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When all you have are words,
you need to make them count




What makes a conversation?

99 What makes a
conversation a great
conversation?

It should be natural

« Collaborative

« Personable

* Concise and relevant

Embraces positive human qualities

* Non-repeating, non-rigid

« Empathy, humour, contrition (as appropriate!)
« Acknowledging, reciprocity, comprehension

Open, not constrained, nor restricted

« User shouldn’t have to use specific trigger words
 Ability to move around the conversation topics

* Never locked in to a repeating cycle E
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The role of the conversation
designer is to ensure and
champion the drive for
conversational excellence




The role of the conversation designer
What do you get from having a conversation designer/champion

Help identify
use cases

Nurturing an

excellent
witebot ~ Cconversational
dial d -
esponses experience
Design and ,
strategize Design
unhappy happy path
path flows
handling
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Fundamentals of conversation design
The conversation designer has to bridge a gap between two different worlds

The digital

The human :
assistant

Tries to map to a single
intent and extract entity
values

Is ambiguous and imprecise

May imply meaning Needs the user to be explicit

Tends to be rigid in
conversation flow

Uses natural conversation
with human characteristics




Define your digital assistant persona

99 If you don‘t define and  tispartof yourbrand

« Formal or friendly?

ta ke ContrO] Of the » Are you trying to project specific traits
persona, users will « Trustworthy, financially astute, cheerful?
project their own

It is a template for your development

» Consistency across your digital assistant
development

Helps define how you deal with all facets of a
conversation

 Failures or not understanding
« Escalations or problems
* Returning users




Some key focus areas in writing a conversation dialog

1. Acknowledgment (discourse markers)
e Confirms the user has been “heard”

2. Implicit confirmation
« Shows what the digital assistant has understood

3. Prompt
» Cue the user for what the digital assistant expects next

4. Choice architecture
« How you might guide the user to make the right choice

5. Jenga technique
» Take out words without changing meaning
* Reduce cognitive load




Some key focus areas in writing a conversation dialog
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< Recent | Messenger Chatbot Block
1. Acknowledgment (discourse markers) :
« Confirms the user has been “heard

@2 Sure, let me sort that out for you
2. Implicit confirmation
« Shows what the digital assistant has understood

3. Prompt
» Cue the user for what the digital assistant expects next

4. Choice architecture
« How you might guide the user to make the right choice

5. Jenga technique
» Take out words without changing meaning
* Reduce cognitive load




Some key focus areas in writing a conversation dialog

sesses BF T 2:46 PM 895 I
< Recent | Messenger Chatbot Block
1. Acknowledgment (discourse markers) :
e Confirms the user has been “heard
Sure, I'm happy to help you order
2. Implicit confirmation ® P~

« Shows what the digital assistant has understood

3. Prompt
» Cue the user for what the digital assistant expects next

4. Choice architecture
« How you might guide the user to make the right choice

5. Jenga technique
» Take out words without changing meaning
* Reduce cognitive load




Some key focus areas in writing a conversation dialog
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1. Acknowledgment (discourse markers) :
 Confirms the user has been “heard
Sure, I'm happy to help you order
2. Implicit confirmation ® P
® ShOWS What the d]g]ta] aSS]Stant haS UnderStOOd We have the small personal size

or the large family pizza. Which
G2 size would you like to order?

3. Prompt
» Cue the user for what the digital assistant expects next

4. Choice architecture
« How you might guide the user to make the right choice

5. Jenga technique
» Take out words without changing meaning
* Reduce cognitive load




Some key focus areas in writing a conversation dialog
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1. Acknowledgment (discourse markers) :
_ erers GO
 Confirms the user has been “heard
Sure, I'm happy to help you order
2. Implicit confirmation P P=
® ShOWS What the d]g]ta] aSSISta nt haS UnderStOOd We have the small personal size

or the large family pizza. Which
3 Prompt size would you like to order?

« Cue the user for what the digital assistant expects next Small personal pizza
Large family pizza
4. Choice architecture

« How you might guide the user to make the right choice

5. Jenga technique
» Take out words without changing meaning
* Reduce cognitive load




Some key focus areas in writing a conversation dialog
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1. Acknowledgment (discourse markers) | -~ or ot 1
dm Contrming your oraer o

e Confirms the user has been “heard” large family sized pepperoni
pizza to be delivered at 7pm to

.. ; ] 123 High Street, Townsuville,
2. Implicit confirmation Metropolis 10234 with the

» Shows what the digital assistant has understood instructions fo knock door and
&2 don't ring the door bell.

3. Prompt
» Cue the user for what the digital assistant expects next

4. Choice architecture
« How you might guide the user to make the right choice

5. Jenga technique
» Take out words without changing meaning
* Reduce cognitive load




Some key focus areas in writing a conversation dialog
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Messenger Chatbot
{ Recent | Block

1. Acknowledgment (discourse markers) Ok your large pepperon pizza wil

» Confirms the user has been “heard” be with you by 7pm. You can
&2 track your order here.

2. Implicit confirmation
« Shows what the digital assistant has understood

3. Prompt
» Cue the user for what the digital assistant expects next

4. Choice architecture
« How you might guide the user to make the right choice

5. Jenga technique
» Take out words without changing meaning
* Reduce cognitive load




The day to day challenges of a conversation designer
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1. When users share too much information
| ordered a TV, DVD player and

» Deal with ambiguity soundbar, all the same brand. But
the DVD player you delivered
was damaged and so | returned

2. The user or language is imprecise R T —

« Try and better guide the user to give the right information make and model andyou
suggested a different brand which
said was sent out last week but

3. The user expects the meaning to be inferred didn’t amive. | am not sure this
o ) . will even work with my sound bar
» User may not answer explicitly but meaning could be inferred can you confirm?

Sure | can help you ordera TV,

« Understanding may be relevant to the current conversation S

5. Ensuring the persona shines through
* Nurture and encourage the persona throughout the conversation




The day to day challenges of a conversation designer

senes BF T 2:46 PM B89% )

Messenger Chatbot >
{ Recent | g i)

Block

1. When users share too much information
| ordered a TV, DVD player and

e Deal with amb]gU]ty soundbar, all the same brand. But
the DVD player you delivered

was damaged and so | returned
it. But you don't have the same
make and model and you

2. The user or language is imprecise
» Try and better guide the user to give the right information suggested a different brand which

said was sent out last week but
didn't amrive. | am not sure this
will even work with my sound bar

3. The user expects the meaning to be inferred can you confirm?
» User may not answer explicitly but meaning could be inferred

Ok there is a lot of information
there but | can certainly try and
help. What can | help you with

4. Contextual awareness first?
» Understanding may be relevant to the current conversation Check status of a retum
Where is my order
5. Ensuring the persona shines through DVD compatibility

* Nurture and encourage the persona throughout the conversation . support team




The day to day challenges of a conversation designer

ssse BF F 2:46 PM 89% N
Messenger Chatbot >
{ Recent | ooty

1. When users share too much information
] ) ) | want to expense a meal for
* Deal with ambiguity n

Ok, let me help you with creating
&=  anew expense. Who was there?

It was just me 2 others
o

5. The user expects the meam_n_g to be mferre_d | ST ——
« User may not answer explicitly but meaning could be inferred &> 2 people

Block

2. The user or language is imprecise
» Try and better guide the user to give the right information

4. Contextual awareness
» Understanding may be relevant to the current conversation

5. Ensuring the persona shines through
* Nurture and encourage the persona throughout the conversation




The day to day challenges of a conversation designer
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Messenger Chatbot >

{ Recent | Block

1. When users share too much information
] ) ) | want to expense a meal for
* Deal with ambiguity n

Ok, let me help you with creating
a new expense. Including

2. The user or language is imprecise

» Try and better guide the user to give the right information yourself, can you tell me the
number of people who were
: ) & there?
3. The user expects the meaning to be inferred
« User may not answer explicitly but meaning could be inferred g
Ok I'm expensing a $230 meal for
4. Contextual awareness 2 3people

» Understanding may be relevant to the current conversation

5. Ensuring the persona shines through
* Nurture and encourage the persona throughout the conversation




The day to day challenges of a conversation designer
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Messenger Chatbot
{ Recent | Block

1. When users share too much information
Ok, so you have chosen the Sony

» Deal with ambiguity Bravia TV. Would you like to
&= confirm that order now?

2. The user or language is imprecise n

» Try and better guide the user to give the right information

Of course, we are happy to

; . accept Mastercard. Could you
3. The user expects the meaning to be inferred give me the name as it appears

» User may not answer explicitly but meaning could be inferred @2 onyour card.

4. Contextual awareness
» Understanding may be relevant to the current conversation

5. Ensuring the persona shines through
* Nurture and encourage the persona throughout the conversation




The day to day challenges of a conversation designer
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Messenger Chatbot >
{ Recent | O Block

1. When users share too much information
» Deal with ambiguity open?

When does the Daly City store

The Daly City store is open

2. The user or language is imprecise poiwoon 10am and Spm soven

 Try and better guide the user to give the right information @9 days aweek
3. The user expects the meaning to be inferred n
» User may not answer explicitly but meaning could be inferred Sure | can check if you can pick

up your medication. Which store
&2 are you interested in?

4. Contextual awareness
» Understanding may be relevant to the current conversation

5. Ensuring the persona shines through
* Nurture and encourage the persona throughout the conversation




The day to day challenges of a conversation designer
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Messenger Chatbot >
{ Recent | O Block

1. When users share too much information
» Deal with ambiguity open?

When does the Daly City store

The Daly City store is open

2. The user or language is imprecise poiwoon 10am and Spm soven

 Try and better guide the user to give the right information @9 days aweek
3. The user expects the meaning to be inferred n
» User may not answer explicitly but meaning could be inferred The Daly City store has a

pharmacy where you can pick up
&3 your prescription
4. Contextual awareness

» Understanding may be relevant to the current conversation

5. Ensuring the persona shines through
* Nurture and encourage the persona throughout the conversation




The day to day challenges of a conversation designer
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1. When users share too much information _
» Deal with ambiguity

&= Input order ID

2. The user or language is imprecise
) . . . . It says ABC12345 below the
» Try and better guide the user to give the right information n

3. The user expects the meaning to be inferred §9 [Invalid order D, try again
» User may not answer explicitly but meaning could be inferred

Block

4. Contextual awareness
» Understanding may be relevant to the current conversation

5. Ensuring the persona shines through
* Nurture and encourage the persona throughout the conversation




The day to day challenges of a conversation designer

1. When users share too much information
 Deal with ambiguity

2. The user or language is imprecise
» Try and better guide the user to give the right information

3. The user expects the meaning to be inferred
» User may not answer explicitly but meaning could be inferred

4. Contextual awareness
» Understanding may be relevant to the current conversation

5. Ensuring the persona shines through
* Nurture and encourage the persona throughout the conversation

{ Recent |

ssses BF F 2:46 PM B9% I

Messenger Chatbot >
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| want to check where my order is o

Sure, happy to help track your
&2 order. What's the order number?

It says ABC12345 below the
barcode is that it? o

Bingol that's the one. Ok, give me
a few seconds and I'll just check
where that order is. Stand by, I'm
on the case. ..
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