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

UX Design [ Patricia Panqueva



Yamaha
Future
Keyboard

Yamaha R&D London
Lead UX Designer
London, UK




Ubuntu Touch

Canonical UK
UX Lead Designer
London, UK
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WeMo
Schedules

Belkin Intermational
UX Lead Designer
Los Angeles, CA
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“Alexa, check my email”

UX Design [ Patricia Panqueva



Alexa Cook
Along

Amazon

Alexa - Household Organization Team
Lead UX Designer /

Voice & Multimodal Designer

Santa Clara, CA

UX Design [ Patricia Panqueva

‘Step 3: Add 2

grams of
baker powder”




WHAT DID | TELL YOU ABOUT AMY?

Alexa Search

Amazon

Alexa - Household Organization Team
Lead UX Designer [

Voice & Multimodal Designer

Santa Clara, CA

© Coffee with Amy
Calendar - Tomorrow « 3:00 PM

Location: Blue Bottle Coffee, 66 Mint St, San Francisco,
CA 547103

Call Amy for her birthday

Reminders - December 28, 2018

ed

Amy's favorite color is

Memories

WHAT 01D | TELL
YOU ABOUT AMY?

Amy

UX Design [ Patricia Panqueva



<
Alexa App - s
Amazon =
g d =
Alexa, Household Organization Team Eat
Lead UX Designer /
Email Account Linking - Routines - ¢! .

Voice & Multimodal Designer
Santa Clara, CA
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_Santa Clara, CA.

“Alexa, check my email”
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ALEXA EMAIL

Busy adults in the tamily

ePrivate VS Social in the household
e Multiple locations
eUnderstanding priorities

UX Design [ Patricia Panqueva



ALEXA EMAIL

Why Designing for Voice-Torward experiences?

Catching up with emails on the go,
whether driving or at home when hands
are unavailable.

UX Design [ Patricia Panqueva



ALEXA EMAIL

Voice VS Text to capture/recall emails

Voice
«Hands busy
I'm alone

UX Design [ Patricia Panqueva

Text
-On the go

-Not disturbing others | o




ALEXA EMAIL

Storyboard: Starting your day

Scene 1: Mary - 32 years old, in a rush to get to the office on time

An alarm goes off on Mary's bedroom Alexa device. Mary sleepily rolls over and turns it off. She gets out of bed a few

minutes later, which is Alexa's cue that Mary is ready to start her day.
“Good . -
morning! You
received an email
from Tom last night g

about a major issue in
the office. Would
you like me to

read it?”

..it would be
great if you
could get to
this ASAP.”

A

LTl

UL

Mary walks into her bathroom, and Alexa continue to read out Tom's email from a device
there.

UX Design [ Patricia Panqueva



ALEXA EMAIL

Storyboard: Starting your day

I cleared the rest
of your calendar this morning to
go through your big presentation this
afternoon with the VPs. Good luck!

Could you

forward that to
Robert and tell him
it's high-priority?

Sure! You
received a few other emails
which I've added to your to-do list for
later today. By the way, your gym is closing
early today, so | moved your personal

traffic today, so you'll
get to work a few minutes
before your one-on-
one with

Ll

.

Mary heads out the door and puts in her headphones, while Mary is walking to her car, Alexa gives her a run-down of her day

UX Design [ Patricia Panqueva



ALEXA EMAIL

Golden Utterances Examples

“Alexa, good morning” “Alexa, check my email” “Alexa, email” “Alexa, gmail”
“Alexa, do I have any “Alexa, tell me when Tom
email from Tom” Smith sends me an email ”

UX Design [ Patricia Panqueva
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User Researcn & Insights
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ALEXA EMAIL

Crafting design- dialogs sample

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”

UX Design [ Patricia Panqueva



ALEXA EMAIL

UserTesting & Keynote conversation prototype example

2 Multiple Choice Question ‘ > Watch Task 2 27:32 ‘

Imagine that you have an assistant who helps you with keeping up with your emails. You recently received three new
emails, from Macys's about their upcoming Fathers Day Sale, from your sister Jean about her upcoming trip, and from

Grulshub about a promotian offer.
You ask the digital assistant:
*"What's my email?™

The digital assistant could respond in the following 3 ways. Please click or copy and paste these links into your browser
to hear the options:

Option 1: https://ut-assets.com/40db2428-8fec-4a99-a84e-2ihal933a955/Email_1A.mp3

Option 2: https:/fut-assets.com/40db2428-8fec-4a99-ab4e-2fbafS33a955/Email_1B.mp3

Option 3: hitps://ut-assets.com/40db2428-8fec-4a99-a64e-2fbaf933a955/Email_1C.mp3

Which of the 3 options would you prefer to hear from your digital assistant?

W Option 1 (6)
W Option 2 (2)
Optiom 3 ()

OO KO

UX Design [ Patricia Panqueva



ALEXA EMAIL

User quote example

“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

UX Design / Patricia Panqueva
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ALEXA EMAIL

Crafting Alexa’'s email summary respond - pattern

"For [iInbox owner], from the last 24 hours you
have X unread emails, X marked important. The
first [Important] email is from [sender],
[subject].

Do you want to [read, reply, forward, delete,
archive or next]?"



ALEXA EMAIL

System diagrams

CheckEmall Intent

v

Low confidence

Y

Is there any email 7
(Check emails)

™

Sorry, | am having ——— No —— Is this a first-time-user?
trouble Close stream
|
I You have no new Yea
| e emails
No Did they ask to filter
by sender?
Y
h J
Joe, You have three

unread emails
in the last 24
hours, one of them is
an important email
from Paul abodt Fall
Soccer Classes.

. Mo Unread emails in
SR Primary/Focused Inbox?

What would you like
to do: read, archive,

or next?
/\ Yes
4

A\

-y

v Paul says, “We signed .
Olivia up for fall soccer. Caul says: o signed
The first soccer game is an Areyopuplnnringm .
Ok, the next email is I e R s signing up Henry?
fI"UTI Cathy Smith What would wondering if you like to sign Thanks. What's your
~ »| aboutyour Doctars you like to do No up Harri as well? ... reply reply?
appointment <pause 1 sec> <pause 1 sec>
What would you like to
= Would you like me to
/’\ continue reading the BT Nl
emai
A T — 1 | /V—\ N




MARY'S EMAIL
mary@agmail.com

American Express - 8:45 PM

Special offers for you

and your family.

Try "Alexa, reply or next email”

American Express - 8:45 PM
Special offers for you
and your family

2|3




Catherine Markle! We're pulli

the curtain on the ﬂlght deal of a
lifetime. Sign-in in the app to get
your award ¥

Try "Alexa, reply or next email”
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ALEXA EMAIL

Crafting design - prototype

P/’ 55
Good morning!

It's 6:30 AM

N
Try "Alexa, snooze" Dismiss




ALEXA EMAIL

“Alexa, check my email”




ALEXA EMAIL

MARY'S EMAIL
mary@gmail.com

Peter Smith - 7:12 PM . Important

Check out the pictures

Try "Alexa, read, reply, delete, archive email, or next"




ALEXA EMAIL

“Read email”




ALEXA EMAIL

MARY'S EMAIL
mary@gmail.com

Peter Smith - 7:12 PM . Important

Check out the pictures

Try "Alexa, read, reply, delete, archive email, or next"




ALEXA EMAIL

llReply”




ALEXA EMAIL

MARY'S EMAIL
mary@gmail.com

Peter Smith - 7:12 PM . Important

Check out the pictures

Try "Alexa, read, reply, delete, archive email, or next"




ALEXA EMAIL

“Yes, I will”




ALEXA EMAIL

MARY'S EMAIL
mary@gmail.com

Peter Smith - 7:12 PM . Important

Check out the pictures

Try "Alexa, read, reply, delete, archive email, or next"




ALEXA EMAIL

“YeS”




ALEXA EMAIL

"OK, email sent.

What would you like to

) do?”
2 Email sent

To Peter Smith

Peter Smith - 7:12 PM - Important

Check out the pictures

Try "Alexa, next email"




ALEXA EMAIL

“Next”




ALEXA EMAIL

MARY'S EMAIL
mary@gmail.com

American Express - 8:45 PM

Special offers for you
and your family.

Try "Alexa, reply or next email”




ALEXA EMAIL

“Delete email”




ALEXA EMAIL

MARY'S ACCOUNT
mary@gmail.com

Try "Alexa, delete or archive email"




LtieModal Eciio 3new

~

Catherme \

the curtain on the ﬂlght deal of a
lifetime. Sign-in in the app to get
your award ¥

Try "Alexa, reply or next email”



u{ti—qu_aLﬁho SNOVdIE CNO Spot -

MARY'S EMAIL
mary@agmail.com

American Express - 8:45 PM

Special offers for you
and your family.

Try "Alexa, reply or next email” e 4 //

American Express - 8:45 PM
Special offers for you
and your family

2|3
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ALEXA EMAIL

Multi-Modal Echo Show / Redlines sample

Multimodal Knight HHO Email | List Control

TEXT LEGEND

None

MARY'S EMAIL
ASSETS
None mary@gmail.com
CONTROLS

o @layout/f_header_speech_03
android:layout_gravity ="top"
@id/f_title_text
@id/f_subtitle_text

@ f_list_item_primary_double_inverted
@id/f_primary_text

@id/f_secondary_text Peter Smith - 7:12 PM - Important

Check out the pictures

?android:attr/listDivider

@ @layout/f_hint_speech_bottom_left
@id/f_hint_text
android:layout_gravity ="bottom"
TextAppearence.Fluid.Speech.Primary_Hint.

~ 1" i " - . , "
© secivoums Try "Alexa, read, reply, delete, archive email, or next

amazon.fluid.widget.BlendedLayersimageView
android:layout_width="match_parent"
android:layout_height="match_parent"
app:f_baseLayerColor="?attr/f_colorSpeechBackgroundCommsContac s"
Background info:

https://wiki.labcollab.net/confluence/display/
KABDEV/BlendedLayersimageView

Backgrounds are here:
https://code.amazon.com/packages/DpMultimodalAssets
/trees/mainline/--/backgrounds/bishop/v2

In the title aligned to the right add the ordinals, starting with the
current email and then the total emails one can have in a session.

Navigation: No back button..

UX Design [ Patricia Panqueva



| inking Accounts
on the Alexa App

BASED ON ALEXA DESIGN SYSTEM

Senior Lead UX - Voice and Multimodal Designer
Amazon, Santa Clara, CA.



Scheduling
mMorning
routines in the
Alexa App

52



ALEXA EMAIL

Scheduling an email morning routine with Alexa's Design System

01

ull AT&T = 9:41 AM ¥ 100 ==

( NEW RQUTINE
WHEN YQU SAY

Alexa, good morning

ALEXA WILL

Add Action

Name your routine and add an action

UX Design [ Patricia Panqueva

02

ull AT&T = 9:41 AM ¥ 100% =

< ADD ACTION

° <

Alexa Says Audio Control

Calendar

i

Music

Add read email

03

ull AT&T = 9:41 AM ¥ 100% =

( CONFIRM

<

Alexa will read your
email summary

Review and add

04

ull ATET = 9:41 AM

( NEW ROUTINE

WHEN YOU SAY

Alexa, good morning

ALEXA WILL

Add Action
JAY 34

@ Read your email summary

FROM

The device you speak to

See your routine



ALEXA EMAIL

Linking Alexa to Your Inbox / Speaker 1D

Alexa APP Email & Calendar _ Speaker ID Flow Diagram Linked Account Email & Calendars Interaction

Option 1

Open Email &
Calendar
Settings

Add an account Select a provider Login in Frovider Account linked Account Details
COE T s =
< Sott Add Azesunt
Dene & azcoutsgoogle com c Bone maggel e o
Apple 3 o .
- oo pEnkatres@ymaloon
Signin
G sl ® oo i Cangratulations Juanita! el
App user has \_Yes your Gmall r Eril Notifaions
a Voice — Account — | g Outlsck o|—p — Azcaunt is now linked to Alexa. —
. linked? " rosate You can now return ta the Alesa app. Voiur Eude
Profile? ' Sequire the $-dicitvoice code 1
g Mivrali Exchienge ® S m — e perar rTAL ACEEsin
aler dar Preferences
her Calendar hotifcatiors
Yes
S T TR L i
< wour volce and Email jub LnoectSetey = - Fmcy .
n ou O v = . : e - . o o "
Treate o voice pofite to enasle Alesa touse - O
r

narwgice i ident fy youasd (o permlies
ymar awparian.

Aess Ermsil

Aoy canchedk and play rour emais witheu:
asting wha you are

Al Calendir
Wb voce i, you cinalaw sy
EUDNLZE YO 10 ACOET POUT CaderClar.

v

Voice profile enrcliment
Generic Overlay



ALEXA EMAIL

Linking Alexa to Your Inbox / User Journey

01 02 03

all THe = 09:41 AM % 100% = il ATET = 9:41 AM ¥ 100% (e all ATET = 9:41 AM £ 1009 (=

SETTINGS < EMAIL & CALENDAR < EMAIL & CALENDAR

Idiliv S, ULV EVEIILY, VI W duud a
Select the account you want to link. new event.
Once linked, ask Alexa for your latest
email, upcoming events, or to add a

Sports Update ey Guulgle »
Email & Calendars

Google

Email & Calendars

Email & Calendar Microsoft

Email & Calendars

Microsoft
Email & Calendars Apple
Calendars

Calendars Microsoft Exchange
Calendars

About

Microsoft Exchange Content from your calendar and email may
Calendars be available to anyone using your Alexa
devices and will be stored in the cloud.

7
GENERAL n Apple

i ?
LU L Cantent from your calendar and email may

be available to anyone using your Alexa
devices and will be stored in the cloud.

On first visit, all services are shown. Note that the string at the bottom of the
page is anchored to the bottam of the

One at leasll: one service is llnkEf_", this scree.n provider list items (not to the battomn nav
changes to include general settings and a list bar]

of linked accounts.

Ingress location subject to change. Shown
here for illustrative purposes only.

04

ull ATET = 9:41 AM

4 GOOGLE

Allow Alexa to access the following
Google services.

Email

Calendar

When you link your calendar and email
account, we store a copy of your calendar
and email in the cloud so you can access
them using Alexa.

CONNECT ACCOUNT

Note that the string at the bottom of the
page is anchared to the bottom nav bar.

Note that this will vary depending on the
options available. See later example for
Apple account linking.

£ 100% .



ALEXA EMAIL

Linking Alexa to Your Inbox / Wiki Specs

UX Design [ Patricia Panqueva

Key Screens

ull ATAT = 9:41 AM %10
4 EMAIL & CALENDAR
Select the account you want to link.
Once linked, ask Alexa for your latest

email, upcoming events, or to add a
new event.

Fadl Google

Microsoft
lendars

Microsoft Exchange

Calendars

Strings & Notes

Suggested string update:

"Select the account you
want to link. Once linked, ask
Alexa for your latest email,
upcoming events, or to add a
new event."

Last Updated

30 Oct 2018



ALEXA EMAIL

Linking Alexa to Your Inbox / Wiki Specs

UX Design [ Patricia Panqueva

9:41 AM $ 100% .

EMAIL & CALENDAR

Add a new email or calendar account.
Once linked, ask Alexa for your latest
email, upcoming events, or to add a
new event.

Pl juanitatrex@gmail.com
C) ..

Email, Cz

jtrex@berkeley.edu

EMAIL SECURITY

Voice Code

VOICE RESTRICTIONS

yond to

Email Voice Restriction

NEW CALENDAR EVENTS

Suggested string updates:

"Add a new email or calendar account. Once
linked, ask Alexa for your fatest email, upcoming
events, or to add a new event." (noted previously)

"Alexa will add new events to this calendar when
initiated using your voice."

"Alexa will add new events to this calendar when
initiated by other voices."

19 Oct 2018



ALEXA EMAIL

Linking Alexa to Your Inbox / Redline Specs

m Default Platform Header

@ Primary Button

see: stickersheet_buttonspdf

@ Dark Borderless Button
see: stickersheet_buttons pdf

) vouble Line List item 16
see: stickersheet_list_items.pdf
icon: ic_add_inline @color.Accent 24x24
*lcon can be found in VDNA icons folder

e Single Line List Item 5

see: stickersheet_list_items.pdf

text.Title_04
@color.TextPrimary

EE) text.Body_02

@color. TextPrimary

m text.Subhead_02
@color.TextSecondary

text,.Subhead_02
(@color TextPrimary

©) ic_done_inline_48dp
@color Accent
48348

UX Design [ Patricia Panqueva

M ATET = 941 AM * 1009 (.

EMAIL & CALENDAR c1

Are you Juanita Trex? |5

Because there are multiple people in
your Household, we need to confirm
your identity. This allows you to
oersonalize your email and calendar
accounts. T2

YES, THAT'S ME

If this isn't you, you will need to sign
out of the Alexa App and then sign
nack in as the correct person. T2

c3

9:41 AM * 100% [m—
EMAIL & CALENDAR

Are you Juanita Trex?

Because there are multiple people in
your Household, we need to confirm
your identity. This allows you to
personalize your email and calendar
accounts.

YES, THAT'S ME

If this isn’t you, you will need to sign
out of the Alexa App and then sign
back in as the correct person.

Wil ATET = 9:41 AM £ 100% ==

< EMAIL & CALENDAR c1

Link your accounts. Then ask Alexa for
your latest email, or to add or review
upcoming events. T2

fadl Google
E Microsoft
n Apple

Microsoft Exchange

9:41 AM £ 100% =
EMAIL & CALENDAR
Link your accounts. Then ask Alexa for

your latest email, or to add or review
upcoming events.

Microsoft Exchange
dars

9:41 AM £ 100% -

< GOOGLE cl

Allow Alexa to access the following
Google services. T2

Email

Calendar

CONNECT ACCOUNT

9:41 AM
GOOGLE

Allow Alexa to access the following
Google services.

Email

Calendar

CONNECT ACCOUNT

9:41 AM

GOOGLE

Account Added
Tap “Done” to configure your account.
If you have more than one calendar, you can

select which calendars to link on the next
screen. T4

all ATST = 9:41 AM % 100% /m=-)

GOOGLE

Account Added

Tap “Done" to configure your account.

If you have more than one calendar, you can
select which calendars to link on the next
screen.




T = 9%

oo fn b I

=

e, ,;r'
ol 0 o

T

| e

o o of o 5
yof o o o o 4 2

ol ud of el 4

fof o] o3
A (W A

kil f 4 2

7

ot
(o, r-t

b

o oo

BLLL

o & of )

(o 4 A

X APPOINTMENTS

o

'

{

11\

LL

de e foe ol e b
(I

o
Slbl

LLEET

UX Design / Patricia Panqueva

Ll




UX Design [ Patricia Panqueva




Doctor Now

Day in a lite

ANgie,
/2 years ola
MElYE]ale

UX Design [ Patricia Panqueva

"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.)”




Doctor Now

Day in a lite

_ooking at her day, scheduling appointments is part
of her daily routine,

UX Design / Patricia Panqueva



Doctor Now

Day in a lite

How 35 Echo
de\/iceg CQU[C‘ he For her Alexa is

a Tool

Doctor’s
appointment 1 or 2
times per week

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

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

| waited 10 hours”

Reading the
thermostat is a
problem

| don’t know Remember to Refilling . Alexa is social
- My husband is
how to set up take my Medicine & Re- clinicallv blind rather than phones
reminders Medicine order Vitamins y are individual




ckty enough
e only wa

‘¥
e » )
National Health Interview Survey : ra 12-month period saic because of a lack of

m visits are according to a 2010 Health

UX Design [ Patricia Panqueva



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

Doctor Now

Day in a lite: Visiting the Doctor’s routine

| . 1. The difficulty of scheduling a visit
The pain points she

had experienced in

that process 2.The long waits

3.The high cost

4.The impact in her health

Patricia Panqueva



Doctor Now

Day in a lite: Doctor Now

A SickDay 8
~ideo B

UX Desian / Patricia Panaueva


https://youtu.be/_CiJnQ1gYo4

Doctor Now

Day in a lite: Doctor Now

What Angie would say:

"Alexa Doctor Now is a really useful service. | 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 lite and we Teel

really taken care of '

Angle, MD



Doctor Now

Day in a lite: Doctor Now
How to get started

1. Link Health provider account to Alexa

2. Scan your Health insurance 1D

5. Add your medical number to the Alexa app skill
4. Speak your 1D (future)




Doctor Now

Amazon Business Opportunities

1

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

Watgreens. GID 05 e

Potential opportunities to led online medicine anc
shopping Tor health,

The home as a plattorm for healthcare with virtual
assistants and connected health devices



Doctor Now

Willing/ Unwilling to engage with Al

Figure 2: Percentage of respondents willing/unwilling to engage
with Al and robotics for their healthcare needs (total sample)

@

Willing Unwilling Neither willing
nor unwilling

Source: PwC survey

UX Design / Patricia Panqueva



ank you!

patricia.panqueva@gmail.com



https://patriciapanqueva.site/index.html

Appendix
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