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What can I	ask you?
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Intelligent	Assistants

Alexa	(Amazon) Siri	(Apple) Microsoft	CortanaGoogle	Assistant
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So	cool! You are kidding me! When is lunch	again?

…and the sys tem answers i n 	 t he
use r ‘s l anguage .

The 	p rom i se : 	 t he use r can speak o r
chat i n 	 h i s own language . .

Conve rsa t i ona l 	 I n te r fa ce?
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…and the sys tem answers i n 	 t he
use r ‘s l anguage .

The 	p rom i se : 	 t he use r can speak o r
chat i n 	 h i s own language . .

Conve rsa t i ona l 	 I n te r fa ce?

So 	 coo l !
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We wanted to know:

C a n 	 c o n v e r s a t i o n a l i n t e r f a c e s
l i v e 	 u p t o t h e p r om i s e ?

A r e 	 t h e y r e a l l y t h a t e a s y 	 t o u s e ?

Wh a t wo r k s we l l a n d wh a t d o e s n ‘ t ?

Wh a t d o e s i t n e e d t o c r e a t e g r e a t u s e r
e x p e r i e n c e s w i t h c o n v e r s a t i o n a l
i n t e r f a c e s ?
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We immersed ourselves in	conversational interfaces

From the video http://hyper-reality.co/
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What can I 	 a sk you?

We observed people using them



8

We developed chatbot concepts with laypersons
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We built chatbots with several tools

…
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Exploratory study to support hypotheses

German	only:	
https://zeix.com/durchdacht/2017/12/0
4/ist-reden-gold-conversational-
interfaces-im-praxistest/
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The	good news

When done r i gh t , 	 conve rsa t i ona l
i n te r fa ce s can be ve r y use fu l , 	 en j oyab l e
and make peop le s l i ve s ea s i e r. 	
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The re fo re , 	 t he po tent i a l 	 fo r
f r u s t ra t i on i s ve r y h i gh 	

W i th conve rsa t i ona l i n te r fa ce s you
ra i s e h i gh 	 expec ta t i on s wh i ch a re
ra re l y fu l f i l l ed today

The	bad news
«A lexa 	 a re you s tup id?»
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S p e e c h 	 r e c o g n i t i o n wo r k s r e a l l y we l l

M a n y u s e r s t h i n k t h e ma c h i n e h a s
" u n d e r s t o o d " 	 t h em a n d t h e n t h e y a r e
v e r y d i s a p p o i n t e d i f t h e a n swe r i s
i r r e l e v a n t .

High	expectations

Should also	understand
Swiss	German
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152016 Yesterday2016	&	Yesterday
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Real-world chatbot experiences…

No wonder many peop le th ink
chatbo t s a re use l e s s
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HAL	9000

https://www.youtube.com/watch?v=ARJ8cAGm6JE

2001:	A	Space	Odyssey
(1968)
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HER	
(2013)	

https://www.youtube.com/watch?v=XsQqMwacZQw
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W i l l 	we eve r ta l k to mach ines a s
eas i l y a s we do 	 ta l k to humans?



Machines	become more intelligent
-

Humans remain humans
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Human 	 commun i ca t i on i s comp lex :

§ P ronoun c i a t i o n
§ Fa c i a l e x p re s s i o n
§ Ge s t u re s
§ Con tex t

What is the problem?

Pe rh ap s mo s t impo r t a n t :

Knowledge 	abou t the pe rson v i s - a -v i s
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Humans adapt to the person vis-a-vis

U s e r s 	 d o 	 n o t 	 k n ow wh a t t o a s k b e c a u s e
t h e y h a v e l i t t l e e x p e r i e n c e w i t h
c o n v e r s a t i o n a l i n t e r f a c e s .

U s e r s 	 a r e we l l awa r e t h a t m a c h i n e s
a r e n o t 	 a s sm a r t 	 a s H E R 	 y e t
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Humans adapt to the person vis-a-vis

A l e x a , 	 w h a t
c a n I 	 a s k y o u ?

Ma i n 	 d i f f e r e n c e t o t h e g r a p h i c a l u s e r
i n t e r f a c e : 	 n o o p t i o n s o r c a l l - t o - a c t i o n s 	
a r e v i s i b l e !

U s e r s 	 a r e f a s t e r f r u s t r a t e d t h a n w i t h
g r a p h i c a l u s e r i n t e r f a c e s . 	 A t 	 l e a s t 	 y o u
c a n s t i l l 	 c l i c k a r o u n d t h e r e .

U s e r s 	 d o 	 n o t 	 k n ow wh a t t o a s k
b e c a u s e t h e y h a v e l i t t l e e x p e r i e n c e
w i t h c o n v e r s a t i o n a l i n t e r f a c e s .
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Users	still	need help

How o l d i s y o u r c h i l d ? 	 Yo u
c a n s a y s ome t h i n g l i ke 3 	
mo n t h s o r 5 	 y e a r s .

Yo u c a n l o o k f o r t h i n g s
t o 	 t r y i n 	 t h e h e l p
s e c t i o n o f t h e A l e x a 	 a p p .

I 	 c a n g i v e y o u t h e c h e a p e s t f l i g h t f a r e s . 	
Wh e r e d o 	 y o u wa n t t o g o ?
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More	than words:	
the non-accuracy of language

Do	you have the time?
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Siri,	call me an	ambulance

Error	in	interpretation from early Siri	that is fixed now.

OK,	from	now	on,	I	will	call	you	«an	ambulance»
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Humans are bad synonymizing

Mo s t 	 s e a r c h f u n c t i o n s u s e s y n o n ym s n ow

T h e 	 f i r s t o n l i n e 	 v i d e o s t o r e s h a d n o
J ame s 	 B o n d 	mo v i e s …

Ev e n 	 e v e r y d a y o b j e c t s a r e s ome t im e s h a r d t o n ame :
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Could you please pass	me that…?

Thingy?	Shopping	separator?	Grocery divider?

https://www.migros.ch/de/genossenschaften/migros-zuerich/standorte/supermaerkte/am-sonntag-einkaufen.html

In	German:
Kassenlaufbandwarentrenndings?	Konsumgüter-Separations-Prisma?	Kundenseparationsleiste?	Kundenseparationsmodul?	
Meins-Deins?	Waren-Separations-Indikator?	Warenteiler?	Warentrennbalken?	Warentrenner?	Warentrennstab?
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Humans add more detail for better understanding

To ma ke t h em s e l v e s u n d e r s t a n d a b l e i n 	 a 	
c o n v e r s a t i o n , 	 p e o p l e a d d mo r e d e t a i l

D o e s n ‘ t wo r k w i t h s e a r c h e n g i n e s b u t 	 w e
s ome t im e s s e e t h i s i n 	 U s a b i l i t y 	 Te s t s

E v e n 	mo r e l i ke l y b e h a v i o u r w i t h
c o n v e r s a t i o n a l i n t e r f a c e s t h a n w i t h s e a r c h
e n g i n e s
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It gets emotional	quickly

A l e x a , 	 a r e y o u s t u p i d ?

I 	 am 	 s t i l l 	 l e a r n i n g

…

S h u t u p , 	 A l e x a !

Most	people feel competent to have a	conversation and
they have a	clear idea of ​​how to do	it.

I 	 d o n ‘ t k n ow t h e a n swe r t o 	
t h a t q u e s t i o n .
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Utility	matters

I ' m emb a r r a s s e d t o
g o t o t h e f am i l y
d o c t o r . . .

I 	 d o n ‘ t h a v e t o
h a n g 	 o n 	 h o l d .

I t i s o f t e n u s e f u l f o r v e r y l i m i t e d 	
b u t 	 h i g h l y p e r s o n a l i z e d
p r o b l em s .

B e f o r e y o u s t a r t b u i l d i n g , 	 t h i n k
a b o u t i f t h e r e i s a 	 b e t t e r
a l t e r n a t i v e .

( o t h e rw i s e p e o p l e wo n ‘ t u s e i t ) .
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https://chatbotsmagazine.com/how-to-make-a-great-chatbot-
exploring-use-cases-665d393388d5#.1r9ozlmwa

D i s p u t e 	 p a r k i n g
v i o l a t i o n t i c ke t s :
L aw ye r B o t 	DoNo t Pay

T h i s 	 wo r k s i n 	m a n y s t r i c l y l i m i t e d 	 c o n t e x t s , 	
e . g . 	 h ow d o 	 I 	 c l a im my e x p e n s e s ?



33

www.donotpay.com today
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Context matters

I f a 	 c o n v e r s a t i o n a l i n t e r f a c e i s
u s e f u l d o e s h e a v i l y d e p e n d o n 	
t h e c o n t e x t .

I 	 w o u l d l o v e t o u s e i t w h i l e
d r i v i n g o r wh i l e c o o k i n g .
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Te c h n o l o g y 	 g o o d , 	
b u t 	 d o e s n ‘ t s u i t
m y c o n t e x t
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A l e x a 	 u n d e r s t a n d s a lmo s t a l l 	
t h e wo r d s I 	 s a y, 	 b u t 	 c a n o n l y
g i v e f ew a n swe r s a n d a l wa y s
" f o r g e t s " 	 t h e c o n t e x t .

S h e a l s o 	 d o e s n o t 	 k n ow t h e p h y s i c a l
c o n t e x t : 	 S h e a l s o 	 o r d e r s d o l l h o u s e s
wh e n s omeo n e s a y s i t o n 	 T V 	 . . .

Conversational	Interfaces	usually don‘t know the context
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Usability	Matters

Wha t i s t h e t im e , 	 A l e x a ?

H ow c a n I 	 g o b a c k ?

I t d i d n ‘ t h e a r me . A g a i n !
Wh e n c a n I 	 t a l k ?

No reaction:	you have to say “Alexa”	first	

In	some systems you have to keep the button
pressed while speaking but	people often didn‘t
understand it.

… to	the information or choice I	got earlier.	
Alexa	can‘tr help me here
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Handling	misunderstandings

No , 	 t h a t ‘ s n o t 	 w h a t I 	 m e a n t !

H ow c a n I 	 c h a n g e my w ro n g e n t r y ?
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Trust	matters

How to deliver bad news?



40

O f t e n a 	 t r a n s f e r f r om t h e
c h a t b o t t o a 	 p e r s o n ma ke s
s e n s e

When the chatbot is at	loss
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Teaching	Assistant Jill

https://www.washingtonpost.com/news/innovations/wp/2016/05/11/this-professor-stunned-his-students-when-he-revealed-
the-secret-identity-of-his-teaching-assistant/

J i l l 	Wa t s o n 	 f o o l e d s t u d e n t s
o f a n 	 A I 	 c o u r s e
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S hou l d we d i s c l o s e t h a t t h e
u s e r t a l k s t o a 	ma ch i n e ?

Example for UX	question and ethical question

Ye s ! 	 ( D e s p i t e Goog l e 	 Dup l ex )

Z e i x 	 r e c omm e n d a t i o n : 	

I t h e l p s to avo i d
m i s unde r s t a nd i n g s and u s e r s
fe e l c h ae ted when they f i n d 	
o u t .
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I 	 am 	 J o j o y o u r v i r t u a l
a d v i s o r. 	 H ow c a n I 	 h e l p y o u ?

T h e 	 u s e r s t h e n o f t e n a d a p t , 	 e . g . 	 w i t h
s im p l e 	 wo r d i n g , 	 b u t 	 t h e y c u r s e a n d
i n s u l t mo r e e a s i l y .



More	questions raised than answered …

This	were only a	few examples
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Common	statements from users

It feels (still)	strange to talk to
a	machine.

Will	be common in	the
future.

I	will	probably use it in	the future,	
while cooking or driving or

gardening.

It should be able to
understand Swiss	German.
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Test	participant chatbot by Zeix

Until now: New:

https://zeix.com/testpersonen/



3	basics for great chatbot UX
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L e a r n wha t you r u s e r s wan t to
a c h i e ve , 	wha t t h ey a s k , 	 h ow they
a s k i t

Build empathy
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B r i n g 	 p eop l e w i t h d i f fe ren t 	 v i ews
to ge t he r to d i s c u s s con c re te u s e
ca s e s .

Interdisc ipl inary team

S ke t c h 	 o u t 	 p a r t s o f t h e
conve r s a t i o n , 	 e . g . 	 i n 	 D e s i g n 	
T h i n k i n g wo r k s hop s

Fo r a 	 g re a t UX , 	we have to wo r k
to ge t he r : 	 N L P 	 r e s e a r c he r s , 	 d a t a
s c i e n t i s t s , 	 UX 	 ex pe r t s ,…
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Te s t

Mon i t o r

Im p ro v e

Re p e a t

Iterative	Process
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Take	home messages
A 	 s u c c e s s f u l c o n v e r s a t i o n n e e d s two
s i d e s

A 	 g o o d c o n v e r s a t i o n a l i n t e r f a c e c a n
a n t i c i p a t e t h e n e e d s o f t h e u s e r, 	 l e a r n s
a n d s u p p o r t s t h e u s e r i n 	 t h e i n p u t .

T h e 	 u s e r i s r e a d y t o a d j u s t t o t h e
i n t e r f a c e wh e n h e 	 g e t s h e l p .

T h e 	 i n t e r f a c e h e l p s t h e u s e r t o ma ke
s t r u c t u r e d d a t a f r om u n s t r u c t u r e d d a t a
a n d t a ke s o v e r t h e a b s t r a c t i o n .



Dr.	Sibylle	Peuker
sibylle.peuker@zeix.com
@sibylle_p
http://zeix.com/
http://thescope.com/customerexperience

More	on	our website:
https://zeix.com/chatbots/


