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Clari Chatbot

This project was to enhance TD
chatbot experience.

My role
User experience designer

< TD Clari

January 5, 2021 9:30 a.m.

< TD Clari
@ Hello, I’'m TD Clari!

I’m very good at showing @ Okay. I'm inviting a

%/_ogl_' sptending Pabitsl and live agen'i_to jolitn OU; The tea m
inding transactions. | can conversation. it ma . .
iyt Myself, a visual designer,
you like to do today? .
We v;/ill notify you wlféen the a CO pyW”ter, the
ive agent is rea . . .

e engineering team, design

managers and product

owners.
&) ® 12:32 /

Your live agent joined the chat

Introducing Live Agent
chat with Clari

Now you can message a TD live
agent so you get complex banking
questions answered easily.

B Q

Show my Find a
spending transaction

Chat with Which questions .
live agent can | ask? Company. TD Bank
/ N @ Hi John, my name is
~ A Daniel. How can |
- _ /7 i S help you regarding
— ) _ - _ ’
) Ask me something G gggrrxgggage pre ) _ —
\ /
\ /
Ask me something N /7
-—
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Work in progress
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The problem

Why business wanted to solve it?
Low engagement & low retention was a
problem.

Some questions that generate high call
volume could be addressed by the chatbot.

Reducing call center costs would bring
business benefits.
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Opportunity

How might we help our customers learn they can have
common questions answered in TD app?

The approach
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N\ Y 4
- - Awareness tactics $ Improve the
conversational model
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Live agent chat




Contextual insights

Contact Us
Preventing phone calls

When searching transactions on
account activity

®

Ask TD Clari

How to | replace my card in TD app? How

®

We noticed you spent $67.00 at

Starbucks in the last 30 days.

Ask TD Clari about your
spending

MISPLACED YOUR CREDIT CARD?

% Lock Card

=1 Change Pin

WANT TO GET IN TOUCH WITH US?

Book an Appointment
7}, Find a Mortgage Specialist

Give Feedback

NEED MORE HELP?
() Chat With a Live Agent

./ Call Us

® ) ®

Version 8.26.1

00 :
Awareness tactics

What's new

Improve visual design to
promote engaging
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I Introducing Live Agent
/ chat with Clari
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/ Now you can message a TD live
I agent so you get complex bz.anking
. questions answered easily.
\
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e New onboarding

After

Before

TD Clari

TD Clari

January 5, 2021 9:30 a.m.

TD Clari

January 5, 2021 9:30 a.m. January 5, 2021 9:30 a.m.

Hello, I'm TD Clari!

é) Hello, I'm TD Clari! Hello, I’'m TD Clari! ,

/ I’m very good at showing

7 your spending habits and
What can | help you What can | help you o .

with today? with today? / finding transactions. | can

/ also answer questions and
d call a live agent, what do
‘ you like to do today?

Renew my GIC I'

) A Q

Not sure what you

mean. Please ask a I
different way. I Show my Find a
“ spending transaction

\ & @

\ Chat with Which questions
\ live agent can | ask?
‘ ——_————

Show my balance ( Howdol

Ask me something G Ask me something
{ Ask me something 0

Intro ends with an open question A .
’ Customers are led to select within
g the areas the chat bot can support



Excellent. Is there
anything else you
need help with?

6 Have a great day!

Your live agent left the chat

=)

< TD Clari < TD Clari
TD Clari TD Clari

12:30 PM 12:30 PM Excell_ent. Is there
G,'D Okay. I’'m inviting a anything else you

i He o live agent to join our need help with?
| need guidance on Chat with a live agent conversation. It may
my mortgage pre- .

take a moment.

approval process
o O— > No, thanks
Okay. I’'m inviting a

L 2 X

Live agent integration

l(i:\(/)en\?g;gﬁfig)njolitnrr?:; We will notify you when the
. o - li ti
é) Hi John. This is a take a moment. 've agent is ready Have a great day!

complex question.
Perhaps a human can
help you there. Would

you like to chat with a Your live agent left the chat

We will notify you when the

live agent? live agent is ready
Clari escalates
conversations to 1930
a live agent Your live agent joined the chat
when questions 12:45
are too Clari joined the chat
Complicated, to @ Hi John, my name is
Daniel. How can |
reduce errors help you regarding _
@ Hello again! I’'m here

. : : your mortgage pre-
(Yes, chat with a live agent) ( No, thank (Cancel live agent Chat) approval? to help.
Ask me something 0 Ask me something 0 ) .
Ask me something Ask me something

X

Hi Jane, my name is Daniel.
How can | help you regarding
your mortgage pre-approval?
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Live agent integration

< TD Clari

JAN 5, 9:30 a.m.

@ Hello, I'm TD Clari!

Ask me something

Click through - wireframes
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Enhancing dialogs

Dynamic answers Promote action Keep context
Clari refines customer's intent when Clari wants the conversation to But customers could change the
the questions are not clear, reducing continue. topic of the QOHVGFSGTIOH
errors. anytime.

Make a transfer
How to do a transfer
How to do a transfer

Okay, what kind of transfer Okay, what kind of transfer

Okay, what kind of
transfer are you
thinking about?

are you thinking about? are you thinking about?

To my accounts What are the transfer fees?

Got it. | have an article that
can help you with transfers

Here is what | know about
between accounts

fees.

Content

Content

Transfer now

Do you want me to do a
transfer for you? Just ask
me.

Yes, do a transfer What are the transfer fees?
-~ 0 -
-~
~
~

~
~
~

Do you still want to do a
transfer?

Yes, do a transfer

Never mind




Wireframing 2 ways

User selects a

[
Okay! What kind of transfer yol S feature that

would like to know about? SENDMONEY  TRANSFER 'wmsl_.mm( L requires Iogin, [ :ﬁiﬂ';m o
e.g. PayBill
\ J > Back to
Pay U.S. Bills
B e dashboard
‘Accounts Accounts
\ v m Manage Payees un
Add, edit or delete a Ganadian or U.S. Payee. > -
4 N Send money to myself at another bank ikl
Transfer between my accounts Send money to someone else | Transfers
\ / Scheduled Payments Transfers
L Ok, got
TD Clari just got smarter it g Bills (VT D Bils
’ N B . Launch
Send money to a TD account or TDapp ~ Asking questions about spending, banking " Scheduie  payment
What type of account do you Here is a way to do it o self service is simpler with Clari. Try My Insights . My Insights
like to transfer from? to another bank? asking “How much did | spend on Travel  nsig!
last month?,“Did | get any deposits this
C ) h - N J week?”, “How do | report a stollen card?”
AN Spending Spending
l l € Youre on track to save money this
month. You spent $200 below typical 0
Answer é) sofar
TD bank account TD investment account TD bank account To another bank Ok, got i
L y, Select Clari
I'know a lot about your spending from any
‘ habits and your banking. Let's ‘A entry point
E . review where you spent the most 0|
p . - \ p N There are two ways to send [ Send Money J e ment
money to another bank. Which . Groceries: $566.60
| have some information that | have some information that I have some information that you do you prefer?
can help you. can help you. can help you.
\ A J View spending [
2400 Dundas St W.
Online transfer Wire transfer Mississauga ON L5K2R8 @ . 2400 Dundas St W. @
Mississauga ON L5K2R8
Answer Answer Answer ° Bonam-eomemezm o « st scpn zan
( ) ( How can we help?
. : How can we help?
[ Transfer J All right. | have some Sounds good, here is a way to g
information that can help you. doit. ® Q @
P . Branch o20m ContactUs o e Branch 220m Contact Us TD Clari
Answer Answer
N ) N ) Read the full
p . 6 il 9 11 v Terms of
[ Send Money J Visa Direct link? Use
L ) 9:41AM e -

TD Clari
Terms of Use

TD Clari

TD Clari

TD Clari

July 12 2018, 10:34 am

July 12 2018, 10:34 am July 12 2018, 10:34 am

Hithere, I'm Clarl. TD Canada Trust

This is happening

Hithere, I'm Clari.

.
‘While I'm getting ready for our T comPanlan AppAPrIvacv
The Terms of Use set out important ules @ chat, you can get to know me a Terms / TD Companion App
Want to know your cee & It bettr by checking out Terms and Conditions
- o -
Spend|ng hablts : while collecting and using your data, that the Itis important that you read and agree to the TD
. conversations you have with TD Ciari il be Comparion App Prvacy Torms and he T
You can ask TD Clar questions like “What are rocorded and that you shoukin't use the o Gamparnion App Terms and Condions which follow
\ my last 10 transactions?”, “What are my Tocponass you receive for record keeping or sk mo about your 2 eyl aplyeach o o TO Vi Spond
spending categories?”, “How much did | o purposes as they are not an offical me about yo o Cla,  chatot,(gothr o TD Companion
H H - Iy ‘spend on dining out last month?” statement of account. Also, remember that Accept spending hal e e
SI I I I e u eS IO n e u Se P4 N\ you shouldn't shars personal nformation oep What are my last 10 transactions? have read and agroed tothe T Companion App.
. \ . such s pasowords, divers censoumber N A Py s a0 Gomanon o s
or SIN. It's important that you understand > and Conditons.
V4 the Terms of Use before you agree and use .
Kasisto engine. We feed \ - y—— e
. banking: D Gomparion App wil colect and se your
N\ v 4 Read the full Terms of Use Show my creait it informaion as olows:
Skip Did I get any deposits this week? + The TD Companion App wilfn to your

existing TO customer profile and will collect

. P
and customize the ~ e e
/ Accept of your eligible personal TD Canadian dollar

‘ Looking for help? savings, chequing and credit card accounts

et eIy ey e
at e 8
p a IOrI I l- \ Dedline U

transaction data so it can provide you with
N\ ((wnatam 1 spenang on? ) (" comactus )
What am I spending on? Gon
. pendngon? )\ J

) o L .
\ Find Locations ) (* Find a morgage specialist ) ( Wnat Clari can do? ) <’
-~ Ask me something n S

N
((wnat am 1 spending on? ContactUs )

Whatam | spendngon? )~ ( Contactus ) How do | find my transit number?

How do I get a direct deposit form?

Dialog wireframe » Product wireframe




6. Typing & Sending a message

Wireframe document

Authenticated Messaging

Hithere, 'm TD Clari,

¥'ma chat bot, that means that

ToDAY, 10:38 ¥mnot really human. | can
check your account balances,
track your spending, and get

¥ there, ' TD Clari. help with the TD app.

I'ma chat bot, that means that

@ I'm hera to help you with almost
'mnot really human. | can

everything TD. And we can
always rely 00 the help of a e

check your account balances, ‘agent if I'm unable to arswer
track your spending, and get > ‘question directly. Our live agents.
help with the TO spp. are avaisble

9am to Bom.

¥'m here to help you with akmost
evarything TD. And we can |

agents are available from Mon~
Fri from Gam to Bpm.

QWERTYU I OP

J L asiDFIGHJIKIL

Help ) Contact Us

Ask me something

e z x/cvenNwmE

é m il _

@ é

iPhone keypad

Notes

1. Clari introduces the hability to access a live agent.

2. The background and visual indicators to create context on chatting with Clari are detailed on VD package.
3. Help opens the help screen.

4. Indication of read/received message. Applies to bot and agent.

TODAY, 10:34

Hi there, I'm T Clarl,

I'm  chat bot, that means that
I'm nat really human. | can
check your account balances,
track your spending, and get
help with the TD app.

Tm here to help you with almast
everything TD. And we can
‘atways redy on the help of a lve
agent if fm unable to answer
your question directly. Our five
‘agents are available from Mon-
Fri from Sam to 8pm.

What's the interest rate on my Cash back
Visa!

ow

ERT YU
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A'S DFGH JKL

ozxcvs~M
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T Clari

I'm a chat bot, that means that
I'm ot really human. | can check
your account balances, track
your spanding, and get help with
the TD app.

Im here to help you with almast
averything TD. And we can always
rely on the help of a live agent if m
unable to answer your question
diractly. Our live agents are
available from Mon-Fri from 9am to
om,

What's the interest rate on my Cash
back Visa?

Example with Android keypad

Message is sent

TO Clari
theTDap.
I'm here to help you with almost
everything TD. And we can atways \

rely on the help of & Ive agent If I'm |
unable to answer your question |

directly. Our e agents are | J "
avallable from Mon-Fri from 9am to \ /

pem. \ /
Wihat's the intorest rate on my Cash ~
back Viea? /
v S~ _~
D eee u

OQOWERTVYU I OP
A'SDFGHUJKL

e z x/cvienNwmiE

n il -

@ é

The customer can only type one
message to Clari at a time. Clari
must respond before sending
another message.

There is no limitation on the
number of messages the
customer can send to a live agent
before getting a response.

Message is read

< TD Clari
the TD app.
¥m here to help you with almost
everything TD. And we can always
ray an the help of a live agent i I'm
unable to answer your question ‘

diractly. Our Iva agents are
avallable from Mon-Fri from 9am to \

8pm. \
What's the interest rate on my Cash ~
back Visa? ~
-
@ ~
B oo A

OWERTI YU I OP
A'SDFGHJKIL
QZXCVBNM
- - .
@ a4

TD Clari

' ‘ This chat may be recorded for
quality purposes

Hello Allan, I'm Leonard. Haw
can | help you today?

Hi, | have some questions about ry
credit card.

 Read

The first one is that | don't understand
why the dus dates shift each month

+/ Read

QWERTVYU I OP
A'S D FIGIHIJIKIL
e z x/cvienNwmE
@ 4
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Hi Jane, my name is Daniel.
How can | help you regarding
your mortgage pre-approval?

< TD Clari

@ Okay. I'm inviting a

live agent to join our
conversation. It may
take a moment.

We will notify you when the
live agent is ready

G

12:32
Your live agent joined the chat

@ Hi John, my name is
Daniel. How can |

help you regarding
your mortgage pre-
approval?

Ask me something

< TD Clari

January 5, 2021 9:30 a.m.

@ Hello, I'm TD Clari!

I’'m very good at showing
your spending habits and
finding transactions. | can
also answer questions and

call a live agent, what do
you like to do today?

B Q

Show my Find a
spending transaction

& @

Chat with Which questions
live agent can | ask?

Ask me something 0

@

Introducing Live Agent
chat with Clari

Now you can message a TD live
agent so you get complex banking
questions answered easily.

Clari A
What success looks like

9,

s
4.'

Next steps: track analytics and listen to our
customers as we release each module.

€ Increased customer satisfaction

<& Metrics indicate high call volume questions
are being answered by the bot and agent

< Increased adoption of the feature (new
users) and continue use over time
(retention)
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Thank you!
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Aline Alves

+1 647 224 3515

linkedin.com/in/alinealves
alinerosaalves@gmail.com

Toronto, Canada



