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Ochoc si svého chatbota

Pavel Trojanek
PPC Camp 2018/01



Motivace pro testovaci labor

320 000 potencidlnich zdkaznik
78 000 ucastnikd online vysilani roéné

Az 20 000 registraci na online vysildni v 1 den

X % zakazniki z webinate

Cil: vyssi pocet navstévnika webinare (+5 %)
Smysl: vyssi pocet objedndvek




Chatbot - proc ho otestovat

o 47 % spotiebitelt je otevienych nakupim pres chatboty (HubSpot)

e otviranost 75-90 %, proklikovost okolo 50 %. (Clipsan) vs.
Email 22 % Open rate a 2,6 Click rate email (Mailchimp)

e Usetfeno az 37 % pripadu pro zakaznickou podporu (Ubisend)
e 200 zemisveta/ 100 000 chatbota/1 000 000 developera (DMR)

e K roku 2020 bude 85 % business konverzaci pres chatboty (Gartner, Bl, 2016)

e > Automatizace » Uspora prace/nakladd » Osobné&jsi komunikace (brand)


https://research.hubspot.com/artificial-intelligence-is-here
https://clipsan.com/blog/trendy-digitalni-marketing-2018/
https://mailchimp.com/resources/research/email-marketing-benchmarks/?_ga=2.181314223.946256941.1516191344-1616534311.1493979331
https://www.ubisend.com/case-studies/masked-financial-services
https://expandedramblings.com/index.php/facebook-messenger-statistics/

Z Dejvic aZ do Vegas. Studenti CVUT s chatbotem  Cesky Uspéch — chatbot Alquist

. . ege o a4 . - r
bojuji o milion dolart zvitézil v semifinale Amazon Alexa
Prize v USA
Digitalni asistentky v soucasnosti umi odpovidat na otazky nebo plnit pokyny. Ale co @122 wmo
kdyby také zvladly s clovékem vést smysluplnou konverzaci? Studentim z prazského = ﬂ =3

CVUT se takovy program podafilo v ramci soutéZe spolegnosti Amazon zdokonalit a
dokonce s nim postoupit do finale.

Komeréni sdéleni

06009

Call friends Conral your
& homa

Play your s Wateh
lavorce i andfarmily e clion e

Pfistroj Amazon Echo s digitalni asistentkou Alexou | foto: Amazon

V USA probéhloroéni klani o nejlepsiho chatbota a éesky tym z EVUT jasné vede.

https://www.individualita.com/2017/10/17/cesky-uspech-chatbot-alquist-zvitezil-v-sem

https://technet.idnes.cz/chatbot-studenti-cvut-amazon-digitalni-asistentka-alexa-pef-/t
ifinale-amazon-alexa-prize-v-usa/

ec_reportaze.aspx?c=A171126_202753_tec_reportaze_pmk



Priklad: Travel
Kiwi.com, KLM

» USetfenych az 7 man-days
denné na customer service (Kiwi)

(Gl nian el

wsaco T 12:00 PM 100% -

& Back Boarding Pass

AMS ¥ SFO

Economy KLM Royal Dutch Airlines 002

Flight B Gate Seat

KLO605 8:50 AM

f .
@ =
sasco T 12:00 PM 100% -
KLM >
( Recent A I',.‘ “

Dear traveller, your flight has
been delayed. We are sorry for
the extra wait! Keep an eye on the
information screens - just in case
your gate number changes.
Should you have any questions,
our staff will be happy to help.

e
KLM
DOFQTK

Sarah Hum

Jeremy Goldberg

Evan Litvak
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Zdroje: https://blog.exponea.com/full-quide-chatbot-use-cases-brands,


https://blog.exponea.com/full-guide-chatbot-use-cases-brands/
https://www.webexpo.cz/misto/prednaska/how-we-failed-with-chatbot-the-success-story/

Priklad: Health Care
HealthTap

Get Personalized Answers Faster Than Ever

... adalsi: Trainer, Lifecoach, Advisor...

HealthTap @

Messenger
v Internet/Software
3:02PM

Hi there, ask a brief health question and our doctors will respond with helpful,
educational answers. Your questions and identity are kept anonymous, confidential,
@a and will not be shared.

How do | get more sleep?

Our doctors have answered similar questions. See if these help you.

3 doctors weighed in:
Will my health get better if i get mo

>

Se

1 doctor weighed in:
How do | get more sleep?

See answer
@ ®

Zdroj: https://adespresso.com/blog/5-inspiring-chatbots-facebook-messenger/



v s Shop Spring
Priklad:E-commerce
. . 17K people like Ih‘is
Spring, Rohlik.cz -
Hey there! What are you looking for today?
Smart, Personalized Recommendations and T E——
Shopping Through Messenger T
We can help with that. What kind of men's items?
Clothing
~ Rohlik Chatbot Test shoes
r ‘:," 12 people like this ° izt
I? Food & Beverage Company Nice, what kind of clothing?
Tops
Bottoms
Swim
Nice, what kind of bottoms?
Pants
Ahoj, jsem Rohlikobot,
ale klidné mi fikejte Kajo.
Abych vam mohl fict, kde
je ted vase objednavka, Zdroj:
potfebuju jeji Eislo. https://adespresso.com/blog/5-inspiring-chatbots-facebook-mes
¢! Najdete ho v e-mailu. senger/




A dalsi priklady:

e MEDIA & ENTERTAINMENT:
Disney, Universal studios

e PUBLISHERS: NY Times, CNN, ...

e FOOD: Burger King, Pizza Hut ...

e BEAUTY & FASHION

e FINANCIAL: Insurance, ...

e GAMES: Gamee, ...

B

Maybe this next piece of
evidence will holp

A bodileg copy of Giraffic World
was left behind where the traffic
cone went missing. Any
who could hove dan

Way 10 5olve the mysteryl Duke
Weaselion is always causing big
trouble in Little Rodentia

That was some fantastic wark

I 3-Day Forecast

Atlanta

Mon % 77
Twe X 70%

Wed & 70F

Current Conditions
3-Day Forecast
7-Day Forecast

Settings

T R O -

( Wit CHM Blach
m_dll propiy bk they

Hi Mok, let's get started. 1l
send you 10D sories every
chary. If you get lost, just fype
help. Fick an option bedow to
et going

eeeco P 12:30 PM 100% -

< Recent . Hipewak > Manage

Welcome to Hipmunk
Hi hi! F'm here 1o dig up the best hotels
and flights for your upcoming trips

Travel Advice
Search Flights

Search Hotels




Zadani pro vyzkum,
Cil testovani:

59 % P 64 %

Webinar show-up rate
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Za¢énéme z jednoducha :)

Starting Step

Opt-InMessage Send Message Actions

T
AREG canck optn

Diky za zéjem. Clének vém te Clanek pro vés: JKayZ 8
posieme sem na Facebook. ‘vyhrkne: Jsi Zal Nemém T& rad*
2083t ted pres svatky vam udela
Uz jen Kiknéte na tiaditko Poslat dobe ;) Prettéte si ho tady:
— s dianeK’.
1 = Pletistidnek (D ©
=5 _ Sem vém taky posleme
e pfipominku, 2e zagina vysiiéni.
B Takcze vAm webinaf neutece.
[ PS. Kdykoliv se rozhodnets, e uz
‘od nés nechaete 2&dnou dals

2prévy, stat napsat STOP a uz
vém vickrat nenapigeme ;)

Poslat Slanek L]




Predpoklady pro vyuziti chatbota:

1) Nasbirat databazi “facebookovych” kontaktd, resp. zapojit
zakaznika do chatu (z webu, emailu, reklamy, org. facebooku...)

2) Double-opt-in do konverzace (podobné jako u emailu)
3) Komeréni nabidka nejdéle 24h od zahajeni konverzace
4) Davat prubézné moznost se odhlasit

5) Databaze je Facebooku a proto nebudeme spoléhat pouze na
tento nastroj. (je dobré zaroven s tim sbirat i emailové kontakty)

6) Nutnost zaskoleni a nakladl na customer-care (byt pfipraven prejit
do osobni komunikace 1-1)

7) Messenger jako takovy je nastroj zatim v plenkach (pro SirSi
testovani lepSi je napojit na supportni nastroje) - hromadné
oznacovani zprav...

Overlay Widgets
Bar —
=
P Modal —
Embeddable Widgets

Slide-In

Page Takeowver

Button Box

s

Keywords @

Message s start or subscribe
ssagels stopor unsubscribe

Pripominka, pfipominka, Pripominka or pripominka

Otevrit. oteviit, Otevrit, otevrit, otevfit
eis
¢lanek or Otevfit ¢lanek

Send Pfihlaeni ke zpravam

Send Odhlaseni od zprav

Send Message is Pfipominka, pfip...

end Message is Otevfit clanek, ...

Laction

+ Action
+Action

+ Action



Design testovani
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onii — » Reg.
nline ;

. strankana ___  proklik z webu

kandly  —  \yepinar

(email)

FB reklama
(FB organic)

Nedokazeme
zméfit

Motivace pro registraci do
Messengeru:

navic

2) Posleme vam pozvéanku, at

vam webinar neutece

Email. — Webinar:

pozvanka vysilani

(sms) —

Dokazeme zmérit




Méritelny podcil testovani:
... 3 vyzva pro chatbota

Béz do u, mas
% tam pozvanku!

58 % » 63 %

Open rate




Od Growth toolpo Flow ™ = . =

Online —» strdnkana _ . prokic z webu — o
el ° (0-7 dni)

Email, —*= Webindf: -
vysilani 2

——

{email} |

FB reklama
(FB organic)

B 1o

Dokazeme zméfit

Starting Step

Opt-In Message Send Message Actions

Add Tag
AREG clanek optin

Diky za zajem. Clanek vam ted Clanek pro vas: Kdyz dits
posleme sem na Facebook. wvyhrkne: Jsi zlal Nemam T& rad!"

2ZvI48t ted pres svatky vam udéla
Uz jen klikn&te na tlagitko ,Poslat dobfe :) Pfeététe si ho tady:
Clanek”.

Pretist ¢lanek [ON <
Sem vam taky posleme
pfipominku, Ze zaina vysilani.
TakZe vém webindf neutete.

P.S. Kdykoliv se rozhodnete, Ze uz ’
od nas nechcete 2adnou dalsi (0-7 dn |)
Zzpravu, stadi napsat STOP a uz

vam vickrat nenapiseme :)

RN R

Poslat &lanek [ ]

\/

Diky 22 zdjom, Paskinl Clinku
uE stafi jon potwedit tladitcam
“Poslat Elinek®,

Som vim taky pofleme
Ffipominky, 3o zadind
ysilin, Takke vim webind?
neutede £

Starting Ste|
Rozesilka webindF 12.12. 10h Actions
1020 98.9% 92.1% 0.0%

P5: Jestli uf od nés nechcete

napsat 5108,

‘ Paslat Elinek

cz-we-nv1 rozesilka fo)

A je to tu :) Pravé zagalo vysilani
posledniho letosniho webinafe.
Bé&zi dnes od 8:00 do ptinoci.

'
'
'
'
'
'
'
'
'
'
i 1 Add Te
dostat Zadnou zordvu, stati ' Sent Delivered Opened Clicked &
'
'
'
'
'
'
'
'
'

Mrknéte do vasi mailové schranky.
Najdete tam odkaz do vysilani.

Kdybyste ho tam nevidéli,
podivejte se do spamu nebo do
hromadné posty. Anebo nam sem
napiste.

Automatically continue



Opt-In Message

Diky za zajem. Clanek vam ted’
posleme sem na Facebook.

Uz jen Kliknéte na tlaGitko ,Poslat
Clanek”.

Sem vam taky posleme pfipominku, 7e
zaCina vysilani. TakZe vam webinaf
neuteCe.

Probézné vysledky

P> Potvrzeni vysoké miry angaZovanosti publika

—

Send Message

Clanek pro vas: ,Kdyz dité vyhrkne: Jsi
zIa! Nemam Té rad!" Zvlast ted pfes
svatky vam udéla dobfe :) Pfectéte si
ho tady:

PS. Kdykoliv se rozhodnete, 7e uz od PrecCist €lanek CTR91%
nas nechcete zadnou dalsi zpravu,
staCi napsat STOP a uz vam vickrat
nenapigeme ;)
Poslat €lanek  CTR 98% >
Sent to Centto
B 903 people B> 881 people
Delivered to Delivered to
@ 902 99.9% @ 881 100.0%
Opered by Opened by
© 902 100.0% @8 oon
U7
Clicked by
Clicked by ¥ 804 91.3%
¥ 881 97.7%

0-7D

Qniine  —»
Kandly —=

=
* =
Reg.
;:if_‘::r“a —»  Prokilk z webu
_— — —
(emaily
FB reklama
(FE organic)

Rozesilka webinar 12.12. 10h

Aje to tu:) Pravé zacalo vysilani
posledniho letoéniho webindfe. B&#i
dnes od 8:00 do plinoci.

Mrknéte do vasi mailové schranky.
Najdete tam odkaz do vysilani.

Kdybyste ho tam nevidéli, podivejte se
do spamu nebo do hromadné posty.
Anebo ndm sem napiste.

Sent to

B 1020 people

Delivered to

@ 1009 98.9%
Opened by

© 928 92.0%
Clicked by

50 0.0%

NedokaZeme
zmifit

—

» Email, —= WebinaF:

pozvénka  Vysilani
/

(sms)

Dokazeme zméfit

=



Rozhodujici Cisla Lﬁ

meritelného podcile testovani: /%

Email.
pozvanka

58 % P 53 %
38 % P 38 %

Click-rate

Chatbot message: (Open-rate: 90,1 %, CTR 0 %)



Zaver a interpretace dat

958 %00 P33 Yo

Chatbot nezafidil vy$si otviratelnost emaila

99 % ... > 53 %

Chatbot tim padem an osti webinare



Co z toho plyne pro hodnoceni chatbota

» Vyborné funguje pro angazované publikum /OR, CR/
» Vzbuzuje pozitivni ohlasy (jsme lidem bliz) /Reference/

» Mnohem lepSi pro “jednodenni kampané&” nez dalSi ppc kanaly

» VVyzva v podobé angazovani méné aktivniho publika (neotvira, neklika...)

» Naro¢nost vyhodnocovani (analytika) pro dalSi vyuziti (show-up rate, ... )

» Vysoka Casova narocnost pfipravy a optimalizace pro slozitéjSi konverzace




Uskali dat a otazky pro
datovou analytiku

» Jak se chovaji navstévnici prichazejici z mobilu vs. desktopu?
e Jak to ovlivni jejich nakupni chovani? Jejich chovani pfi registraci?

» Co maji spole€éného ti, co se na webinar zaregistruji a nakonec nepfrijdou? (40 %)
e Ma smysl jim posilat jesté vic zprav pfed vysilanim?

» Co udéla rozesilani zprav pres messenger s nasi emailovou databazi?
e PomuZze to open-rate? Nebo to naopak snizi po&et otviranych email(?

» Jak zaridit z messengerové rozesilky a chatbota vyluéovat konkrétni publika?
e Jak tagovat zakazniky tak, abychom mohli messengerem posilat zpravy pouze na
databazi, ktera nereaguje ani na sms ani na email?



Otdzky, podnéty do diskuse, sdileni
zkusenosti...

Pavel Trojanek

pavel.trojanek@gmail.com
@paveltrojanek
731104 613



mailto:pavel.trojanek@gmail.com
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o https://adespresso.com/blog/5-inspiring-chatbots-facebook-messenger/
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https://www.newgenapps.com/blog/top-11-examples-of-chatbots-trending-in-2017
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