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01 - ABOUT US

Why listen to us?
We build experiences that engage your
audience. Whatever approach that takes,
we’ll make it work for you.
Voice assistants, also called Voice User Interfaces (VUI), are sort of
old hat already, aren’t they? What was promised as a revolution is
now more of an everyday mainstay - with Amazon’s Alexa and
Apple’s Siri sitting as part of our daily stream of device interaction.


KOMODO is a creative product studio, which means we take the
idea of these everyday digital experiences and transform them creating exciting and engaging digital products that your
audience wants to use and that drives commercial revenue for
your business.

In this whitepaper, we’re looking at how voice assistant technology can be utilised outside of the usual dayto-day scenarios such as shopping lists and alarm reminders. Our creative team are always keen to grasp the
wider context of new technology – but we’ll never then implement any of them ‘just because they’re cool’. 


Instead, all of our product ideas and project direction come as a result of a user-focused approach. If you
come to work with us on a project, we’ll guide you through our structured process to define success and see
whether VUI or other technologies are right for you:

Understand
We’ll gather the data needed to understand who your users are and what they want.

Define
We’ll define the project in terms of the understanding we’ve gained, setting the
scope through real, justified needs.
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Ideate
We’ll come up with creative ideas to solve your
user needs – some of which may include VUI.

Create
We’ll get to work, creating the product to a
defined timescale.

Reflect
Our work is never really finished – we’ll
iterate and update as required to help
your product succeed.

Get in touch with our team
Everything starts with a conversation. So, If
you’re looking to launch a new product or take
an existing one to the next level, let’s chat!
Contact us

When you work with KOMODO, you gain access to our
knowledgeable, passionate, creative team. We’ll work with you,
actively challenging your ideas to refine them into more revenueboosting results, bringing our digital expertise to bear so you end up
with a product far better than the original vision. 


In the context of VUIs, our team aren’t just visual designers - we’re
also highly competent technical developers with a deep
understanding of the modern tech landscape. We’ll help you define
your product, justify whether it needs a VUI and then plan how that
VUI can improve your user’s experience and engage their emotions.
It’s this emotional aspect of voice assistants that proves most
compelling for users - just read this whitepaper to learn why…
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02 - Educate and inspire

Women’s Football: Using
Voice Assistants to Educate
and Inspire
FIFA released a Hackathon competition ‘Give Voice to Football’ to look at
innovative ways to integrate voice assistants with Women’s Football events
and data, due to the sharply rising proliferation and usage of voice
assistants such as Amazon’s Alexa, Apple’s Siri and Google Assistant.

The basis of this campaign came as a result of the
heightened public awareness of women’s football
driven by the FIFA Women’s World Cup 2019. We
were inspired to find a way in which the
technology and the sport could be integrated in
order to educate and inform a younger female
demographic about women’s football, with the
hope to inspire the next generation going forward.

Giving a Voice to Women’s Football
Our team members distinctly remember watching their first-world cups as children. The excitement and
magic that the cup invokes can lead to a deep-rooted passion for the world of football. 


The most vivid memory one of our team had was for their first world cup in 1998 when England played
against Argentina in the last round of 16: “That straight red card for Beckham, after the incident with
Simeone and the inevitable defeat on penalties; 4-3. Every World Cup and Euro Championships
afterwards had me hooked, each holding similar thrills and spills that can go on to bring a whole nation
together.” 


Unfortunately the same can’t be said about women’s football, not because these events aren’t full of their
own drama, fantastic football or joys and jubilation, but mainly because women’s football isn’t as popular or
as much a social norm as the men’s game is. This also creates a divide between males and females from a
very young age, stemming from as far back as the school playground. A recent article from the
Independent unveiled some damming statistics about children’s playground activity.
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“Boys are telling girls that football is a boys’ game and that they can’t play”, said The
FA’s National Women’s Football Participation Manager, Rachel Pavlou. “It’s still
happening that boys feel that girls shouldn’t play, for whatever reason, and girls are
picking up on the fact that this isn’t for them.” 


The impact of playground sexism is startling. By the age of 10, 95% of boys will be
playing some form of football, compared to only 41% of girls of the same age. Added
to that, only 65% of those currently playing girls’ or women’s football in England
started before they were 10 years old. 


-The Independent

Men’s football has an overwhelming presence in our culture, which often leads to
children growing up with the impression that football is a boys’ sport. The FA
Women’s Super League, founded in 2010, is the female counterpart equivalent to
the Premier League.


Things are changing – when we first wrote this whitepaper it average attendance
at FA WSL games was 900, but by 2019-20 that figure has grown to over 3,000.

“Women’s football is the fastest-growing participation
sport among girls in the UK, there is an unquenchable
thirst to expand. I genuinely believe that women’s
football can be the first female team sport to break
through into the mainstream,” 


-Kelly Simmons, the Football Association’s new
Director of Women’s Football
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The Use of Voice Assistant Technology
Voice assistant technology is a rapidly growing market and one that has been fully
adopted by the UK. Back in 2018, 9.5 million people in the UK used a smart speaker –
which has only grown since then. Where 20% of UK respondents had a smart speaker
in 2019, 50% owned one by 2021.

Tech crunch once forecasted 8 billion devices by 2023 – which may have been
just a year too ambitious. Actual figures estimate there were around 4.2 billion in
2020, with that figure expected to hit 8.2 billion by 2024.
It’s not just smart speakers that are seeing a rise in adoption, it is also predicted that
smart TVs will become one of the fastest-growing categories for voice over the next
several years. 


However due to the sheer price difference between an Amazon Echo or Dot to a Smart
TV, the former is much more accessible to the average consumer, allowing them to get
accustomed to the technology without breaking the bank.

The Future of Voice Assistants
It’s clear to see that voice assistants are gaining popularity at
a staggering rate. It’s easier than ever to gain immediate
access to a multitude of information just by asking a voice
assistant. There are numerous ways in which voice assistants
can be integrated into our lives to help make tasks less
cumbersome or information more accessible and intuitive. 


Allowing a user to naturally engage in conversation as
opposed to endlessly searching for information on a desktop
computer, laptop, or smart device is one of the huge benefits
of voice-controlled devices.

Almost 20 million UK adults own a smart speaker.
That’s roughly 38.2% of the population.


-voicebot.ai

Amazon Echo devices are the most popular by far with
77% of the market share, followed by Google Home
(17%) and Apple HomePod (10%).


-Statista

When we first created this whitepaper in 2017, almost onequarter of UK households were home to a smart assistant
device ... now over half of all homes have them!
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03 - informative voice assistant

Using Informative Voice
Assistants to Keep the
Conversation Alive
Using the capability and vast instant knowledge of a voice assistant connected
with FIFA’s APIs allows for easily accessible data on women’s football events.

The current API data includes information about the
players, coaches, stadiums and matches within the
FIFA Women’s World Cup. This API was available
across other events too, presenting wide access to
compelling data.
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Having the ability to allow younger children to engage in a
conversation with a voice assistant and have access to this
information provides for an intuitive and simple way for them to
learn more about women’s football, with an emphasis on
educating and keeping them informed about the sport after the
Women’s World Cup ends. 


The aim is to ‘keep the conversation about women’s football alive’
using voice interactions that allow a child to converse with a voice
assistant about the FIFA Women’s World Cup and women’s
football beyond that. 


Each answer given by the voice assistant will lead to another
string of conversational events asked by the voice assistant, as
opposed to giving a single response with no other alternative
conversation path to take. This is to avoid ending the conversation
after each answer, allowing for a more natural and informative
discussion around women’s football.

The focus demographic for this concept would be predominantly
aimed at young females, aged 8 - 12 onwards, who may just be
starting to take an interest in football and want to know more about
the women’s game. The second category it’s aimed towards is young
males, to help break stereotypes of the past. 


The idea is to use the data from the FIFA Women’s World Cup as a
starting point, eventually allowing the user to learn more about the FA
Women’s Super League (ran by the Football Association under the
UEFA confederations, one of the six federations ran by FIFA) as well as
future tournaments.

This allows for each event to stay topical using the FIFA
Women’s World Cup as the foundation to help build awareness
of the women’s sport as a whole, helping younger women to
understand that they can be as involved in football as males
are and educating young males about the relevance of
female football.


The next step was to figure out the initial process to undertake
before working on a VUI project, as this was the first time we’d
ventured into designing a VUI experience. We wanted to
understand the best process to undertake when designing a
skill for a voice assistant.

9
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04 - Design process

Exploring the Process of
Designing for VUI (Voice
User Interface)
The first step was to figure out the initial process to
undertake before working on a VUI project, as this was
the first time we’d ventured into designing a VUI
experience. We wanted to understand the best process
to undertake when designing a skill for a voice assistant.

Designing a VUI (voice user interface) for voice assistants radically
differs from designing for a more traditional user interface that is
accessible through a screen, as there is an extra layer of complexity to
consider in terms of how a person may interact with it.
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There is very little control over how a user interacts with a VUI, especially when thinking
about it from a conversational perspective. Any question can be asked at any point,
and the conversation can be immediately shifted to something entirely different in an
instant. 



When interacting with a website or app, a user begins the flow that has been
considered and constructed by the designer. There is always a specific entry point in
which the user starts to begin the flow, whether that’s starting at the home page,
onboarding screen, subpage etc. 



A designer would always have an idea of what a user’s path is going to be, allowing
them to consider the user’s point of entry and how they may be guided through a
specific path. There is always a specific number of options they can interact with or
can input at any given point of the flow. They can also immediately navigate to a
completely separate area of the website or app based on the options available or set
out by the designer.

The structure of a user flow for a VUI is quite different to traditional interfaces. The user
controls what their entry point is when they engage with the VUI and often this could
be something that hasn’t even been considered by the designer. Plus there is no
control over how the user will interact after a response is given from the voice
assistant, or how their tone, clarity and volume of speech may affect the engagement
with the voice assistant—these are some different areas to consider when navigating
the VUI as well as when dealing with error handling.

User Personas

The first stage of the process was to define the people that will
be engaging with this VUI. This is the basis of all User
Experience led projects and because this was using a natural
human experience it was key to understand the users entirely.
The demographic we chose to focus on were children, around
the age of 8 – 12 years old, predominantly female, with an
interest or curiosity in football.

Each persona was formed based on real-life examples of children and their connection to the
sport, derived from recent media coverage and numerous news articles that covered the uprise in
the popularity of the female sport as well as the negativity and stereotypical attitude that also
surround it.



Creating user Personas for children was a new area for us, so we wanted to compare our existing
process of constructing User Personas and use that as a basis to evolve the format. Factors like
salary, occupation and lifestyle were all non-factors for children so the entire journey had to be
reconsidered in light of a child’s needs, wants and behaviours.
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User Journeys and Empathy Maps
User Journeys are usually used to understand a user’s pain
points and positives within a current product. In a
revolution-based project, where there is no existing
product, you instead need to map out your user journeys
through a proposed product and use your persona work to
build an understanding of what a user needs and how this
product may offer solutions. 


This helped to figure out at which points a voice assistant
would benefit the user and the scenarios a user might be
in when using the voice assistant. As well as understanding
a user’s journey, it’s key to also understanding a user’s
feelings.

Once the users have been formed and expanded on and
the journey they may take when using the current or
proposed product has been finalised, an empathy map
can be created to understand a user’s feelings, allowing a
level of empathy to be formed with the user. 


The more detailed a User Persona is, the better foundation
it creates to base your product on. The more you
understand about each user, the fewer assumptions you
have to make about how to design a product for them.

Scenario Mapping
After identifying users, their needs and frustrations, we began mapping out a relevant scenario in
which they will be involved when using the voice assistant.


Voice Assistant devices, especially Amazon Alexa and Google Assistant, are often stationary
devices set in a specific room or area of the house and the environment in which it’s used will often
change based on the time of day.

There are several categories to factor in when creating a scenario map, for
example, who will be using it, the type of person they are or the mood they may
be in when interacting with the voice assistant, the brand or character of the
voice assistant as well as a variety of other examples:

Who - Someone (or a group of people) using a VU
Social context - Are they at home? At school? In a car?
Emotional state - Are they inquisitive? Tired? Task-focussed?
Brand / Character - Who is the user talking to? What’s the content?
The tone of voice - Peppy? Sensitive? Teacher-like?
Device(s) - Amazon Echo? Google Home? Apple Homepod?

Once all of the above had been established we began to consider the questions that could be
asked by each person using the VUI: Which players play for {e.g. England}?, Which players scored in
the {e.g. Japan} versus {e.g. Scotland} match? Who has the most caps for {e.g. England}? etc. 


This bank of questions would then be expanded on as various user tests are carried out. These
questions are based on an assumption of what I think the user may ask but may not always be the
case. By conducting a role-playing session in the form of a post-it note script, we were able to
gather a clearer understanding of how a user may interact with this experience.
12
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05 - Testing

Using Post-it Note Scripts to User
Test the Experience
Embracing a process that allows for a quick and iterative work-flow
can ensure that conversational strings can immediately be changed
and amended to better suit the user.


When defining a user flow for a digital product such as a website or
app, you have a greater understanding of which possible route a
user may take as they are limited by the number of options
presented on screen.
When designing a VUI you have very little control over how a user will interact with the voice assistant. There will always be
a user flow in place, however, it won’t be as apparent to the user as a website may be. On the other hand, a user can
quickly find out what they are looking for by asking a question. Figuring out the type of questions a user may ask and the
interaction they may have when engaging in conversation with the voice assistant can be tricky. 


We originally created a bank of questions in which we predicted what a user may ask or inquire about when using the skill,
as well as an introduction and a starting point that allows for the user to be able to engage with the voice assistant. For
example, once the user has opened the skill Alexa would introduce herself and then ask “What would you like to know about
the FIFA Women’s World Cup?”. This then initiates the conversation and allows the user to answer the question in response.


As this response could completely differ from user to user, creating a rough script using post-it notes allows you to imitate
Alexa and her response while figuring out what a user may ask. It also allows for quick iteration and position of various
interactions throughout the process. This is especially relevant when creating a VUI that will engage in conversation as
opposed to answering a single query.
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Quick and Iterative Work-flow
Having a set of post-it notes that contains each available response allows you to
build a wide variety of conversation strings. These strings are also able to be
connected depending on what is asked and where the conversation leads to. The
best process we found was to add a post-it note with the user’s response in one
colour and then add another in a different colour for Alexa’s response. 


This then begins to form a user flow between both the voice assistant and the user.
It allows you to consider where to go next throughout the interaction. BBC UX&D
followed a similar format when designing a VUI concept for children:

“We also add notes for actions into the flow – for instance, a machine
looking up some data, or a person adding ingredients to a recipe. These
actions are also colour-coded by the actor. You could also add notes for
multi-modal events – things like information appearing on the screens of
nearby devices, or media being played on a TV. Sketching out a voice-led
experience like this is a really quick, useful way to see how its flow and
on-boarding will work, and which bits seem uneven or need more
unpicking. Using sticky notes means that it’s really easy to add and
remove events or re-order sections where needed. Using colour-coded
sticky notes means you can easily see if there are parts of a flow where
the machine is saying too much, or asking too many questions.”  


-BBC

This workshop reflects a test scenario in which you can have a user question you as if they were talking to the voice
assistant. This immediately gives a feel as to what works and what doesn’t, how a conversation may develop, as well as
ways to get back to the original topic so that other areas can be explored.


In this instance, having a conversation about a specific event and its history can span off into different conversational
areas whether it’s about the success of certain teams, an overview of the players, a stadium’s capacity, or the current and
past standings or results. 


We had to design the VUI in a way that avoided conversational loops, as having a user gets stuck in a loop without being
able to get out of it would lead to frustration. This would then immediately cause a user to cease interaction with the VUI.
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06 - Prototype

Prototyping Conversations
with Dialogue Flows
A dialogue flow is a script that illustrates the back-and-forth
conversation between the user and the voice assistant.

UX Planet:
A dialogue flow is like a prototype and it can be depicted
as an illustration, or there are prototyping apps that can
be used to create dialogue flows.

By recreating the post-it note scripts in a digital
dialogue flow map, you can begin to finalise which
keywords or trigger words lead to which
interactions. This then gives a clear image as to
when the conversation may branch off and where
it would lead, as well as how the user may get back
to a specific point of dialogue.
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Keeping the dialogue boxes for both the user and voice assistant in strongly contrasting
colours allows for an easier understanding of both points of engagement. There are
some points at which the response can be variable in regards to date and time, for
example, group stages, match results, standings etc. 


The complexity and scale of a dialogue map could be hugely vast due to the sheer
amount of inputs from the user, conversation strings, variety of answers and tangents in
which conversations could go. It is almost impossible to map out every instance of the
dialogue map fully. 


The importance of user testing and carrying out role-playing scenarios as much as
possible is key to making sure that you have considered every instance of interaction
between the user and voice assistant, rather than assuming how a user will interact with
the VUI. Each user will interact with a voice assistant differently and testing this
extensively is the only way to consider every outcome.

Future Focus and Potential Direction
After forming a selection of dialogue flows based on the numerous post-it note script
sessions held, the focus was shifted to an isolated section of the flow. Due to the
dialogue map having an endless possible number of scenarios, we chose to focus on a
particular section in order to expand on it further. In this instance, it was a scenario in
which a user asks about a particular match result or an upcoming game.


When the user enquires about the upcoming game, the response traditionally would be
for Alexa to give information about the match such as the date they play, where they’ll
play, the time and the opponent, and then the response would end.

Due to this concept favouring conversational strings, Alexa would offer the information
above and then ask if the user would like to know about Team 1, Team 2 or the match.
For example, if it were to be about the England vs USA game, Alexa would ask “Would
you like to know more about England, the USA or the Match?”. A response from the user
for one of these answers would then link to information about that answer, for example,
if the user was to reply “England”, Alexa would then respond with an overview of the
team and ask if the user would like to know more about the current standings, current
information, lineup, star players, coach or history.


BBC’s Voice + AI team recently produced a fantastic resource “How to design a voice
experience” in which they produced several design principles they discovered while
making the BBC Kids Skill. One of the key principles provided when offering choice was
to provide no more than three options at one given point.
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“Best practice: Providing three or fewer options; Smart
speaker: “We’ve got five games. How about ‘Go Jetters’ or
‘Waffle the Wonder Dog’. Choose one or ask for more.

” In this example, the five games are split into smaller chunks
of two games at a time. Users can process the information
more easily, weighing up two options and deciding if they like
what they’ve heard or if they want to hear more.” 


-BBC GEL

Rather than voicing each option, splitting them into pairs proved to be more
manageable for the user with the option to hear about other pairs if the user
showed little interest in the first two options. For example, after giving the overview
of England, Alexa would then ask if the user would like to know more about
England if the response was yes then Alexa would ask whether they would like to
know about current standings, the match line-up or something else. If the user
was to respond with something else then a further two responses would be given
from the six and the user would have the option to respond again.


The user has the option to ask something else or choose not to know anything
more to navigate to different topics of conversation or stop using the voice
assistant completely. The idea is to involve and engage the user as much as
possible without being overbearing.


As this prototype evolves the user could not only learn about football facts
surrounding these international teams but could also begin learning educational
facts about the countries or areas in which these clubs and teams reside.

As England’s World Cup run comes to an end there’s no doubt the competition
has helped to push the Women’s game forward and grabbed the nation’s
attention. The key now is to keep the momentum high. 


As we develop this VUI work, the next stage will be to refine the basis of the
prototype and begin testing it out as part of a working prototype. Adobe has
teamed up with a company called Sayspring which makes it easy for designers to
create a working voice user interface for voice-enabled smart speakers from
Amazon and Google apps. 


This would be the direction in which we would likely take this concept forward to
iterate on the experience further. There are a lot of opportunities to use innovative
technologies to help propel the conversation about Women’s Football to a more
mainstream audience. This concept aims to help educate and inspire young
women in order to equal the playing field for both genders, allowing them to
intuitively engage in a conversation with a voice assistant about not only the FIFA
Women’s World Cup but other upcoming tournaments as well as the FA Women’s
Super League and beyond.
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A Proposition To Help You
Engage With New
Technologies
At KOMODO Digital, our team are actively engaged in the investigation and
implementation of new digital technologies. We were embracing VUIs, AR and VR back
when they were considered ‘fringe’. We now support clients across the world with
products built on these powerful technologies that are now commonplace. 


However, we don’t just implement systems for the fun of it. We’re all about the right tool
for the right job – which means focusing on the commercial benefit of the product and
its features. To do that, we’ll take you through our process of understanding and help
map out what your users need against what your business wants – then use whatever
technology is required to bridge the gap. 


With an empathy-focused approach to design and development, we work with
clients across the UK and the wider world. Each project falls into three categories:

Refinement
You’ve got something ‘good’ – let’s make it great.

Reboot
With some failed tech builds, sometimes you’re better off just starting again.

Revolution
Take the industry by storm with a brand new product built from the ground up.
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Whichever category you fit into, we’ll bring our creative
approach to bear and give you access to our skilled team. By
understanding your users and your commercial goals, we’ll
define and build a product that helps you achieve greater
revenue, and uses any technology required to accomplish that.
Get in touch

https://www.komododigital.co.uk/contact
hello@komododigital.co.uk
0191 228 6555
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