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GARY VEE - Entrepreneur

https://voutu.be/EYoRjPpdigM

c .... We will be educated about the travel
Q v \, destination, during the course of the
< : dinner, and at the end we will say

Ve ‘Alexa, book it!’

2018 Spryker Systems GmbH


http://www.youtube.com/watch?v=OAZYnGq4hcs
https://youtu.be/EYoRjPpdigM

I’m Fabrizio Ciacchi \¢

- Engineer Team Lead
at Spryker

- | worked for Rocket

Internet and

Vodafone ltaly

This talk is about trying to
solve a puzzle.

2018 Spryker Systems GmbH 3



The role of a bot
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What is a bot?

“A (chat)bot is a computer program which conducts a conversation
via auditory or textual methods.” (via \Wikipedia)

2018 Spryker Systems GmbH


https://en.wikipedia.org/wiki/Chatbot

Web, Mobile and Bots

Alexa Skills
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Mapping Web/Bot

— In an e-commerce, we already ‘solved’ the mapping needed to have
a functional bot.

Bot Web
Conversational Search Fulltext Search
Products detail Product Detail Page
One click buy Cart/Checkout
After-sale action Shipment Info & Returns
Customer Care CRM + Email + Phone
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Evolution

— All we can reduce this to, is Evolution...

B

.
|
Search - 50 results 10 results 3 results
Response - 2 sec 300-500 msec 100 msec

Checkout - 4/5 steps 1-2 steps 1 click

2018 Spryker Systems GmbH



It’s the next Far West

@ “Alexa, add soap to my shopping cart”

% “| would like to see who sells shoes nearby’

Hey Cortana

2018 Spryker Systems GmbH

4\\ (



Chat vs Voice
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Similarities

— Convey small information

— Users want to ask for info

— Time interaction is short

— Narrow down to intent/response
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shipment
tomorrow

L
11t0-0
0

30 seconds

getShipmentinfo
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Differences

Where is my shipment? }
— Voice better for informative skills

[It will be delivered@
shipment
tomorrow

— Voice has longer message/interactions

— Use cases are different

se

..o>

— Different technologies
getShipmentinfo **** (shipment) **** (order)
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Use Cases
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User Journey

1
N

Ve

o—

User Journey
Try to fill the gaps of how much the user interacts with your business

That would create a more efficient and engaging communication
Think it overtime, 1 week, 1 month. That might increase the time of engagement for your user.

Example:
In our example, the user wants a perfume for his wife, but it’s out of stock

With chat-bots notifications, he can order it meanwhile commuting instead of doing it at work (and forgetting)
The same for the an home device with voice skills. Once the user is back home, can ask Alexa ‘what is the status of my shipment?’

Other channels (Web, Mobile, Smartwatch, iPad) are still supportive of your business
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Use Case 1: Shoe Shop
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®ee00 Sprint LTE 3:16 AM 75% W

<{ Messages Shoe Shop Details

Hi, | can help you choose
a new pair of shoes.

What are you looking
for?

Running shoes
Which brand?
Nike
Which color?
Black

Unfortunately | don't
have those

| have Adidas black or
Nike grey

The first choice is good

O] o
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Use Case 2: Customer Care

eee00 Sprint LTE 3:22 AM 75% W)

¢ Messages Customer Care  Details

Hello, how can | help
you?

What is the status of my
shipment?

Unluckily there has been

a problem with your
shipment.

Oh no, what can | do?

My name is Laura. |
checked your shipment.

It has been returned to
our warehouse.

Could you confirm me
your address?

FriedrichstraBe 15, Berlin

Tl R PG, TR T OIS RS
m fraKe iexiviessage.com Q

#8000 Sprint LTE 3:48 AM 75%

Ll
b \ N
\

<{ Messages Customer Care  Details

Hello, my name is John.
I'm the courier of your
shipment.

I would like to set up an
appointment for the
delivery, tomorrow at
9am. Would it be good?

Hello, tomorrow I'll be in
a business meeting all
day. Maybe at 5pm?

Yes, no problem. I'll
notify you 30 minutes

before

Thanks a lot. You guys
are great!
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How do | start?
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How do | start?

9 @

Use Case Branding
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Backend Design
wit.al

LN

()" |BM Watson

‘ Dialogflow
m=m -

. { REST }

Build a Facebook Bot: htips://blog.spryker.com/how-to-build-bot-5-steps

Controller

200 OK

API Design: https://www.slideshare.net/ciacchi/rest-api-a-real-case-scenario
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https://blog.spryker.com/how-to-build-bot-5-steps
https://www.slideshare.net/ciacchi/rest-api-a-real-case-scenario

Machine Learning

Artificial Intelligence

Reasoning

Natural
Language
Processing
(NLP)

Planning
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Machine Learning

Supervised
Learning

Unsupervised
Learning

Reinforcement
Learning

Machine Learning For Dummies, IBM Limited Edition
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Building an Alexa skill

miuinator.io

! tents / Select_concrete Imeffj‘:on Model JSON Lambda Template

Intents': |

function (0

0 Alexa to cof

required slot values
this!

Sample Utterances (3)

nicakthis.event reque

stots.food),

nt_request.intent.slots,variant.value

his.event.request.intent.slots varia

| want {food} {variant}

aloct_concrete ntentSiot-varian o 5
Iwant {food} with {variant}
| want {variant} {food}
'select_concrete': f n O {
speechQutput = ;
let self = this;
ckoutAndOrderAction(Request let foodSlotRaw = this.event.request.intent.slots.food.value;

ole.log(foodSlotRaw);
t foodSlot = resolveCanonical(this.event.request.intent.slots.food);

console.log(foodSlot);
E ien - r )
getClie t()->checkoutAndPlaceOrder () et variantSlotRaw = this.event.request.intent.slots.variant.value;
console.log(variantSlotRaw);

) 4

variantSlot « resolveCanonical(this.event.request.intent.slots.variant);
ole.log(variantSlot);

st options
const options = {
hostname: globalHostname,
port: 8@,
path: '/alexa/cart?variant=" + variantSlot,
headers: {
'Accept-Encoding’: ‘gzip, deflate'
}

JsonResponse(
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A simple Alexa skill dialog
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Designing
Bots

CREATING CONVERSATIONAL EXPERIENCES

Amir Shevat

Designing
oie/s Ustsie

Interfaces

PRINCIPLES OF CONVERSATIONAL EXPERIENCES

Cathy Pearl

— https://oreil.ly/2pDdHYH
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https://oreil.ly/2G9ZR7d

£ A BOOK APART

Erika Hall

NSO
ESIN

FOREWO!

http://bit.ly/2G7Gqgo4

(\\ (
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https://oreil.ly/2pDdHYH
https://oreil.ly/2G9ZR7d
http://bit.ly/2G7Ggo4

Puzzle solved

Needs

Similarities
Differences
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Start Now

Architecture

X\)’ Spryker
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Your e-commerce bot

Fabrizio Ciacchi

QUESTIONS?

http://bit.ly/code-talks-2018

spryker.com / ciacchi.it

fabrizio.ciacchi@spryker.com

twitter @sprysys @ciacchi
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