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Motivation

Why Conversational Interfaces?
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Motivation

Fill In the data

Recipient
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Please fill in the recipient
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Please fill in the
recipient!
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Motivation

¢ A short time saving can go a long way
e Take the people from where they are and assist them
e Allow to collect information without having to leave the

context
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Approach

e \What are the beneficial use cases?
e Strictly conversational

e No hipster wrapper around a CLI
e Multi-modal

¢ Do not kill it by bad UX engineering
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Design Principles

GUI vs CUI?
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GUI Interaction Approach

GUI — a dialogue with the user!
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GUI Interaction Approach
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{ Yes,|wanttosendthe
\ money now! '

The user maps her thoughts more or less

accurately / appropriately to the displayed

command options

4 . T

{ Maybe | should *
h_sent her 150 €
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GUI Interaction Approach

"Oh, | should first double ™\,
that | still
available

Do you want to
50 € to Joanne
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CUI Interaction Approach

How to design the

conversational user experience?
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CUI Interaction Approach

Yes, | want to send the
money now!

N g
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oanna for you! /
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CUI Interaction Approach
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CUI Interaction Approach

“Nope, forget about
it - no way!

f Ok, Istopped Y
‘ transaction /

\ -
o~ " _
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CUI Interaction Approach

sent her 150 € 2
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CUI Interaction Approach
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User formulates her answer to the request

_the system maps it and

performs the correct action
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CUI Interaction Approach

¢4~ You have 539 € available
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£ at the moment. You want me j

& tosend the 50 € now?
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CUI Interaction Approach

o1l N
If | send that now will ‘\
| have enough money for

:‘7/"’ — ' \\\\
Y Taking your fixed expenses into

{ account if you send 50 € now you will \

8 have around 80 € at the end of your |
| finance period. You want me to

\
N
N
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send the 50 € now? 4
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Design Principles

e Forward navigation

e ess friction
e Richer, multifold context
e | ess cognitive load

e Multi-modal interaction

e Design the personality
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Design Principles

Know your user!

Know her mental model!
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Prototype the Conversational Interface

Why prototype?
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Why prototype?

Parameter: Amount Parameter: Recipient

'Sent!50 € to Joanna

i
p—
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Why prototype?

Please send 50€ to Joanna.
| want to sent Joanna 50 €.

Sent 50 € to Joanna

Send Joanna some money.
How much you want to

send to Joanna?
50€.
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Why prototype?

e How people formulate something depends
e On their character
e On their mood
e On the situation

¢ On the context
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Prototype the Conversational Interface

When to test?
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When to test?

e After you did your User Requirement Engineering

e . g . @ @ Chatverlauf
Lena Ina

Orfanda kannst du uns helfen
oinen Termin fur en Abendessen

L /)

nmoj tw’t ’:-*. sagen wir

um A9 U .

Surveys Interviews

e Starting in the Design phase

e.g. Persona, Storyboards

Storyboards
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When to test?

o Test early

e Test iteratively
e Fail early

o Fail fast

el earn and improve
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Prototype the Conversational Interface

How to test?
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How to test?

e|mplement it and test it
e Use NLU-Tools to test it
e Dialogflow
e Sayspring
eflow.al

e\Wizard of Oz

adorsys
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Test with early implementation

W@ N Zr W16:10
Orlanda
VERWALTEN
é ) Antwortet i.d.R.... @

Ne eigentlich nicht

Du hast erfolgreich ein Event
erstellt

Danke, der Termin wurde unter <
Bachelorarbeit Treffen gespeichert

HIER GEHTS ZUM EVENT

Hallo, schon dass du wieder da
bist. Was mochtest du machen?

Termine anzeigen

Wie viele Events sollen
angezeigt werden?

"ol 10 Stiick

Daily FE/BE
Feb 15, 2018 9:00 AM

O B A & ©
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How to test?

e|mplement it and test it
e Use NLU-Tools to test it
e Dialogflow
e Sayspring
eflow.al

e\Wizard of Oz

adorsys
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Wizard of Oz: Simplest Setup

izard of Oz
| | Test-User

- Test-
- Operator
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Wizard of Oz: Adapted Setup

\ellz

Test-User
izard of Oz | Test-

- Operator
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cpt - Conversation Prototyping Tool

Simulator Room Test Lab

uestion from the user
as audio stream

computer providing
indicator to tester

computer running the simulation environment

Scenario 2 | Scenario3 | e-- m c .
Scenario 1| scenrio 2 | Scenario 3| Activation

m command
Leider habe.... / ACﬁvaﬁo n
command
' £

U Simulated :
. Te St— Use 8 smart-phone acting
Simulator- answer as audio stream Test- | asactivator

Operator - Operator
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CUI Design: Prototyping Cycle

Cﬂ refined scenarios

conversation flow tool

conversational turn-taking
ball game

phrase render tool

Wwellji|s

script
conversation prototyping tool +
audio files

feedback

adorsus Steffen Blimm e Technical Lead iOS / CUI



VU Prototyping: WOz Operator Interface

At bR b

cui.simulationPanel (root) AccountinfoScenario NephewVacationScenario PartnerAnniversaryScenario CarScenario SellingBikeScenario TransferincomesScenario

hﬁ’

Help

"Du kannst beispielsweise Geld anlegen
oder priifen wie viel Geld du abziglich der
Fixkosten monatlich zur Verfligung hast."

"Entschuldige Ich habe dich leider nicht
verstanden."

Comment

balancelntent budgetBeforelntent goalintent

Wie ist Kontostand? Wie ist Budget fiir {month} Lege Ziel {name} an

Wie viel auf Konto? Wie sieht Budget aus? Lege Sparziel {name} mit {interval} {amount} zum {startDate} an
Was auf Konto? Was bleibt von Gehalt tibrig? Sparziel anlegen

Wie sieht Konto aus? Was bleibt mir Uberweise {amount} {interval}

Was macht Kontostand?

GetNameAndStartDate

"Diesen Monat hast du noch 4460 Euro zur "Name und Datum fiir den Start des
Verfligung" Auftrages?"

ROOM Balance
"Dein Kontostand betragt 4600 73 Euro"

MonthlyBudgetFromSalary GetAmountAndinterval

"Abziiglich der Fixkosten hast du monatlich "Zahlungsintervall und Héhe des
1626 Euro zur Verfiigung." Betraa ] Betrages?"

FixedCosts i - GetName

"deine monatlichen Fixkosten belaufen sich "Annina Wie soll das Ziel heiRen?"
auf 1401 Euro"

Getlinterval

"In welchen Abstéanden méchtest du Geld
zuriicklegen"

GetStartDate

"Ab wann mdchtest du den Auftrag
starten?"

GetEndDate
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Chat Prototyping: Preview

OperatorPatcher (root) WSTstellenSucheScenario WSTstellenSucheScenario BeforelnterviewScenario OpenQuestionsScenario

Chat History:

(0]« [@1VEN 1o I Tl Hey Willkommen! Mit was kann ich dir bebhilflich sein?

Ich habe noch Fragen zur adorsys Was kannst du?

tStandort . =
serEnee Ich kann dir auch gerne ein paar Themen vorschlagen!

"Die adorsys befindet sich

hier!" Aktuelle Stellen

getStunden Unternehmensvision

"Als Werkstudent sind 20
Stunden vorgeschrieben!"

Bewerbungsprozess

getAnswers

"Méchtest du dich Arbeiten in der adorys
bewerben?!"

&
@

Nachricht wurde erstellt: Bewerbungsprozess
getKunden

"Dies sind einige unserer Nach der Sichtyng D_eines Bewe(bur_rgsschreibenf fqlgt manchmftl noch ein

Kunden!” kurzes Telefoninterview, bevor wir Dich zum persénlichen Gespréch
einladen. Abhéngig von der zu vergebenden Stelle kann dann noch eine
Fallstudie folgen. Falls du uns (berzeugt hast, schicken wir Dir
abschlieBend das Vertragsangebot zu.

©
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Considerations

e Know your users (or get to know them)
e They do not formulate like you think they do
e They do formulate like you want them to

e Find your own workflow and use the tools
e Do not let the tools dictate the workflow

¢ Cl| - Continuous Improvements
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Thanks

Questions?
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