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Key Learning It is not ideal to develop your own chatbot backend as there are good builder-tools
available, eg. Chatfuel. However issues such as data security, GDPR compliance or
language versioning can make it necessary to not use these tools.

Three types of bots:

Flow-oriented, where you build the dialogue flow that the user clicks through
AI, where the bot analyses input (Natural Language Processing, NLP) and
responds
Bots that direct the user to human support
+ hybrids of the above

Where should your bot live?

Facebook Messenger is an easy choice as you can publish directly to Messenger from
most chatbot builder platforms. But there are of course issues with using Facebook in
terms of GPDR, data protection, and potential security issues in our context.

When you build flow-oriented bots, it is good to have a tool for getting an overview of the
dialogue, as it gets complex quite quickly. At Mu.st they use their own tool, but there are
a lot of flow-chart type fools available online.

As with all learning design, the chatbot should go through iterations of building, testing,
follow-up, improvement and maintenance.

Three important things to establish in the first chat session:

1. Use value - why should the user come back
2. Feeling of safety for the user
3. Gain permissions if you want to push content to the user

Buttons vs free text:

Buttons make the dialogue easier to build and can make the conversation more
structured (less errors possible)
Typing (even simple input) gives a higher sense of user friendliness and inclusion

Feedback on Didi chatbot

The point of the session was to point out the mistakes that other chatbot builders want to
avoid. Overall Didi is a successful bot :-)

Avoid repetition or unnecessary content in the dialogue
Make sure that the user can return to the dialogue if they get kicked off by
mistake
Use precise language
Give the user variation in the conversation so it does not become boring
Give the user an option to choose if they want to delete their conversation history
with the bot
Don't fake it: the user knows that this is a bot and not a human, if the
conversation becomes too fake or styled, the user will quickly loose interest
Make the design consistent, e.g. always have yes/no buttons placed the same
way
Give the users an 'out' from the conversation



It is positive that the user can print a certificate / an action plan - this makes the chatbot
experience into a tangible product in 'the real world'.

Pictures

Description This workshop was a mix of a presentation by MS/ActionAid about the development of
the chatbot Didi and consultant Dennis Bøgestad Laursen from https://mu.st/. 

Didi (try it!) was designed and built by Ida Hrönn from ActionAid Denmark as an
experiment on how to use the chatbot technology for learning retention and follow up
with participants at the Global Platforms. In its current version Didi is an MVP (minimum
viable product) that is tested with training participants in mainly Bangladesh. The main
functions of Didi are to help the users make an action plan after training, give the users
inspiration and follow up with them on their activities.

Agenda:

Welcome, coffee an introductions
Short introduction to Didi – Global Platforms chatbot for learning retention (Ida)
What to consider when designing chatbots: E.g. User journey, technical setup, AI
and NLP, dialogue. (Dennis)
Around the table – bring your  ideas to the table

Date 02/10/2019 09:00 - 15:00

Location Fælledvej 12, 2200 København, Denmark

Contact Ida Hrönn Nielsen, ihn@ms.dk, +4528216013

Link https://www.facebook.com/GlobalPlatformsDidi/?modal=admin_todo_tour;
https://chatfuel.com/

https://mu.st/
https://www.facebook.com/GlobalPlatformsDidi/?modal=admin_todo_tour
https://www.globalplatforms.org/

