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Like every journey, there have been twists and turns in the road ... Oracle

gave us the agility to change and helped us shift our paradigm. ,,

Customer Success Story
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Conversational UX

Intro: https://voutu.be/byXabtlgyKY

3
9 '_X
%
v ar
\ 2.\
\ -

J ey
N REEED
3 Copyright © 20 r)d[lbr its gffilié‘téf

n



https://youtu.be/byXa6tIgyKY

Oracle Conversational Design: Digital Assistant Persona

This persona represents the type of personality that we want our users to
interact with. It highlights the adaptive levels of personality traits and

attributes that may be required during various phases of interaction with
Oracle’s digital assistants.

Characteristic phrases

“How can | help?”

“I'm here when you
need me.”

“No problem, let me
help you with that.”

Tone of voice keywords

Welcoming
Not: overbearing, insincere,
cold, whimsical

Helpful
Not: inaccessible, difficult,
boastful

Familiar
Not: exclusive, complex,
boring, elitist

Adaptive
Not: arrogant, unclear, slow
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Personality traits

The Guide

The Guide provides information and
guidance, delivering just the right
amount of expertise and
encouragement

The Trusted Colleague
The Trusted Colleague will answer any
question you have without judgement

The Ambassador
The Ambassador is always ready to
represent the Oracle brand

Name

Oracle

Figurative age

33

Audie

Environments
Wherever work happens

Statement of purpose

To empower people by making business
tasks easier and more accessible.

nce

People who keep the world open for
business

Psychographic traits

Thoughtful
Exhibits consideration for the needs of
its users

Analytical
A master of logical reasoning

Precise
Accurate in its expressions and detail

Adept

Able to converse and guide at any level
of proficiency — from sales wizards to
new hires

Personality attributes

Extrovert

00000

Humorous

JOCOOQ

Direct

00000

Confident




Examples: Avatars of live ODA

PLDT

Home

PLDT

B2C Bot
PLDT Home
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Vodafone Fiji

B2C Bot
Joe

Ask Paddy

Bajaj Electricalsl Indian Oil
B2C Bot B2B
Paddy ProChat

SinoPharm Reagent
B2C Bot
AT

Guam Power
B2C Bot
GPA
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Oriental Bank of
Commerce

Consumer Bot
IRA

Mumford

Punjab National Bank FWD Tech
B2C Bank Bot Al Trainer
Pihu ING

University of Tasmania
Student Bot

InJe University
Student Bot

Hero (2-20))

MediaCast
Music Bot
MUSE

THE UNIVERSITY

o ADELAIDE

University of Adelaide
Student Bot
Eligibility Bot

Manipal Education
Employee Bot
Knock Knock DIA




Conversational Experience

\l'l

How the dialog aspires user to think How the dialog inspires user to feel
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| want to
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booking
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Research: Clifford Nass and Corina Yen - The man who lied to his laptop, 2010




Wider Integration
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and sSuccess Design |
Customer User testing

Pain Points o s T
Outcomes and needs
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Digital Assistant Design (CDX) Best Practice




4 key elements of CDX design

| Pick the right use cases ) | People use the assistant

AN\ \

Improves the assistant ( Generates a lot of data
over time
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Persona Development
Resources

The Complete Training
Conversational User Experience

Creating Chatbot Experiences (slides#16-45)
How to create effective conversational experiences
DO's and DON'Ts for Conversational Design

Custom Bot Persona
Web SDK Customization
2012 Draggable Bot Icon

Activity Guide
How-To: Customizing Messages returned from the Digital Assistant
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https://fnimphiu.github.io/OracleTechExchange/trainings/completetraining_v2/02/02_04_ConversationalUX_1019.pdf
https://cloudcustomerconnect.oracle.com/posts/9b14c47b1d
https://cloudcustomerconnect.oracle.com/posts/3ba72b2d6c
https://blogs.oracle.com/mobile/techexchange:-oracle-digital-assistant-web-sdk-customization-and-programming-examples
https://cloudcustomerconnect.oracle.com/posts/bfd31982f5
https://docs.oracle.com/en/cloud/paas/digital-assistant/use-chatbot/intents1.html
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Extending FADigitalAssistant
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Key Concept: ODA Skill

I nte nts é] > Oracle Waterlogged
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Entities
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Test

@
Workflow

ML/NLP/NLU .
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FADigitalAssistant

Resources
The Complete Training REST APIs
Extending a SaaS Skill REST API for Oracle Digital Assistant

HCM (APIs & Schema)

Conversation Designer to prototype (video)

Build a Skill with the Conversation Designer Activity Guide
Recommendations and Best Practices ODA user feedback functionality
Activity Guide

Extend and Customize FADigitalAssistant

*Important Notice: “Conversation Designer” and “Clone” action require ODA Platform for SaaS subscription service
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https://docs.oracle.com/en/cloud/paas/digital-assistant/tutorial-hcm/
https://docs.oracle.com/en/cloud/paas/digital-assistant/tutorial-conversation-designer/
https://youtu.be/NyRQMdpbxuQ
https://fnimphiu.github.io/OracleTechExchange/trainings/completetraining_v2/02/02_05_Conversation_Designer_1019.pdf
https://fnimphiu.github.io/OracleTechExchange/trainings/completetraining_v2/13/13_01_Extending_SaaS_Skills_2020.pdf
https://docs.oracle.com/en/cloud/paas/digital-assistant/rest-api/rest-endpoints.html
https://docs.oracle.com/en/cloud/saas/human-resources/21a/api.html
https://blogs.oracle.com/mobile/oracle-techexchange%3a-using-botml-in-oracle-digital-assistant-to-provide-a-feedback-functionality-for-answers-given-by-a-bot

- ORACLE

HCM Digital Assistant Office Hours
VIEW FULL PLAYLIST

ODA Homepage

ODA End-to-End Training
ODA Development

ODA Design Camp Videos
Activate Your ODA Instance
HCM Hands-on Lab

Oracle Skills

HCM Digital Assistant Forum



https://cloudcustomerconnect.oracle.com/posts/63de998f84
https://docs.oracle.com/en/cloud/paas/digital-assistant/index.html
https://fnimphiu.github.io/OracleTechExchange/
https://docs.oracle.com/en/cloud/paas/digital-assistant/use-chatbot/preface-oda.html
Oracle%20Digital%20Assistant%20Design%20Camp
https://docs.oracle.com/en/cloud/paas/digital-assistant/tutorial-hcm-setup/
https://docs.oracle.com/en/cloud/paas/digital-assistant/tutorial-hcm/
https://docs.oracle.com/en/cloud/paas/digital-assistant/skills.html
https://cloudcustomerconnect.oracle.com/resources/8c68df9d3e/summary

