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While at Allstate, | was the lead UX product
partner with the Sales Chat Bot team and the
IVR design team, collaborating directly with
product and business owners, international
development leads, data teams and research
partners - as well as coaching junior
conversational designers - to deliver improved
conversational experiences that are genuinely
responsive to both customer and business
needs and expectations.

MY ROLE & GOALS

When | came onboard, | had three main
objectives:

1. Improve the Sales bot accuracy and
customer satisfaction scores significantly;

2.ldentify opportunities to improve IVR
customer transaction success rates and
satisfaction scores

3. Establish scalable best practices across all
conversational platforms



STARTING POINT

& allstate.com

= Allstate Login 3)

get a quote in the
blink of an eye

Select a product below

Renters

Condo

=2 Motorcycle

Blink is a strong word.

1mn:a<

4 Search

Close get a quote

X

- Message us

Hi, I'm the Allstate automated
assistant, I'm not a real person but I'm
pretty smart.

Rest assured, if | don't know the
answer, | can get you to a live person
who does.

How can | help you today?

Wordy, and over promises.

& purchase.allstate.com

CJ Alistate Chat

In a few moments, you'll have your
auto quote that is tailored to your
needs.

To get one step closer to your price,
just add some basic information, then
select the "next"” button.

+  Type your message
or 5 9
| Okay I'm
QIWIJEJR]JTIYJULI JO]P
AISIDIFJIGIH]JIKI]L

2B8Z|XJCJVIBINIMBEES

123 space return

Missed the negative response.

& purchase.allstate.com

CJ Allstate Chat

| want a different kind of insurance. For
&8 my home.

Sure thing, we'll get you an auto
quote.

Do you already have an auto policy
with us?

e e—
or 5 ¢
: Okay it
QW]EJR|T]Y|U]I]OfP
AISID]FJGIH]IJ]K]L

28 Z|X|CJV]IBINIMBEES

space return

Routinely misread utterances.

& purchase.allstate.com

CJ Allstate Chat

GEEEE | want home insurance

3t - Now

Sorry, | was expecting one of these
options.
Which do you need?

Do you already have an auto policy
with us?

+  [ype your message
or 5 Q

and

What?




STARTING STRATEGY

When designing overall strategies for chat After initial review, | determined the main opportunities for
or VUI, my goal is always to design customer  the Sales bot were:

experiences that are natural and intuitive -

and that are scalable across interconnected * Currentintent utterance & NLP tuning

olatforms, to help users wherever they are e Design and implement scalable conversational content
strategies (social, dissatisfaction, redirect, etc)

e Better/any alignment with supporting platform Ul

e Utilize internal NLP capabilities to support better data
analysis

e |dentify APl/data sharing blockers preventing better
customer experience

and wherever they land.

The connecting factor? All of
these projects required building
strong relationships.

That meant rebuilding trust
among product partners.



STAYING ON THE SAME PAGE

It's critical for everyone on working teams to be working from a shared set of expectations.
Often, documentation and other artifacts in Conversation design can be hard to find. This puts
stakeholders with CxD/VUI familiarity at a disadvantage. And that can cause miscommunication.

So | start every project by establishing alignment via working design principles. Examples include:

Service Show, Think
Minded Don't Tell outside the

Service Bot
Design




STRATEGY | IDEATION

ey NNNVANRENRG ——— - Voice design is a team sport, and clear agreements are key.
= > i Sharing iterative ideation, collaborating on MVP KPIs early
and often with all invested stakeholders builds trust and

n e e keeps momentum flowing.
T

Dissatisfaction Strategy | MVP Ideation



Social Responses Strategy | MVP Ideation

S *'sfor Chat | Data Rewe

YTD e ldenttfy patterns and unde'."'_ {ar o1
| Response strategy for the Sales Chatbot ind fin d opp
sions post MVP. . 7

Keep recommendations clear, actionable and measurable



STRATEGY DATA ANALYSIS

Community Detection #4 - Benchmark for Initial
Presentation
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STAKEHOLDER COMMUNICATION

e

B i

E—=——  Social Responses Strategy
-

Data Focus January — May 2022

AOS Sales Bot Data Review Summary

Alistate

—

Data driven, business driven creative solutions

Review of YTD Utterances to identify patterns and understand trends that will inform a
successful MVP Social Response strategy for the Sales Chatbot and help guide iterative
decisions post MVP.

1. Identified ‘Business” and Non-Business”
Project Goals & utterances

Activiti s S,
i . |dentified patterns/trends within categories and
grouped into sub-categories.

Identified trends within these utterances — see
summary findings

Over communicate - and use language that everyone can understand.

Beware of jargon blindness!



STAKEHOLDER COMMUNICATION

Data driven, business driven creative solutions

Summary Findings

CUSTOMER WHAT IS IT?

WHERE IS IT FOUND? HOW MIGHT WE?

EXAMPLE UTTERANCES

How do we better control
Expressions of dissatisfaction or the customer/bot
2" UTTERANCE general feedback with bot responses conversation? How can we
DISSATISFACTION while attempting to engage Mid-conversation be more conversational
conversation with the Bot. without giving the
impression we can answer
every question?

“Let me explain my situation”
“Why won't it let me enter my
insurance information? This
isn’t helping”

* Asignificant number of utterances How do we distinguish “Okay, thanks got it”
between confirmational % o
identify how prevenient : Hold on
CONVERSATIONAL : - dialog and closing dialog? - . =
Conversational Confirmation” or Various Sorry made a mistake
CLUTTER o = Especially as this impacts -
Conversational Clutter’ utterances g Not yet”
bot statistics so
are in our conversational flows

significantly?
e, L 002020208 =W e o o oo

e C ers offer meaningful customer
CUSTOMER el gf

How can the bot capture
meaningful customer “Please tell your Agents to
FEEDBACK service feedback during their bot Mid and End Toadbmclid” i witl that
interactions.

stop calling me”
feedback be incorporated?

B S —————

PUBLIC DATA

* Customers are expressing concerns
CONCERNS

How do customers correct
Various
over the accuracy of pre-filled data

“ r ed a Dodge
incorrect data? How is I have never own 8
¢ Dart”
that communicated?




STAKEHOLDER COMMUNICATION

Data driven, business driven creative solutions

FINDINGS — Additional Comments

» Very little Non-Business related ‘social chatter’ -i.e. “What’s the weather like, Allstate?” “What
are you wearing?” (AVERAGE .47%).

« ‘Conversational Clutter’ - subconscious affirmational or other conversational cues often found in
live conversations — like saying ‘Okay’ after being provided instructional information or a
sarcastic ‘Thanks a lot’ when a response is found lacking— are prevalent. Customers are ‘talking’
to the bot. These are 2" utterances vs. completed conversation indications.

« Customer Data & Feedback — Some customers have feedback about the public data being

accidents, associated people) and whether and how customer service/agents are
nce regarding the AOS Ul or have questions

surfaced (
contacting them. They also ask for additional assista

related to the initial bot response.




STAKEHOLDER COMMUNICATION

Data driven, business driven creative solutions

LLY 1N B

Ll

—
HS II._ = | LL:
Picture Shapes Text Arrange  Quick L € g ;
Box Stules Shape Outline Sensitivity Desig

Ideas

Initial Recommendations - Post Social Intent MVP Launch

No need to add Social Intent for inappropriate interactions currently

Expand Social Intent ‘Dissatisfaction’ strategy (how and where we listen’ for dissatisfaction)
Explore 2"d utterance strategies (conversational clutter and follow-up advice)

Review current intent models for emojis and text shortcuts — j.e, ‘K’, ‘ty’, etc.

Review AOS design updates for CX improvements (customer confusion with experience)

Consider adding intent — “Will requesting a quote impact my credit score? “
Consider adding intent — “Do you offer Gap Insurance?”

Consider adding intent — “| completed a quote, but don’t want Agents to call me” (Contact
preferences)

Consider adding intent - “| answered gvervthing and it won’t give me a quote”
Review Ul Confusion — between Liveperson and Chatbot; soft stop referrals




WORK WITH WHAT YOU'VE GOT

Even Axure.

stomer_Facing_Chatbot - Axure RP 8 Team Edition

10%

{AGS)Incomprehansion X | it Quota>Paople: Discovered X | e Quote > People: Divers

09 600 700 800

User Is transferred from Non
Auto Disambiguator

I'm sorry you didn't find your
coverage category listed,

Try typing the type of coverage
you're looking for in the text box.

I | can’t make the right match, 1l
transfer you to someone who can|

The user responds

Match 1o a Non-
—————  Aulo Quote

icensed to Allstate Insurance Company

| GetMos-Autc!

1200,

flccount

Window  Help

to Allstate Insurance Compa y

% | 63t Quote > Quote Semmary Aggregater ¢ |
LS ] 1200 &

1300
| Check out
| ot check out amamake |
| eharns |
— e
I'm sorry, | don't quite understand,
Short MNon-Letter/
utterance Spanish —.—[
Lang utierance
{over 250 i
characters) Say
Can you providea bt more R
information? English?
That will help me find the right Bapill 3 | D no ofracemos
answer for you. Can you try asking your question | chat en Espanol en este momento.
again? | Para hablar can un representante,
i lamenos al (800) 667-4668 y un L3
| Short, simple sentences are easier representants estara feliz de.
for me to understand. ayudarle,

!

Thanks!

Gracias por contactar a Allstate,
donda siempre estas on Buenas
Manos,

1 \

i | TRANSFER N

vulumhlmnpww I Incomprahension No Infent il
it | Maich Escalation. 4




THINK OUTSIDE THE BOT

Sometimes the best way to tune a bot is better alignment with any associated Ul's
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Sometimes the biggest problem isn't bot content.



Summary

In the end, we successfully implemented several new dialog content strategies and reconfigured
the LEX Intent and NLP training for the whole bot, improving performance significantly - and
increased customer perception of both the Bot and the Brand's 'listening' to them, significantly

Increasing containment rates.

There were many other wins too. But the greatest was re-establishing trust and collaboration
among the working teams - creating true alliances across channels, establishing best practices so
knowledge wouldn't lost with staff changes and mentoring junior members to be ready to step up
and lead. That was truly the most satisfying part of the engagement.



IVR Addendum

In addition to the Bot work, | also coached the IVR designers through a content review of current
customer flows; collaborated with them to establish a brand-aligned Voice & Tone style guide and
content library; performed a series of Speech Recognition and Voice Biometrics testing; and

started initial groundwork for integrating NLP capability.

Ran weekly workshops with design team to review works in progress and share out new
functionality information and testing data. | also partnered with product owners and technology
teams to problem-solve APl issues and to get ahead on upcoming functional enhancements so our

team could look forward.



