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GO BEYOND SCI-FI TO MAXIMIZE
YOUR USER EXPERIENCE
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By 2020,

virtual agents will participate in a majority
of commercial interactions between people and businesses

- Gartner
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Figure 1: Customer Service Channel Mix
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An emotional
connection

matters more
than customer
satisfaction

- Harvard Business Review
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By 2026, 30% of retail revenue

will be generated by a customer’s digital assistant -ioc
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1-800-Flowers.com >

< Home (2) -,
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1-800-Flowers.com »

< Home (2) -,

Manage Manage

cally reg S Instant v replie 1stantly

\(’ 1800
flowers...

Welcome to the
1800Flowers.com
Messenger Bot

Let us arrange a smile for you
today!

1-800-Flowers.com
Product/Service

950K people like this including
Oksana Hoshva and 4 friends

Q Typically replies instantly
Order flowers
i) Welcome to 1-800-Flowers.com.
You can now order flowers or talk
to support without leaving
Messenger. Tap the button below
to aet started.

Talk to support

&

Type a message...
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< Home Manage

nstantly

Apartment, suite, or box
number? Type it or type
(N)o if not relevant.

What's recipient's full
name and phone number
in case the florist needs
to contact them about

delivery?
Mark Zuckerberg

What's the recipient's
phone number in case
the florist needs to
contact them about
delivery?

Type a message...










considerations when building a bot
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1. Should the task be
automated?
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“Alexa, let’s do my taxes”
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2. Be the bot
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Please select an option above.
Let me see main menu

Please select an option above.
See original options

Please select an option above.
Go back to all choices

Please select an option above.

This bot is stupid

What's the weather like this
weekend?

Are you on a boat? Because |
was not able to find any results
for that location.

What's the weather like in
Brooklyn this weekend?

The weather in Brooklyn, NY is
46°F and clear.

This weekend?

Excusez-moi?

Sorry, dozed off for a second.
What were you saying?




3. What to target?
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4. Start simple
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‘Bots that do one thing well

are more helpful than bots that do many things poorly.”
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5. Don’t create
another silo
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Next Insurance Launches Chatbot On Facebook Messenger To The 200 b11110n dollar ChatbOt dlsruptlon
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2017 Tech Trends:|Chatbots Will Reshape Messaging Apps

How users find content and conduct transactions is future of messaging, says strategist Michael Wolf at the WSJ tech
conference

@ United Reaches
Settlement With
Passenger Dragged
Off Flight

@ Southwest To
End Overbooking on
Flights By June

Chatbots Can Save Billions in Salary Bl DealB%k -

Expenditure for Financial Services
Diana Asatryan (i March 29, 20 yfion Banks Bet on the Next Big Thing: Financial Chatbots
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Anthony Abdulla
@anthonyabdulla

Matt Lake
@lakema
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