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C o nv e rs a t i o n a l  C o n t e n t ?   
Wa s  s o l l  d a s  d e n n  s e i n ?  

I c h  b r i n g e  d i e  I n fo s  s o  r ü b e r,  
d a s s  D u  s i e  v e rs t e h s t .  

U n d  l a n g e  r u m s u c h e n  m u s s t  
D u  a u c h  n i c h t  m e h r.  

Cool! Wie geht 
das? 

Interessiert mich 
nicht. 

Wann gibt‘s 
Kaffee? 
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C o nv e rs a t i o n a l  C o n t e n t ?   
Wa s  s o l l  d a s  d e n n  s e i n ?  

I c h  b r i n g e  d i e  I n fo s  s o  r ü b e r,  
d a s s  D u  s i e  v e rs t e h s t .  

U n d  l a n g e  r u m s u c h e n  m u s s t  
D u  a u c h  n i c h t  m e h r.  

C o o l !  W i e  g e h t  d a s ?  
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Wetter: Hi Poncho 



8 @sibylle_p http://qz.com/  

News: Quartz 

http://qz.com/
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N a c h r i c h t e n  u n d  We t t e r ?  
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N a c h r i c h t e n  u n d  We t t e r ?  

E c h t  j e t z t ?  

E s  g i b t  s i c h e r  S i n nv o l l e r e s .   



12 @sibylle_p 

N a c h r i c h t e n  u n d  We t t e r ?  

E c h t  j e t z t ?  

E s  g i b t  s i c h e r  S i n nv o l l e r e s .   

I m  M o m e n t  w i rd  v i e l  v o n  
d e n  C h i n e s e n  a b g e s c h a u t .  
D o r t  b e z i e h e n  fa s t  a l l e  d i e  
N e w s  ü b e r  e i n e  C h a t - A p p ,  
a b e r  d a s  h a t  k u l t u r e l l e  u n d  
h i s t o r i s c h e  G r ü n d e .  
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http://www.wechat.com/  

1/10 aller Menschen benutzt WeChat. 

Sogar jeder 4. Mensch, 
der Internet hat… 

http://www.wechat.com/


14 
https://a16z.files.wordpress.com/2015/08/integratedapptoweb_a16z.png  

Arzttermin buchen in WeChat: Nicht wirklich conversational 

https://a16z.files.wordpress.com/2015/08/integratedapptoweb_a16z.png


@sibylle_p 

O K ,  C h i n a …  A b e r  b e i  u n s ?  

S c h o n  h e u t e  h a b e n  d i e  m e i s t e n  
L e u t e  s e i t  l a n g e m  ke i n e  e i n z i g e  
A p p  m e h r  a u f  i h r  H a n d y  g e l a d e n .  

G e n a u .  U n d  a l s  F i r m a  ka n n  i c h  d a  
a n d o c ke n ,  w o  m e i n e  Ku n d e n  s o w i e s o  d e n  
ga n ze n  Ta g  r u m h ä n g e n .  

A b e r  W h a t s A p p  h a b e n  a l l e …  
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A b e r  w i e  s i e h t  d e n n  e i n e  
r i c h t i g  g u t e  Ko nv e rs a t i o n  
m i t  e i n e r  M a s c h i n e  a u s ?  

D av o n  h a b e n  v i e l e  
M e n s c h e n  s c h o n  e i n e  
g e n a u e  Vo rs t e l l u n g .  

E s  g i b t  d i v e rs e  F i l m e  u n d  
S e r i e n ,  d i e  d a s  ze i g e n .  
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HAL 9000 

https://www.youtube.com/watch?v=ARJ8cAGm6JE  

2001: A Space Odyssey 
(1968) 

https://www.youtube.com/watch?v=ARJ8cAGm6JE
videos/HAL 9000- 'I'm sorry Dave, I'm afraid I can't do that'.mp4
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KITT: Knight Rider (1982) 

 

Video: https://www.youtube.com/watch?v=v4_4-CbpCRE  
Bild: https://en.wikipedia.org/wiki/KITT  

videos/KNIGHT RIDER- KITT AND DAVID HASSELHOFF TALKING TOGETHER.mp4
https://www.youtube.com/watch?v=v4_4-CbpCRE
https://www.youtube.com/watch?v=v4_4-CbpCRE
https://www.youtube.com/watch?v=v4_4-CbpCRE
https://en.wikipedia.org/wiki/KITT
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HER (2014) 

https://www.youtube.com/watch?v=6Gb2gfXX454  

videos/HER .mp4
https://www.youtube.com/watch?v=6Gb2gfXX454


D i e  Re a l i t ä t  s a h  a n d e rs  a u s .  
S t a t t  H A L  u n d  H E R  ga b ‘s  n u r  
d i e s e  h i e r :  
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Clippy  

(1997 - 2003) 

Bild: https://en.wikipedia.org/wiki/Office_Assistant#/media/File:Clippy-letter.PNG  

https://en.wikipedia.org/wiki/Office_Assistant
https://en.wikipedia.org/wiki/Office_Assistant
https://en.wikipedia.org/wiki/Office_Assistant
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IKEA-Anna  
(2005) 

http://lieblingsstuecke.blogspot.ch/2011_01_01_archive.html  

http://lieblingsstuecke.blogspot.ch/2011_01_01_archive.html
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Landi Andi (2005) 

http://weihnachten.insyma.com/2005/files/insyma_Fachartikel_Marketing_Ko
mmunikation_1205.pdf  

http://weihnachten.insyma.com/2005/files/insyma_Fachartikel_Marketing_Kommunikation_1205.pdf
http://weihnachten.insyma.com/2005/files/insyma_Fachartikel_Marketing_Kommunikation_1205.pdf


24 @sibylle_p 

D i e  s i n d  z w a r  a l l e  k ü n s t l i c h ,  a b e r  
e h e r  n i c h t  i n t e l l i g e n t .  

W a r u m  s o l l  d a s  d e n n  j e t z t  
a n d e r s  w e r d e n ?  

W e i l  B i g  D a t a  i n  Z u s a m m e n h a n g  
m i t  k ü n s t l i c h e r  I n t e l l i g e n z  u n d  
M a c h i n e  L e a r n i n g  g a n z  n e u e  
P e r s p e k t i v e n  e r ö f f n e t .   

A u s s e r d e m  i s t  d i e  S p r a c h e r k e n n u n g  
i n z w i s c h e n  m a s s e n t a u g l i c h .   

A l s o  g i b t  e s  j e t z t  i n t e l l i g e n t e r e  
C h a t b o t s ?  
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Your.MD 

M e d i z i n i s c h e  
B e r a t u n g  
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Travel Agent: Hipmunk 

B e r a t u n g /  
K u n d e n s e r v i c e  
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Microsoft Cortana mit Skype 

https://youtu.be/GgutlKV42SY?t=2h19m 

https://yout/
https://youtu.be/GgutlKV42SY?t=2h19m
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https://www.youtube.com/watch?v=qTz5jAn-XX8  

Amazon Echo „Alexa!“ 

A l e x a  v e r s t e h t  z w a r  f a s t  a l l e  
W ö r t e r  d i e  i c h  s a g e ,  k a n n  
a b e r  n u r  w e n i g e  A n t w o r t e n  
g e b e n  u n d  „v e r g i s s t “  i m m e r  
d e n  K o n t e x t .  

https://www.youtube.com/watch?v=qTz5jAn-XX8
https://www.youtube.com/watch?v=qTz5jAn-XX8
https://www.youtube.com/watch?v=qTz5jAn-XX8
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D a  g i b t  e s  n o c h  i m m e r  v i e l e  
M i s s v e r s t ä n d n i s s e  z w i s c h e n  M e n s c h  
u n d  M a s c h i n e .  

D u  m e i n s t  w i e  i n :  
„Siri, call me an ambulance.“ 

„OK, from now on, I will call you „an ambulance““ 

A n f ä n g e r f e h l e r  v o n  S i r i ,  d e r  
s c h n e l l  b e h o b e n  w u r d e .  
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Tay 

http://www.newstalk.com/Microsofts-Twitter-AI-turned-racist-and-
womanhating-within-24-hours-of-going-live  

Tay ist ein Twitterbot von Microsoft mit der 
Persönlichkeit eines Teenagers, der aus den Tweets 
von anderen „lernt“. 

Musste leider nach 1 Tag stillgelegt werden, 
weil sie holocaust-verleugnende, rassistische 
Parolen verbreitet hat. 

http://www.newstalk.com/Microsofts-Twitter-AI-turned-racist-and-womanhating-within-24-hours-of-going-live
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Bild: http://kotaku.com/love-plus-makes-you-care-about-a-virtual-girl-1570690624  

E i n e  v i r t u e l l e  F r e u n d i n ,  d i e  i n  d a s  
r e a l e  L e b e n  e i n g r e i f t .  

Geschichte: http://www.annabelle.ch/liebe/dating-sex/virtuelle-liebesspiele-japan-41935  
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Hier wird’s unheimlich: Uncanny Valley 

I think we’re somewhere between 
“zombie” and “prosthetic hand” 
right now. Most likely closer to 
the undead side.  

Eric Soelzer 

https://blog.howdy.ai/where-many-bots-will-fail-
68ae163e2473#.m8yf7lgzz  

https://en.wikipedia.org/wiki/Uncanny_valley  
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https://en.wikipedia.org/wiki/Uncanny_valley


A l s o  s i n d  w i r  v o n  H A L  u n d  H e r  
n o c h  w e i t  e n t fe r n t .  

V i e l l e i c h t  s o  5 0  N o b e l p r e i s e :  

D a n n  m ü s s e n  w i r  C o nv e rs a t i o n a l  C o n t e n t  
w e i t e r h i n  v o n  H a n d  m a c h e n .  Wa s  i s t  
d a b e i  w i c h t i g ?  
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“The difficulty in building a chatbot is 
less a technical one and more an issue 
of user experience. The most successful 
bots will be the ones that users want to 
come back to regularly and that provide 
consistent value.”  

Matt Hartman - Director of Seed Investments at Betaworks: 

An issue of User Experience 

Geht leider in der ganzen Aufregung um 
Technologie, AI und Machine Learning 
noch oft vergessen… 
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B e r e i t s  k l e i n e  F e h l e r  i n  e i n e m  
C o nv e rs a t i o n a l  I n t e r fa c e  
v e r ze i h e n  d i e  U s e r  o f t  s c h w e r e r,  
a l s  i n  e i n e m  g ra f i s c h e n  U s e r  
I n t e r fa c e .  

We n n  m e i n  N av i ga t i o n s sy s t e m  d i e  
k ro a t i s c h e n  S t ra s s e n n a m e n  m i t  d e u t s c h e r  
A u s s p ra c h e  s p r i c h t ,  f i n d e n  d a s  a l l e  s e h r  
l u s t i g  o d e r  e i n fa c h  p e i n l i c h .  
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Gute UX für ein Conversational Interface: Ich 

Mami, wann muss ich morgen 
aufstehen? 

Mami, was heisst 
„prophylaktisch“? 

Mami, wann sind endlich 
Ferien? 

  
Daten so aufbereiten, dass aus 
ihnen Informationen werden, die 
auf den User zugeschnitten sind 
und die er versteht. 

Mami, wo ist meine Jacke? 



@sibylle_p 

S o l l  i c h  d a n n  e i n fa c h  s o  d ra u f l o s  
s c h r e i b e n ,  w i e  i c h  s p r e c h e ?  

D e r  Tex t  w i rd  t a t s ä c h l i c h  d a s  
Ke r n s t ü c k  f ü r  d i e  U s e r  
E x p e r i e n c e .  E s  b ra u c h t  a b e r  
n o c h  v i e l e s  m e h r,  z . B .  e i n e  g u t e  
I n fo r m a t i o n s a rc h i t e k t u r  u n d  
p e r fe k t e s  T i m i n g .   

E s  g i b t  n o c h  w e n i g  S t a n d a rd s  u n d  
e s  w i rd  v i e l  h e r u m p ro b i e r t .  



@sibylle_p 

W i c h t i g  s i n d :  Ko n t e x t ,  
Pe rs ö n l i c h ke i t  u n d  D i a l o g e .  

H i e r  i s t ,  w a s  w i r  u n d  a n d e r e  
h e ra u s g e f u n d e n  h a b e n .  



Einschränkung des Kontexts 
 

D a  g e h t  m e h r  a l s  Ta x i s  b e s t e l l e n  
u n d  P i z za  ka u fe n .  



40 @sibylle_p https://chatbotsmagazine.com/how-to-make-a-great-chatbot-exploring-use-
cases-665d393388d5#.1r9ozlmwa  

P a r k b u s s e n  
a n f e c h t e n  m i t  d e m  
L a w y e r  B o t  D o N o t P a y  

D a s  g e h t  s i c h e r  a u c h  f ü r :   
W e l c h e n  C o m p u t e r  s o l l  i c h  k a u f e n ?  
W i e  s t e l l e  i c h  e i n e n  A s y l a n t r a g ?  
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Meekan 

Te r m i n e  
k o o d i n i e r e n  
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Nir Eyal: Google Analytics als CI (Konzept) 

https://medium.com/behavior-design/die-dashboards-die-why-conversations-will-reinvent-software-
a632880d5465#.s3pj5bm4n  
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Die relevanten Informationen 
nach oben spülen: Conversation 
statt Dashboards 
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Persönlichkeit 

Davon hängt ab, ob man den Content lustig, 
langweilig, vertrauenswürdig u.s.w. findet. 

E i n  C h a t b o t  m u s s  n i c h t  i m m e r  
w i t z i g  s e i n !  
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Jibo 

https://www.jibo.com/  

So wenig braucht 
es: die Essenz aus 
vielen Jahren 
Forschung über 
social robots. 

https://www.jibo.com/
videos/Jibo_ The Worlds First Social Robot for the Home.mp4
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Soziales Experiement: Douchebag-Bot 

http://www.dbot.us/  

http://www.dbot.us/


@sibylle_p 

W i e  s c h a f fe  i c h  e s ,  d a s s  d e r  U s e r  
m e i n e m  C h a t b o t  v e r t ra u t ?  

E i n e  g l a u b w ü r d i g e  ( n i c h t  
n o t w e n d i g e r w e i s e  e i n e  p e r fe k t e )  
Pe rs ö n l i c h ke i t  i s t  w i c h t i g .  D i e s e   
o f fe n b a r t  s i c h  o f t  d u rc h  
u n e r w a r t e t e  u n d  k l e i n e  D i n g e .  

Zw e i  B e i s p i e l e :  
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Umgang bei Meekan mit fehlenden Eingaben 

http://alistapart.com/article/designing-the-conversational-ui 

E i n  g e d u l d i g e r  
C h a t b o t .  
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@sibylle_p https://uxdesign.cc/my-website-is-now-conversational-here-is-what-i-learned-
7e943cc6ace0#.gm63tz2d2  

E s  i s t  ga r  n i c h t  i m m e r  g u t ,  w e n n  
d i e  A n t w o r t  s o  s c h n e l l  w i e  
m ö g l i c h  ko m m t .  

… 
D a r ü b e r  m u s s  i c h  e rs t m a l  
n a c h d e n ke n …  
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Dialoge 

E i n e  Ko nv e rs a t i o n  i s t  s o v i e l  m e h r  a l s  
e i n  A u s t a u s c h  v o n  I n fo r m a t i o n e n .  
E i n e  g u t e  Ko nv e rs a t i o n  m u s s  n i c h t  
m a l  u n b e d i n g t  e f f i z i e n t  s e i n .  

… w i e  m a n  b e i m  Ve rg l e i c h  v o n  
Yo u r. M D  m i t  e i n e m  e c h t e n  
A r z t g e s p rä c h  l e i c h t  s i e h t .  
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Hier kann man was lernen über Dialoge 

http://www.emuparadise.me/ScummVM_Games/The_Secret_of_Monkey_Islan
d_(CD_DOS_VGA)/96023  

G a m e  I n d u s t r y  

H o l l y w o o d .  

I m  S i l i c o n  Va l l e y  
w e r d e n  j e t z t  g e r n e  
D r e h b u c h a u t o r e n  
e i n g e s t e l l t .  

http://www.emuparadise.me/ScummVM_Games/The_Secret_of_Monkey_Island_(CD_DOS_VGA)/96023
http://www.emuparadise.me/ScummVM_Games/The_Secret_of_Monkey_Island_(CD_DOS_VGA)/96023
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Gesprächsübername Mensch vom Chatbot   

W e n n  e s  d a n n  d o c h  m a l  s c h w i e r i g  
w i r d ,  d a n n  k ö n n t e  d o c h  e i n  
M i t a r b e i t e r  d e n  C h a t b o t  a b l ö s e n .   

J a ,  d a s  w i r d  a u c h  g e m a c h t .  A u c h  h i e r  
g i b t  e s  s p a n n e n d e  H e r a u s f o r d e r u n g e n  
f ü r  d i e  U X ,  n i c h t  n u r  f ü r  d e n  K u n d e n ,  
a u c h  f ü r  d e n  M i t a r b e i t e r.  

D u  m e i n s t ,  w e i l  e s  f ü r  d e n  M i t a r b e i t e r  s c h w e r  i s t ,  
n i c h t  d o c h  n o c h m a l  a l l e s  z u s a m m e n z u f a s s e n  u n d  f ü r  
d e n  U s e r  n e r v i g ,  a l l e s  n o c h m a l  e r z ä h l e n  o d e r  h ö r e n  
z u  m ü s s e n …  
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Hilft sehr: Mit verteilten Rollen vorspielen 

A u c h  U s a b i l i t y  Te s t s  f u n k t i o n i e r e n  
s u p e r  u n d  b r i n g e n  v i e l e  E i n s i c h t e n  
( w i e  v o r  1 0  J a h r e n  b e i  I V R - S y s t e m e n ) .  
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Fazit 

M i t  C o n v e r s a t i o n a l  C o n t e n t  ä n d e r t  
s i c h  d i e  A r t ,  w i e  w i r  s c h r e i b e n .   

E s  i s t  n o c h  w i c h t i g e r  a l s  b i s h e r,  d a s s  
w i r  u n s  a m  U s e r  o r i e n t i e r e n :  s e i n e m  
K o n t e x t ,  s e i n e n  B e d ü r f n i s s e n  u n d  
F ä h i g k e i t e n .  

D a z u  k a n n  m a n  v i e l e  M e t h o d e n  d e s  
D e s i g n  T h i n k i n g  u n d  U s e r - C e n t e r e d  
D e s i g n  a u f  K o n v e r s a t i o n e n  a d a p t i e r e n .  

D a n n  k ö n n e n  w i r  m i t  C o n v e r s a t i o n a l  C o n t e n t  

d i e  Ko m p l e x i t ä t  f ü r  d e n  U s e r  e r h e b l i c h  
v e r e i n fa c h e n  u n d  f ü r  i h n  u n n ö t i g e n  B a l a s t  

a u s  d e r  K o m m u n i k a t i o n  s t r e i c h e n .  



Dr. Sibylle Peuker 
sibylle.peuker@zeix.com 

@sibylle_p 
http://zeix.com/ 
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