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Leading Learning Innovation

|Chatbots]

Getting the job done [in the field| with the help of your personal
chatbot
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‘Phase 2’ Project
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Team Team

e Learning Science Learning Science
¢ Innovation Services

e User Experience
e Technology
e Innovation Services
Tools Tools
e Buyer Personas e Mock-ups
e Jobstobedone e Wireframes
e Value proposition Canvas e Prototypes
e Problem validation e Validation experiments
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Mmm... must have
shiny things...

Ea LEARNOVATE www.learnovatecentre.org



A pragmatic response to the need for
project outputs that are visually
engaging as we approached the end of
year 2
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Team Team
e Learning Science e Learning Science
e |nnovation Services e User Experience
e Technology
¢ Innovation Services
Tools

Tools

e Problem validation e Validation experiments
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Why Chatbots?

Lots of hype in the media
-amiliar concept to many - easy to explain
| ots of potential

We initially looked at Chatbots in the schools space

o but couldn’t validate the problem we were trying to
solve
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Customer
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Organisation

Multinational organisation in the technology sector that supply their own hardware into both client
companies and consumers.

Large enterprise: around 10,000 employees worldwide
Approx 500 employees in Irish facility
Industry Sector: Technology

Specialities: Innovation & Technology, Engineering, Customer Service
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Problem

What’s the problem that we're trying to solve?

Nowadays, within the corporate sector, there is a need for efficiency and high performance of the
employees, a need for improvement of the team performance to get the jobs done using new technologies
to automate and get more accurate ways to generate new and faster solutions for their customers.

Understanding the User’s problem

Through the Problem Workshop, we could get deeper into the user’s problem through some methods as
the creation of personas to found out the main pains and the jobs to be done.
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Problem

Addressing a need in the organisation:

Workplace team performance and efficiency
Consistency and accuracy of the information
Employee’s time working on the field and the workplace

A way to provide user data of the learning progress
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Goals

Provide performance support tools to an employee

Increase efficiency in the support for training/learning

Support the team lead that doesn’t have time for training and support the team
Provide data about how employees learn and what they need to learn

Deliver a personalised way of learning as part of performance support

Provide a fast response or suggest other ways of support based on the user experience
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Solution - ChatBot

A different approach of using an Al assistant for
corporate performance support

Supporting technicians in the field in finding the information they need to get the
job done through more intuitive and natural interactions with their personalised

chatbot assistant.
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Solution - ChatBot

Improving a technician’s effectiveness and efficiency

Saving money for the organisation by reducing the time spend solving individual issues
Increasing the team’s overall performance in a measurable way

Through faster access to just the right information at the right time
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Chatbots for performance support teams

Provide employees with the right answer at the right time

Eliminate frustration of searching for information across multiple sources
Do the 'boring' tasks for them

Help them make better decisions, faster

A time-saving resource for internal employees

To boost accessibility, efficiency, and employee satisfaction

Help improve the overall customer experience (help better meet the needs of customers)
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Getting 1nto the Details



Research
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Chatbot Benefits

User Intimacy

Accessibility —available 24 x 7 x 365

Quality —better decisions based on a full view of user data and history of interactions
Empathy —can pass to a human agent for difficult or sensitive issues

Drive loyalty through deep insight, rewards and gamification

Increase interaction with proactive engagement
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Chatbot Benefits

Operational Efficiency

Reduce cost — fewer human agents

Consistency —fewer errors and greater consistency
Self-learning — improves with every decision/interaction
Scaleable —just more computing, no hiring/training

Can support all users
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Chatbot Benefits

Innovation

Ecosystem orchestration

Deeper customer journeys

Emotional intelligence and NLP
Personalised interaction

Scenario play/planning (“what if” analysis)

Smart visualisation
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UX Guidelines for Chatbots

Be upfront about using a bot and not a human.

Clearly tell people what tasks the bot can do.

Create bots for simple tasks. Complexity is not well handled in the limited bot interface.
Tolerate typos and ambiguity.

Allow people to interact with the bot both through free-text input and selection of links.
Save information from one task to the next.

Be honest about not understanding. Offer an escape hatch in the form of a real human.

https://www.nngroup.com/articles/chatbots/
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https://www.nngroup.com/articles/chatbots/
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State of the Market
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State of the Market

Chatbots
— Customer Support
— Language Learning
— Information

Field Service Management Software
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State of the Market
Chatbots




EXAMPLE 01 - DUOLINGO

Gamified platform for Language
Chatbots using personalised learning

User can choose a Bot persona

http://bots.duolingo.com/

Bots are here!

Have real conversations, without the
awkwardness.

Salut Gabrielle!

o B
- iQué quieres para beber?

a3  Elle aime bien lire ! Elle lit quoi ?

e :
“ Agua, por favor.
g o g
a
@ AY H )

\ @
Elle lit une journal @

I want | would like Water

QIW]EJR|T]YJU]I]O}P

Meet your virtual language tutors

Chef Roberto Renée the Driver Officer Ada
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http://bots.duolingo.com/

EXAMPLE 01 - DUOLINGO

‘ = E— iBuena Conversacion! +5 EXP —
What is Robert ng? Chic Boutique Phuevo) B
“Welcome to the Chic Boutique!” 2'd 1 ¢
° ello! Welcome to the United States of Arr
Y s df
Robert are eat a pizza a Mitaller de artd g
Yes! Robert is eating pizza. He is a v ‘
e 3| t
Lo
a|wlelr|T|v|uli|o|r| 8 N
A|ISIDJF|GJH]J]K]|L
QIWIEIRITIYIULIJO}P
* Z|X|CI|VIBIN M| k& ‘.l
e alslolelelnlalx]L 5 \ " QWERT YU I OFP

123 @ ¢ space return h N ¢ -

http://bots.duolingo.com/
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http://bots.duolingo.com/

EXAMPLE 02 - IBM Watson Al Assistant

Pre-trained content ==

What exercises are good for hand pain?

Easy-to-use tooling to quickly engage

with customers

Maintain ownership of data, insights and

training with a scalable assistant

Customer care virtual assistant

Use case: Arthritis Research UK

Customer care voice assistant

https://www.ibm.com/watson/ai-assistant-2/
https://www.youtube.com/watch?time continue=2&v=xdGaynxnt4M
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https://www.ibm.com/watson/ai-assistant-2/
https://www.youtube.com/watch?time_continue=2&v=xdGaynxnt4M

EXAMPLE 02 - IBM Watson Al Assistant

Pre-trained content =y
Easy-to-use tooling to quickly

engage with customers

Maintain ownership of data, insights

&
7|
[\
o
4
-
<
.
&

and training with a scalable assistant

Customer care virtual assistant

Send | | Send | | Send

Customer care voice assistant Use case: Arthritis Research UK

https://www.ibm.com/watson/ai-assistant-2/
https://www.youtube.com/watch?time continue=2&v=xdGaynxnt4M
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EXAMPLE 03 - OPERATOR Chatbot (Intercom)

Customer experience
Message experts to get personalized

Machine learning to improve the suggestions that it makes recommendations

Apply Customer satisfaction surveys (Rating)

. . I'm looking for a new living room side table for

Setup to define skills that the leader wants to their teams |found 3 options for you let' first drill down on

the look and feel you're looking for. What do
you think?

http://operator.com/
http://operator.tumblr.com/
https://www.youtube.com/watch?v=LbVWOQeo7Po
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http://operator.com/
http://operator.tumblr.com/
https://www.youtube.com/watch?v=LbVWOQeo7Po

EXAMPLE 03 - OPERATOR Chatbot (Intercom)

Machine learning to improve suggestions that it makes .
Message experts to get personalized
. . . recommendations
Apply Customer satisfaction surveys (Rating) S ————

Send Notifications
I'm looking for a new living room side table for
my new apartment.

Setup to define skills that the leader wants to their teams

| found 3 options for you, let’s first drill down on
the look and feel you're looking for. What do
you think?

http://operator.com/

http://operator.tumblr.com/ oo =
https:/www.youtube.com/watch?v=LbVWOQeo7Po a
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http://operator.com/
http://operator.tumblr.com/
https://www.youtube.com/watch?v=LbVWOQeo7Po

EXAMPLE 03 - OPERATOR

enco Operator 10:10 AM
Operator

100% - eesc Operator 10:10 AM
Operator

100 -

THE ROMANYSHYN sTVE

PRICE RANGE

$68.00

Send The Romanyshyn Continu

& LEARNOVATE

eecs Operator 10:10 AM
Operator

100% W-

e
=

Plea: me your preferences

BRAND (optiona/)

Nike X || Adida

BUDGET (optional)

COLOR (sptionsl)

Continue

T-Mobile ¥ 2:47PM

Operator

@ New on Operator

4 Leah Young
. FeedbackBot

1o >

T-Mobile =

Cancel

2:20PM
Operator

10 -

000 T-Mobile F

2:29PM
Operator

o -

I'm looking to purchase Women's

Shoes today.

www.learnovatecentre.org




EXAMPLE 03 - OPERATOR Chatbot (Intercom)

sescs Operator 10:10 AM 100% -
Operator

$68.00

& LEARNOVATE

esec Operator 10:10 AM 100 -
Operator

B

Hi Jonny. what can we find for you today
I'd like new sunglasses. please &

-
HiJonny, I'r
of {1 ww ar
TYPE
se

fator
PRICE RANGE

weacs Operator 10:10AM 100% -
Operator

e tell me your preferences

BRAND (optiona/)

Nike X || Adida

BUDGET (options) 00000 T-Mobile T 2:a7PM 10§ M| o000 T-Mobile T 2:20PM

Operator Cancel Operator

4 Leah Young

. FeedbackBot
Gifts

10 -

T-Mobile ¥ 2:29PM 1o wm
Operator
I'm looking for something else
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Benchmark - General Features

Integration with Apps/Frameworks (Slack, Email, Dropbox, GitHub, Facebook, Skype, Twitter,...)
Gamification for chatbots to engage users

Bot personality: gender, tone of voice or written, avatar

Facial, Context, Voice - Emotion Recognition for chatbots for supporting in learning/training to identify

learners emotions, engagement and curve of learning
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State of the Market
Field Service Management Software




FSM Software

Microsoft Dynamics 365 for Field Service

Verizon Connect Field Service Management Software

SalesForce Field Service Lightning

Fieldpoint Mobile Field Service App

Intuit Field Service Management ES

ServiceMax Field Service Management

Click Software
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https://community.dynamics.com/365/fieldservice
https://www.verizonconnect.com/ie/solutions/field-service-management-software/
https://www.salesforce.com/eu/products/service-cloud/field-service-lightning/
https://fieldpoint.net/field-service-mobile-app/
https://enterprisesuite.intuit.com/features/field-service-management/
https://www.servicemax.com/products/mobile
https://www.clicksoftware.com/

Top 20 Most Popular FSM Software

PRODUCT CUSTOMERS USERS TWITTER FACEBOOK LINKEDIN

ClickSoftware 15,400 708,400 4,222 182 23,543
Corrigo 45 0,000 19 5 5
mHelpDesk 20,704 1,74

UpKeep 29,250 53,000

Jobber 10,000 170,000

Coresystems B A% a5 229 709 A5 4740
Housecall Pro

ServicePower 160

FleldEdge 2 56

Oracle Field Service 300 245,000 20,090 220,429 5,284
ServiceMax ‘ 285,000 5.8(

SimPRO Software 4,000 100,000 2,22 2 442

ServiceTitan 3,00( 0,000 1,753 18,853 5,15
Dynamics 365 1,040 85,000 53382 137

Astea International 600 185,000 535 193 1,012
Formitize 4

WorkWave Service 5,600 23,000 848 2,131 3,365
Opti-Time

Explorer Shafers 4,500 45,000 138 134

wintac 3,0 8,582 1,2¢ 5

< Capterra
https://blog.capterra.com/most-popular-field-service-software/

l_‘a LEARNOVATE www.learnovatecentre.org



https://blog.capterra.com/most-popular-field-service-software/

Common Features in FSMS (according to Salesforce)

Common Features in
Field Service Management Software

Create work orders
Manage and monitor technicians
Scheduling and order management

Vehicle and technician location tracking 8 %{@ amwa
Job status updates 8 JI= " =k
Route optimisation and GPS navigation a_
Time tracking and driver logs % == @
Knowledgg and asset repositories T

Parts and inventory management
Integrated invoicing/payment processing o, @%5, 7 -
Customer portals [~ =

sssssssss

Regulatory compliance measures
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Common Features in FSMS (according to Salesforce)

Common Features in
Field Service Management Software

Create work orders
Manage and monitor technicians
Scheduling and order management

Vehicle and technician location tracking & |2 pr—
0 : i
Job status updates | iR
Route optimisation and GPS navigation e imy
Sim || @S| |

Time tracking and driver logs

ssssssssssssssss

Parts and inventory management —
Integrated invoicing/payment processing — —
Customer portals s @%% :
Regulatory compliance measures
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Salesforce Knowledge Base

Maximize agent productivity.

With a cloud-based knowledge base embedded right into the
console, agents can easily find, access, and deliver the right
answers to customers. Sharing knowledge to any channel or
device is only one click away. Better still, agents can contribute to
the knowledge base to ensure that the best answers are always
accessible to the whole team.

Help customers help themselves.

Extend your knowledge base to your service website, whether it's
a secure customer (or partner) portal, part of your public site, or
integrated into a public customer community. And to ensure an
effortless customer experience, knowledge is accessible from any
mobile device.

Streamline your knowledge management
process.

Apply industry best practices and ensure the accuracy of articles
with the first KCSv5 verified knowledge management and incident
management solution.

BACKPACKING: BEFORE YOU LEAVE HOME

Backpacking: Before You Leave Home

soLuTIoN

TRENDING ARTICLES

www.learnovatecentre.org




Side Note - KCS Methodology

In a nutshell, KCS strives to:
Integrate the reuse, improvement, and (if it SOLVE

doesn’t exist) creation of knowledge into the
problem solving process

Evolve content based on demand and usage

Develop a knowledge base of collective
experience to date

Reward learning, collaboration, sharing, and
improving

Leade[sh{f &
Communication

Performance
Assessment

Process
Integration

Reuse

Y4
C?lgtaﬁm g Improve
EVOLVE

https://www.thekcsacademy.net/kcs/
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https://www.thekcsacademy.net/kcs/
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Fieldpoint Mobile Field Service Software

FIELDPOINT'S MOBILE FIELD SERVICE SOFTWARE INCLUDES

)

0o

00

Native Mobile Field Service App Routing and Mapping Customer Integrated Parts Management Tracking Tasks, Labor, and
- Available in the app store and Work Orders Expenses
Google Play

Advanced Checklisting Capture Pictures and Read Faster Invoicing and Collect Online and Offline

Management Barcodes Onsite Customer Signatures Onsite Synchronization

www.learnovatecentre.org




Traditional FSM Software Platform

*259006°009
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Problem Workshop



Problem Workshop Overview

Develop Personas for both ‘Buyer’ and ‘User(s)’
Jobs to be Done
Pains

Gains

Rank from most important to least important
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v

Customer Organisation
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Organisation

Multinational organisation in the technology sector that supply their own hardware into both client
companies and consumers.

Large enterprise: around 10,000 employees worldwide
Approx 500 employees in Irish facility
Industry Sector: Technology

Specialities: Innovation & Technology, Engineering, Customer Service
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Personas Overview

Through the Personas method during

|(Q\‘ Buyer Persona:
the Problem Workshop, we have ) Mick (Manager)
created 3 user personas to understand
the user’s problems and behaviours '/@\ User Persona:

' ' Frank (Experienced Technician)

and then tell a story about their
interactions and with the system - /@f User Persona:
ChatBot. ’ Mary (Frank’s colleague - Expert Technician)
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Buyer Persona

Buyer Persona

MQH
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Cyiv\y_w Groller | Froak lise Tg"“
189 fviers
newbers
Trode

Shows

Content and Information
gL

I'\dum5 Prodavies MY'\"“ S
eVents + o
cotalogies

— L —

52 LEARNOVATE B LEARNOVATE

www.learnovatecentre.org

& LEARNOVATE



Buyer Persona - Mick
g )

( BUYER PERSONA j MICK SMITH

Manager in IT or Operations

Decisions influenced by General Manager,
Financial Controller & Front Line Team Members

Perceptions/Beliefs:

Open to technology
Wants team to be efficient

Age: 50

Education: Degree in Engineeringor IT

Salary: €65K
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User Persona

Persona How they buy Why thes% buy

Name: i .
i k‘L\l|.| p:

~
welicnd o bl
frrowphy. 3 -
Cad e dle Gl clie
. Fo wmele

Education
Income Range

Perceptions ; .
and beliefs OOl & T o e
- J s St lfienthy,

Role Knewledsy ¥ = \PIDHLM W i
Sl Rckor T«‘\nch Lpl;wd; UIQSF So\\";"g M}:ﬁv [t

1 "Howde . acess
™ ;\K"ﬂv‘ln'lS;’i | do s PR . il \':,P::::x ~
Wenwrss W dehol : | Content and Infor S : .
e o T .

(L«w& Fu.)
’ e 5 ansn
" _ clrcedty ps ¢ BEGE
- e
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AusugT
oF oy

DR
04 Thow
]
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User Persona - Frank

FRANK WALSH

Master technician with over 10 years experience
Perceptions/Beliefs:

Open to using technology

See value in working as a team and supporting his

colleagues

Age: 35

Education: Bachelor's Degree in Engineering

Salary: €55K
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User Persona - Mary

MARY MUNOZ

Master technician with over 8 years experience
Perceptions/Beliefs:

Open to using technology

Has time to chat

Willing to learn and share knowledge

Age: 32

Education: Master's Degree in Engineering

Salary: €60K
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Jobs to be Done

Support & develop his
team

Cost

How Frank is Perceived
Be Innovative

JTBD Overview

Pains

Getting ‘buy-in’ from
team on new initiatives
Limited budget for
expensive new solutions
Time

Challenging technical
environment

Gains

Support the team
Support customers
Mick’s personal goals

l_‘a LEARNOVATE www.learnovatecentre.org



Jobs to be done (ranked)

Support & develop his team Ensure his team has enough information to get the job done
Support his team in the field
Develop his team’s capability
Ensure the team performs to a high standard

Cost Reduce the time it takes his team to complete jobs
Hit his required metrics set by management
Make his team more efficient when working in the field
Ensure his team get accurate information when they need it

How Frank is perceived Do a good job and be respected by his employees
Wants the respect of peers and senior management
Demonstrate the effectiveness & efficiency of his team
Reduce budget spends where possible

Offer new ways for performance improvement
Be innovative in relation to solutions and cost savings

l_‘a LEARNOVATE www.learnovatecentre.org
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Pains - Barriers (ranked)

Buy-in from team Team may not want to use new system
Team members may feel they know more than the system
Resistance to tech and new processes

Cost & budget Cost of a new solution may be anissue
May not be budget for a new solution
Management may not buy in to new solution

Time Not a lot of time for training on new systems
Mick’s time is limited - there is only one of him with his knowledge
Mick may be stretched as well as his resources

Team may not have internet access while on the road
Access to relevant resources when needed can be anissue

l_‘a LEARNOVATE www.learnovatecentre.org
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Gains - Outcomes (ranked)

Support the team Improvement in efficiency
Improved productivity
Easier management of staff
Happier staff who do a good job

Support customers Greater efficiency for customers - takes less time to solve an issue
Satisfied customers leading to better metrics
Fewer calls to the centre

Mick’s personal goals Respected by staff and peers
Team stay as they see Mick as a good manager

Possibility of early retirement

@ LEARNOVATE www.learnovatecentre.org
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Overview of solution workshop steps

Lightning Demos
User flow

Solution ideation
|deas
Crazy 8’s
Storyboarding

Effort/Impact Matrix
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Overview of solution workshop steps

Lightning Demos
User flow
How might we...
Solution ideation

— |deas

— Crazy8’s

— Storyboarding
Effort/Impact Matrix
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User Flow

P —

L esrysvair
scefss o
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Hovee Occopmt - -
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Effort/Impact Matrix
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Technician
Onsite (in front of problem)

\ 4

Knowledge Log

Technician
Asks for more information

Customer
Describes the problem

Y

Technician
Unsuccessful with knowledge

\

Techniciaq Knowledge Chatbot
Asks question about problem
" Chatbot
Answers question
Technician d

Asks more specific information

A

\4

Technician
Tries fix from new information

\

Knowledge Dashboard

Supervisor
Update information system

A

R

Chatbot
Sends out requests and logs

Colleague
Suggests answer

! !

Chatbot
Gives new answer

" Supervisor
Notified of information need

\

Supervisor
Sources Additional Content

\ 4

Technician
Problem Solved!

& LEARNOVATE

Core Process

Priority Mapping
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Core Processes

Needs to be - . Needs to have
Getting better seen as an Perform job to SucceS§fully Fast response Find detals of Needs quick personal
Core Process 1 solve time server access
s 7 . skilled at using independent highest sansitive to solve et niower access to info tools /
Technician Getting Information new tools worker within standard obles problems s on the road automated
the org P support
. Ensure that call Assist call out
. Provide better 2 N
Core Process 2 A\giés:tge Compete with get more jobs technical Improve overall pDeLrlf‘o\fr?:;air:ea V'S':: ;gﬁlreder
Supervisor Notified for Sourcing Content Budgets Competitors Serepecy | SlpRoitia ik quality time sensitive problems in
A manner the field
Core Process 3 Develop team Mobile by
Colleague Suggesting Answer capability voice
= I Increase [ w ] [l 7l ]
awareness of 5

ore Process 4 foos B B Change Ensure team Offer new 5 Automate the Ensure high
c " - reduce costs he'pr::::i;"st his i d:ﬁ;i?it 6 resources has accurate performance Maé(flfril:;:nleam working standard of
Superwsor Updatlng System pgain respgct online content improvements 4 environment performance

[ _| from peers 14 = - ] e =

Core Process 5 Easy / Fast Needs
Customer Describing Problem access to info accurate info
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System Process Flow

SEARCH.. REFINE.. SOURCE.

Technician
Asks question about problem

Technician
Asks for more information

Technician

Asks more specific information

Log

Chatbot

Dashboard

Customer
Describes the problem

Chatbot
Answers question

Supervisor
Update information system

Chatbot
Sends out requests and logs

Supervisor
Notified of information need

Chatbot
Gives new answer

Supervisor
Sources Additional Content

& LEARNOVATE www.learnovatecentre.org

Technician
Tries fix from new information

Colleague
Suggests answer




What Chatbot can do? (Technician)

ChatBot supports technicians ~ — \ ChatBot creates tagged Notes
with fast and accurate \ / to register important actions
information through options | in the conversation related to

of content - docs and links ” new issues and solutions

ChatBot suggests answers i ChatBot recommends an expert -
based on informal tacit &= based on availability and rating -
knowledge generated by the ) to help the technicians, in a chat
colleagues in the form of ‘Notes’ format
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What Chatbot can do? (Manager)

ChatBot analyse user’s ~ ) ChatBotsends notifications

performance through the rating j | about the team usage and

system and evaluation if the == productivity within the

support was useful or not community

Manager is able to visualize (" B, Manager is able to visualize data

data related to the usage and IR related to the team performance

effectiveness of the ChatBot —1 | ) through the metrics in the
dashboard
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Use Case Scenario
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Understanding the
customer’s problem:

Use Cases:

Storyboard Overview

Logging details of the
customers problem

Scene 6

Use Case 1A:
Chatbot interaction
with Technician

Scene 3

Technician needs
personalised assistance

Scene 7

Use Case 1B:
Chatbot suggests a Note

Scene 4

[Chatbot] auto recognises

device from photo

Scene 8

Use Case 1C:
Chatbot recommends
an Expert

Scene 5

Interaction between Chatbot

and technician

Scene 9

Use Case 1D:
Manager Dashboard

Ea LEARNOVATE www.learnovatecentre.org



Understanding the problem

Scene 1 Scene 2

Understanding the customer’s problem: Logging details of the customers problem

Frank, an experienced technical, calls to customer’s  Frank tries several approaches to resolve the issue
house to investigate a technical fault they have but has no look. Taking out his mobile phone he
reported. The customer explains their problem to takes a picture of the faulty device

Frank and he takes a closer look

Ea LEARNOVATE www.learnovatecentre.org




Requesting personalised support

Scene 3 Scene 4

Technician needs personalised assistance [Chatbot] auto recognises device from photo
Frank opens the [Chatbot] app on his phone and The Bot recognises the device model using image
starts a new chat. He uploads the photos he just recognition and provides Frank with some useful
took of the faulty device, he finds this quicker than information to help him fix the issue

typing in a model number

Ea LEARNOVATE www.learnovatecentre.org




Addressing information need

(&

Frank
nk Chatbot
(Technician) (System)

Frank asks a question to the @ ChatBot answers the question
ChatBot and sends a picture and uses image recognition to send
related to the question HOH accurate info about the question

Scene 5

(optional)

. ChatBot sends related and
Interaction between Bot and user: more dgéanedl_cc:(mem: files,
. . texts, videos, links
The Bot sends documentation and links about the
faulty device and then asks if the provided

information is Useful or Not Useful
N J
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Providing feedback on the experience

Scene 6

vsesul | (et wepul

——

(5

03 Use Cases:
- Useful: Use Case 1A

T
(9

- Not useful; - Use Case 1B and 1C

s LEARNOVATE

Frank asks question to the Bot @
@ ChatBot answers question
@ ChatBot sends content
Frank decides content is useful ®

Frank sends picture (optional) ®

@ ChatBot creates a new Note
with tagging and permalink

Frank still needs assistance ®
Fank dcies contentis s ()

ChatBot suggests a related
Note shared by a colleague

Colleague has knowledge \ ChatBot recommends a
of this content and is available colleague for a chat
Frank starts a chat with Mary (Qg
Mary supports Frank through
voice or video call

@ ChatBot asks if Mary's
supportis useful - by rating
Frank confirms that Mary's ®

support is useful

www.learnovatecentre.org




Sharing experiences & tacit knowledge

Scene 6
e

\ p—"
[ Te e #7 @
@ Greql! fisue wived)

Tve credled a vew |
Nele

!

HoulTo Fux & PlasnatV

;Lﬁ\ Rl @ t4 @L T @ ChatBot creates a new Note
o J VL with tagging and permalink

Use Case 1A: Chatbot interaction with Technician
The Bot suggests saving the conversation as a Note
with tagging and permalink
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Scene 8 + Use Case 1B

Scene 7

(7’\4 <pul | 1 . -
el Frank still needs assistance
& S0, There 15 a rem:ﬂ —

ChatBot suggests a related
voTe shaved by a Note shared by a colleague

elleague that can -
help 5YM! Frank decides content is useful
«®

MouToTiyhtradd TV
l O

Use Case 1B: Chatbot suggests a Note
Chatbot suggests a related Note shared by a
colleague
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Expert recommendation

CASE 1C ) - ChatBot recor

Scene 8 O

(wepa)
' Frank still needs assistance ‘ —
@4 G0, Y've fouad womeone

m

which kas This experlise Colleague has knowledge [ & @ ChatBot recommends a
and 15 avaclalde for o of this content and is available colleague for a chat
chdl wmis you,
Frank starts a chat with Mary (Q\Q;
Chett with Vv :
hary Mary supports Frank through
voice or video call

ChatBot asks if Mary's
support is useful - by rating

i O] :
o o\ o Frank confirms that Mary's (" §
)

support is useful

Use Case 1C: Chatbot recommends an Expert

The Chatbot recommends that Frank should contact
Mary, a colleague who has expertise on the faulty
device, for a chat (text, voice or video call)
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Gaining strategic insight

Scene 9
k‘t CASE 1D

CCT T, %;_:@W Mickis updating the ()Y ‘ —
—— Ll information in the system
_— ~ @ ChatBot sends notifications
v a7 27 ) to the Manager
FRERRTS 0 o Mick is analysing the ChatBot . -
) .& e [ . ) and Team performance

o= _wse | .
o= tt\ -’9'

Use Case 1D: Manager Dashboard

As Field Operations Manager, Mick gains key
insights into the performance of his team and the
impact of [Chatbot] on overall performance
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Use Cases Overview

Frank still needs assistance @
. Colleague has knowledge . @ ChatBot recommends a
E @ Chatiiot answers question of this content and is available “ colleague for a chat
Frank sends picture (optional) @
Frank starts a chat with Mary iﬁg
m @ ChatBot sends content
Frank decides content is useful @ - Mary supports Frank through
k4 % voice or video call
@ ChatBot asks if Mary's
@ ChatBot creates a new Note support is useful - by rating
with tagging and permalink
Frank confirms that Mary's ®
support is useful

Frank still needs assistance @ infonrhmﬂ;gtri\sir‘:rt’g:g;gtg:re\ @
@ ChatBot suggests a related @ ChatBot sends notifications
Note shared by a colleague to the Manager

. . Mick i ing the ChatBot
Frank decides content is useful @ “ Isa?ngaTZ:ﬁgper?ormche ®
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High-Level Use Cases Scenario of the entire system

e
Frank Chatbot Mary Mick
(Technician) (System) (Colleague) (Manager)

ChatBot answers the question
= and uses image recognition to send
accurate info about the question

(optional) SE CASE 1B ¢ y e

Frank still needs assistance ® - Mick is updating the ® -
[ More like this? Less like this? ] m information in the system %

ChatBot suggests a related ChatBot sends notifications
Note shared by a colleague to the Manager

: . Mick is analysing the ChatBot
co:{::hgicsl:fj [ @ '—( >—| @ ] If is not useful and Team performance M

Frank asks a question to the
ChatBot and sends a picture
related to the question

l

2

ChatBot sends related and
more detailed content: files,
texts, videos, links

Useful info? Not useful?

f
|
I
|
|
|

Frank still needs assistance ® < —

SE CASE } Colleague has knowledge @ ChatBot recommends

of this content and is available a colleague for a chat
Frank asks question to the Bot ®
Frank starts a chat with Mary ,/@?R
- @ ChatBot answers question
Fanksends i apina) () (B R ko
ChatBot asks if Mary's
(B8 )@ ovmsorensconen @ S i
Frank decides content is useful ® Frank confirms that Mary's ® ﬁ?

support is useful

@ ChatBot creates a new Note
with tagging and permalink

8 @ ChatBot inserts Mary's Rating
in the system

@ ChatBot sends notification - — — — —
to the Manager

i gy ey N
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Branding
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Bot Personality

Conversational experiences have to be personal. Personality creates a deeper understanding of the Bot’s
end goal, and how it will communicate through:

Choice of language, way of written, mood and style
Avatar / Bot appearance / Backgrounds
Gender /Name

Tone of voice

Bot Personas for different “topics”: training / learning or support for employees
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ChatBot Naming

Need to come up with a snappy name that will help to generate immediate interest from organisations so
that they want to know more. Ideally it should convey the purpose of the project (performance support
chatbot for field engineers)

e CorpBot e PerformanceBot e NoteBot

e Workhelp e TechBot e StarBot

e TaskBot e Rob Ott e UseBot

e HelpBot e Rob Otto e SupporBot
e HeliBot e Botto e SuperBot
e AshBot

e Troubleshoot

e AssistBot

e AskMe

e.g. Botto the Performance Bot
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ChatBot Visual Identity - Logo

botto

THE PERFORMANCE BOT

THE PERFORMANCE BOT

THE PERFORMANCE BOT
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ChatBot Visual Identity

b O t t O TYPOGRAPHY mNsw

Logo: Cantarell
THE PERFORMANCE BOT

User Interface:

- Ubuntu
- Roboto
LOGO CONCEPT
COLOURS

- TV
- Letter ‘b’ from Bot
- Folder . Blue #1796fd
- Gear
- Plus Green #4fd2c2

. Dark #394357
l;"a LEARNOVATE www.learnovatecentre.org



Visual Identity: testing fonts for decision

b O t tO font: ubuntu Testing 3 fonts for the logo:

THE PERFORMANCE BOT

Ubuntu
Roboto
Cantarell

b O tt O font: roboto

THE PERFORMANCE BOT OPTION 2

7]

b O tt O font: cantarell “ﬂ._

THE PERFORMANCE BOT

Botto

The Performance Bot

E'a LEARNOVATE www.learnovatecentre.org




Hi there,
How can | help you?
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Hi there,
How can | help you?

... any doubt?
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Hi there,
How can | help you?

... any doubt?

So, let’s go to the
User Experience

& LEARNOVATE www.learnovatecentre.org



v

User Experience
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User Interfaces - Visual Identity

There are 2 options for the user interface: Dark and Light versions. Particularly for this use scenario, the

choice of the dark user interface is based on sustainability, as the technicians are working on the field and
need to save energy.

9:41 AM

9:41 AM 9:41 AM 3 % > CLLEE] 9:41 AM
All Jobs Chatbot All Jobs 2 Chatbot
X search for jobs or clients i
& Hi Frank, how can | help you? ( ;;) Hi Frank, how can | help you?

JOBS

JoBS (ONS]
Hey Bot, how can | fix a cracked Plasma ¢ Hey Bot, how can | fix a cracked Plasma e
TV Screen? Look at this picture... TV Screen? Look at this picture.

,lﬁJ Do you have a few time...

Do you have a few time... )
03:02PM | New Job

i) Urgent! | need your advice... Urgent! | need your advice... g
2 job o

09:29 AM | New J

Your service was quite good... g
02:27PM | ®

©e©e06

Thanks for letting me know... 7l
Thanks! | recognised it as the CNT2016 02:46AM | = Thanks! | recognised it as the CNT2016
model. | have some useful info here... model. | have some useful info here...
Can you help me withmy TV...
09:29 AM |
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UI Overview
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Field Support App
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Field Support App - Chatbot

9:41 AM 3 9:41 AM " = 9:41 AM 3 58% )
All Jobs All Messages Team on Field X

9:41 AM

Settings
'@_ Frank Walsh
L | enior Elec 3

. X . Dashboard
Do you have a few time... (5 ) I'm getting better with the...
02PM 0

2PM | Mary Munoz

Account

Urgent! | need your advice... ) I have a doubt in relation... _L Notifications

[ Repository

Your service was quite good... (7
) M | InProgress..

{5 calendar

nks For letting me know

In Progress...

Can you help me witk
Completed

All Jobs All Messages Map view - Team working on Field General Settings

l_‘a LEARNOVATE www.learnovatecentre.org



Interactive
Prototype

Features
Testing...


https://docs.google.com/file/d/1upNAhHf4jC4UnWP_MGzc452IZs9wP8wz/preview
https://drive.google.com/drive/u/0/folders/13X8x8vdOso6aEamIbR0PoEE5kkQOKg6j

Field Support App - Notes

9:41 AM

9:41 AM 3 ee000 GSZ 9:41 AM 9:41 AM % 58% M)
New Note

All Notes - + New Note New Note

@ Document
My Notes

[:_] Calendar
A new way to fix the bug of...

New Docs (8] Photo
K video
J] Audio

@ Add Location @ Add Photo

Some useful docs of the new app

CANCEL
A fast start

1 | New Notes

29 AM | Training

New Note - Menu for adding items New Note - Adding Location New Note - Adding Photos

All Notes

www.learnovatecentre.org
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Field Support App - ChatBot Interaction

9:41 AM
Chatbot

Hi Frank, how can | help you?

Hey Bot, how can | fix a cracked Plasma @-
TV Screen? Look at this picture...

i Service Tag: arowop2
B Express SVC code:

9615615446

S/N:CN-07MTO1-74261-6C2-07E1-A03

December 2016

Thanks! | recognised it as the CNT2016
model. | have some useful info here...

Chatbot interaction:
Main Bot interaction with Technician
Part 1

& LEARNOVATE

9:41 AM % 58% M)
Chatbot <})

Plasma TV

Plasma TVs use flat-panel screen
technology that involves tiny cells
that emit noble gases between two
panes of glass. The gases are turned
into a plasma electronically once...

Less like this

Good that you like it! So, | can make a
step-by-step to help you to fix it.

Step 01

Chatbot interaction:

Main Bot interaction with Technician
Part 2

9:41 AM

Chatbot (<}

L

Turn on the TV. If the TV doesn’t turn
on, if you feel a wetness around the
crack in the screen or if the picture
isn't coming in properly, do not
attempt to fix the TV yourself. Take it
to a professional.

Step 02

Turn the screen off and unplug the TV
if the TV appears to be in working
order except for the crack.

Step 03

Chatbot interaction:
Main Bot interaction with Technician
Part 3

9:41 AM

Chatbot =]}
Apply a thick coat of petroleum jelly to
the crack. Rub it in slowly and

thoroughly with a clean eyeglasses
cloth.

Reapply the petroleum jelly and rub
off again, if necessary.

That's exactly what | need to fix it... but \&-
I'd like the documentation as well

Plasma TV CNT2016 model

Not Useful

Chatbot interaction:
Main Bot interaction with Technician
Part 4
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9:41 AM

Chatbot <]
Apply a thick coat of petroleum jelly to
the crack. Rub it in slowly and
thoroughly with a clean eyeglasses
cloth

Reapply the petroleum jelly and rub
off again, if necessary.

That's exactly what | need to fix it... but @u
I'd like the documentation as well

Plasma TV CNT2016 model

Not Useful

Chatbot interaction:
Main Bot interaction with Technician
Part 4

& LEARNOVATE

9:41 AM
Chatbot

Useful Not Useful

Great! It was really handy! | made it! i&.
could solve this new issue very well!

You're welcome! So, as this new issue
was solved, I've created a new note:

@

Thanks!

Chatbot interaction:
Use case 1A - New Note

0000 GSF 9:41 AM

< Chatbot

Useful Not Useful

Also, you can check some of these
options of shared Notes that matches
your issue.

Useful Not Useful

Thanks! ‘s-

O

Chatbot interaction:

Use case 1B - Suggested Shared Note

Field Support App - Use Cases 1A, 1B, 1C

9:41 AM
Chatbot

Useful Not Useful

Well... it's really helpful as I could fix \&-
part of the problem, but | still need a
more accurate solution for this...

Sure! So, I've found someone that has
this knowledge. She is available to have
a chat:

Waiting for Mary's response...

Chatbot interaction:
Use case 1C - Recommended Colleague
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Field Support App - Expert Recommendation

9:41 AM
< Chatbot

Useful Not Useful

Well... it's really helpful as I could fix @-
part of the problem, but | still need a
more accurate solution for this...

@ Sure! So, I've found someone that has
this knowledge. She is available to have
achat:

(e
Q YV

Waiting for Mary's response...

atbot interaction:
se case 1C - Recommended Colleague

& LEARNOVATE

Support a colleague

Hi Mary!

I can see that you're available and
has the knowledge to help Frank.

He needs assistance about an
issue in the CNT2016 model of a
plasma TV. So, can you help him?

Accept it Not Accept it

Chatbot interaction - Popup
Use case 1C - Bot Message to a Colleague
Recommended Colleague to accept support

0000 GSF 9:41 AM % 58 % M

< °‘ & Mary Munoz Ck %

Hi Frank! What's your issue with the TV?
How can | help you?

Hi Mary, thanks for accepting... So, Q«-
can | call to you to explain better?

Sure!!! ﬂﬁ

%

Calling to Mary.

Q3 Finished voice call at 11:11 AM

Thanks a mil Mary!!! :)

Recommended Colleague:
Use case 1C - Chat and call between Technicians
Option 1

w Rating

Hi Frank,

Can you rate Mary's support?

Quality of support W W W W
Clarity of support W W
Accuracy of support WWWWW
Level of technical knowledge PASASASA S

' 8 8 8 8

Chatbot interaction - Popup
Use case 1C - Bot Message to a Colleague
Rating system: Bot asks Frank to rate Mary

www.learnovatecentre.org



Manager Dashboard
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Chatbot for Corporate

Manager
Dashboard:
Team

hboard: Team

Recommendations

1924

Use Case 1D:
Notifications

gaged users:
W users: 363
ared Notes: 2.342

Settings tings: 2.843

Tea m PrOd uctiVity commended users: 1.045

Team Progress
Team Ranking L
Team on Field: Map
Team user’s engagement
Team New Accounts
Reports

Browse Files qp

vlanager Dashboard - Notifications
Feam performance (Desktop version)

& LEARNOVATE

Weekly

Team Productivity

Team Ranking

& Mary Munoz

" Jerry Powers
oy

t Ellen Beck

'& Frank Walsh

v

#  pdele McKenzie

¥

Notifications

A new document needs to be updat...
New Docs

There is a new user to be updated in...

2412 Notes
Frank has created a new note about...
New Notes

Mary is now Number 01 of the Ranking
Ranking

SeeAll

Team on Field

WWW

PAGAS

www.learnovatecentre.org



Chatbot for Corporate

Dashboard: Team

Recommendations

1924

Total users:

Active users:

Engaged users:

New users: 363
Shared Notes: 2342
Ratings: BLRE

Recommended users: 1.045
New Accounts
D
"n

Drag & drop your files here

BrowseFiles T

Vanager Dashboard - Notifications
Feam performance (Desktop version)

& LEARNOVATE

Weekly
Team Productivity

2412 Notes

Team Ranking

& Mary Munoz WWWWW
"’ JerryPowers Yy YYiyiyyy

t Ellen Beck W

'@' Frank Walsh

#  Adele McKenzie 77y

<)

¥ Manager

e Dashboard:

—— Manager

i Froen Desktop

RYS Mobile version

Retention Rate Team Satisfaction
9:41 AM

Dashboard: Team

'@- Frank Walsh
]

Team on Field Daily Monthly

Jobs done

Performance

&

Manager Dashboard -
Technician performance (Mobile version)
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O oo
k Smith s~
Chatbot for Corporate ) MlcSmlt ‘

Manager
Dashboard:
C hatB ()t Metric S 58 < +29.7% 15.4% +6.7% +12.05%

Recommendations

1924

Dashboard: Chatbot February 2019 [

== Overallusage

ChatBot Supported Job Completion Rate Performance
‘Wwith Chatbot

ChatBOt usage Chats - Overall usage 42.340 100% m e
New Issues s i

Jobs done - Total

Time saved per Job

Chatbot usage

Using Chatbot Not using Chatbot
Average per job:

ChatBot performance s o - L N L e e
ChatBot supported Job om—
Completion Rate S

Success Rate Existing solutions
Success Rate \

Report: February 2019
Re po rts == 80% Existing solutions

15% New issues

Download |
05% Not accurate instructions Active users Inactive users

12% new users 55% on holidays
54% engaged users 45% new employees

Manager Dashboard -
Chatbot Metrics (Desktop version)
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Demonstration
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Interactive Prototype

Video of user interaction with
clickable prototype

https://drive.google.com/drive/u/0O/folders/13X
8x8vdOsobaEamIbROPoEESKkQOKg6]

& LEARNOVATE

@ Do you have a few tim o
m] Urgent! | need your ad )
@ oo °
@
A
@
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https://drive.google.com/drive/u/0/folders/13X8x8vdOso6aEamIbR0PoEE5kkQOKg6j
https://drive.google.com/drive/u/0/folders/13X8x8vdOso6aEamIbR0PoEE5kkQOKg6j

Interactive
Prototype

e Hi Frank, how can | help you?

ey Bot, how can | s cracked Pasma <
TV Screen? Look #1 this pktare..

& Thanks! | recogrésed it as the CNT2016
model. | have some useful iInfo here

https://drive.google.com/drive/u/O/folders/13X8x8vdOsobaEamIbROPoEE5kkQOKg6j
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https://docs.google.com/file/d/130ak77fjROkpY_dd3r2JbPcWzpnBUTjN/preview
https://drive.google.com/drive/u/0/folders/13X8x8vdOso6aEamIbR0PoEE5kkQOKg6j
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Technical Solution
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Technical Architecture

Field !
e ~
Service ' FSMS :
Mgmt Dashboard :
Platform \ Plugin J |
|
( Custom ) |
! ___ Analytics | :
|
1 ( \ ( Photo h > |
! Recognition 1
1 Chatbc?t L Service ) Mode 1
! Text/Voice 1
! Interface e N 1
! I
" | (e.g. Azure Expert |
I B \ et Frameworld) ] App Recommender :
: — Y Logic N < |
I | Alt. Voice ( h |
. 1 - Interface Formal Content 1
Field 1 — (e.g. Alexa) . Repository !
Engineer I Mobile/Web ~— Search Engine I
: App Engineers Notes !
: Repository !
! — \ Y, |
! I
! I
! I
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Next Steps
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Team
Team : :
Learning Science

e Learning Science

; . e User Experience
e |nnovation Services
e Technology
e Innovation Services
Tools Tools
e Buyer Personas e Mock-ups
e Jobstobedone e Wireframes
e Value proposition Canvas e Prototypes
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Next Steps

Present work to industry champions

Customer Validation
- ldentify organisations that align with use case
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