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According to data collected
by Spoke, 49% of all HR
requests are repetitive and
almost 15% have been
asked before word for
word.
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OVERVIEW
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Goals and objectives

Business Challenge
Employees expect to get what they need, whenever they need it. But they don’t always
have the patience to navigate portals and they struggle to find what they need in
knowledge bases, requiring them to request assistance from a live agent.
In the end its not a good experience for anyone because your live agents are
continually overloaded, answering repetitive and routine requests. And employees are
frustrated because they must wait for a response to their service request.

Goals & Objectives
•

Help employees get answers to common HR and IT questions.

•

Provide a seamless, digital, self-service journey.

•

Reduce new cases and phone calls into employee care.

•

Develop and implement solutions that elevate the employee experience.

Approach
•

Research employees current experience with the Virtual Agent.

•

Examine opportunities to elevate the employee experience.

•

Design and prototype a conversational experience.

MY ROLE
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Sponsors and stakeholders

MY ROLE
I was asked to assess the
current state of the virtual
agent for HR service delivery
and identify opportunities to
drive higher levels of
operational efficiency while
simultaneously improving
employee satisfaction.

UX Design
UX Research

Virtual Agent
Dev Partner

VP, Experience Design
Senior Manager

Senior Lead
Product Design

Senior Design
Research Specialist

Lead Execution
Consultants

Experience
Design Director

Senior Project
Manager

RESEARCH METHODOLOGY
Uncovering user needs

Empathic interviews
• 45-minute, open ended questions.
• Captured what employees thought, felt said and did.
• Interview in pairs (interviewer and observer).

Primary Audience (U.S.)
• Individual contributors
• Managers

How were employees selected
• UX teams research recruiting list.
• Prior experience with the IT/ HR virtual agent.

Concept Testing
• Fast, actionable insights about potential ideas.
• Identify most promising concepts.
• Shed light on conversation design.
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USER PERSONAS
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Understanding our target audience

Emily Hart
Business Communications Specialist

“I’m looking to get the information I need
quickly and efficiently, without the need to
get on the phone with the help desk.”
About Emily
Emily started working on a new project and needs
to install a collaboration app but can’t see where to
request it. She’s looked all over the IT help site but
still hasn’t found what she’s looking for.

Goals
•

Professional
Segment: Corporate communications
Job Title: Communication Specialist
Role: Individual contributor
Tenure: 3 years

Personal

•

Find the information she needs to complete
her task quickly and efficiently.
Complete her task without the need to create
an IT ticket or get on the phone with support.

Family Status: Married, 1 child

Location
Work: San Francisco, CA

•

Prefers to interact digitally, rather than on a phone
call.

•

New project and anxious to not get behind.

•

Emily needs assistance walking her through the
software installation process.

•

Does not have time to sit on hold with the IT help
desk and prefers the flexibility of a Virtual Agent
because she can work while resolving her issue.

Frustrations
•

After extensive research, Emily is still unable
to find what she was looking for through
intranet searches and knowledge articles.

•

Long wait time for calls to the IT help desk.

•

The Virtual Agent does not feel very personal
or understanding.

•

Communication with a Virtual Agent can be
slow.

Technology Proficiency
Email/ Messaging Apps
78%

Mobile Apps

Age: 34
Life Stage: Millennial

Behavioral Considerations

55%

Social Apps
65%

JOURNEY MAPPING

08

Diagram the problem

METHODOLOGY
A journey map is a visualization of the process that a person goes through in order to accomplish a
goal. Most journey maps follow a similar format.

1

Persona – the person who experiences the journey.
One point of view per map to get a strong narrative.
The persona is who the journey map is about.

2

Scenario and goals– the scenario describes the
situation the journey map addresses and is
associated with the personas goal or need and
specific expectations.

3

Journey phases – these are the high-level stages in
the personas journey. They provide organization for
the other information in the journey map (actions,
thoughts, emotions).

4

Touchpoints – a touchpoint is a channel-specific
interaction the persona has during their journey
(email, website, IM/chat, call center, word of mouth,
etc.).

5

6

PERSONA

2

GOALS

1

3

PHASE

TOUCHPOINTS

PHASE

4

5
ACTIONS/ MINDSET/ EMOTIONS

Actions, mindsets and emotions – these are the
behaviors, thoughts and feelings the persona has
throughout the journey and are mapped to the
different stages of the journey.
Insights– opportunities, rather than solutions,
speak to how the user experience can be optimized
and help the team draw knowledge from the map.

SCENARIO

INSIGHTS

6

PHASE

PHASE

JOURNEY MAPPING
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Diagram the Virtual Agent experience

“I need to install software that enables me to collaborate in team discussions, post design briefs and
submit status updates to my clients.”

Research Information

SEARCH ONLINE

WoM

Go online

FIND INFO

Launch Virtual Agent

READ ARTICLES

Search articles

START CHAT

Read articles

Start chat

Resolve IT Inquiry

WAIT FOR AGENT

Ask questions

ASK QUESTIONS

Switch to live agent

Ask questions

RESOLVE ISSUE

Get info

Install software

SENTIMENT

TOUCHPOINTS

PROCESSS

Emily
Segment: Corporate communications
Job title: Communication specialist
Tenure: 3 years
Life stage: Millennial
Location: San Francisco, CA

INSIGHTS

FEEL

THINK

GOALS

VERY GOOD

GOOD

FAIR

POOR

VERY POOR

Quickly find the information explaining how to request,
download and install the app I need.

Unable to find the info I need, start a Virtual Agent session to
see if the Virtual Agent can point me in the right direction,
without the need to wait on hold or open a help desk ticket.

Get a live help desk agent to walk me through the process of
downloading and installing the app, so that I am able to
contribute to the team discussions.

Where do I go to find the right knowledge articles and FAQs on
installing the collaboration software I need for my specific
situation?

Where do I go to start a chat session with the help desk and
how long will this take? Will I get the correct information I
need, or will I have to open an IT ticket?

How long will this take? Will I need to create a support ticket,
or can I get this resolved without further delay?

I didn’t find all the information I needed, and some of the
information seemed out of date. Felt like a time waster.

The Virtual Agent offered a menu of options, but I had to
switch and wait for a live agent to answer my questions.
This was frustrating.

The live agent answered my questions and walked me
through the process of installing the collaboration app. This
was a relief, but it took a lot of time.

I want one central online hub with up-to-date information on
how to submit a request for software.

I want to be able to multi-task and resolve questions while
also working.

I want to receive a notification that an agent is available and
feel confident that I’m getting the support I need.

OVERALL FINDINGS
Uncovering user needs

In general, participants reacted positively to their virtual
agent experience. Common words used to describe their
experiences were, “better than sitting on hold,” “helpful,”
“easy,” and “simple.”
Self Service
• Most participants searched the intranet and IT/HR
portal for the information they needed before starting a
chat session.
• Some participants noted that using chat to check the
status of an open ticket wasn’t effective because they
already received notifications from support with
updates.
HR Virtual Agent
• Participants conveyed that transfer to a live agent was
straightforward.
• Participants expressed interest in receiving
notifications when an agent was available.
• Wait times for a live agent were long.
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PRODUCT CONCEPT TESTING
Testing for insights

Introduction
The Virtual Agent enables new and potentially more convenient and
personal ways to access content and services. Following the
completion of empathic interviews, we were ready to probe deeper
into employee preferences for different Virtual Agent design
concepts. I did this with my UX research and design team during
our weekly jam session.

Methodology
I asked test participants for their thoughts on a concept or idea. By
asking what they think about a concept, I’m reducing the risk of
releasing a product that falls flat of employee expectations.

Goals & Objectives
•
•
•
•

Get User Interface (UI) feedback.
Identify ideas I might implement in the future.
Learn what makes the concept valuable in terms of pain points
users share.
Learn which version of the concept provides more immediate
value to users.
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PRODUCT CONCEPT TESTING
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Testing for insights

Concept testing
• Assess users' reaction to placing the Virtual Agent UI on Product, Help and Intranet pages.
Testing feedback
• The feedback I was looking for is whether users associate the location of the chatbot icon with purpose. For example, placing the
chatbot icon on the intranet homepage flyout menu (right rail) could suggest general support. Whereas placing the chatbot UI on the
My IT tile may help clarify that the Virtual Agent is for IT related questions.
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PRODUCT CONCEPT TESTING
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Testing for insights

Concept testing
• Assess user reaction to having the ability to move and re-size the Virtual Agent window.
Testing feedback
• The feedback I was looking for is whether users value the ability to move and re-size the chat window. How does the idea of re-sizing
the chat window resonate with users with dual monitors, or that have more limited sight?
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PRODUCT CONCEPT TESTING
Testing for insights

Concept testing
• Assess the user’s reaction to a
menu-based design (picking from
a fixed menu) compared to the
ability to type a message (e.g.,
natural language processing).
Testing feedback
• The feedback I was looking for is
whether users prefer to select
from a menu, type their query, or
use both menus and free-form
text.
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PRODUCT CONCEPT TESTING
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Testing for insights

Concept testing
• Assess the user’s reaction to a
cognitive search capability and
whether that would give them a
better self-service experience.
Testing feedback
• Do users feel that cognitive
search has the potential to
greatly improve how they
discover and access information
relevant and necessary to their
self-service needs.

SharePoint Online
Related Requests
Your mobile intelligent Intranet
Share and manage content, knowledge, and
applications to empower teamwork, quickly
find information, and seamlessly collaborate
across the organization.

Collaboration Software
SharePoint empowers teamwork with dynamic
and productive team sites for every project
team, department, and division. Share files, data,
news, and resources.

Learn more

<

>

Related Articles

PRODUCT CONCEPT TESTING
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Testing for insights

Concept testing
• How effective would product onboarding be in giving users greater
understanding of what the Virtual Agent can do and confidence in the
information the Virtual Agent provided?
Testing feedback
• Is in app guidance on how to maximize the Virtual Agent experience
helpful to users less familiar with Virtual Agents. How could product
onboarding help to address the needs or concerns raised during emphatic
interviews?
Welcome

Introducing the IT Virtual Agent

Answers from Experts

I’m a Virtual Agent. You can ask me a question
or browse the topics. How can I help you today?

The IT Virtual Agent is your virtual guide, here to
help you day and night.

I work closely with the LOB, legal, and IT experts
to provide you with the best responses.

Topics

<

Popular

Take a Tour

>

<

>

<

>

VIRTUAL AGENT
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Conversation Design

Conversation Design
Employee:
I recently got married and need to change my dependent status for
payroll.
Virtual Agent:
Ok, you want to update your W4. Do you need an article on that?

•
•
•

Acknowledgement
Confirmation
Prompt

Virtual Agent:
Ok, I’m going to help you find the right article on updating your W4. Does
that sound good?

•
•
•
•

Acknowledgement
Confirmation
Prompt
Anticipatory enthusiasm

Virtual Agent:
Ok, to help you find the right article, I’m going to ask you 3 simple
questions. Does that sound good?

•
•
•
•
•

Acknowledgement
Confirmation
Prompt
Anticipatory enthusiasm
Expectation management

•
•
•
•
•
•

Acknowledgement
Confirmation
Prompt
Anticipatory enthusiasm
Expectation management
Social proof

Virtual Agent:
Ok, to help you to find the right article, I’m going to ask you 3 simple
questions. For most people this only takes a minute. Does that sound
good?

VIRTUAL AGENT
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Conversation Design

Choice Architecture
Applying Choice Architecture

Applying Personality

Employee:
I recently got married and need to change my dependent status for
payroll.

Employee:
I recently got married and need to change my dependent status for
payroll.

Virtual Agent:
Ok, to help you to find the right article, I’m going to ask you 3 simple
questions. For most people this only takes a minute. Does that sound
good?

Virtual Agent:
Ok, to help you to find the right article, I’m going to ask you 3 simple
questions. For most people this only takes a minute. Ready, set, go!

Yes

No

Tell me more

Goes to the same answer

Let’s do this!

Nah

Sill Thinking?

Goes to the same answer

VIRTUAL AGENT
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Conversation Design

I need intent,
context and
variables

Natural language
understanding

Conversation
Design

Natural language
creation

I need empathy,
helpfulness and
encouragement

VIRTUAL AGENT
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Conversation Design

Optimizing the conversation one journey at a time

Dialog
rewrite

Select
use case

User
needs

Sample
dialog

Design flow
diagram

Wizard of Oz
test

VIRTUAL AGENT
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Conversation Design Canvas

Conversation Design Canvas
Persona’s Needs/ Goals

Chatbots Needs

Where is the user?

What do they want to achieve?

What can it do, or can’t it do?

Are they in a rush?

What motivates them?

Is there already info that it has?

Are they using a mobile device?

What do they want to know?

What questions does it need
to ask?

Who are they with?

What do they expect?

What must it tell…I’m a
virtual assistant.

Persona’s Physical Context

How do they feel?

What behavior do I want to
promote?

KEY TAKE AWAYS
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Tips and best practices

Tips and best practices
• Keep sentiment and context in mind. Knowing why the
user is using the chat feature is important.
• Understand your user persona and what their goals,
and needs are.
• Have a plan to fail. Recovering is essential. Hand off
to a live agent if needed.
• Place Virtual Agent links on easy to find Help, Product
and Support pages.
• Provide prompt, clear and detailed Virtual Agent
responses. Keep writing simple.

• During chat people are generally pleased to see when
a Virtual Agent/agent is typing. It helps them to wait
more patiently.
• Expect interruptions. Use text/ SMS messaging to reengage users.
• Avoid system generated messages, jargon, and
legalese.
• Provide multiple choice options, even for a natural
language Virtual Agent.
• Chats should avoid empty or duplicate questions.
Questions and statements should always be final.

• Use media to explain hard things.
• Do not hide chat under vague labels such as, Ask a
question.

• Allow people to upload supplemental material and
save their chat logs for further reference.

PROTOTYPE
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NLU Conversation

Demonstration
Text based chat

Conversational responses

Checked time off accrued

Proactive assistance

Access back-end data services

Get employee information

Complete a task

Employee confirmation

ABOUT ME
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What I’m all about

ABOUT ME
What I’m all about

Hi, I’m Chris Davis
Through design, I have always tried to have a positive influence
on the user experience and success of a website or mobile app.
Over the years I've created new ways to understand behavior
and new methods for designing change solutions. For example,
I was the lead on Cigna’s business gamification program for 2
years which resulted in a 40% increase in collaboration and
engagement between employees online.
Current Projects
My current projects range from research to innovation, teaching
to mentoring -- a fun mix.
At Wells Fargo I’m a Lead Product Designer on the NEXT HR UX
Research and Design Team. It’s an interdisciplinary team of
researchers, accessibility specialists, project managers and
designers. About 10 people are involved in our projects at any
given time.

Our team’s overall mission is this: Educate business leaders
and product owners how UX research and design works so
that together we can create solutions that effectively
increase engagement, employee satisfaction, and promote
human flourishing.
Currently, I’m working on the following projects:
•

Enterprise portals: Designing intuitive and responsive
web-based solutions for integrating content, people, and
data inside the company.

•

Intelligent Agents: Exploring the automation of
conversational experiences between people and
computers for IT service management and HR service
delivery.

•

Persona Workshops: Helping teams incorporate human
centered design practices into their work.

•

Design Critiques: Helping to create a common
foundation by bringing together different perspectives.
Giving participants a better feel for the design process
and a shared vocabulary.
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