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This is the story of 
UXR and MRX 
working together to 
define personas in an 
emerging domain
- Limited understanding of how organizations 

were building with AI, and who the key 
players were. 

- Effective back and forth between UXR and 
MRX led to creating a better user 
experience.

https://medium.com/ibm-watson/building-an-engaging-virtual-assistant-cf39cd0c3730


Meet  
IBM Watson 
Assistant  
an AI powered virtual agent
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https://www.ibm.com/ca-en/cloud/watson-assistant
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Who is our user?

- Market research defined technical roles as 
primary users. 

- It wasn’t clear if there were other players in 
the mix.

Deb  
(Developer)

https://medium.com/ibm-watson/building-an-engaging-virtual-assistant-cf39cd0c3730


Using UX as a 
central point

- Who are the other players? 

- Overall chatbot building workflow 

- Attitudes and behaviors of key players  

- Hand offs between the key players
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https://wallsheaven.com/photos/magnifying-glass-person


Understanding team 
dynamics

- Picking up from where MRX left off, URX 
conducted ethnographic research for a 
deeper understanding of the users. 

- We didn’t know enough about how the 
technical user developed the chatbot.



Key Insights 
What we learned
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The chatbot builder is 
not only a developer

- People who have the most knowledge 
about the customer and the information 
they seek wear the hat of chatbot trainer.  

- Brought into this role for their subject matter 
expertise. 

- Typically, do not have development or 
coding skills. 

https://www.google.com/url?sa=i&url=https://www.cicwellbeing.com/blog/how-to-encourage-and-support-positive-teamwork/&psig=AOvVaw35X-EemK_1JU6Ygkc6eLof&ust=1630011291770000&source=images&cd=vfe&ved=0CAsQjRxqFwoTCKjWv7OHzfICFQAAAAAdAAAAABAD


It takes a village 

- Different roles with varying skillsets jump in 
through the process. 

- Developer starts the process.  

- They bring in subject matter experts and 
data science. 

- Add on extended teams such as 
marketing, sales, legal etc.
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Outcomes and Impact



Defined 8 key 
personas 

- Provided the team with a detailed 
understanding of the full team that was 
working to build chatbots. 

- Outlined the personas’ jobs to be done 
that our product functionality needed to 
address. 

- Went from designing for a single person to 
designing for a team. 

- Personas are integrated into the team’s 
playbook. 

Deb 

(Developer)

Bob

(CIO/CTO)

Mary

(Executive)

Tanya

(Trainer)

Dinesh

(Data Scientist)

Paula

(Product Manager)

Ernesto

(Employee End User)

Cade

(Customer End User)
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Product redesigned 
for a team of users 
that don’t code

- UI tailored to users with no prior 
development skills. 

- Included a graphical user interface where 
no coding was required to build the 
chatbot.

https://cobusgreyling.medium.com/building-a-chatbot-using-actions-in-ibm-watson-assistant-ff28cb09f65e
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Research insights 
influenced product 
roadmap

- Research insights influenced product 
OKRs and KPIs 

- Product is being measured on how well 
the user experience enables users to meet 
their goals. 

https://www.shutterstock.com/search/ship+steering+hand


Example OKR

80% of users with no coding 
experience should be able to 
build a simple dialog in less 
than 30 minutes.


- Product business goal for 2020



Customer success! 
The biggest win

This is very easy to use. Honestly when 
you explained the task, I started panicking 
and thinking it is above my expertise level. 
But I liked the workflow. I want my 
teammates to use this [new functionality].


- IBM Watson Assistant Customer

“ 
” 



Use Experience success!

60% faster to build a 
chatbot!  
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UXR and MRX paved 
the path for product 
success 

- MRX started by defining the developer 

-  UXR built on that and brought to light an 
entire team of users.

https://www.techrepublic.com/article/coordinate-passing-the-baton-with-your-team-to-reach-the-it-project-finish-line/


Thank you!  Questions?
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