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¢ Quiénes somos?

Una agencia de servicios de diseno y gestion de
propiedades y experiencia digital con foco en
disefio, negocio e ingenieria.

Julian Trujillo
Gerente General Xp

Negocios (Administracion,

Hacemos parte del Grupo Constellation Software mercadeo y MBA)

Inc., con sede en Canada es uno de los grupos DIECEHE (MENEnEon
. , creativa, antropologia)
de software mas grandes del mundo con mas de

Ingenieria (master inves
1.000 empresas de software. e el
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Diseno de |la experiencia digital
Componentes

DEFINICION DE LA FORMA DEFINICION DE LA FUNCION
“L O SENSIBLE” “L O RACIONAL”
. . o . . Disefio de la oferta: funciones,
DI Cl oumee agnostnczz::l (09, 4 Funcionalidad transacciones y servicios
o . . - \ '/ Estrategia y disefio de
Disefio de la interaccion en canal digital [ ){ Contenido contenido (temas, estilo, tono)
\ '/ Disefio de agrupaciones, niveles,
Disefio de interfaces graficas y nombres, copias y navegacion,
conversacionales U I

Information microcopies

Architecture
° o/
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Evolucion de las interfaces de usuario

Teclado Touch Voz . Men’ge
Mouse Gestos Ojos Singularidad?
Piel
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Las interfaces

conversacionales
(CUI)

Son interfaces que permiten a los
dispositivos de computo interactuar
con las personas mediante voz o texto
directo, imitando la comunicacion
humana en la vida real.

Tipos

Chatbots (texto y voz)
Asistentes Personales
Interfaces vocales (VUI)

Agentes Conversacionales
Encarnados
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Penetracion
aplicaciones de
mensajeria en el
mundo

95% usa WhatsApp
en Latinoamérica

Uso generalizado de las
aplicaciones de
mensajeria
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Uso de los chatbots

Projected Chatbot Growth, 2017-2021
vs Actual Website Growth, 1996-2001

29,254,370

O Growth of chatbots, projected, 2017-2022
©O Growth of websites, actual, 1996-2001

24,300,000

17,087,182

8,100,000
3,177,453
2410,067

1,117,255 qﬁﬂmk

2,700,000

257,601

900,000
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Clasificacion Chatbots
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Task Based - Topic Based

Speech — Text — Image

Open domain — Closed Domain

Selling — Transaction — Service

Public Platform (WA, RRSS) — Private Platform
(Live Chat)

User Initiative — System Initiative

Menus/Buttons/CloseQ — NLP




Ventajas de los chatbots

What goals do business owners hope
to achieve with chatbots?

What do customers expect from chatbots?

Getting help 24/7

Receiving a fast reply
Being able to reach a
human agent if I want to
Using messages for asking

questions in a natural way
instead of using searching bar

No need to talk with anyone

Receiving personalized
messages

Faster replies
to message

Offer customer support
round the clock

Automatic replies to
repetitive questions

Marketing and lead
generation

Reduce the number of
customer service emails

Reduce checkout dropoff
with discounts

@ 1o
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Tasa de solucion

Figure 1. Resolution Rates by Service Issue Type for Chatbot Users

Return/Cancellation |, 55
Order/Purchase |, 52
Account Information || NG 439
Payment/Transaction | R 40
Feedback [N 35
Troubleshooting - EEA
Account Changes . 27
check Status | N 26
complaint | NG 25
Registration/Activation || GGG 24
Information on Product/Service [T 19%
Change in Product/Service R 1
Billing Dispute || GG 172

0%

Source: Gartner (June 2023)
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Preferencia de canal

If you knew that your customer service issue would be resolved regardless of contact channel, which would be your
preferred contact method?

Phone I 0%

Webchat [ NG 15%

ESEEa i at i In Person (face-to-face) [ 8%

Video (eg Zoom, Skype etc.) [l 4% 57% customers prefer to
interact through real
time human assisted
channels

Email Customer preference for

Messaging system* Human Assisted
channels is 9x the
preference for SSTs

Assisted Deferred
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Self-service Technology Self-service technology

Global Benchmarking 2022
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Experiencia del cliente

If a company had a self-service technology solution that could easily ! Did you attempt to find the answer to your question yourself online
and effectively resolve a future issue, how would you feel about that before contacting the organization?
company guiding you to that solution?

I'd rather just
choose a solution
on my own

I'd like to know about

it, but prefer to have {@}
more options As long as my

=~ problem is resolved,

then great

Yes, on their Yes on their Yes on another
website app website

83% of customers who contacted customer service have attempted to
resolve the issue themselves online, through self-service channels -
with ‘organization’s website’ being the most accessed channel. Few

customers turn to a third-party website (5%)

61% of customers would be willing to consider an SST
solution, if SSTs can resolve their issues

Global Benchmarking 2022
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GUX vs CUX

*  GUKX recorridos predefinidos vs CUX caminos
dificiles de predecir

*  GUX minimizacion de la ambiguedad vs CUX
ambigUedad inherente del lenguaje

*  GUX complejidad para acomodar multiples
funciones vs’'interfaz minimalista

+  GUKX carga cognitiva elevada vs CUX carga
minima, simplicidad

+  GUX mantiene el foco del usuario vs CUX
permite que el usuario se salga del foco

GUX consistente y predecible vs CUX puede
actuar de maneras no esperadas

Bank of America
$789.44

$7,890.59

$7,890.59

OPEN NEW ACCOUNT

$21,435.10

VIEW

VIEW

$19,198.22

Bank of America
Accounts Overview

How is ABCD stock doing today?

= Here's what | found for ABCD.

ABCD

$999,999.99

GO TO SECURITY DETAILS
GO GET MORE QUOTES

Past parformance is no Quaraates of future results

Meerill Lynch, Plerce, Feaner & Smith Incorporated (also
referred 10 33 "MLPFAS” or “Merril™) is a registered
broker-dealer, registered investment adviser, Member SIPC
and a wholly owned subsidiary of ABCOX Inc

Investment products offered through MLPFES and
iInsurance and annulty products offered through MLLA:

« Are Not FDIC insured

« Are Not Bank Guaranteed

« May Lose Value

« Are Not Deposits

* Are Not Insured by Any Federal Government Agency

« Are Not a Condition 10 Any Banking Service or Activity

Type or ask me something

Erica Stock Update




Evolucion de Ila CUI

YOU
ARE
AlexalSiri HERE
Dialogflow
Watson

2020s

1990s

| |
- cariy [ SSLES W waruear [ senERaTivE
G CHATBOTS CHATBOTS LANGUAGE

ChatGPT
Bard

1960s 2010s

Messenger
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Las complejidades del lenguaje

"(

TDM

Context detection
- Sentiment analysis

Sarcasm detection
Topic modeling
Tokenization Key-phrase extraction Summarization
Text similarity
Named-entity

recognition
Text categorization
Lenguage construction
Spelling correction

DI S ENO C ENTRADO E N L O HUMANDO

NLP

Speech Text

Text Speech
X P Text transformation

Intent detection

A
ﬁ

Speech Classification

Lenguage/Acent

Detection




Que son los LLMs
(“ChatGPT”, Bard ..)

« Transformer Architecture: prediccion de
palabras, construccion coherente

* Mecanismo de autoatencion: peso de las
palabras, contexto

* Large scale pretraining : 245 millones de
docs., 175 billones de parametros

» Transferencia de aprendizaje:
complementar preentrenamiento con
nuevos sets de datos

« Interaction recall : hasta unas 4 paginas,
pero no recuerda otras interacciones

« Temperature CapacitY: nivel de
aleatoriedad del resultado
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Ventajas de los LLMs
para CUI

* Reconocimiento Automatico de
Intenciones

 Identificacion del contexto y memoria
operativa

+ Identificacion y Generacion
Automatica de Respuestas

* Identificacién de Espacios y Entidades

* Correccién automatica de errores
(sintaxis, ortografia y semantica).

» Clasificacion automatica de texto
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Limitaciones de los
LLMs para CUI

* No siempre ofrece informacion
factualmente precisa

* No puede resolver requerimientos unicos
de una empresa (sin entrenamiento
adicional)

« La conversacion de salida es dificil de
controlar y estandarizar

+ Se puede salir facilmente del foco o hilo
de la conversacion de interés para la
empresa

* Requiere de ser complementado con
varias capas para adaptarse al entorno
CUI (canal, gestion interaccion, otras
Ais,integracion, contenido
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Requerimientos
transformacion CUI

« Dominio de aplicacion: ecommerce,
transaccion, servicio, RRHH,
medicina...

* Propiedad digital: chat, app, web,
solucion sas, tablero etc.

* Acceso o canal: propias o publicas
« Disefio CUX: CX/UX/UI

 Gestion interaccion: flujos, desvios,
errores, cambios...

* LLMsy otras Ais

» Gestion vy repositorio de contenido
* Integracion con back end

« Backendy Cores




ON THE TNTeRNeT,
NOBoDY K NOWS

YouRe A M e, of course
RoRoT. I'm a Real perSon..

@briansolis @9apin3\/oid



*DESIGN

xperience

JULIAN TRUJILLO

WA: 310- 390 40 34

www.xperiencedesign.co/
www.linkedin.com/company/xperiencedesign-co
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