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“Design is the joy of feeling 

uncomfortable and 

immersing oneself in someone 

else's world!” 



I will lead you through the process of crafting 
products that empower people



















Alexa Email  

Email on the Go

Launched on December / 2018

 

Senior Lead UX - Voice and Multimodal Designer 

Amazon, Santa Clara, CA. 



ALEXA EMAIL

•Private VS Social in the household
•Multiple locations
•Understanding priorities 

Busy adults in the family
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Why Designing for Voice-forward experiences? 

Catching up with emails on the go, 

whether driving or at home when hands 

are unavailable.   

ALEXA EMAIL



Voice

•Hands busy

•I’m alone 

Text

•On the go

•Not disturbing others 

Voice VS Text to capture/recall emails
ALEXA EMAIL



Storyboard: Starting your day  
ALEXA EMAIL



Storyboard: Starting your day  
ALEXA EMAIL



“Alexa, check my email” “Alexa, email” “Alexa, gmail”

“Alexa, do I have any 
email from Tom”

“Alexa, tell me when Tom 
Smith sends me an email ”

“Alexa, good morning”

ALEXA EMAIL

Golden Utterances Examples    
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ALEXA ID & LISTS    

User Research & Insights

ALEXA EMAIL
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User “Alexa, check my email” 

Alexa ”Mary, from the last 24 hours, you have  3 unread emails. 1 marked important from Peter: “Check out the pictures”. What 
would you like to do: read, reply, delete, archive email, or next?”

User “Next” 

Alexa OK, the next email is from American Express: “Special offers for you and your family”. 

What would you like to do? 

User “Delete” 

Crafting design- dialogs sample  
ALEXA EMAIL



UserTesting & Keynote conversation prototype example   
ALEXA EMAIL



“I preferred the first option because I liked that it said how many TOTAL 

unread emails I had, regardless of who they were from. Also, I liked that it 

did highlight the "important" email by also giving me what sounds like the 

subject line so I would know what the email is about without actually 

having to have the whole thing read. Also, I liked my choices of what I'd 

like to do next.”     

-Jane

User quote example  
ALEXA EMAIL
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ALEXA ID & LISTS    

Crafting

ALEXA EMAIL



”For , from the last 24 hours you 
have X unread emails, X marked important. The 
first email is from 

Do you want to 

ALEXA EMAIL

Crafting Alexa’s email summary respond - pattern 



AMAZON CONFIDENTIALHHO CX Design I panquep@ 28

System diagrams
ALEXA EMAIL



Multi-Modal Echo Show & Echo Spot  
ALEXA EMAIL



ALEXA EMAIL

Multi-Modal Echo Show
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ALEXA ID & LISTS    

Keynote Prototype   

ALEXA EMAIL



Crafting design - prototype  
ALEXA EMAIL



“Alexa, check my email”

ALEXA EMAIL



“Alexa, create a Packing 
list”

“For Mary, from the 

last 24 hours, you have  

3 unread emails. 1 

marked important 

from Peter: Check out 

the pictures

What would you like to 

do: Read, reply, delete, 

archive email, or 

next?”

ALEXA EMAIL



“Alexa, create a Packing 
list”
“Read email”

ALEXA EMAIL



“Alexa, create a Packing 
list”

“Peter says, “Hi Mary, 

Could you please 

review the pictures as 

soon as possible. 

Thanks!”

What would you like to 

do: reply, delete, 

archive email, or 

next?”

ALEXA EMAIL



“Alexa, create a Packing 
list”
“Reply”

ALEXA EMAIL



“Alexa, create a Packing 
list”“What’s your reply?” 

ALEXA EMAIL



“Alexa, create a Packing 
list”
“Yes, I will”

ALEXA EMAIL



“Alexa, create a Packing 
list”

"Here is your reply to 

Peter “Yes, I will”. 

Would you like to send 

it?"

ALEXA EMAIL



“Alexa, create a Packing 
list”
“Yes”

ALEXA EMAIL



“Alexa, create a Packing 
list”

"OK, email sent.

What would you like to 

do?” 

ALEXA EMAIL



“Next”

ALEXA EMAIL



“Alexa, create a Packing 
list”

“OK, the next email is 

from American 

Express: “Special offers 

for you and your 

family”. 

What would you like to 

do?” 

ALEXA EMAIL



“Alexa, create a Packing 
list”
“Delete email”

ALEXA EMAIL



“Alexa, create a Packing 
list”“OK, I deleted your 

email

What would you like to 

do?”

ALEXA EMAIL



Multi-Modal Echo Show
ALEXA EMAIL



Multi-Modal Echo Show & Echo Spot  
ALEXA EMAIL
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ALEXA ID & LISTS    

Redlines

ALEXA EMAIL



Multi-Modal Echo Show / Redlines sample  
ALEXA EMAIL



Linking Accounts 

on the Alexa App    
BASED ON ALEXA DESIGN SYSTEM 

Senior Lead UX - Voice and Multimodal Designer 

Amazon, Santa Clara, CA. 



Scheduling 

morning 

routines in the 

Alexa App  

ALEXA EMAIL
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01 02 03

Add read emailName your routine and add an action Review and add 

04

See your routine

ALEXA EMAIL

Scheduling an email morning routine with Alexa’s Design System



Linking Alexa to Your Inbox / Speaker ID
ALEXA EMAILALEXA EMAIL



Linking Alexa to Your Inbox / User Journey    
ALEXA EMAIL



Linking Alexa to Your Inbox / Wiki Specs    
ALEXA EMAIL
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Linking Alexa to Your Inbox / Wiki Specs    
ALEXA EMAIL



Linking Alexa to Your Inbox / Redline Specs    
ALEXA EMAIL



Doctor Now

SCHEDULING DOCTOR APPOINTMENTS  

VISION PROJECT



“There is nothing worse 

than being sick–except, 

perhaps, having to go to 

the doctor when you’re 

sick.”

Frustrated patience
Doctor Now



Angie, 
72 years old
Maryland

”We bought our first Echo in January and 
love it so much we now have 3 so that we 
can access it from around the house. 

I think it is a MUST for people whose 
mobility is impaired because of age, 
disability, or a cat on the lap. (Her cat 
jokes are pretty bad, though.)”  

Day in a life
Doctor Now



Looking at her day, scheduling appointments is part 
of her daily routine.

Day in a life
Doctor Now



Doctor’s 
appointment 1 or 2 

times per week

”The last time I went to the ER I had already been 
to the urgent care center, which recommended 
the emergency department of our local hospital 
because they feared I MIGHT be having a heart 

attack (I was not.). It was a holiday week-end, and 

I waited 10 hours”

How 3 Echo 
devices could help?

Remember to 
take my 

Medicine

Refilling 
Medicine  & Re-
order Vitamins 

My husband is 
clinically blind 

Alexa is social 
rather than phones 

are individual

Reading the 
thermostat is a 

problem 

I don’t know 
how to set up 

reminders 

For her Alexa is 
a Tool

Day in a life
Doctor Now



But what’s a patient to do? Since it is often impossible 
to get a doctor’s appointment quickly enough, going to 
the emergency room seems like the only way to get 
immediate care or relief from pain.

A National Health Interview Survey found that almost 80 percent of adults who visited ERs over a 12-month period said they did so because of a lack of 
access to other health care providers. In fact between 13.7 percent and 27.1 percent of all emergency room visits are non-urgent, according to a 2010 Health
Affairs study.

A lack of timely appointments and available after-hours care drive patients to the ED. 

Day in a life: Visiting the Doctor’s routine
Doctor Now

http://www.physicianspractice.com/blog/emergency-rooms-continue-serve-patients-primary-care-provider#sthash.5lRgTJz3.dpuf


The pain points she 
had experienced in 
that process

Patricia Panqueva

Day in a life: Visiting the Doctor’s routine
Doctor Now



A Sick Day

video

Day in a life: Doctor Now
Doctor Now

https://youtu.be/_CiJnQ1gYo4


“Alexa Doctor Now is a really useful service. I am not very 

mobile and my husband is clinically blind. Being able to 

speak to a doctor now frequently without having to wait 

weeks or lost time in the ER has changed our life and we feel 

really taken care of .”

Angie, MD

What Angie would say: 

Day in a life: Doctor Now
Doctor Now



How to get started 

1. Link Health provider account to Alexa 
2. Scan your Health insurance ID
3. Add your medical number to the Alexa app skill 
4. Speak your ID (future) 

Day in a life: Doctor Now
Doctor Now



1. Helping user to connect with their doctors could 
bring important partners like health providers Kaiser 
Permanente, CVS and Walgreens.

1. Potential opportunities to led online medicine and 
shopping for health. 

2. The home as a platform for healthcare with virtual 
assistants and connected health devices  

Amazon Business Opportunities 
Doctor Now



Willing/ Unwilling to engage with AI
Doctor Now



Thank you!
patricia.panqueva@gmail.com

www. patriciapanqueva.site

https://patriciapanqueva.site/index.html
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Appendix
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