
Chatbot usability – Dos and Don’ts



Yahoo! vs. Airbnb

1994 vs. 2019





Lesson #1

DO give the chatbot a personality





Lesson #2

DON’T make me (the user) think





Lesson #3

DO lead the conversation





Lesson #4

DO take the users feedback



Lesson #5

DON’T make the user read… a lot







Lesson #6

DON’T make the user angry





Lesson #7

DO be honest and constructive



ALL DON’Ts

DON’T...

…make me (the user) think

…make the user read… a lot

…make the user angry



All DOs

DO...

...give the chatbot a personality

...lead the conversation

…take the users feedback

…be honest and constructive



Contact

DON’T be shy

DO talk to me

christoph.sueess@paixon.ch


