


World of Conversation

Messaging is the killer mobile app

Big 4 messaging apps

64%

“Business should be
contactable via chat”

50%

“Prefer chat over
phone call to
communhnicate with
business”



World of Conversation
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B convolab




World of Conversation

Messenger will not be just another channel
like it is today...

Messenger will be the channel

‘;\

The Customer Interaction Landscape is evolving
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World of Conversation
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Introduction to
Conversational UX




Conversational UX
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Conversational UX
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Conversational UX

IN-App Web-View

v Complex Transaction
v Confidential Data

v Customized Ul

v Unified Experience
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Conversational UX

LINE's: Image Map & Flex

Restaurant search Ticket

Receipt Restaurant menu

Brown Store

Tokyo = Taipei
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Conversational U]

Message from user

Response Timeframe

Facebook
Response Timeframe 24 Hours

Response Procedure Send Message API

Push Message Policy Only once unless the app is
approved for subscription
scope

B Convol ab

Line
~15 Seconds

Reply Message API with
Reply Token

Uses credit

11



Chatbot

Capabilities & Roles




“Bots are the new apps.”

—Satya Nadella, Microsoft




« 2016:;
“The Year of Conve
2 4\

Commerce”



/Aﬁ Chris Messina

:5' Product designer, product hunter, inventor of the hashtag. Previously: Uber, Google, Molly (YC
W'18), and friend to startups.

@ Jun 19 - 13 min read

The guy who coined the term
"conversational commerce” was wrong

about conversational commerce
BTW, I'm the guy that coined the term

Chatbot doesn't work?




Innovators

Early Adaptors

Trough of Disillusionment

Chasm

Early Majority

Chatbot

Plateau of Productivity

Late Majority

Laggards

v Overhyped

v Poor Solution

v Wrong
Expectation

v Lack of Purpose

v Wrong Approach



Chatbot
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Chatbot
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Chatbot

“| want to live in Thailand as a US Citizen with a
criminal record — what do | need to do?”

“How do | get a visa?”

Frequency
of Questions

Short Tail I Long Tail

100s 100,000s+
Unigue Intents

B convolLab
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Chatbot

Fast reply in milliseconds

pL

=»
@
e
()

Responsive 24/7 support

Digested information

Persona Development
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Customer Support

v Instant FAQ Response

v Provide better user browsing

experience

v Gather feedback

Bots without a human escalation provide
poor CX

B convolab




Avg Open Rate: 22.87%"
Avg Click-through Rate: 3.26%"*

MESSENGER

Avg Open Rate: 84.3%**

Avg Click-through Rate: 28.3%**

Campaign & Marketing

v Grow subscribers

v Lead generation

v Retargeting & Upsells
v Brand Marketing

v Content Marketing

22



Use Cases




Use Cases

1. Grow your Subscribers

NN
¢« C MANAGE (@ &  CNN manace @ | € oW MANAGE ()

Typically replies instantly
Technology

o O Here are some technology
-I 3 A) stories
CNN @ ;

26M people like this including Amir
Wasily and 30 friends

Typically replies instantly Typically replies instantly

about?

Growth in subscribers MoM

CNN @

Media/News Company

i Apple is set to start making iPhones
Get Started in India, minister says
2 6 % Typically replies instantly Hi Balint. Let's get started. i ;

) ‘ . ) Type a topic or pick an option READ THIS STORY
Subscription rate Chat with me forthe news as it unfolds. ) below to get going:

TP

g SOMETHING ELSE
/To ics\“ (Help )
\CEREE SR
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< % FWD Thailand %

B Convol ab

MENU

Use Cases

2. Lead Generation

v Webinar / Event Registration
v Content Distribution
v Lead Qualification
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3. Coupon Bot

10 % 3 @ b TMobibe | ATAT 40 OB 2% "® 8

©® 4 Thokse  d ATAT 40 N B

Nitro Cafe Coffee & Tea
& NiroCafe Coffee & Tea e @ « N wace @

Typkcally rehes mnstantly

Hi Avinash! Welcome to Nitro Cafe.

Send a message

B Convol ab

Use Cases

nan % B Thbbe 4 ATAT 40 N 1S

Nitro Cafe Coffee & Tea
€« oy wanace @

Here's a coupon code for 25% off.
. “nitro25" | Apply code upon checkout

26



Use Cases

. dtac 7 1:41 PM O @ 76% k4

4. Customer Service & FAQ CHome iy Manage

12100 PM 12:00 PM = 12:00PM

Zans o
< Recent < Recent ;
travel details.

ConvolLab Insurance
Software

Sun, April 31:45 PM
Dear traveller, your flight has 7z R FO

been delayed. We are sorry for ! I Wz st b | SFO »-)-
the extra wait! Keep an eye on the

information screens - just in case

your gate number changes. Sarah Hum — .

Should you have any questions, Jeremy Goldberg Hereit i Vfw': boarding "

our staff will be happy to help. | Evan Litvak 1 pass. Keep it handy and

fly you through the airport.

) Typically replies instantly

Non-Stop
DELAYED Wed, March 30 9:50 AM

P ey 2 Check-in is open: go ahead and
o get your boarding pass! See you
DOFQTK \ p)— SFC Passengers s00n on board with us ©
-« Sarah Hum

Jeremy Goldberg ey Booking Number
Sarah Hum 14A Non-Stop Evan Litvak DOFQTK
Joremy Goldberg 18 Sun, April 3 1:66 PM e
Erenthek e KLOGOS  8:50AM  9:50 AM KLOBOS  BS0AM  T:45PM

Amstorcam Sanfrancisco
KLOGOS  1:00AM  3:55PM

FO

Get Started
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Use Cases

5. HR & Recruitment

v  FAQ

v Policy Query

v' Check status

v Request submission
v Open position

B convolab 28



Looking into
The Future?




*
*
’t*

*

It’s already taking place

IN CHINA




WecChat is providing integrated
shopping experiences, inside the
messaging service..

sramsuces

sransucas



2017 WeChat Statistics

902 million daily active users
17% annual user growth
23% annual growth in monthly transactions

70.8% of businesses accept WeChat

83% of people use WeChat for work




Conversational UX
Strategy
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Conversational UX Strategy
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Conversational UX Strategy

Menu Navigation

Product & Service
Promotion
Outbound Campaign
Lead Generation
Automated Service

B convolab



Conversational UX Strategy
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What is
Your Goal?




What is the Goal?

« 80,000 subscribersin 3 months
* 100,000 offer redemption
* 40% agent load reduction
» Average satisfaction score of 4.5

 Reach 70% positive feedback

B Convol ab
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Enterprise Chat
Management
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Campaign Analytics
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Chatbot




D Chatbot

Convolab @, UVECHAT(172)  [] DASHBOARD v M| CONTENT v~ ® CHATBOT ~ & Doy @ 9 Origin v

& Chatbot / Intent

INTENTS B

v Create chatbot

Intent Name Samples

1. ask_menu funglave, flsfute, sounssymion, vaaummiou awarlsde, flaiyewl.

v Carousel message

_ask_branch fudlanun, suoy i, Tuswlatl, Suagunng daneiflwd,aen

3. ask_cuisine fowrvaciusfu,oinfuosls o, oumafuomrsnd

\ v Imagemap Message

richmsg richmsg fiAouiomns Main Course woannd

e

persistent_intent persistentone, persistenttwo \/ Tra i n c h a t bot o n t h e g o

. testvar_intent testvar
hello i hello,xiad
ask_price Twmitls,what's the price,ounnwmuman,wintsos, urai, unas, sashimi A,

10. carousel templatecarousel

B convolLab



Content Layer

Chat Logic Layer

Integration Layer

@ Chatbot

v Create chatbot
v Carousel message
v Imagemap Message

v Train chatbot on the go

B convolLab



/} Live Chat

@ ) LVECHAT ()  [J] DASHBOARD v B CONTENTv ® CHATBOT v @ pePoY . 9 Origin v

% [y dasaaauoy RO ddmiuandt

v Multich | ‘
u Ic a n ne 2 —_—— Aft Yosapol Aramwattananont aunindasa tarddmiuand 1avizu 6 Ay

v Multiple Agent s B . oo -

Yosapol Aramwattananont terday at
p Yosapol Aramwattananont

1 PM

AQL Yosapol Aramwattananont annsa@aaa viaaasadmiu VIP lavidu 81 Ay
Timestamp

v Ticket System

Gollg Lersv
FIRST SEEN : Tue Jul 24 2018 10:04
AnL Yosapol Aramwattananont fafidasiidasnisaauamuindnmiatiae 11

Natthawat Phongchit fufihomSawanaurat -) Yesterday at 7:01 PM

v Ticket Routing

User info

Conversation info

v Al-based User Analysis

Autjima Autjimatorn

FAQ MEMBER ThelCardNo FAQ MEMBER Register New
Kamolwan Mitk Card BACKT U nAuIUWAN

Main Menu @

A AL

v Satisfaction Survey

GEN CENTI ON T1CKPT FAll NI SHOPNIG (¥ CTAT NAT

9 Mo Kitti Rugpolmuang
k.




@ Campaign

@convo 9, LIVE CHAT (1) [ DASHBOARD v CONTENT v @ cHATBOT v @ DEPLOY J § 9 Origin v

n “- Line Campaign

492 Audience Group
<

Detail
Look for users whose :

Channel is LINE AongwachiLOCAL x @ at
Add rule + - 4

Nattaponkr ‘ u Po‘oz\ev ae ‘
v Hyper Segment | @

v Run Campaign

Timestamp

/ Lead Generation v ®05

120 PM

v Progressive Survey

£ Campaign Detail

Campaign Period : Send one of these messages :

v Targeted Coupon

AUG 10,2018 - AUG 17,2018 v

«©

Get Gender v Entity v User Gender v is known
Send message during these time :

1:00 pm - 2:00 pm

«©

Get Phone v Entity v User Phone v is known ]

Send message 1 days apart

B convol ab




E@ Analytics

v Message Report

v Performance Report
v User Info Summary
v Ticket & SLA Report

v Fully Customizable

B convolLab



Correct Classification False Positive Rate

B False Positive

Wit (Facebook) Dialogflow (Google)

Wit (Facebook) Dialogflow (Google)

+108% vs Dialogflow (Google) 67% less vs Dialogflow (Google)
+77% vs Wit.ai (Facebook) 82% less vs Wit.ai (Facebook) "



ConvolLab Platform

B convol ab

Contact Center
Marketer

Product Manager
Chatbot Developer
IT Developer

IT Infrastructure
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Success case & Reference
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