorithms provide efficient methods for calcu-
lating updated marginal distributions of the factors. Updating the beliefs of
the system then becomes more tractable.

2.2.1 Structure of dialogue networks

In a dialogue system the environment state, s;, is highly structured. The exact
structure of the Bayesian network used to describe the environment state will
depend on the application but there are various structural elements which can
often be reused.

One useful factorisation is to separate the environment state into three compo-
nents: s; = (gy, uy, hy), where g, is the long term goal of the user, u; is the true
user act and h, is the dialogue history (Williams et al., 2005) * . The observed
user utterance is then conditionally dependent only on the true user act.

In many systems, further structuring is possible by separating the state into
concepts, ¢ € C. In a tourist information system, for example, typical concepts
might be the type of “food” served or the “area” in which a venue is located.
The state is now factorised into sub-goals, sub-user-acts and sub-histories for
each concept. These are denoted ¢, u!? and hl?. Typically u” is assumed
to depend only on the sub-goal glgc) . The sub-history hgc) will depend on the
sub-user-act ugc) and the previous sub-history h,@l.

It is useful to also maintain a node for the overall user act u;. To sim-

plify the updates, a one-to-one mapping is defined between the sub-acts,

3 In Williams et al. (2005) the notation is slightly different with s, = ¢, a, = u
and s; = h.



u,gc) and this overall act. The sub-acts will represent parts of the action that

might be relevant for a particular concept. For example, if the user says “I
would like a Chinese restaurant”, the overall act might be represented as “in-
form (type=restaurant, food=Chinese)”. This will be split so that the sub-act
for the type concept is “inform(type=restaurant)”, while the sub-act for food
is “inform(food=Chinese)”. Acts which cannot be split are associated with
every concept. An example of the latter is the user saying “Yes”. This will

result in an “affirm” act being associated with all slots.

The history node allows the system designer to store sufficient information
about the history in order to make coherent decisions. This may be very
restricted and in many cases only requires a few values. Indeed, the three states
“nothing said”, “mentioned” and “grounded” will normally be adequate.

The dependencies of the sub-goals must be limited to enable tractability. A
useful method of implementing this is to add a validity node, v;, for each
concept. This node has a deterministic dependency on its parent (or parents)
which decides whether the associated sub-goal is relevant to the overall user
goal or not. Validity nodes can only take two values - “Applicable” and “Not
Applicable”. If a node is “Not Applicable” then the associated user sub-goal is
forced to also be “Not Applicable”. Otherwise the user sub-goal will depend on
its previous value with some probability of change. Figure 3 shows the resulting
network for a system with two concepts: type (of venue) and food. Note that
the user goal and user act are assumed to be conditionally independent of the
history.

Fig. 3. An example factorisation for the Bayesian network representing part of a
tourist information dialogue system. The “type” node represents the type of venue
being sought and is assumed to always be relevant so viyp. is omitted from the
diagram.

Validity nodes provide a simple method of switching on relevant parts of the
network as the user’s intention is clarified during the dialogue. For example,
when a user asks about hotels in a tourist information system, the “food”
concept would not be applicable. The concept might, however, be relevant
when talking about restaurants in the same system. The food node would



therefore be relevant if the user is looking for a restaurant and irrelevant
otherwise. If it becomes clear that the user is looking for a restaurant, the
validity of the food node increases and that part of the network increases in
probability.

The remaining nodes in the network will be dependent on the application. It
is important to note that the nodes need not necessarily be slots that are filled
with slot values. They can represent any random variable in the system*.

2.3 Loopy belief propagation and factor graphs

Once a suitable structure is found to represent the complete environment
state, an efficient algorithm is required to update the beliefs. When performing
calculations, many algorithms are better expressed using a different graphical
representation called a factor graph(Kschischang et al., 2001). An example
factor graph is shown in Figure 4 below. Factor graphs are undirected bipartite
graphs, with two types of node. One type represents random variables (drawn
as a circle), while the other type represents factors (drawn as a small square).
The assumption encoded within the graph is that the joint distribution over
all random variables can be written as a product of factor functions, one for
each factor node. These factors are a function of only the random variables
connected to the factor node in the graph.

Since a Bayesian network defines a factorisation of the joint distribution
into conditional probability factors, there is a direct mapping from Bayesian
networks to factor graphs. Figure 4 is a factor graph representation of the
POMDP assumptions, previously depicted as a Bayesian network in Fig-
ure 2. ft(tmns) represents the environment state’s transition function, thus
ft(tmns)(st, Sev1,my) = P(s441]8:, my) and ft(Obs) represents the observation func-

tion, ft(0b8)<3t70tamt71) = P<0t‘3tamt71)-

f (trans)

t+1 '®
{1

Fig. 4. A portion of a factor graph representing the POMDP model.

4 Indeed, as mentioned in footnote 2, Williams (2007a) has described a Bayesian
network structure for a POMDP-based dialogue system to troubleshoot internet
connections in which nodes include environment conditions such as whether there
is “no power” or “no network”.



Algorithm 1 Loopy Belief Propagation
initialize: Set all messages equal to one.
Let Y = {x = (21, 22,...,2n)" : 2; is a possible value of X;}.
Note that Y enumerates the set of all combinations of the X; random vari-
ables.
repeat
Choose a factor f, to update. Suppose this is connected to variables
Xl,XQ, ce ,XN.
for each variable, X;, connected to the factor do
(a) Update the messages out of the factor.

(Vai) pre—x ()= > fa(¥) [T, —p(xy). (2)

xeY,x;=1x} J#i

(b) Update the messages into nearby factors
for each factor b # a, connected to X; do

(Vi) px,—gp, (2F) = [T ppo—x, (). (3)
c#£b
end for
end for

until convergence

Factor graphs facilitate the computation of updated marginal distributions
given each new set of input observations (i.e. user acts). Since exact computa-
tion is generally intractable, approximate methods must be used. Empirically
Loopy Belief Propagation (LBP) has been found to be sufficiently accurate
and efficient for a variety of applications, and LBP forms the basis of the
update algorithms developed here.

Loopy belief propagation maintains a set of messages for each arc in the model.
If there is an arc between the random variable X; and the factor f, then two
messages are defined. p1x, ., (x;) represents the message from the variable to
the factor (into the factor) and g, x,(z;) represents the message from the
factor to the variable (out of the factor). Both of these are functions of the
possible values of Xj.

The details for calculating these messages are given in Algorithm 1. A deriva-
tion of the algorithm is beyond the scope of this paper but may be found in
Bishop (2006, Ch. 8). Once the messages have been computed, the marginal
probability of any variable, X;, can be calculated from the messages into that
variable from the neighbouring factors, a € ne(X;). If k£ is a normalising con-
stant then:

plei) =k ] #p—xi(zi). (1)

acne(X;)
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The factor updates in LBP may be completed in any sequence although in
practice the system designer will aim to choose a sequence which minimises
the number of iterations. The updating should continue until the messages
no longer change significantly. At this stage the algorithm is said to have
converged and the resulting set of messages will constitute a fixed point of the
algorithm. In cases where the factor graph has a tree structure, the algorithm
is exact and will converge after a single breadth-first iteration through the tree
followed by a single reverse iteration. On more complex graphs, convergence
is not guaranteed, although convergence does usually occur in practice.

2.8.1 Limited time-slices

One practical difficulty in using the LBP algorithm is that the number n
of nodes in the network will grow with time. Hence, it may be preferable
to limit the number of time-slices that are maintained (Murphy, 2002). The
algorithm then proceeds as before except that the factor updates are restricted
to the most recent n time-slices. The marginal distributions for variables that
are connected to factor nodes in the most recent n time-slices must still be
maintained but any other information may be removed.

In the special case when only one time-slice is maintained and the single
slice network has a tree structure, this approach reduces to a special case of
the Boyen-Koller algorithm. No iteration will be required because of the tree
structure and the error, in terms of expected KL-divergence from the exact
updated distributions, will remain bounded over time as proved in Boyen and

Koller (1998).

Experiments show that updating the entire history tends to give better accu-
racy whereas updating only the most recent time-slice gives faster computa-
tion and avoids convergence problems(Murphy, 2002). Further details on the
computational efficiency of the algorithms are given in Section 2.6 and the
convergence and accuracy issues are discussed further in Appendix B.

2.4 Grouped loopy belief propagation

The standard LBP algorithm improves efficiency by exploiting the dependen-
cies between concepts. In a dialogue system, a significant issue arises where
a concept can take a large number of values. A tourist information system,
for example, might have many thousands of options for the name of the avail-
able venues. Using loopy belief propagation will help to mitigate the effect of
dependencies but updates still become intractable when there are too many
concept values.
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One solution to this problem is exploited in the Hidden Information State
(HIS) model of Young et al. (2007). Given an observation, many of the possible
environment states are indistinguishable and can therefore be grouped. In the
HIS system this is done by creating partitions of the true goal space. However,
since the partitions must be computed over the full unfactorised goal, it is
not possible to exploit the conditional independencies between concepts. The
approach discussed here builds on the HIS idea of partitions, but uses it in the
context of Bayesian networks and factor graphs. Partitions of concept-values
for a particular node are considered rather than partitions of the unfactorised
goal. If observations do not distinguish between different concept-values, the
messages for those values will be identical and need only be calculated once.

2.4.1 An example

As an example, consider the loopy belief updates of sub-goals such as the food
sub-goal in the state factorisation shown in Figure 3. The true value of each
sub-goal is g,gc), while as explained in Section 2.2.1, vt(c) and m; represent the

validity of the sub-goal and the machine action respectively.

An important assumption about the goal transitions is now made. Given a
machine action my, there is some probability of staying in the same state,
Om,1 and a constant probability, 6,,, 2, of changing states. For the moment,
the concept, ¢, is assumed to be applicable so vﬁ"’) is ignored. Written as an
equation, the factor representing the sub-goal transition function is:

Omer i g1 = g
9 'f (e) (c) '
me,2 1L Gt #gtﬂ

(4)

fa(gt(—ci—)lagt(C)vmt) = P(gt(i)ﬂg,gc),mt) =

Equation 2 of the LBP algorithm requires a summation over the values of this
factor, fixing one value and weighting by the product of the messages from
the surrounding variables, of which there is only one in this case. Since the
machine action my is known, it is also fixed. The resulting updates are as
follows:

[fa—geir (6) =D Plgis1 = ¢'lgr = 9,74 phgr— 1, (9) (5)
g

e—g(9) =D Plger1 = ¢'lg: = 9, m4) gy 1 — 1. (9') (6)
gl

where the concept superscript (¢) has been omitted for clarity.

These equations require a summation over the entire set of possible user goals.

12



This is clearly inefficient, since when there is nothing to distinguish different
goals, the messages into the factor (ig,—.s, and pg,,,—.s,) will be constant.
They can therefore be factored out of the summation, leaving a sum over
the factor values which can be calculated offline. The result will be a set of
equations which only require a summation for each group of user goals for
which the messages are equal.

This idea is formalised by partitioning the possible user goals into groups. A
collection of sets, Z1, Zs, ..., Zy, is defined as a set of partitions of the values
for g, and g;11 such that whenever g € Z; and g € Z; then i = j (i.e. there is no
overlap). In the example of the “food” concept, one might have three values
“Chinese”, “Indian” and “French”. When the user has only spoken about
“Chinese” food it is reasonable to split the values into two partitions - one
containing only the “Chinese” option and the other containing the “Indian”
and “French” options. Note that the same partitioning may be used for both
the previous and the next time step since the set of values is the same.

Now let g € Z; and ¢’ € Z; for some 4,j and let m; be an arbitrary ma-
chine action. The sum of the factor values for this choice of partitions may be
calculated offline as follows. If i # j then

Z P(9t+1 = 9’|9t = gamt) = |Zi|0mt,2 (7)
9€Z;
and
Z P(giy1 = d'|gr = g,ms) = 2|0 2- (8)
9'€Z;
If + = j then
> Plge1 =79 = g.me) = (|Zi] = 1)0m2 + O 9)
9geZ;
and
Y Plgr=d'lge = g,me) = (1Z;] = 1)0rm, 2 + O, 1. (10)
g'€Z;

In all cases, the sums are independent of the particular ¢ and ¢’ chosen to
represent the partitions. To simplify the notation, the factor value as a function
of the partitions may now be defined by summing over the partition values.
The partition factor value is then a simple multiple of the values calculated
in Equations 7, 8, 9 and 10

13



fa(Zj7Zi>mt) = Z Z fa(glagamt) (11>

9€Z; QIEZj
\Zi|(|1Zi] — 1)0py 2 + | Zi|Omya ifi=]
\Zil| Z;|Omy 2 otherwise

As mentioned above, to simplify Equations 5 and 6 the messages into the
factor must be constant before the factor values may be grouped together.
Assume the messages are constant over the partition and denote the messages
as a function of the partition - e.g. pg,—. 1. (Z;) = prg,—.(g) for any g € Z;.
The update equations can now be written as a function of the partition factor
values:

1

fifa—geir (Z5) = Wfa(zja Zis M) g, — £ (Z3) (13)
7 J
1

ufaﬁgt<Zi) :Z|ija<ZJ7Ziamt)ugt+1*>fa(zj)' (14>

J

These new equations can be used in the system by grouping together states
when there is no evidence to distinguish them. The partitions are typically
given by a collection of singletons along with a set representing the remaining
options. When an observation arrives which distinguishes one of the states
from the remaining options, that state is split off. Loopy belief propagation
then proceeds as before, except that instead of multiplying by the normal
factor value, the sums given above are used. The result is that a summation
is only required for each partition rather than for every possible user goal.

An important requirement for these equations to remain valid is that the
messages for each value must be equal. This means that a uniform prior must
be used over the values within a partition. It may be possible to assume a
non-uniform prior in certain special cases, as for example in the HIS system.
However, an analysis of the exact circumstances where non-uniform priors may
be used is left for future work.

2.4.2  General case
The use of partitions in loopy belief updates can be generalized to arbitrary
factors. This allows the grouped LBP approach to be applied with validity

nodes and also in the connections between the goal node and the user act.
The details of the general algorithm are given in Appendix A.
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2.5  Further efficiency gains

The grouped form of loopy belief propagation provides a significant reduction
in calculation time. The algorithm still, however, requires an iteration over all
combinations of the partitions. In certain special cases, this iteration can be
simplified as well.

The case that is important for dialogue is the one discussed previously in
Section 2.4.1. In this case, has the property that the factor sum is constant
whenever the partitions, Z; and Z;, are different. Hence, this term can be
factored-out from Equation 13 to give:

1
Kfo—sgesn (ZJ) :@ Z ,U/gt—>fa<Zi)fa(Zja Zi; mt)
J 7

:((|Zj| - 1>8mt,2 + Hmt11>/’[/9t—>fa(Zj)

+ O, 2 Y | Zilpg,— 1. (Z:).
i#£]

In loopy belief propagation, the effect of the messages on the estimated marginal
distributions is independent of their scale and it is often necessary to rescale
messages to avoid numerical issues. This can be exploited to further simplify
the update equation. For grouped LBP, a suitable rescaling is to set:

Y N Zilpg,—5.(Zi) = 1. (15)

(2

Once the messages are scaled in this way, the update becomes:

fa g (Z5) =((1Z5] = 1)Omy2 + Oy 1) itg— 1. (Z5)
+ Om, 2(1 = [ Zjl 19— 1.(Z5))
:gmt,lﬂgt—v”a(zﬂ + th,Z(l — Hgi—fo (Zj))‘

This update can therefore be done without any iteration through combinations
of partitions. Instead, one only has to iterate through the set of partitions,
resulting in a large reduction in computation. The update for the messages to
the previous state can be optimised in a similar way.
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2.6 FEfficiency analysis

To formally analyse the efficiency of the above optimised form LBP, consider
the updates for a factor with K different dependent variables, each having
N values. Suppose further that the values for each node may be split into
P indistinguishable partitions. The grouped form of loopy belief propagation
must iterate through all combinations of the partitions and will therefore take
O(PX) calculations. Some extra partitioning machinery is required to ensure
that sufficient partitions are included. This requires only a single pass through
the current list of partitions so does not affect the complexity significantly.
When the values are not grouped, the same factor updates would require

O(NX) calculations.

When a constant probability of change is assumed, there is no longer the need
to go through all the combinations of the variable values. When values are
grouped this results in a decrease by a factor of P. Goal updates in the model
will therefore take O(P) calculations rather than O(P?).
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Fig. 5. Computation times of various algorithms for the marginal distribution after
10 time-slices in a Bayesian network with 1 node. Further details of the network are
given in Appendix B.1. 500 samples were drawn from the network and the mean
calculation time is plotted. The two algorithms using grouping take a maximum
computation time of 0.04s and are therefore indistinguishable on the graph. The
standard errors of all estimates are below 0.01s.
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2.6.1 FEzperimental evaluation of efficiency

An experimental evaluation of the algorithms’ efficiency was performed by
measuring the computation times for several simple models defined in Ap-
pendix B.1 °. Four algorithms were compared:

e The one time-slice LBP algorithm (Ibpl). This is equivalent to the Boyen-
Koller algorithm,

e The one time-slice LBP algorithm assuming a constant probability of change
(cnst),

e The one time-slice LBP algorithm with grouping of values (grp),

e The one time-slice LBP algorithm assuming a constant probability of change
and grouping values (cnst-grp).

The first experiment used a model with a single concept (K = 1) and the
results are given in Figure 5. The computation times clearly follow the trends
suggested by the theory above. As the number of values increases, the compu-
tation time of the standard algorithm increases with the square of the number
of values. Assuming a constant probability of change reduces the computation
time to a linear increase. The further reduction achieved by grouping values is
dramatic since so few partitions are required that there is little computation
to be done.

Figure 6 shows an evaluation of the proposed algorithms on models with more
dependencies. In this figure, a tree structure of depth 2 and varying branching
factors is used to represent the hidden goal. This gives an abstraction of the
hierarchical dependencies often present in dialogue systems. Higher-level node
values in this network can be grouped only rarely since there are too many
other nodes which depend on them. One can see how this results in the as-
sumption of a constant probability of goal changes being more effective than
grouping. Grouping does, however, still improve performance.

These results show how the two techniques of grouping and assuming constant
changes work together to improve efficiency. Grouping reduces the computa-
tion due to large numbers of values for a particular node. Assuming constant
changes in the goal helps to reduce the computation required for nodes with
more dependencies.

The factors connecting the sub-goals to the sub-acts can also use the grouped
form of LBP by ensuring the partitions have equal user act probabilities.
In most cases, this will not be a significant assumption. For example, it is
reasonable to assume that the probabilities of the user saying “I would like
Chinese food” given that they want Indian or Italian food would be the same

5 All experiments were performed on an Intel Core 2 Quad CPU, 2.4GHz processor
with 4GB of RAM.
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Fig. 6. Computation times of various algorithms for 10 time-slices of a Bayesian
network. The network has a tree structure of depth 2 with varying branching factors.
Further details of the network are given in Appendix B.1. 500 samples from each
network were drawn and the mean calculation times are plotted. The standard errors
of all estimates are below 0.7s. The standard errors for estimates of the cnst and
cnst-grp algorithms are below 0.07s.

(i.e equally unlikely).

Once all possible simplifications have been included into a dialogue system,
all of the important factor updates will require linear time in the number of
concept-level partitions. The connection between the sub-acts and the overall
act is deterministic so it requires only an iteration through the overall act
values. The factors connecting history nodes have very few values to iterate
through and do not contribute significantly to computation time. Further de-
pendencies can also be modeled if necessary, but will bring associated increases
in complexity.

2.6.2 Comparison with other approaches to belief state updating

When the unfactorised goal is used for belief updating then the number of
partitions at the slot-level must be multiplied to obtain the number of unfac-
torised goal partitions. If the system state contains P partitions for each of K
slots, the Hidden Information State model will require O(P¥) calculations to
do the update.

O(P¥) is the same computation time as the proposed algorithms with all
dependencies included. The difference is that belief updates in the HIS model
are calculated exactly on the assumption that user goals do not change. The
algorithms presented in this paper allow for changes in the user goal but
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necessitate that approximations be made. If the entire goal is considered as a
single node then the calculation times and accuracy are essentially the same.
One can therefore think of the grouped belief propagation algorithm as an
extension of the HIS approach to systems with conditionally independent slots
and changes in the user goal.

An alternative approach to updating the belief state is to use particle filters
(Williams, 2007b). Comparing this method with the approach here is difficult
since the computation needed for a particle filter depends crucially on the
number of particles used. For a given level of accuracy, this is highly problem
dependent and hence a fair comparison is left for future work.

3 Policy Design

The essential role of the dialogue manager is to decide what action to take
at each turn. This depends on the policy, which maps belief states, b € B,
to probabilistic action choices. The structure of the policy will depend on the
form of the belief state b.

In commercial systems, the policy is usually hand-crafted. At each point in
the call flow, the dialogue designer chooses which action the system should
take. Hand-crafted policies are also common for systems which use a statistical
approach to uncertainty. After each turn the system updates its belief using
probability theory, for example using the techniques described in Section 2.
The policy then maps these updated beliefs to system actions. This policy can
be hand-crafted, using decision trees based on selected elements of the belief
state. Horvitz and Paek (1999) have suggested the Value of Information as
a suitable quantity for basing these hand-crafted decisions. However, hand-
crafting policies is time consuming and can result in sub-optimal decisions.
Automatic policy learning is clearly preferable and this is the subject of the
rest of this section.

3.1 Markov Decision Processes

The model traditionally used for policy learning is a Markov Decision Process
(MDP), in which the belief state sequence, by, by, . . ., by, is finite and Markov 6 .
The feature of an MDP which enables learning is the reward function, R,

6 The system is Markov when the probability of b,y; given b, is conditionally
independent of b;, for all ¢ < n. The system is said to be episodic when the belief
state sequence is finite. Non-episodic MDPs also require the definition of a discount
rate, v, which will be omitted here.
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which defines the immediate reward for being in a particular state and taking
a particular action, m. The aim of policy learning is then to optimise the
expected future reward. This expected future reward is known as the wvalue
function which depends on the policy, 7, and the start state, b:

V(b)) = S m(b,m)R(b,m) + 303 w(b,m)P(H b, m)VT(H).  (16)

m m p

Several other quantities are useful when working with MDPs. The Q-function,
Q™ (b, m), is the expected future reward obtained by starting with a particular
action and then following the policy. The advantage function, A™(b,m), is
the difference between the Q-function and the value function. The occupancy
frequency, d™(b), gives the expected number of times each state is visited 7.
These three quantities are given by the following equations:

Q"(b.m) = R(b.m) + 3 P(H[b.m)V" () (17)
A" (b,m) = Q7(b,m) — V7(b) (18)
() =S Pb =) (19)

In the case of a POMDP, the reward is traditionally written as a function of
the environment state s rather than the belief state b. The Markov assump-
tion is also usually made on the environment states rather than the belief
states. Fortunately, one can show that if the environment states are Markov
then the belief states are too. A belief state reward may be derived from the
environment state reward as follows:

R(b,m) =">_b(s)R(s,m). (20)

seS

The belief state reward can be used to define a continuous state MDP that is
closely related to the original POMDP. The internal state space of this MDP
is identical to the belief state of the POMDP and policies will optimise the
MDP only if they also optimise the original POMDP (Kaelbling et al., 1998).
Throughout this paper, optimisation is performed on this belief state MDP
instead of the original POMDP. This allows the techniques to be generalised
for use in both MDP and POMDP frameworks, or even in hybrid approaches.

For the purpose of learning, it is useful to consider policies that are parame-
terised according to some parameter vector 8. The policy therefore determines

" This is known to be finite because the system is episodic.
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the probability of an action as a function of the parameters and the current
belief state, 7(m|b, ). Policy learning can then be achieved by performing
gradient descent on the policy whilst attempting to optimise V7 (b).

Before detailing the calculations, two techniques will be described for simpli-
fying learning in a POMDP dialogue system. Firstly, the action set can be
significantly reduced by encoding expert knowledge into summary actions, as
shown in Section 3.2. Secondly, a parameterised policy can be used to factorise
the effects of different concepts, as explained in Section 3.3.

3.2 Summary Actions

In a dialogue system there are many cases where it is obvious to a sys-
tem designer that one action is better than another. For example, it al-
ways makes more sense to confirm the most likely value for a concept rather
than any other value. Thus, if the probability of “food=Chinese” is greater
than “food=Indian”, it would not make sense to attempt to confirm that
“food=Indian”.

Summary actions exploit this idea to significantly reduce the size of the action
set. Along with the original machine action set, M, a set of summary actions,
M, is defined. Note that M is used here as the summary action set rather
than the original set, as in Section 2, because it represents the set of actions
which are actually used for learning. Each summary action, m, is defined by
the system designer and represents a subset of M. Given a summary action,
m, and belief state, b, a mapping back to the original action set, F'(m,b),
is defined.® In the example, “confirm food” action would be the associated
summary act and given a belief state, the corresponding machine act in M
would be to confirm the most likely food type.

A new continuous state MDP can be defined using this summarised action
set. The belief states are exactly as before but the actions are restricted to
M. Given a summary action and belief state, m and b, the system simply
takes the corresponding original action, F'(m,b). Rewards and transitions are
defined as before using this corresponding action. The system is still an MDP,
but the action set is reduced.

This process of using summary actions allows the system designer to encode
expert knowledge to allow learning to proceed more quickly. The optimal pol-
icy for this summarised version of the MDP will be close to the optimal policy
for the full MDP provided that the inverse mapping, F, is reasonably accurate.

8 The belief state is now shown in bold to indicate its concrete representation as a
vector of probability values.
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The use of summary actions is based on the summary POMDP idea proposed
by Williams and Young (2005). The difference is that the summary POMDP
factors both the state and actions according to a set of slots. This necessitates
a calculation of the state dynamics at a slot level and makes learning between
actions that affect different slots impossible. Also, the changed dynamics of
the summary POMDP require special learning algorithms. In contrast, the ap-
proach here does not change the state, makes no change to the state dynamics
and preserves the properties of a standard MDP so no special techniques are
required.

3.3  Component-based policies for dialogue

When automating decision making, it is useful to be able to separate out the
effects of different components. Using parameterised policies provides a simple
method of implementing this.

A standard parameterisation for the policy is to use a softmax function. For
each summary machine action, m, a basis function is defined, ¢,,, which is
a vector function of the belief state, b. Each basis function identifies a set
of features from the belief state that are important for decision making and
its value is computed as an arbitrary function of these features. Along with
the parameters, 6, these basis functions determine the likelihood of taking an
action according to the following equation:

(21)

This parameterisation provides a simple method of separating the effects of
each component on the overall probability of taking each action. For a dialogue
system, each concept, ¢ € C, can be associated with a concept-level basis
function, ¢, .(b) and any additional global information can be encoded in an
overall basis function, ¢,, .(b). The full basis function can then be separated
into components as follows:

n(b)T =[P i(D)T, ... I (D)T, (b)) T]. (22)

Each concept-level function must encode a set of features that depends on
the machine action. As an example, a typical “slot-filling” dialogue might
separate ¢, .(b) into components which each depend on how the machine
action affects the given slot, c. A straightforward way of achieving this is
to use an indicator function along with a set of sub-components. For ex-
ample, if a set of N, different sub-components are defined then ¢, .(b)" =
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(D1 (D). . dmen,(b)T], where all of these sub basis functions, @, .i(b),
are 0 except for the sub-component corresponding to the given machine ac-
tion. This nonzero component will be a function of the beliefs, decided by the
system designer. The component should give an indication of the effect of the
beliefs on action decisions for that particular slot.

As an example, consider a system where the only available actions are to
request the value of different slots. The system designer may decide that the
only important information for policy making is the probability of the most
likely value for each concept, which is denoted [.. This probability is to be
multiplied by one parameter, 6.1, if the action is to request this slot and a
different parameter, 6., if the action is to request a different slot. A suitable
set of functions is then:

le
if m requests slot ¢
0
Gm.(b) = . . (23)
otherwise
le

In practice, a grid-based approach may well be preferred for these sub basis
functions and this is the approach used in the Tourist Information System
described later in Section 4. In the grid-based approach, a value of 1 is assigned
to the component of the grid given by the beliefs and a value of 0 is assigned to
all other components. For example, the probabilities of the two most likely slot
values might be formed into a tuple with tuples grouped together whenever the
most likely slot value is less than 0.5 and otherwise identified with the closest
point in the set {(1.0,0.0), (0.8,0.0), (0.8,0.2), (0.6,0.0), (0.6,0.2), (0.6,0.4)}.
A given sub basis function, ¢y, .;(b), will then map to a 7-dimensional vector
with 1 assigned to the dimension associated with the corresponding group
and 0 everywhere else. Other alternatives are possible, for example using two
components: the entropy of the slot and the probability of the most likely
option could be used.

The final basis function that must be defined is the overall basis function
@m.«(b). This function allows the system designer to incorporate global knowl-
edge about the overall state in the decision making. Again taking as an exam-
ple the system described in Section 4, a useful global metric is the number of
database items that match a given request given the current most likely user
goal. This number is determined and grouped into one of “no venues”, “one
venue”, “a few venues” or “many venues”. ¢, .(b) is then a 4-dimensional
vector with 1 in the dimension associated with the relevant group and 0 oth-
erwise. Policy learning is used to decide how important this information is.
Other knowledge about the overall state of the system could be incorporated
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in a similar way.
3.4 Natural Actor Critic

Once the policy has been parameterised using a suitable structure, the system
must learn the parameters that maximise the expected future reward. There
are various possible approaches to performing this optimisation but one that
has worked well in the framework presented here is the Natural Actor Critic
(NAC) algorithm (Peters et al., 2005), which performs policy optimisation
using a modified form of gradient descent.

Traditional gradient descent iteratively adds a multiple of the gradient to the
parameters being estimated. This is not necessarily the most effective gradient
to use because the Euclidean metric may not be appropriate as a measure of
distance. In general, the parameter space is described as a Riemann space,
and a metric tensor, G, can be defined such that for small changes in the
parameters 6, the distance is |d0|?> = dO" Ggdf. The traditional Euclidean
distance is then given by a metric tensor equal to the identity matrix. In
optimising an arbitrary loss function, L(8), Amari (1998) shows that for a
general Riemann space the direction of steepest descent is in fact Gy'<7q L(6).
This gradient is known as the natural gradient to contrast it with the vanilla
gradient traditionally used.

The optimal metric tensor to use in a statistical model is typically the Fisher
Information Matrix which has been shown to give distances that are invari-
ant to the scale of the parameters (Amari, 1998). Given a probability distri-
bution p(x|0), the Fisher Information is the matrix Gg such that (Gg);; =
E(alogazéixlo) alogag(.zle)). Peters et al. (2005) shows that the Fisher Information
matrix for an MDP model is:

_ i T
Go = /B dr (b) /M 7(mb, 8)7y log m(ml|b, 0)7g log 7 (m|b,8)T dmdb. (24)

The direction of steepest descent is the inverse of this matrix multiplied by
the traditional vanilla gradient. The vanilla gradient for an MDP is given by
the Policy Gradient Theorem of Sutton et al. (2000):

TV (bo) = /B 4" (b) /M A" (b, m)m(m|b, 8)7 ¢ log 7 (m|b, 8) dmdb.  (25)
Equation 25 depends crucially on two quantities which are difficult to compute:
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the advantage function, A™(b,m) defined in Equation 18, and the occupancy
frequency, d™(b) defined in Equation 19.° The process of integrating over the
occupancy frequency may be approximated with sampling techniques as ex-
plained in Section 3.4.1. At the same time, the advantage function is replaced
by a compatible approximation. The resulting equations for the natural gra-
dient then simplify dramatically since the Fisher Information matrix cancels.
More specifically, Peters et al. (2005) shows that if an approximate advantage
function, aw (b, m) is chosen such that:

aw<b’ m) = Vo 10g7r(m|b, 0) "W, (26>

where w minimises the average squared approximation error, i.e.

0

e /B d" (b) /M 7 (mb, 0)(A™(b,m) — aw(b,m))2dmdb =0,  (27)

then the required natural gradient is given by

Gol7oViby) = w. (28)

This gradient can be used to develop an algorithm with relatively strong con-
vergence properties. The system iterates between evaluating the policy and
improving it. The evaluation, called the critic step, must estimate the ap-
proximate advantage function. Once a suitable function is estimated an actor
improvement is made by changing the parameters by a multiple of the natural
gradient. The algorithm, called the Natural Actor Critic (NAC), is guaranteed
to converge to a local maximum of the value function provided that Equation
27 is satisfied at every step and certain other minor conditions are met.

3.4.1  Sampling methods

Equation 27 requires a minimisation which does not generally have an analyt-
ical solution. As a result, the NAC algorithm uses sampling to estimate the
gradient. Assuming that the dialogues are numbered n = 1... N and the turns
are numbered 0, ...,7;,, — 1, the equivalent sampled equation to minimize is:

Tn

-1
>
t=0

’A(bn,tv mn,t) - aw(bn,ta mn,t) |2' (29)

N
)3
n=1

Since the system does not actually have estimates for the true advantage
function, A(b,m), the rewards in a dialogue must be grouped together in

9 The occupancy frequency is also sometimes called the state distribution(Peters
et al., 2005).
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order to obtain suitable estimates. The sum of the rewards gives an unbiased
estimate of the sum of the advantages and the initial value function. The
resulting equation is as follows:

Th—1 Th—1
Z A(bn,ta mn,t) —+ Vﬂ(bo) ~ Z T(bn,ty mmt). (30)
t=0 t=0

The task of solving for a suitable approximation is now changed from minimis-
ing Equation 29 to minimising the average error per dialogue. If J represents
an estimate for the value function of the start state then the error is:

2

N |T,—-1 Tn—1

Z A n A2 mn,t) - Z aw(bn,ta mn,t) (31)
n=11 t=0 t=0
N |T,—1 Tn 1 2
Z T ntamnt Z VelOgW(mnﬂbnt, )) w—J (32)
n=11 t=0 t=0

This is a simple least squares regression problem and can be solved using
standard techniques. When the policy parameters are changed in an actor im-
provement step, the previous dialogues no longer give valid estimates for the
approximation. In order to reduce this effect, previous dialogues are succes-
sively deweighted. Algorithm 2 gives a complete implementation of episodic

NAC.

Algorithm 2 Episodic Natural Actor Critic
for each dialogue, n do
Execute the dialogue according to the current policy 7.
Obtain the sequence of states, b, ;, and machine actions, m, ;.
Compute statistics for the dialogue:

Th
1ubn - Z Vo logﬂ-(mn,twn,ta 9>T’ 1 )

t 0

R Z ntamnt

Critic Evaluation: Choose w to minimize ¥, (1, w — R,,)%
Actor-Update: If w has converged:
Update the policy parameters: 8,1 = 6,,+w, where w o
Deweight all previous dialogues: R; < vR;, ¥; < v, for all t < n
end for

T[J]
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3.5 Comparison with other algorithms

The natural actor critic is one of several algorithms that could be used to learn
the policy. Other popular learning algorithms include TD-learning, SARSA-
learning and various improvements of point-based value iteration (Sutton and
Barto, 1998; Shani et al., 2008; Williams and Young, 2006a).

One particularly important characteristic of the NAC algorithm is that it
is model-free rather than model-based. This means that the algorithm learns
from sample dialogues rather than using the model inherent in the Bayesian
network. The major advantage of this is that it is much easier to build a
good simulator of the environment than it is to build a good probabilistic
model (Sutton and Barto, 1998). Another important reason for using a model-
free approach is that the observations in a dialogue system are not finite.
The use of confidence scores requires a continuous set of observations, unless
they are discretised. This is the main reason for using NAC over model-based
techniques such as PBVI.

NAC’s strong convergence properties make it preferable to other model-free
approaches, such as TD- and SARSA learning. The use of gradient descent
results in small changes to the policy. This allows for a much more gradual
learning process, which reduces the chances of reaching a local optimum Peters
et al. (2005).

4 Evaluation

4.1  An example task

The framework described above was evaluated by comparing it with a conven-
tional MDP system for the tourist information domain, in which users may
ask about hotels, restaurants, bars and amenities in a fictitious town. The di-
alogue is mixed-initiative, meaning that the system may ask specific questions
while users may provide information that was not requested or ask their own
questions. Four example systems were built in order to compare differences
between hand-crafted and learned policies as well as the effects of using a
statistical approach to model uncertainty (i.e. the four frameworks of Figure

1).

The user may speak about nine concepts in their attempts to find a suitable
venue. These are: name of the venue, type of venue, area, price range, nearness
to a particular location, type of drinks, food type (for restaurants), number
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of stars (for hotels and restaurants) and music (for restaurants and bars).
Once a suitable venue is found the user may ask about four further concepts:
address, telephone number, a comment on the venue and the price (for hotels
and restaurants). The database contains 47 different venues.

A simulated user was built for the task using the agenda-based approach
of Schatzmann et al. (2007). The simulated user receives the semantic level
output of the dialogue system and gives a response deemed to reflect the way
a human user would behave. The simulated user is a useful tool for developing
dialogue systems as it supports both policy learning and evaluation. The same
simulator was used for both learning and for evaluation.

Outputs of the simulated user were passed through a simulated error channel
before being input to the dialogue manager. The error channel makes use of
a confusion rate, p, which determines the amount of error produced. At each
turn, three alternatives are produced which are each correct with probability
1 — p. These alternatives are then collated into an N-best list of user acts
and confidence scores are attached. Most experiments used a confusion rate
of 40%. A typical run of 1000 dialogues at this confusion rate results in a top
accuracy of 80.9, an oracle accuracy of 96.3 and an ICE score of 0.96. The
top accuracy gives a measure of the usefulness of the most likely hypothesis,
the oracle accuracy gives the accuracy for the best hypothesis in the N-best
list and the ICE score measures the overall usefulness of the confidence scores.
Further details on these metrics may be found in Thomson et al. (2008).

Evaluation was based on four metrics:

e Reward: The reward is 20 less the number of dialogue turns for a successful
dialogue and 0 less the number of turns for an unsuccessful one. A dialogue
was considered successful if a suitable venue was offered and all further
pieces of information were given. In the case where no venue matched the
constraints, the dialogue was deemed successful if the system told the user
that no venue matched and a suitable alternative was offered.

e Objective Success:. A dialogue was objectively successful if a suitable
venue was offered and all further pieces of information were given. If no
venue matched the constraints then the dialogue was successful if the user
was told that there was no matching venue.

e Objective Score: If the dialogue was objectively successful, then the score
was 20 less the number of turns until success. Otherwise, it was 0 less the
number of dialogue turns.

e Subjective Success: For testing with real users only, a dialogue was deemed
subjectively successful if the user believed that their requirements had been
satisfied.

The difference in the definitions of success for the reward and the objective
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score is due to a lack of information when testing with human users. From the
dialogue transcriptions, it is not possible to tell how a human user changes
their goals when told there is no matching venue whereas the simulated user
provides this information explicitly.

4.2 The four systems

A Bayesian network for the tourist information domain was built using the
framework for Bayesian updates of dialogue state (BUDS) described in Section
2.2. A user goal node, a user act node and a history node were implemented
for each of the nine concepts used to find suitable venues. User act nodes and
history nodes were added for the four extra concepts that could be asked. An
extra “method” node was also included to capture the approach being used by
the user to find the venue. This enables a venue to be found by name, according
to a set of constraints or for a set of alternative venues to be requested given
some constraints. Figure 7 shows a graphical representation of the concepts in
the system and their dependencies.

Crype) Method

Fig. 7. A graphical representation of the concepts for one time slice in the BUDS ex-
perimental system. The “phone”, “address” and “comment” concepts are ignored at
the goal-level and only maintain nodes at the act- and history-levels. The other con-
cepts have corresponding nodes at the goal level with a Bayesian Network structure

as depicted in the diagram.

Policy learning for the POMDP system was implemented using the episodic
Natural Actor Critic algorithm and a component-based policy, as explained in
Section 3. One summary action enabled the system to offer information about
a venue while the others asked the user to confirm, request or select one of
two options for each of the different concepts.

Although the NAC algorithm can be performed online, many thousands of
dialogues are required hence online learning with real humans is not prac-
tical. 1 Instead, the system interacted with the agenda-based simulator dis-
cussed above. The same reward function was used as for evaluation, thus a
20 point reward was given for full completion of a dialogue and 1 point was
subtracted for each dialogue turn. Figure 8 shows how the average reward

10 Although human-based on-line learning at these call volumes might be practical
for some of the providers of large commercial spoken dialogue systems!
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improves as more dialogues are completed. After 250,000 dialogues the policy
was fixed to yield the trained policy denoted as BUDS-TRA below ! .

MWMM

" (\/ —— BUDS - LEARNED
/ — BUDS- HOC

Mean reward
= ©

o 5w 5w  w w4
Batch (5000 dialogues)
Fig. 8. Average reward over 5000 dialogues during training of the policy for use

with the BUDS framework. The horizontal line gives the reward obtained by the
hand-crafted policy with the same model for updating the belief state (BUDS-HDC).

A hand-crafted policy for the BUDS framework was also implemented by
building up overall actions from sub-actions for each concept (labeled BUDS-
HDC). All slots where the most likely value had probability greater than
0.8 were accepted. When the accepted slots gave sufficient information for a
venue recommendation, the system gave the information. Otherwise the sys-
tem would implicitly confirm, explicitly confirm, ask the user to select between
two options or request (in that order) one of the low probability slots. In cases
where the most likely value had probability greater than 0.5, the slot was con-
firmed or implicitly confirmed. When the probability was less than 0.4 it was
requested. Otherwise the user was asked to select between the two most likely
options.

Comparisons were made with two MDP systems which had a belief state com-
posed of the same concepts as used in the BUDS-based systems. Each concept
or slot could take three state values: unknown, known or confirmed. State
transitions were based only on the most likely user act since it is impractical
to use a full N-best list of user acts in an MDP system. No information from
the confidence scores was maintained. A hand-crafted policy was built to ei-
ther offer information or request or confirm a slot based on this state (this
system is labeled HDC). A policy using the same belief state was also trained
using standard reinforcement learning techniques (labeled MDP). These MDP
systems were built by another researcher in another project and considerable
effort had been expended to make them as competitive as possible (Schatz-
mann, 2008).

' The error model for training used a fixed confusion rate of 0.4 whereas the tests
were conducted over a range of error rates. Thus, the test and training conditions
were unmatched.
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4.8 Simulation results

Figure 9 shows the results of a simulated comparison of the four systems. In
addition, a variant of the BUDS based system with the hand-crafted policy
was also tested (BUDS-HDC-TP1) which used only the most likely output
from the simulated error channel. This allowed the benefit of using the full
N-best semantic output to assessed.
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Fig. 9. Simulated comparison of the four frameworks for dialogue management.
Each point gives the mean reward for 5000 simulated dialogue. Error bars show one
standard error on each side of the mean.

The figure highlights some important features of the different policies. At low
error rates all policies perform equally well, but at higher error rates a consis-
tent ordering of the approaches emerges. Firstly, the two systems that make
use of the full N-best list of user acts show significantly better performance.
The importance of the N-best list is particularly evident in the comparison
between the BUDS-HDC and BUDS-HDC-TP1 systems, which use all the
same components except for the size of the N-best list. Secondly, the use of a
statistical model of uncertainty outperforms hand-crafted models of the belief
state, even when only the most likely user act is used. By using a systematic
approach, the system is better able to handle conflicting evidence from differ-
ent dialogue turns. Finally, the learned policies give significant improvements
over the hand-crafted policies indicating that the learning has been effective.

4.4 User trial

Various authors have commented that evaluations using simulated users are
not necessarily good predictors of performance with real human users. The sys-
tems were therefore also evaluated in a user trial by 36 native English speakers,
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none of whom had been involved in previous experiments with dialogue sys-
tems. Users were asked to find a venue according to a set of constraints and
then obtain some extra pieces of information. 48 different task scenarios were
used, including cases where there was no suitable venue, cases where there was
more than one venue and cases where there was exactly one matching venue.
For each system, every user was given one task from each of these three groups,
resulting in a total of 108 dialogues recorded for each system.

The robustness of the systems was evaluated by adding synthetic noise to the
speech signal before speech recognition. Three levels of noise were used: low,
medium and high corresponding to signal to noise ratios (SNR) of 35.3dB,
10.2dB and 3.3dB respectively. Each user was tested under all three noise
conditions for each system.

All four systems use the same speech recogniser, semantic decoder, output
generator and text-to-speech engine. Speech recognition is implemented using
the ATK toolkit with a tri-phone acoustic model and a dictionary of around
2000 in-domain words. The output of the recogniser is a 10-best list along with
sentence-level inference evidence scores, which are the sum of the sentence arc
log-likelihoods in the confusion network. A hand-crafted Phoenix-based parser
is used for semantic decoding. The confidence for each resulting dialogue act
is calculated by exponentiating the inference evidence, adding the score for
sentences resulting in the same dialogue act and renormalising so that the
sum is one. Simple template rules are used for output generation and text-to-
speech uses a diphone synthesis engine.

Overall results from the trial are given in Table 1. It is clear from the results
that the systems which use a statistical approach to modeling uncertainty give
a significant improvement in performance. Interestingly, the BUDS trained
policy outperformed the hand-crafted policy in terms of subjective success but
was worse on the objective metrics. An investigation of the transcripts showed
that the trained policy sometimes offered venues before all the information had
been given. While the simulated user would always give further information
to ensure its constraints were met, the human users did not necessarily do
this. In these cases, the human user often thought the dialogue was successful
when in fact some constraint was not met.

An analysis of the systems’ robustness to noise was evaluated by separating
out the results for different noise levels '?, as shown in Figure 10. The overall

12 The questions asked by the dialogue manager can influence both the Word Ei-
ror Rate (WER) as well as the Semantic Error Rate (SER). It is therefore more
important to compare success under equivalent noise conditions than to compare
success under equivalent error rates. Further experiments, not included in this pa-
per, showed similar trends when the success rate was plotted as a function of the
error rate instead of the noise level.

32



Table 1

Objective Success Rate (OSR), Objective Score (OS) and Subjective Success Rate
(SSR) for the different systems. Error values give one standard error of the mean.
They are calculated by assuming that success rates and rewards follow binomial

System OSR OS SSR
BUDS-HDC | 0.84 £0.04 | 11.83 +£0.94 | 0.84 £0.04
BUDS-TRA | 0.75+0.04 | 8.89+1.09 | 0.88+0.03
MDP-HDC | 0.654+0.05 | 7.10+1.21 | 0.78 £0.04
MDP-TRA | 0.66 +0.05 | 6.97+1.23 | 0.81 £0.04

and Gaussian distributions respectively.

trend is that the BUDS systems do outperform the traditional approaches
but these differences are not significant due to the small number of samples
for each noise level. The graph shows a large variability in success rates which
makes the results difficult to interpret. The objective success rates gave similar
trends, although the BUDS-HDC policy performed better than the BUDS-
TRA policy.

Fig. 10. Subjective success rates for the different systems at varying noise levels.
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5 Conclusion

This paper has introduced a new POMDP-based framework for building spo-
ken dialogue systems based on using Bayesian updates of the dialogue state
(BUDS). The BUDS model gives an efficient, statistically motivated approach
to modeling the internal system state. Various modifications of standard Bayesian
network algorithms were presented which give sufficient efficiency improve-
ments over the standard loopy belief propagation algorithm to enable a real-
world dialogue system to operate efficiently in real-time. The belief updating
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equations were also shown to be more efficient than alternative updating al-
gorithms used in POMDP-based dialogue systems.

Dialogue systems using the BUDS framework can use either learned or hand-
crafted policies. A learning algorithm based on the Natural Actor Critic al-
gorithm was presented as a feasible approach to policy optimisation. The fac-
torisation of the state space inherent in the BUDS model leads to a simple
separation of the policy parameters into components. Domain knowledge may
be incorporated by using summary actions to group together different actions
and increase the tractability of the policy learning.

The BUDS framework was evaluated in both simulations and in a user trial.
The two systems using the BUDS approach outperformed both the MDP and
finite state systems. This difference was significant in both simulations and
the user trial. The effect of policy learning with BUDS was not conclusive. In
simulations the learned policy clearly outperforms the hand-crafted one but
this did not translate into a conclusive improvement in the objective perfor-
mance with human users. Users did, however, perceive the learned policy to
be more successful than the hand-crafted policy.

One possible reason for the lower performance of the learned policy is the
difference between the training and testing environments. The simulator, error
channel and reward are all different between learning with the simulator and
testing with human users. Thus, over-tuning on the user simulator is highly
likely. Alos, the policy is optimised for a reward which reflects the user’s
opinion of whether the dialogue was successful. This is arguably closer to
the subjective success rather than to the objective success. Future learned
policies should be able to conclusively outperform hand-crafted policies by
using more appropriate rewards, user simulations, summary actions and basis
function features.

Another possible reason for the reduced performance with human users is the
choice of model parameters which were here estimated very roughly by inspect-
ing their effects on dialogue evolution with the user simulator. It would clearly
be preferable to learn these parameters from data by extending the Bayesian
network to include the parameters. Unfortunately, Loopy Belief Propagation,
would no longer be applicable because the parameter nodes are continuous
and so a more general algorithm, such as Expectation Propagation, would be
required. The authors are currently pursuing this topic.

It is clear from the paper that the use of a statistical approach to uncer-
tainty can yield significant improvements in performance. Policy learning can
also achieve competitive policies with little human intervention. The BUDS
framework provides an approach that is efficient enough to scale to real-world
problems, and which can outperform standard alternatives. Further work will
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attempt to learn the model parameters from data and to deploy the system
in a live telephone application, showing that the benefits discussed here do
translate into real-world improvements.
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A General case of grouped loopy belief propagation

The grouped version of loopy belief propagation can be extended to any factor
graph with discrete nodes. Consider the update for a factor, f,, connected to a
set of neighbouring discrete random variables, X, Xs, ..., Xn € ne(f,). The
corresponding portion of the factor graph is shown graphically in Figure A.1.

Fig. A.1. A portion of a factor graph.

Now suppose a partitioning of the space of values for each X;, where i =
1...9% The partition for X; is denoted here by the sets Z;1,Z;2,..., Z; n,,
where Zj P(XZ € Zi,j) =1.1Ifz e Z’L',jl and r € Zi,jg then jl = j2.

The update equations for LBP require a summation over all combinations of
X; values. This will be grouped according to the partitions. To facilitate this
the set of all combinations of partitions is now defined, along with the set of
X, values for a given partition.

Definition 1 The set of all combinations of partitions is a follows:
C=A{k=(ki,ka....,kn): (Vi) k;€Z,0<k; <N} (A.1)

Definition 2 The set of all x vectors for a given partition is denoted Yy and
15 given by the following equation:

Ye ={x=(21,29,...,2m) : Vi) x; € Zip,} (A.2)
The requirements for concept values being indistinguishable are defined as
follows:

Definition 3 The messages from the factor to variable X; are said to be con-
stant with respect to the partition, (Z;1,...,Z; n,) if:

(Vi) (Va2 € Ziy)  px,— 1, (2F) = pix,—p, (27) (A.3)
In this case, the group input message is denoted by:

px,— 1. (Zij) = px,—g. (@) for some x; € Z; (A.4)
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The definition of constant messages from the factor is similar, with
tpo—x,(Zij) = pg—x, (@) for some x; € Z; (A.5)

Definition 4 The set of partitions is said have constant factor sums with
respect to a set of partitions, if for all neighbouring variables X;

(Vk € C)(Vai, 2] € Zix,) > fx)= Y fux) (A.6)

X€Yy,xi =1 x€Yy,xi=x

Definition 5 Let the partition factor value, f,(k), be defined as follows:

fa(&) = fa(Zisys Zoggs - Znpy) = D fa(x) (A7)

xe€Yy

It is relatively intuitive that the message values should be constant across the
values of a partition. The definition of constant factor sums is less obvious but
turns out to be true in many cases. One simple example was given in Section
2.4.1. Assuming constant factor sums allows one to prove that the messages
will stay constant for values in a partition.

Lemma 6 If a set of partitions has constant factor sums over i and x}; € Z;
for some j then

fa(k) = |Zi,j’ Z fa(X) (A8>

xEYr ,xi:x;

PROOF.

fa(k>: Z fa(x> = Z Z fa(x) (A9>

xEYyx x;’EZm- xEYk,zi:x;’
= > Y fux=1Ziyl Y fu®) (A.10)
z/€Z; j xEYy, 1= x€Yy,xi=1,

Proposition 7 Suppose that for every variable X;, the messages from the
factor are constant with respect to the partition Z;1,Z;2,. .., Zin,. Suppose
further that the set of partitions has constant factor sums. Then after updat-
ing messages from the factor to variable X;, using FEquation 2 of LBP, all
messages from the factor will still be constant with respect to the partition
Zi,l) Zi’Q, ce Zi,Ni'

PROOF. Suppose z; € Z;; for some i,j. According to Equation 2:
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pr,—x(2)) = > fa(x) [] rx,—s (220) (A.11)

x€Y,z; =z I#£4

=> > fa® [T rx—s (=) (A.12)
kel xeYy,xi=a] 14

=> Iexi—n(Zin) D falx) (A.13)
keC I#i x€Yy, ;=1

1

- 7 Z HH’XZ—>fa(Zl7kl)fa(k) (A.14)

|25 keC I#i

Equation A.12 follows by enumerating out the partitions. Equation A.13 makes
use of the constant message values within each partition, while A.14 is a direct
application of Lemma 6.

The above proposition shows that messages to the factor will be constant
under the assumption of constant factor sums. The loopy belief propagation
algorithm can update all the values for any partition simultaneously using
Equation A.14. This is the same update formula as standard LBP, with the
message values replaced by partition messages, the factor value replaced by
the partition factor and an adjustment added for the number of values in the
partition. Setting all partitions to singleton sets recovers standard LBP.

The input messages will also remain constant during updates as shown below.

Proposition 8 Suppose that some variable X; is connected to factors f, €
ne(X;). Suppose further that the messages from all neighbouring factors are
constant with respect to some partition Z; 1, X, 2, ..., Z; n,. Then after updating
messages to nearby factors according to Equation 3 of LBP, all messages from
X, to connecting factors will still be constant with respect to the partition
Zi1, Xio, .., Zin,-

PROOF. Letz) € Z,; for somei,j. Then

pix,— g, (@) = [ pre—x. (@) = T[] ps.—x.(Zi ;) (A.15)
c#b c#b

These two propositions result in the essential property of this grouped form
of LBP. Starting with constant messages and a set of partitions which have
constant factor sums, loopy belief propagation will keep the messages constant
with respect to the partitioning. This allows for significant efficiency gains
because only one representative from each partition of concept values needs
to be stored. At the same time, none of the efficiency gains due to LBP are
lost.
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B Experimental analysis of the updating algorithms
B.1  Experimental Models

In order to do an experimental analysis of the effect of the number of time-slices
in the loopy belief propagation algorithm, a set of simple Bayesian networks
were built. These give an abstraction of the type of structures that are present
in dialogue systems (discussed in Section 2.2.1). Each time-slice of the network
consists of a tree of goal nodes with depth D and branching factor B, along
with an observation node for each goal node. Each node may take B + 1
different values, labeled “N/A”,1,2,..., B.

The observation nodes each depend on their associated goal node with obser-
vation probability given by:

= ifo=gyg
plolg) = § PF° oo (B.1)
515 otherwise

Each goal node has an associated parent goal, denoted g,. Each value of the
parent goal is associated with exactly one child node. The child goal will only
take the values 1,..., B in cases when the parent goal has this value, labeled
a. In all other cases the child goal’s value will be “N/A”. The probability of
moving to a particular goal ¢’ given the previous goal ¢ is then:

. lif ¢ = “N/A”
p(4'lg, 9p # a) = S (B.2)
0 otherwise

0 ifg = “N/A”
P19, 9p =a) ={ 25 if ' = g # “NJA" . (B.3)

Brd otherwise

(B.4)

In the first turn, a simple uniform distribution is used instead of the last two
probabilities above - i.e. p(¢'|g, g, = a) = % for ¢ =g # “N/A”.

This abstraction allows several tests of how the different algorithms compare in
accuracy and speed for tasks of various complexity. Computation times using
a depth of 0 and 2 were given in Figures 5 and 6 of Section 2.6. Accuracies on
a model with depth 1 and branching factor 5 are given below in Figure B.1.
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B.2  Accuracy analysis

An important feature of any approximate algorithm used for updating the
belief distributions is its accuracy. In particular, the calculated distributions
should closely match the true marginal distribution. One can prove that the
distributions calculated when maintaining only one-time slice will satisfy cer-
tain error bounds (Boyen and Koller, 1998). The accuracy of the general LBP
algorithm is slightly more complex.

For tree structures, LBP is known to give an exact answer but in more gen-
eral graphs, the fixed points of LBP may give slight variations from the true
marginal distribution. One can show that LBP is a special case of expecta-
tion propagation applied to discrete variables (Minka, 2001) and as such, fixed
points of the algorithm minimise a set of local KL divergences. Yedidia et al.
(2001) and Heskes (2003) have shown that the stable fixed points also repre-
sent minima of the Bethe free energy function. In view of these results, one can
expect LBP to give good approximations to the true marginal distributions.

Figure B.1 presents a comparison of the accuracies of various algorithms on
a tree network of depth 1 and branching factor 5 (details are given above).
Three algorithms are presented:

e The LBP algorithm with one time-slice (Ibp-1time). This is equivalent to
the Boyen-Koller algorithm.

e The LBP algorithm with all available time-slices, iterating once backwards
and forwards (Ibp-liter),

e Loopy belief propagation with all available time-slices, iterating until con-
vergence (1bp).

Figure B.1 shows how using the full history improves the accuracy significantly
13 The single iteration version of LBP gives more accurate results than main-
taining only one time-slice and a second iteration of LBP gives the convergent
values which are again more accurate. Of course, the computation times using
the full history are significantly longer and this will often be a more important
factor than the slight drop in accuracy.

The results presented above are consistent with previous findings, which sug-
gest that more history generally improves the accuracy (Murphy, 2002). It is
interesting to note that there is little gain after the second iteration through
the variables. On this problem it appears that LBP using the full history
converges after only a couple of iterations.

13 An experimental evaluation using KL divergence gave the same trends.
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Fig. B.1. Experimental evaluation of the accuracy of various algorithms. All results
use a hierarchical network with branching factor 5 and depth 1 (described in detail
above). The graph shows the maximum difference for any probability value between
the calculated marginals in the last time-slice and the true marginals as calculated
by the junction tree algorithm. 500 samples are taken from each network and the
means are plotted. The standard errors of all estimates are below 0.001.
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