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Chatbots are more popular than ever

10,000

Number of developers building bots for Facebook’s Messenger ) )
Messaging Apps Have Surpassed Social Networks

Global monthly active users for the top 4 messoging apps and social networks,

In mithons
900 Million + ~Big 4 Messaging Apps =Big 4 Sodial Networking Apps 3,000
Number of users on Facebook’s Messenger
2,500 g
2 /3 2000 S
Of British adults would use chatbots to contact businesses or §
brands 1,500 §
1% 1,000 g‘
Of British adults agreed it would be "more frustrating if a chatbot 500 é
couldn’t solve my problem than a human”.
0
PP T T g\
60% TSI LTSI IO
Of millennials shopping online prefer interacting P e ety e+ Bl INTELLIGENCI

Sowrce. Comparvey, N inteligence

with a chatbot than a person

Qe


https://www.warc.com/content/paywall/article/ana/building_a_better_chatbot/112051

Users generally have positive experiences

19%

In a survey of 5,000 consumers
from six countries, 33% of
consumers rated a positive
perception of chatbots

19% of participants
rated a negative
perception

Source: ETVEPETSOT Ve oo oo

the remaining 48% were
indifferent as long as
their issue was resolved


http://www.businessinsider.com/chatbots-are-gaining-traction-2017-5
http://www.businessinsider.com/chatbots-are-gaining-traction-2017-5

However, there is still huge room for improvement

H Poache
< Recent
LT RN o 246 s
¢ Please select an option above, The weather in San Francisco
\ - ? Mg Chatbot .
( °‘ What is the goal < Recent g Block T3 CAis 58°F and partly cloudy

Let me see main menu
Q | don't know the word “ok".

Pl select R All nght. Anything else to add to
ease an opbion 2.
What's my goal in this game? §R  Your shopping cart ? °

o

Excusez-moi?

What's the weather tonig

See original options
| don't know the word *what's", add 4 apples ™

Fve never been there! Is it nice?

Please select an option above. ‘ Try another city or

| don't know the word “goal?”. -
i meant, 4 bananas ¢ "obomocd
Go back to all choices .
Do you know anything? sna%

o

@ Please select an option above. OK, | added 1o your shopping Uh...rude
° Q I don't know the word *do”. f  cart 4 apples, 4 bananas
d
This bot is stupid
When you get When you can’t When you When your
stuck with your recognize even make a mistake chatbot can’t
chatbot - despite the simplest of and end up do the one
following its commands with more fruit thing it’s
instructions than you supposed to do

wanted






Category is faced with three main challenges

“The lines between reality and Al
Blurred lines between bots and reality are getting blurred - and |
aon’t like that”
Does not engage in a compelling way “Why would | engage with this
chatbot? What's in it for me?”
Too many unhelpful, bad suggestions “This chatbot doesn’t give me
what I'm looking for”




Challenge 1: Blurred lines between bots and reality

People don’t want to be tricked - th want to know when thyr

talking to a chatbot

75% 48%
(o)

of consumers want to know whether
they are chatting with a chatbot or a

of consumers considered chatbots
pretending to be human “creepy”

human .
Llgeroro) ndshgre)

60%

of found out they were talking to
a chabot from the robotic and
artificial nature of the
conversation

CRNIeTI=NETY)


https://medium.com/marketing-and-entrepreneurship/11-amazing-facts-you-might-not-know-about-chatbots-8cdf331181f8
https://medium.com/marketing-and-entrepreneurship/11-amazing-facts-you-might-not-know-about-chatbots-8cdf331181f8
https://www.mediapost.com/publications/article/290971/whats-a-chatbot-most-americans-dont-know.html?utm_source=newsletter&utm_medium=email&utm_content=headline&utm_campaign=98880

Challenge 1: Blurred lines between bots and reality

Technology can’t - and shouldn’t be expected to - imitate true human
interactions

MIT THEVERGE

Technology
Review

“No matter how “intelligent” an
auto-response system can be,
there’s no way to replicate the

i th and authenticity that
Tougher Turing Test Exposes live customer service rep can

—ﬁgq _§‘F(Kgr
Senior Director of Zaggos’customer Qvalty team



https://www.forbes.com/sites/micahsolomon/2017/03/23/customers-lose-if-chatbots-win-says-zappos-customer-service-expert/
https://www.forbes.com/sites/micahsolomon/2017/03/23/customers-lose-if-chatbots-win-says-zappos-customer-service-expert/

Challenge 1: Blurred lines between bots and reality

But that doesn’t mean chatbots shoulsacrifice having a perolity

nprj

It Has To Have A Soul: How Chatbots
Get Their Personalities

"With chatbots, so much of the interface
has been stripped away that the user

experience really depends on the
dialogue. The experience of interacting

with a chatbot is very similar to
interacting with a human, so we sense a

personality in that conversation.”

Qe

Global Preference For Chatbot Personality
Question: Would you prefer a customer service bot to have a name and
personolity?

Don't care as long as it solves
my issue

¢ Servey was comprised of wrers from Austroda Fronce, Germany. Japen
1he U and the Lx [ ) |

Sowrce LivePerson. X 2. nel X0
Mindshare

INTELLIGENCI


http://www.businessinsider.com/chatbots-are-gaining-traction-2017-5
https://www.npr.org/sections/alltechconsidered/2017/03/10/519002884/it-has-to-have-a-soul-how-chatbots-get-their-personalities

Example: Transparency

Ada sets expectations so users know how to engage with her a he
start of every interaction

Dsamond Personal Banker

Ask —
. What D can | heip you pay?
ADA can:
! Ox Tosn
BUy | Transfer Coulcs you piease Type In the fiest 10 cigits of your IUC
M NmDer? 18 Te 3800l numDer On & red sHcker right
' 1. : 4651 6853
P &=
Flease Corfr 1hat he rformation beiow curat
Check :“l{ ' TOSIN SOMOYE M
Stock s
 Con
Prices PraC N
— >
. Please sesect your preferred bouquet Please select you
ADA »
Tete  iogon e eces

< Diamond .



Example: Personality

A well defined personality helps creata distinct, memorable

experience

Mitsuky, a three-time winner of the
Loebner Prize Turing Test, is known for
using its wit to keep users engaged,
making it one of the most popular
chatbots in the world

I've adways liked Descartes’s philosophy 1 think
therefore | am’ Wast. | can't think._or can I7 *

é Anyhoo, what's your philosophry on fashion?

Keep s simple

| love those paparazzi shots of celebs in their
trackies. They're just hke regular people

50, would you wear trackies errday OR ondy when
é Nobody's watching?

The Academy Awards: would you rather dress like
you're actually going OR like you're watching it on
the couch?

¢ And the Oscar goes to

Glamowr Oscars

Bae, a chatbot from PayPal in Australia, took
on personality traits from its target audience
(Millennials interested in quirky fashion) to
form a connection with them


https://www.pandorabots.com/mitsuku/
https://www.isobar.com/global/en/news/introducing-bae-the-personal-shopping-chatbot-from-paypal-australia/

Challenge 2: Does not engage in compelling way

Chatbots need a defined pUrpose that addresses a need, givig i
consumers a unique reason to engage in conversation

“If you can’t summarize the
purpose of the bot in one
sentence, you shouldn’t do it,”

—Vince Lynch,
CEO IV.A/

(WARC, Building a Better Chatbot)

"Many companies think they are innovating,
when they are simply iterating . ... Rather
than re-imagining the moment and overall
experience, initial solutions for chatbots
mimic modern-day call centers.”

—Katie Lamkin

W=/ze]olaldls



https://www.entrepreneur.com/article/295951

Example: Marriott Rewards

A multipurpose chatbot that understands their consumer’s journey from
hotel search to concierge recommendations

Marriott has introduced a chatbot
extension on Facebook, Slack, and
WeChat (China’s largest chat

platform) that allows guests to
search for hotels, speak with

customers service representatives,
and get recommendations from the
concierge - all without ever having

to leave the message thread

kel

saee Y 941 AM

Marrott Rewards
< Home

e LA LR

I
e City, 11/17-11/23.

Chicago, 07/21-07/23

Ok, | found a few hotels in
Chicago, IL | think you'll @,
e checking in on 7/21/2017:

.41 AM 100% -
Marriott Rewards

Ty wes I
@ - °
Vo 4724

Weilcome Yago, I'm here to help with
anything you might need. Watch this
short video to see how | work or
simply get started below

Our Customer Care team is most

responsive between the hours of

Sam-11pm EST daily. Please type your

question below while | go get

SOmeone 10 help you o

M, | need some info on a property of
yours o


http://news.marriott.com/2017/09/marriott-internationals-ai-powered-chatbots-facebook-messenger-slack-alofts-chatbotlr-simplify-travel-guests-throughout-journey/

Example: Marvel Superhero Chatbot

Disneyland Hong Kong gavé users a uhique reason to engage w theirA o
chatbot

This chatbot invites users to join the

Marvel team as a superhero and asks

All enemy locabons identhod

them a set of questions to test their

Scenano 4 Now, engage the

enemy! Are your combat shulis

superhero abilities. At the end of the as good as Black Widow?

Each fight move i labeled with

quiz, users are given a personalized an alphabet
marvel poster with their name. This
aligned with the launch of the Superhero

Summer Experience.
ks



https://krds.com/en/blog/hong-kong-disneyland-launches-a-marvel-superhero-bot/

. P T XNeng 1557

HK Disneyland STA HK
€ pcalyregleshemy  MAMAGE ®

HK Disneyland STA
HK

U people like this

A8 | BEERURNERAFT AL
ERE , RERSHHUSEN R
REMS (1082

Alert! Super Heroes need your
backup for their fight against
Hydra at Hong Kong Disneyland!
Do you have what it takes?




Challenge 3: Unhelpful, bad suggestions

Chatbot conversations go awry for two main reasons

Can’t direct people to

the answer they’re looking for

59%

of consumers grow frustrated
if a chatbot has yet to provide

them a clear path to resolution
within 5 minutes.

Don’t understand the

question

51%

of consumers anticipate frustrations
around chatbots not understanding

what they’re looking for, 44 percent
guestion the accuracy of the

information chatbots provide


https://www.pointsource.com/blog/consumers-really-think-chatbots/

Example: Integrations, Templates, and Real People

Chatbot technology won’t be perfect any time soon - and that’s okay

Bebot uses partner integrations to

provide utility across multiple : : Other bots introduce real
Booking.com templates questions people when the conversation

traveler moments in a single in 42 lanouages
interface IHas hits a dead end

-y s P
’qi 1
" 'T‘Mfgkf 10 Hﬂ';}mﬁ? .

Tak %o a Human §'

Alright, hang tight! I'm transferring you to0 a ive
human, They'll message you right here when

@ they're ready. )

ANYWHERE.

BebotldW\ D THLEC Ty T<C¢FEE,

Gkt


https://venturebeat.com/2016/05/03/booking-com-launches-a-chatbot-to-connect-hotels-and-travelers/
https://www.bebot.io/hotels
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Chatbots in the travel category

Transactional and post-purchase customer service

P AMTRAK

nycgo.com
O N\arrioft C
THE COSMOPOLITAN
6Expedia FOUR SEASONS M
Booking.com .

S L Raa'&ﬂon KLV
) Lufthansa

s
-

“l want to “m ready to make “I need help with a “I’m looking for
get away” a purchase” purchase I've made” things to do”



In Beta: Visit the USA Chatbot

Personalize wanderlusting to guide discovery of U.S. possibilities

Objectives Strategy

. . . . Get (who)
Facilitate inspiration Digitally-engaged travelers in our English-speaking markets

Create an experience

that guides travelers
to discovering a new
side of the USA

7o (behavior change)
Feel inspired about possibilities in the U.S. they didn’t know existed

i By (platform’s role)
Empca)\;\vgrpﬁggnﬁisgeamh Personalizing their wanderlusting to guide discovery of U.S. possibilities

Ease trip planning Because (reason to believe)

stress by connecting Visit The USA is uniquely situated in the travel category to focus on
travelers’ interests to upper funnel inspiration by connecting travelers to all the possibilities in
our destinations the USA

=17 P
Vist The USA

H Jesselle, 'm Visit The USA on

Messerger

Ready 10 De inspred?

fm here 1O halp you aapiore the
Dest destinations and expenences

nheUS =

What shall we do first? Choose

from the options below

B XY |

Destinations

Trips




Visit The USA Platform Ecosystem

Chatbot adds personalization to our consumer touchpoint ecosystem

L]

) ) laYaYa
Expand on information 'a2lalala)

led media with Giant Screen Films

Social emotional narratives i )
Induce FOMO with ﬁ Immerse audiences in feature-

thumibostopping, snackalble content Iig%tgisdcooc\yeq\?géaase?rsgrr’ﬁgeny
(branded + influencer)

unlbranded point of view

Emotional narratives
inspire further

destination
Desktop
Portal for self-directed
discovery of destinations and GoUSA TV
itinerary building Chatbot Curating emot'%ﬂa' gar{atge
Personalize their wanderlusting experlencesseme a cistin
to guide discovery of US of place

possibilities
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