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Creative ideas on how to design conversations
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Introduction:

Conversational
Design




Conversation design is as direct as
it gets.

Conversation, as defined in the
Oxford dictionary, is

<« conwer-sation

/ kanver'saSH(a)n/
noun

a talk, especially an informal one, between two or more people, in which news and ideas are
exchanged.
"she picked up the phone and held a conversation in French"

Similar: ~ discussion talk chat gossip téte-a-téte heart-to-heart = v

A conversation is interactive. It is
an exchange of words, talks, or

ideas between two or more
participants. It doesn’t have to be
strictly verbal. A conversation
exchange can be in the form of
texts or chats — any back and
forth of ideas.




So what is Conversation Design?

Conversation design

It is about providing a pleasant
and informative user experience, happening between a conversational agent
or chatbot and the consumer.

All
aspects of the customer journey should be covered, identified, and predicted.
Simply put, conversation design should be able to predict whatever’s going to
be asked next — and give answers or options to choose from.

uondNpPoAU|



Designing
conversational bots

is different from
designing apps for
mobile and web.




“~~ Why should we care about Conversation Design?

e Bots need structured data, so we
need to influence users and ensure
they give input that the bot can
understand.

e Humans need empathy, so we
need to write dialogue that’s
helpful, natural, and persuasive.

Natural language

understanding

Natural language
creation

| need empathy,

e We should know what helpfulness and

encouragement

conversation element to use in a
given situation.

www.robocopy.io
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A Define the experience first

e Determine your goals
e Decide what you want people to do
e Plan how you’ll evolve

salbajeuys ubisag

setup confrontation resolution

intent obstacles resolution

== external journey (rational)

== Internal journey (emotional)



A~ Conversation vs GUI (Graphic User Interface)

familiar visual
human powerful
el Messenger Platform e ot
fluid Component Spectrum direct
GUI

conversation

© o
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Design
Principles




ATAIA

Be Brief

Keep interactions short. When
not possible, consider how to
maintain and re-establish
context.




K;/oid

Modality

Keep exchanges brief and always
bring the bot to its usual state.




AIAA

Mix

Conversation
a n d G U I The answer lies somewhere in

(Graphic User Interface) the middle. Combine
conversational and Ul
interactions.




AIAA
N

Observe

Conversational

Norms Avoid creating a jarring or

confusing experience.




ANTATA

Embrace

Structure

Tap when possible. Type when
it’s absolutely necessary.




Predictable

Do not change what you deliver,
or when, without consent.




AN

NN

N otif Not every message needs a push
y notification. Increase the impact

of your notifications by being

With Ca re deliberate.




Fail

Gracefully

Treat each failure as feedback,
and remember people will often
respond to your bot in
unexpected ways.



Do Not
Create a

This will allow users to easily find

S t it and feel confident that they will
e pa ra e be talking to your business.

o
Entity
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Language and
Persona




ANIAA

 Create a bot persona

Before you can design a
successful conversation for a
chatbot or voice assistant,
you need to figure out how
your bot should talk.

A good persona creates a
productive human-bot
relationship. It makes for a
good experience and also
helps recognize intents
better.

Agenc
Hostile- gency Friendly-
Dominance 20° Dominance
S
135° c 45°
Q
£
£
A
Nurturance .
180° o Communion
225° 315°
Friendly-
Hostile- y

Submission

270°

Submission

BUOSI9d puk abenbuen



~~ Language and voice

Preserve Your Voice

° Do rely on familiarity.
° Do not create a new personality.

Set Expectations

° Do let people know how often the bot will reach out or
respond.
° Do not imply that the bot can do things that it can’t.

Provide Context

° Do confirm actions people take.
° Do not keep people waiting.
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Writing
Interactions




AIAA

Create a

List of
KeyWO rd s s tThf:;nll:Sslobal when developing

e Do not makeup words,
introduce new terminology, or
use slang.




ANIAA
NN

Map out
interactions

Quick Reply

suonoelau] BuiLipm

(Text
Congratulations FIRST NAME FROM FB
PROFILE, Globe at Home is now available
in your area.
(Carousel Carousel Carousel
ADD IMAGE ADD IMAGE ADD IMAGE
Title: Free landline and Globe to Globe calls for || Title: High-speed browsingSubtitle: Connect w/ || Title: WiFi connection for allSubtitle: Share
24 monthsSubtitle: Talk w/ loved ones on the friends & explore the web w/ speeds from high-speed internet access at home using your
phone w/o worrying about added costs. 5Mbps to 100Mbps. free 4-port router w/ WiFi.

Text

Great! You're one step closer to
experiencing reliable and blazing fast
internet. My teammate will call you to
complete your application but | need to
confirm a few items first.
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Tips for
Sounding
Conversational




A~ Sounding conversational

Use active voice.

e “Breaking news is delivered by CNN” is not as clear, short or simple as, “CNN delivers
breaking news.”

Use contractions.

e Can’tvs cannot

|JeuonesiaAuo) buipunos 1oy sdij

Standardize usage of the first and second person.
Check your grammar.

Be thoughtful about punctuation.



Website

Your order has been processed.
This is a summary of your
purchase

° Running shoes

(] Cashmere sweater

We will update your account when
these items have shipped.

Email

We received your order. Your
purchase includes:

° Running shoes

(] Cashmere sweater

A confirmation email will be sent
once this items have shipped.

Messenger

Thanks for your order! We’ll let you
know when your running shoes
and cashmere sweater have
shipped.

Jeuonesianuo) buipunos 10y sdi]
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Conversation
Components




s~ Quick Replies

eeesa Verizon

Quick replies provide a way to RN ~cn. e G e i ORIt -
present a set of up to 13 buttons

in-conversation that contain a title

and optional image, and appear

prominently above the composer.

You can also use quick replies to

request a person's location, email i - - o & Crmsmiiions) .
address, and phone number. ;{ e

sjuauodwo) UOIRESIBAUO0D)

Limits:
e Max number of Quick Reply Buttons: 13
e Button Title = 20 characters limit

Source: Quick Replies - Facebook for Developers



~~ Carousels

Carousel is a simple structured
message that includes a title, subtitle,
image, and up to three buttons. Itis
displayed in a horizontal manner in the
message thread.

Limits:
e Max Carousels =10
e Title & subtitle = 80 characters
limit
e Max Buttons =3
e Carousel button title = 20
characters limit

Source: Quick Replies - Facebook for Developers

Classic T-Shirt

Classic T-Shirt Classic T-Shirt
Midnight Blue « z

Carousel image =

©)
©)

O

1.00 height ; 1.91 width

Must not exceed 80 kb in file
Size

PDF or JPG format

sjuauodwo) UOIRESIBAUO0D)



s~ Messages

It is simply the texts that are sent out by the
bot to the users. A message may also be an
attachment like audio, image, video and
files.

Limits:
e Text Message Limit: 2000 characters
limit

e |mage Message: JPG or GIF format

Source: Generic Template - Facebook for Developers

5:487 NS

{0 ',:/:?/ Aiah.ai

. Our vision is to become the
largest and most responsible
intelligent automation provider in
Southeast Asia.

_» Our mission is to empower
organizations with Al and
Automation so that they can do
more with less and enable their
employees to improve themselves
and focus on value-adding work.

We want to win so that we can build
the best place to work for talent
from all over the world @

Would you like to know more

@ about Aiah?
Yes, tell me more! No, thanks. Goodbye.
(O o] ® &

sjuauodwo) UOIRESIBAUO0D)



A~ Webview

The Messenger Platform allows you to
open a standard webview, where you
can load webpages inside Messenger.
This lets you offer experiences and
features that might be difficult to offer
with message bubbles, such as picking
products to buy, seats to book, or dates
to reserve.

Limits:
e Button Title: 20 characters limit
e Web URL: Must use HTTPS
protocol and Must be auto-layout
to mobile view

[} Gift Preferences X

[} Gift Preferences X

PREFERRED GIFT TYPE

(@ Moisturizers =R

0 Refining Cleanser X ® Moisturizers =R Cleansers P-
o rizers & , 2  washes, wipes & exfoliator ¢

Cleansers ! Masks
an vashes, wip & ex te :. &

Masks 4 Lip Treatments

>

Lip Treatments

s ALLAT 1 VAL A1 IRAEAIT EA RN AEAIT | IL/E
Choose This Gift See Gift Options See Gift Options

Compact Tall Full

You can open the webview with any of the following:
e The persistent menu
A URL button inside a message, including the
carousels and button template.

Source: Generic Template - Facebook for Developers

sjuauodwo) UOIRESIBAUO0D)



s~~~ Persistent Menu

The persistent menu allows you to have an
always-on user interface element inside
Messenger conversations. This is an easy
way to help people discover and access the
core functionality of your Messenger bot at
any point in the conversation.

You can open the webview with any of the
following:

® The persistent menu

e A URL button inside a message,
including the carousels and button
template.

6:167 ww
L
© UAT Bot

Winner ang mealtimes niyo dahil sa

v @00
Find a Recipe
View Featured Recipe

—~ Main Menu

Main Menu

View Meal Plan

Limits:

Talk to an agent
Outfit suggestions

Shop now

e Button Title: 20 characters limit
e Web URL: Must use HTTPS protocol and Must
be auto-layout to mobile view

Source: Quick Replies - Facebook for Developers

sjuauodwo) UOIRESIBAUO0D)



A~ Button Template

The button template sends a text
message with up to three attached
buttons. This template is useful for
offering the message recipient
options to choose from, such as
pre-determined responses to a
question, or actions to take.

Limits:
e Text Message Limit: 640 characters limit
e Buttons: Max of 3 buttons

Source: Button Template - Facebook for Developers

What can | do to help?

Get Order Status

Call Me

sjuauodwo) UOIRESIBAUO0D)
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Pointers for
Building Bots on
Studio/Commerce




A~ Sounding conversational

Prioritize the actions that you want users to take.

® When deciding on the order of carousel cards and buttons, put the ones that you want users to use the most in the first
position. If you want to limit or discourage users from taking an action, put it last. For example, if you want to promote a
sale, you can make your sale card the first item in your main menu carousel. And if your social media team isn't
equipped to handle a lot of live conversations, you may want to set agent handoff as the last option in your main menu

carousel.

Make switching flows easy.

®  Always include back buttons and other navigation options to go to related flows/items so that users can explore the

bot's features freely without getting locked into any flows.

Always provide the next step.

° Unless the user has been handed off to an agent, you should always ensure that they have buttons/quick replies to
interact with. By doing so, you can keep users from getting stuck and relying on the fallback to get the conversation

going again. Even if a user reaches the end of their journey and the bot says goodbye, give them the option to open the

main menu again.

|euonesiIaAuod) Buipunos 1oy sdij



A~ Sounding conversational

Use conversational language in buttons and quick replies.

° Instead of using generic labels like the ones on website Uls, try using sentences and conversational phrases
as much as possible within the 20-character limit. Let's say that your carousel card leads to featured promos.
Instead of a button that says, "Promos" or "On Sale," you can use a button that says, "Show me your promos!"

Doing so will make the interaction feel more like a conversation.

|JeuonesiaAuo) buipunos 1oy sdij

Check your grammar.

Be thoughtful about punctuation.
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Key
Takeaways




Conversation design aims to improve the overall user experience of the
consumers. In this day in age, quick replies to queries are important more than
ever. There are so many distractions online, that quick fallouts are abundant. A
good conversation design helps brands quickly introduce their products and
services. It helps brands analyze and evaluate the needs of the consumers —
what they want, what they don’t want, and everything in between.

But the ultimate goal of a good conversation design is to make the experience
enjoyable while securing sales. Design an engaging conversation, and see your
imminent brand growth.



Making Automation Accessible with

Instant
Apps

Instant Apps automate key business processes, are ready to use

out-of-the-box, and can be managed by non-technical users.

facebook.com/AiahAutomation

Send us a message at sales@aiah.ai to know more.

twitter.com/AiahAutomation

instagram.com/aiahautomation/
www.aiah.ai

linkedin.com/company/aiah-automation/



mailto:sales@aiah.ai



