Survey chatbots: where are we at, and where are we going?
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e Simon Neve from Fusion Software ﬂ

e 18 years creating customer experience solutions wizu
* Creators of Wizu - the first survey chatbot
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What We’ll Cover

 Maturity of wider chatbot industry

* Why use survey chatbots?

* Where do chatbots work best / struggle?
 The future of Survey Chatbots?
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WIDER CHATBOT MATURITY

Survey chatbot providers in
—2017:1
—2019: 12*

* https://insightplatforms.com/platforms/category/chatbots-solutions
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https://insightplatforms.com/platforms/category/chatbots-solutions

Forms

Simpl

WIDER MARKET BOT TYPES

e

Commerce Info Info Dialogue Virtual
Gathering Delivery Assistant
eCommerce Formes, Menu FAQ's Order Tracking Message :':E
Transactional Surveys How-to’s Support Request Processing 3
Lead capture Scheduling Workflow Approval g
Agent Concierge 2z
el d ettt et | Bl b B ittt Ll AR 3.
North Face DoNotPay HealthTap Starbucks, Alexa, Siri, 3
XPS, H & M RSPCA Cortana
Wizard Wizard / NLP Wizard / NLP NLP / Al NLP / Al
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SURVEY BOT TYPES

Forms Validation Model Based
Quant Quant + Probing Quant + Probing + Prompting
- Qual
Menu based Menu based with some text Text/ voice
Validation: simple Validation: Linguistic Validation: Linguistic / Model I
Data: Inbound Data: Inbound Data: Inbound/ Outbound g
wn Maintenance: low Maintenance: Some Maintenance: High / Supervised oY)
é Open text reporting: Word cloud Open text reporting: TA Open text reporting: TA/ Maps >
o) Bot Skills: none Bot Skills: 20+ Bot Skills: 100+ <
— Designer skills: DIY Designer skills: DIY + Designer skills: Tech / business §
Cost: S Cost: SS Cost: SSS =
<
Wizard Wizard / NLP NLP / Al / ML
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How did you hear about the

Email from ASC

event?

Forms !

Quant Quant + OK, thanks

Menu based Memu bz
Validation: simple '
Data: Inbound

How satisfied were you with
the Venue? Rate the following

wn Maintenance: low Ma¥nten 2d
& Open text reporting: Word cloud Open te) below: ;
- . :

O Bot Skills: none Bot Skille

L Designer skills: DIY Designel S

A1d1wip uewnH

Cost: S Cost: SS A A
*REy @
Please rate the Venue in terms of: Food
tzere | AR O
Comment: |Great food! °° >

dsSC Simple Complex




Sorry to hear that =«

What did you like about the hotel?

Model Based
It was clean and central location
Quant + Probing + Prompting
- Qual
What did you not like about the hotel? Text/ voice
— Validation: Linguistic / Model s::E
] Data: Inbound/ Outbound
n Hard to access and poor parking Maintenance: High / Supervised g
& Open text reporting: TA/ Maps -
- g
o @ 'll send your comments about the Hotel to Bot Skills: 100+ . <
L — Rocky, Hotel Manager Designer skills: Tech / business 3
Cost: SSS =.
O
-5
Do you have any comments relating to the =
Restaurant or Service?
Restaurant was poor in the evenings but NLP / Al / ML
excellent for breakfast. Reception staff at
checkout weren't very friendly .
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SURVEY BOT TYPES

Validation | Model Based

Forms l

Quant What did we do that you liked?

Menu based
Validation: sin

| liked the manager
Data: Inbound

Maintenance: Did you get their name? ]
Open text rept

Bot Skills: non W

Designer skills

Cost: S -
‘ Got it, thanks.

What did you like about the manager? What was the impact of this? Tell

Forms
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me more ... ¥
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" the manager o
>
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WIDER CHATBOT MATURITY



Hype Cycle for CRM Customer Service and Customer Engagement, 2018

/

360-Degree View

loT for Customer Service

Plateau will be reached in:

Customer Engagement Hub . less than 2 years
Expertise Location and Management Emation Detachon!ﬂgougmhon . 2105 years
Digital Experience Platforms Customer Self-Service
Customer Journey Analytics Video Chat for Customer Service . 51010 years
Consumer Messaging more than 10 years
ADD"GalIOHElEOfmCﬁt'M A Voice of the Customer =
athots
Voice-Driven Customer BPM for Customer Service and Support
Service Apps : i i
Customer Psychagraphics In-App Mobile Customer Service
Collaborative Customer Interfaces /\ Customer Engagement Center Interaction Analytics
E-Labeling Customer Engagement Center
Continuous Experiencg Workforce Managemem
Augmented Reality : ;
for Customer Support Workforce Recorded Video Customer Service
A Engagement Customer Management BPaa$
£ Management
2 Infonomics Work at Home — CM BPO
= Things as Customers " ] Customer Engagement
3]
8 Virtual Customer Assistants Center Quality Management
o : |
Fleld Servica Drones On-Premises Customer Service Apps
MDM of Customer Data
Analytics for Field Service Workforce Optimization
Customer Intelligence Customer Engagement Center Performance Management
Blockchain for Knowledge Management Cloud-Based Customer Engagement Center
Customer Service for Customer Service Social for CRM: Social Feedback Management
Speech Analytics Mobile Field Service Management
Enterprise Feedback Management
As of July 2018
Peak of
Innovation Trough of . Plateau of
: Inflated .
Trigger Exprnlac":afions Disillusionment SELLICA G C Al Productivity
=

Time

gartner.com/SmarterWithGartner

Source: Gartner (August 2018)
© 2018 Gartner, Inc. and/or its affiliates. All rights reserved.
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Hype Cycle for CRM Customer Service and Customer Engagement, 2018

‘ Plateau will be reached in:
© lessthan 2 years
. 2to 5 years

@ 5to10years

/\ more than 10 years

Digital Experience Platforms

—_—

Chatbots

Voice of the Customer

Survey

Chatbots
77?7

&ectahons

Social for CRM: Social Feedback Management

Enterprise Feedback Management

As of July 2018

Innovation Feaicof Ti h of Plateau of
Tri - Inflated Di .I:OUQ 9 : Slope of Enlightenment p <d tivit
rigger Expectations isillusionmen roductivity

Time

gartner.com/SmarterWithGartner

Source: Gartner (August 2018) Ga rtner
®
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Hype Cycle for Emerging Technologies, 2018

‘ Digital Twin

Biochips

Smart Workspace
Brain-Computer Inferface
Autonomous Mobile Robots

Deep Neural Nets (Deep Learning)
Carbon Nanotube

loT Platform
Virtual Assistants

Smart Robots Silicon Anode Batteries
Deep Neural Network ASICs Blockchain
Al Paas

Quantum Computing

Connected Home
Autonomous Driving Level 4

Volumetric Displays
Self-Healing System Technology
Conversational Al Platform

Autonomous Driving Level 5 Mixed Reality

Slope of Enlightenment

Plateau will be reached in:
© lessthan 2 years
@ 2tobyears

@ 5to10years

/\ more than 10 years

As of August 2018

Plateau of
Productivity

Edge Al
2 Exoskeleton
2 Blockchain for Data Security
.g Neuromorphic Hardware
e Knowledge Graphs
i 4D Printing
Artificial General Smart Fabrics
Intelligence
Augmented Realit
Smart Dust 9 R
Flying Autonomous Vehicles
Biotech — Cultured or Artificial Tissue
) Peak of
Innovation Inflated Trough of
Trigger Expectations Disillusionment
Time
gartner.com/SmarterWithGartner
. . Source: Gartner (August 2018)
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Al PaaS —|

Conversational
Al Platform

“asc

Expectations

Hype Cycle for Emerging Technologies, 2018
‘ Digital Twin

Deep Neural Nets (Deep Learning)

Virtual Assistants

Conversational Al Platform

Knowledge Graphs

Artificial General
Intelligence

I . Peak of
nnovation Inflated Trough of

Trigger Expectations Disillusionment S S T

Plateau will be reached in:
© less than 2 years
. 2105 years

@ Gtoi0years
/\ more than 10 years

As of August 2018

Plateau of
Productivity

Time

gartner.com/SmarterWithGartner

Source: Gartner (August 2018)
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WIDER CHATBOT MATURITY

1. Early in days of Chatbot hype
2. Earlier days of Survey Chatbot hype
3. Both based on maturing technology
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WHY SURVEY CHATBOTS?

Big problem in the industry: I
Survey Fatigue Jommmeme
— Affects completion rates

— Affects quality and quantity
of verbatims e

— Creates speeding —
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WHY CHATBOTS? QUALITY

Non-response bias

Distribution
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WHY CHATBOTS? DEEPER INSIGHT

Case study — Forms vs Chatbot:

* 33% more verbatim text, 118% including Al
prompts and probes

e 91% more actionable feedback
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WHY CHATBOTS? ENGAGEMENT

Case study — Forms vs Chatbot:

* 57% rated respondent experience 10/10
compared to 11% for forms

* Despite being 9
, It’s different and super fun.
1min 35s |Onger?! | want to do more of that survey
| wish it was longerl!!
| love it a lot!




WHY CHATBOTS? ENGAGEMENT

How would you rate the experience of taking this survey?
(1-10)

65+ T
25-34 ?
15-24 ?

7 7.5 8 8.5 9 9.5
i Conversational Survey M Traditional Survey
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SURVEY CHATBOTS — WHERE BEST

* Experience
— Customer / Employee / Patient / Visitor

- Respondent experience is valued
- Known domains

- Reactions based on quality / sentiment
- Millennials / Gen Z
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SURVEY CHATBOTS — WHERE NOT

* Opinion polls
* Very long surveys



SURVEY CHATBOTS - CHALLENGES

* Reporting

— Text analytics

* Scripting / Humanization =

* Survey fatigue open rates
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SURVEY CHATBOTS - FUTURE

* More bot surveys
* More skilful bots

* Blurring lines between surveys and customer
service
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SURVEY CHATBOTS - FUTURE

- Model driven feedback

- Service Design / Digital Twin
- Model first, then questions

- Provides understanding / context
- Customer Journey Maps perfect for model
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CHATBOT EXPERIENCE MODELS

* Visit web site | * Drop coatsat | * Find seat e Eatlunch * Pick coat
cloakroom from
" cloakroom
<
% * Read agenda |°* Get coffee * Choose e Speakto
3 stream sponsors * Drop lanyard

* Connectto
* Plan journey Wi-Fi

........
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CHATBOT / MODELS

Intent: “Connect to Wi-Fi” \
Entities: Verbs:
P A * Wi-Fi * Join

e Network e Connect

Reactions:
e Positive: Great ©
* Negative: Right network?

Activities

/

* Con

to Wi-Fi
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MODEL ANALYTICS

Prepare

Activities

¢ || Visit web site

* Read agenda

* Plan journey

Drop coats at
cloakroom

. &et coffee
7

Presentations

Enter main
room

Find seat

Choose stream

Eat lunch

Speak to
sponsors

Pick up coat from
cloakroom

Drop lanyard




SURVEY CHATBOTS - FUTURE

Mirror human feedback experience
* Close the loop —real-time

* Two way communication

* Express via Voice / Video
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SURVEY CHATBOTS - CONCLUSION

* Survey chatbots are eeminrg here

* Offer a solution to the problem of survey
fatigue

* Novelty? Or will respondents be even more
discriminatory in future?

* Opportunity for survey industry
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ANY QUESTIONS?

simon@wizu.com

https://wizu.com

https://linkedin.com/simonneve

Event example: chat.wizu.com/asc/event

“ asc wizu
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