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M Y  R O L E  &  G O A L S
While at Allstate, I 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.  

 Improve the Sales bot accuracy and
customer satisfaction scores significantly; 
Identify opportunities to improve IVR
customer transaction success rates and
satisfaction scores
 Establish scalable best practices across all
conversational platforms 

When I came onboard, I had three main
objectives:  

1.

2.

3.



STARTING POINT

Blink is a strong word.  Wordy, and over promises. Missed the negative response. Routinely misread utterances. What?  



S T A R T I N G  S T R A T E G Y  
When designing overall strategies for chat
or VUI, my goal is always to design customer
experiences that are natural and intuitive -
and that are scalable across interconnected
platforms, to help users wherever they are
and wherever they land.  

  

Current intent utterance & NLP tuning
Design and implement scalable conversational content
strategies (social, dissatisfaction, redirect, etc)
Better/any alignment with supporting platform UI
Utilize internal NLP capabilities to support better data
analysis
Identify API/data sharing blockers preventing better
customer experience

After initial review, I determined the main opportunities for
the Sales bot were:  

The connecting factor?  All of
these projects required building

strong relationships.  
 

That meant rebuilding trust
among product partners.  



S T A Y I N G  O N  T H E  S A M E  P A G E

Service
Minded
Service
Design   
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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 I start every project by establishing alignment via working design principles. Examples include:  

Show,
Don't Tell  



S T R A T E G Y  |  I D E A T I O N   

Dissatisfaction Strategy | MVP Ideation

Voice design is a team sport, and clear agreements are key. 
 Sharing iterative ideation, collaborating on MVP KPIs early
and often with all invested stakeholders builds trust and
keeps momentum flowing.  



Keep recommendations clear, actionable and measurable

Social Responses Strategy | MVP Ideation



S T R A T E G Y  |  D A T A  A N A L Y S I S   

Social Response Strategy | Utterance Community Detection Algorithm and Supporting Data Analysis  

Always verify your big moves.  Here, unique utterance cluster detection algorithm and deep-dive utterance review
designed to inform social and dissatisfaction bot content strategy implementation. 



S T A K E H O L D E R  C O M M U N I C A T I O N

Data driven, business driven creative solutions

Over communicate - and use language that everyone can understand.  
Beware of jargon blindness!  



S T A K E H O L D E R  C O M M U N I C A T I O N

Data driven, business driven creative solutions



S T A K E H O L D E R  C O M M U N I C A T I O N

Data driven, business driven creative solutions



S T A K E H O L D E R  C O M M U N I C A T I O N

Data driven, business driven creative solutions



Even Axure.  

W O R K  W I T H  W H A T  Y O U ' V E  G O T



T H I N K  O U T S I D E  T H E  B O T
Sometimes the best way to tune a bot is better alignment with any associated UI's

Sometimes the biggest problem isn't bot content. 



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.  

Summary 



IVR Addendum
In addition to the Bot work, I 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.  I also partnered with product owners and technology
teams to problem-solve API issues and to get ahead on upcoming functional enhancements so our
team could look forward. 


