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ñI am fluent in over 

six million forms of 

communicationé.ò

[beeps]

ñéDon't blame me. 

I'm an interpreter. 

I'm not supposed to 

know a power 

socket from a 

computer terminal..ò

[chirps]

C3PO and R2D2 of Star Wars fame



NBCôs ñThe Good Placeò

Good Janet Bad Janet

Neighborhood Intelligent Personal Assistant (IPA) robot

Sweet, quirky, helpful Good Janetôs demonic counterpart

Actress DôArcy Carden



ÁMultiple purposes for the creation and use of 
language-interaction bots that impact design

Business Purpose

User Purpose

Consumer Purpose

Purpose of Conversation

and



Entertainment Voice Portal

Design:

Å Stay on the line, browser

Å Entertainment quality & sounds

Å Main persona: Broadcaster

Å Persona for each category

ñIf youôre done, simply 

hang up.   Otherwise, which 

would you like next?éò

ñWhich would you like next? 

<news earcon> *news* é 

<sports earcon> *sports*é.ò

Business 1 Purpose:

ÅReduce agent time, telephony fees

Customer Service IVR

Business 2 Purpose:

ÅIncrease subscription revenues

Design:

Å Self-service tasks

Å Get to óright agentô

Å Persona: Best agent

Å Encourage hang up



Intelligent Assistant

Design:

Å Multi-modal smart phone or voice device, Intelligent Assistant

Å Downloadable alarm clocks and other apps, news and entertainment

Å IA persistently available, sends commands to apps

ÅRoom for Improvement: Better interface with apps

ñOké, set my alarm to 

6:15 AMò ñWhatôs in the news 

today?ò

User 2 Purpose:

Å Keep informed on the go

Å Daily news briefs, fav sources

User 1 Purpose:

Å Make life easier

Å Change alarm time hands-free



Contest for Conversational AI: ñéuniversity teamsébuilding a 

socialbot that can converse coherently and engagingly with 

humans on popular topics for 20 minutes.ò



Purpose of Conversation:

ÁPractical: naming, actions, requests, commands

ÁSocial connection

ÁSharing information

ÁNegotiation and trade, collaboration

ÁEntertainment and education

ÁTo Inspire and persuade

ÁMake someone feel good or bad



Interpersonal 

Relationships

Relaxing, fun, bonding

Listening, 

understanding

Exchanging ideas

Commonality and rapport

Getting to know you

Telling stories

Gossip, establishing 

social norms

Resolving social issues

Building community



ÁExample: Hello Barbie doll
ÁBusiness purpose:
ǐGeneral: Increase income, market share

ǐSpecific: Introduce innovative product to established market
ǐ9ƴŎƻǳǊŀƎŜ ǎŀƭŜǎ ǘƘǊƻǳƎƘ ƳŀǊƪŜǘƛƴƎΥ ΨōŜǎǘ ŦǊƛŜƴŘΩ

ÁUser purpose (child):
ǐHave fun, have a friend

ÁConsumer purpose (parent for child):
ǐSafe fun interactive play, games and talk

ǐPractice social conversation

ǐBoost self-esteem, provide companion


