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Oracle Digital Assistant 
The Complete Training
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Planning for Your Digital Assistant Implementation
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Safe Harbor Statement
The following is intended to outline our general product direction. It is intended for 
information purposes only, and may not be incorporated into any contract. It is not a 
commitment to deliver any material, code, or functionality, and should not be relied upon 
in making purchasing decisions. The development, release, and timing of any features or 
functionality described for Oracle’s products remains at the sole discretion of Oracle.
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The digital assistant project team
• Perhaps one of the most consequential decisions – “who will work this?”
• Successful new core teams:
– Have a few, empowered, cross-functional, customer-focused team members
– Embrace and celebrate a “try, succeed (or fail), learn, adapt, move-on” mindset
– Are given freedom to experiment and are eager to show results.

• Should be engaged for the duration (at least one cycle)
• For most, it’s the first time working on a chatbot
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Key attributes of successful teams

• Accountable for project objectives (scope, 
time, cost, quality)
• Can get decisions made

• Not expert in all areas, but knowledgeable in 
most
• Share and embrace the vision

• Are interested in outcomes

• Must be present to win!
• Are able to “fail forward”

• Project manager

• Conversational designer 

• Technology lead (integration)

• UX lead (tone, personality, UI)

• Business SME

Who                   x What                        x
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Analyzing and selecting use cases – subjective assessment
• Why a conversational digital assistant? 
–What benefits and are there alternatives that will be perceived as equal (or better)?

• What’s the overall project motivation? 
– Learn via pilot? 
– Reduce contacts and/or improve self-service? 
– Brand awareness, marketing?

• How and why will users be motivated to engage with it? 
– Simply putting an icon on a webpage is not enough

• How are you defining the chatbot’s domain of coverage? 
– Does the end-user experience match business architecture?
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Analyzing and selecting use cases – objective assessment
• What does the “question distribution curve” look like? 
– Preferable is few, high frequency questions w/long-tail of relatively infrequent 

questions

• What system integration is required?
– Is it available? Is it feasible? How long will it take to develop?

• What channel will be used? 
–What is the level of effort to integrate with a given channel?
– Note that different channels require different conversational design strategies

• What is potential ROI?
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Defining a measurement plan for your chatbot
• What does success look like?
– Reduced contacts?
– Lowered TTR?
– Increased satisfaction?
– Process optimization?

• How will you measure it?
– Chatbot analytics?
– External system tracking? (E.g., Service tickets?)

• How will you compare it to status quo?
– Vs. Human metrics or CSAT?
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Setting stakeholder expectations
• A chatbot alone will not fix underlying service/resource issues
• Chatbots make mistakes
–More early on
– Given a monitoring & tuning plan, the chatbot will NEVER make the same mistake 

twice. 

• Like a human agent, a chatbot has a learning curve
– Humans must be available to “teach” the chatbot
– First 30 – 90 days should assume minimal progress against success factors
• Performance will improve over time
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Don’t always blame the chatbot.  
Failures surfaced in the chatbot

might be failures in process or the 
same failures a human would make
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Escalation happens

• Even the best chatbots “get off 
track”
• Make it easy to “escalate” when 

user is confused/frustrated
• “the 1st day is the worst day”
• As your bot matures, you may 

“restrict” escalations
– Let the data tell you how and when

Escalation options

• Live chat
• Offer a call or callback
• Email
• Redirect to other applications, 

support websites, knowledge 
repositories, FAQ’s, etc.

It’s not “failing over”, it’s “telling you what to do next”



Copyright © 2018, Oracle and/or its affiliates. All rights reserved.  18

When a chatbot hands off to a 
human it’s not failure, it’s an 

opportunity to learn. 
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How do you know if you’ve got it right?

“I can’t define a ‘good bot’, but I know one when I see it…”

“How will we know when we’re done?”
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A ODA Report Card
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