
Key Capabilities Synopsis Examples

I. User Experience and 
Business ROI

A chatbot or conversational AI agent is meant to scale out human engagements (e.g., universities with prospective and existing 
students) through a converssation. A key factor to evaluate a chatbot platform is to assess how well a chatbot engages with a user 
and delivers satisfactory user experience as well as maximize business ROI, such as improving prospective student conversion 
rate and existing student retention rate. Use the following factors to evaluate a chatbot performance in delivering satisfactory 
customer experience and achieving intended business values. In addition to evaluating chatbot features, gathering direct user 
ratings and feedback would be another way to assess this dimension.

1.1 Empathetic and 
Productive Two-Way 
Conversations

Humans enjoy an empathetic and productive conversation no matter whether they are interacting with another human or an AI. 
Such a conversation should always be two-way exchanges instead of a one-way monologue (e.g., user asks questions and a 
chatbot passively answers; or a chatbot asks questions and take in whatever a user says). Use the following list to test if a chatbot 
option has the capabilities to make a genuine two-way human-AI conversation that is also empathetic or productive. 

1.1.1 Abilities to 
gather quality data 
from users

In a two-way human-AI conversation, one key use of a chatbot is to gather information from users, e.g., prospective or existing 
students. This helps organizations like educational institutes better understand their users (e.g., student interests and feedback) 
and plan the next best actions (e.g., helping a student submit an application or retain a student). This requires a chatbot to ask 
both open-ended questions to collect qualitative information as well as choice questions to collect quantitative data.

Ask open-ended 
questions to gather rich, 
qualitative data

Evaluate how well a chatbot 
can ask open-ended questions 
and automatically interpret user 
free-text input to respond to 
users properly and also auto-
extract certain data from the 
input (e.g., name and interest).

Ask choice questions to 
gather quantitative data

Evaluate how well a chatbot 
can ask choice questions and 
support customized branching 
responses or follow-up 
questions based on user 
choice. The chatbot should also 
gracefully handle when a user 
enters something that does not 
match any of the choices. 

1.1.2 Abilities to 
answer user questions

In a two-way human-AI conversation, another key use of a chatbot is to answer user (e.g., student) questions, which are typically 
asked diverse free-text expressions. A capable chatbot should be able to interpret these diverse question expressions and respond 
properly. In case the chatbot cannot respond, it should support multiple back-channel support (e.g., automatic email or SMS 
notification when the answer becomes available).

Answer users' free-text 
questions

Evaluate how well a chatbot 
could interpret students' 
diverse free-text question 
expressions even for the same 
question.

https://juji.io/docs/juji-studio/customize-main-chat-flow/#free-text-request
https://juji.io/docs/juji-studio/customize-main-chat-flow/#free-text-request
https://juji.io/docs/juji-studio/customize-main-chat-flow/#free-text-request
https://juji.io/docs/juji-studio/customize-qa/
https://juji.io/docs/juji-studio/customize-qa/
https://juji.io/docs/juji-studio/customize-qa/
https://juji.io/docs/juji-studio/customize-qa/
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Answer users' complex, 
free-text questions 

Certain user questions cannot 
be answered simply as the 
chatbot would need to gather 
more info from the users before 
answering the question, which 
requires multi-turn interactions. 
Evaluate how well a chatbot 
can handle such complex 
questions.

Automatically 
recommend answers to 
similar questions. 

When a chatbot does not have 
enough confidence to interpret 
a user question, it should 
inform users what its 
interpretation might be by 
automatically recommending 
similar questions along with 
their answers.

Automatic "HELP" menu 
generation. 

A user may not know what a 
chatbot can answer and a 
chatbot's knowledge base (KB) 
may be updated frequently. 
This convenience function 
allows a chatbot to 
automatically generate a help 
menu from its KB and inform 
users what it knows about. 

1.1.3 Abilitis to 
conduct context-
sensitive, productive 
conversations

Just like a human-human conversation, a human-AI conversation should also be context sensitive. A chatbot should be able to 
interpret and properly respond to humans' abbreviated or incomplete expressions used in context. It should also handle user 
interruptions any time and maintain a coherent conversation context to deliver a natural and productive conversation experience.

Support context-
sensitive exchanges

Evaluate how well a chatbot 
can understand a conversation 
context and respond to a user's 
expression in context properly.

https://juji.io/blog/how-to-make-your-chatbot-to-answer-non-trivial-questions/
https://juji.io/blog/how-to-make-your-chatbot-to-answer-non-trivial-questions/
https://juji.io/docs/chatbot-design-tips-advanced/#3-handle-context-sensitive-user-inquiries
https://juji.io/docs/chatbot-design-tips-advanced/#3-handle-context-sensitive-user-inquiries
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Support arbitrary user 
interruptions

Evaluate how well a chatbot 
can remember and maintain a 
conversation context by testing 
a chatbot's abilities to handle 
the interleaving of any two 
multi-turn questions. 

1.1.4 Abilities to use 
rich communication 
form to delight users

To deliver a fun and engageing conversation and great user experience,  a chatbot should be able to send messages in rich 
formats. Evaluate how well a chatbot supports the rich forms of a conversation by the following aspects.

Free-text input with click 
to text.

Allows users to input free-text 
anytime during a conversation 
to deliver a fluid conversation 
experience. The auxiliary "click-
to-text" allows users to send a 
quick reply in certain situations 
for efficiency of communication. 

Image Message. 
Send an image message. 
Images can be directly 
uploaded and via an URL.

Video Message Send a video message. Videos 
can be played directly in a chat.

Image Carousel
Send an image carousel with 
up to 5 images for info 
comparison.

https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#web-media-card
https://juji.io/docs/juji-studio/customize-main-chat-flow/#web-media-carousel
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Video Carousel

Send a carousel in a chat with 
up to 5 videos for info 
comparison. Videos can be 
directly played within a chat.

Information Graphics
Send an information graphics in 
a chat to display rich 
information/insights.

Step by Step Tutorial

Initiate an empathetic tutorial, 
the chatbot will lead the user 
one step at a time and give the 
user opportunites to ask 
questions at each step.

Messages with 
Hyperlinks

Send a chatbot text message 
with hyperlinks. The 
hyperlinked content can be 
displayed either on the same 
webpage or a different 
webpage where the chatbot is 
installed.

Messages with Bullet 
Lists

Send a chatbot text message in 
a bullet list. 

Paraphrasing of Chatbot 
Messages

Send a message or ask a 
question with different 
expressions to make a 
conversation more natural and 
engaging.

https://juji.io/docs/juji-studio/customize-main-chat-flow/#web-media-carousel
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/quality-chatbot-design-tips/#paraphrase-messages-and-requests
https://juji.io/docs/quality-chatbot-design-tips/#paraphrase-messages-and-requests
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Dynamic Chatbot 
Messages Powered by 
Functions

Send a chatbot message 
customized by a function. The 
example on the right shows the 
use of function to retrieve a 
user's first name and call the 
user by his/her first name to 
make a message more 
personal and dynamic.

Dynamic Chatbot 
Messages Powered by 
API calls

Send a chatbot message 
customized via API calls. The 
example shows the call of a 
wikipedia API to display the 
information about the solar 
systems. In an educational 
solution, a chatbot can make 
API calls to backend CMS or 
CRM systems like Salesforce 
to retrieve relevant information 
and answer student questions 
(e.g., a student's application 
status). Similarly, the API can 
also be used to store student 
information, e.g., a prospective 
student's interest and contact 
or an existing student's banking 
info update. 

1.2 Hyper-
Personalized, 
Empathetic 
Engagements driven 
by Computational 
Psychology

Any organizations including educational institutes hope to understand the unique needs and wants of each user and use such 
insights to deliver the next best actions, e.g., advising the student on program selection on encourage the student to complete 
his/her program. To obtain the best ROI of a chatbot solution, evaluate how well a chatbot can infer student insights from 
conversations and make such insights to aid human decision making (e.g., advising and coaching)

1.2.1 Infer 
psychographic 
insights to deeply 
understand users as 
each unique 
individuals

One way to understand a person is through a natural, authentic conversation. A good chatbot solution should be able to read 
between the lines and automatically infer a user's unique psychographic characteristics, such as interests, personality, and needs, 
from a conversation without explicitly askng them to take a personality test. This is because traditional item-based, self-reported 
personality or other psychometric tests use subjective ratings and are subject to social desirability faking.

Infer Big 5 Personality 
Insights

Evaluate whether a chatbot can 
auto-infer a user's 35 Big 5 
personality trait scores (5 
factors and 30 facets) from a 
conversation. The Big 5 
personality model is the most 
widely used and well-known 
personality model that has 
shown to related to student 
academic achievements and 
learning styles. 

Infer Holland Codes

Evaluate if a chatbot can auto-
infer a user's 6 Holland Codes 
scores from a conversation. 
Holland Codes indicate one's 
interests especially career or 
learning interests.

https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-content
https://juji.io/docs/juji-studio/reports/#inferred-user-characteristics
https://juji.io/docs/juji-studio/reports/#inferred-user-characteristics
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Infer Soft Skills

Evaluate if a chatbot can auto-
infer a user's 14 softskill 
scores, such as Collaboration 
and Resourcefulness. Such 
information may be used by 
human advisors to provide 
personalized learning advice or 
guidance.

Infer Moral Characters

A chatbot auto-infers a user's 6 
moral characters, such as 
Honesty and Compassion from 
a conversation. Such 
information may be used by 
human advisors to provide 
personalized learning advice or 
guidance.

Infer Shopper DNA

A chatbot auto-infer a user's 7 
shopping characteristics (e.g., 
value-based shopper vs. 
aspiring shopper). This type of 
insights can be used by human 
advisors to understand the 
motivations of a student and 
helps aid the student decision 
making (e.g., instead of 
advising a student who is 
attracted to a popular or trendy 
subject, advising him/her with a 
program that best suits his/her 
cognitive characteristics such 
as their Holland Codes).

1.2.2 Deliver genuine 
advices and messages 
to help and persuade 
users based on their 
psychographic 
characteristics

Messages that align with people's unique interests, psychological needs, and personality resonate better with the people. Evalute 
whether a chatbot platform allows you to customize chatbot messages based on a user's interests, psychological needs, and 
personality. 
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Hyper-personalized 
messages per Big 5 
Personality

A chatbot sends hyper-
personalized messages and 
advices to students based on 
their inferred Big 5 personality 
trait scores. 

Personalized message 
templates per Holland 
Code

This is a message template 
that shows how to send 
personalized messages based 
on one's inferred Holland 
Codes.
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Personalized message 
templates per Shopper 
DNA

This is a message template 
that shows how to send 
personalized messages based 
on one's inferred Shopper DNA

II. Time to Value and 
Cost of Ownership:
Chatbot 
Customization, 
Testing, and 
Deployment

Building and owning a chatbot solution especially for an organization like educational institutes is not a trivial task. To evaluate if an 
organization can take on such a task, it is good to evaluate "time to value" as well as "cost of ownership" of a chatbot solution. 
"Time to value" assesses how fast an organization can build, test, and deploy a chatbot solution on a platform to deliver value (e.
g., helping students), while "Cost of ownership" measures how much would be the cost (now and future) for an organization to 
build, deploy, and manage the chatbot solution and what resources are required to do so. Use the following aspects to assess 
these two factors.

2.1 Reusable 
Conversational AI

Building AI from scratch is a daunting task, as it requires AI expertise, software engineering skills, not to mention large amounts of 
training data or knowledge. To drastically reduce time to value and cost of ownership,  pre-built AI, just like transferring one's 
intelligence into another's brain, offers a much quicker and better way to build AI chatbot solutions. Good pre-built AI often requires 
ZERO training AND produces higher quality of AI as it is built by AI experts with carefully curated or gathered training data.

AI Chatbot Templates

Evaluate whether a whole AI 
chatbot template can be reused 
to conduct conversations with 
ZERO training. Typically a pre-
built AI chatbot template has 
pre-built, often domain-specific 
workflow (chat flow) and Q&As. 
It is important to check whether 
such an AI template supports 
two-way conversations as 
described above to deliver a 
satisfactory user experience 
and business ROI. The 
example shows a set of AI 
chatbot templates for the 
education domain.

https://juji.io/docs/juji-studio/design/#create-a-new-chatbot-from-scratch


Key Capabilities Synopsis Examples

Multi-turn conversations 
by topic

Evaluate whether multi-turn 
conversations on a specific 
topic can be directly reused to 
engage with a user in a quality 
conversation automatically off 
the shelf with ZERO additional 
training. Instead of handcrafting 
every intent from scratch, 
reusing a pre-built, multi-turn 
conversation by topic will save 
an organization tremendous 
amounts of time. The pre-built 
conversation library should 
automatically handle diverse 
user responses including 
exceptions so chatbot owners 
do NOT need to train the 
chatbot to do so. The example 
on the right shows a pre-built 
conversation around one's self 
introduction off the shelf.

Entity Extraction

Evaluate whether a chatbot can 
auto-extract information (e.g., 
entity extraction) from free-text 
user input off the shelf with 
ZERO additional training. The 
example on the right shows 
that the chatbot auto-extracts 
the user's name without any 
customization. This alleviates 
all the machine learning and 
NLP training burdens from 
chatbot owners. 

Sentiment Analysis

Evaluate whether a chatbot can 
perform sentiment analysis of a 
user's free-text automatically 
off the shelf with ZERO 
additional training. This feature 
will come handy to deliver 
empathetic chatbot messages.

Question Templates

Evaluate whether and how well 
a chatbot can automatically 
learn hundreds of thousands 
user expressions from a couple 
of keywords. The example on 
the right shows the user inputs 
just a couple of keywords and 
the chatbot can auto-recognize 
diverse user expressions about 
the cost of the program. 

Psychographic Insights 
(Personality) Analytics

Evaluate whether a chatbot's 
psychographic inference works 
on any user in any 
conversation automatically off 
the shelf with ZERO additional 
training. 

https://juji.io/docs/juji-studio/reports/#system-attributes
https://juji.io/docs/juji-studio/reports/#custom-attributes
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Dialog Management

A conversation is often 
complex with multiple threads 
on multiple topics. Evaluate 
how well a chatbot manages a 
dialog especially how it 
remembers and maintains a 
conversation context properly. 
It is important to evaluate how 
well a chatbot can perform 
dialog management 
automatically off the shelf with 
ZERO additional training. 

2.2 Customizable AI: 
Chatbot Content

All chatbot solutions require certain customization to adapt the chatbot behavior and messages to the brand's image and needs.  
One key factor to evaluate time to value and cost of ownership of a chatbot solution is to evaluate the cost of customizing a chatbot 
solution from both time, effort, and resource requirements (e.g., how many training data would be required and how fast can a 
chatbot to be trained to function). Use the following listed criteria to evaluate the flexibility of a chatbot solution in support of 
customization, which in turn directly impacts the overall user experience and business ROI.

Customize chat flows

This is to customize the main 
work flow of a chatbot. 
Evaluate how easy and how 
flexible a chat flow can be 
defined and updated. Also 
evaluate how a chatbot 
supports a complex chat flow, 
such as nonlinear chat flows 
(work flows) as a conversation 
is hardly linear. In the example 
shown on the right, the chatbot 
helps answer student questions 
as well as elicits prospective 
student information. A good 
chatbot should automatically 
support the interleaving of 
these two tasks in ONE 
workflow regardless the 
number of questions a user will 
ask without burdening a 
chatbot designer to manage a 
chat flow manually. 

Customize chatbot 
questions

This is to customize a chatbot's 
question to a user, e.g., asking 
a user's program interest or 
interviewing a student for 
his/her learning experience. 
Evaluate how easy it is to add 
and edit a chatbot question and 
the types of question a chatbot 
can ask. To ensure task 
completion and user 
experience, it is also important 
to evaluate how the chatbot 
automatically handles user 
responses to the questions. 

https://juji.io/blog/where-is-artificial-intelligence-ai-how-to-make-a-chatbot-smart/
https://juji.io/docs/juji-studio/customize-main-chat-flow/#customize-main-chat-flow
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Customize chatbot 
responses

This is to customize a chatbot's 
response to a user input. 
Evaluate how easy and fast 
one can customize a chatbot 
response under different 
conversation contexts. For 
example, how to customize a 
chatbot's response based on a 
user expressed sentiment, the 
semantics of a user input, or 
the personality of a user with 
ZERO training or just a couple 
of training examples? The 
example shown on the left 
indicats a custom user 
response to a user input by 
semantics.

Customize Q&As

This is to customize a chatbot's 
knowledge base to answer user 
questions. Evaluate how easy 
and fast one can add custom 
Q&A including multi-turn Q&As 
and automatic support of their 
arbitrary nesting (e.g., starting 
a Q&A in the middle of another 
Q&A). Evaluate how many 
sample questions are required.

Auto-generate question 
paraphrases

Users often ask the same 
questions in different 
expressions (e.g., how old are 
you and what's your age are 
the same question phrased 
differently). Evaluate whether a 
chatbot can auto-generate 
paraphrases of question 
expressions, which will save a 
chatbot designer a tremendous 
amount of time to come up with 
those alternative expressions 
for training. 

Auto-generate response 
paraphrases

To make a conversation more 
natural and engaging, a chatbot 
should be able to paraphrase a 
message without sounding 
robotic. Evaluate whether a 
chatbot can auto-generate 
paraphrases of a message, 
which will save a chatbot 
designer's time to come up with 
such paraphrases.

Chatbot fallback 
handling

A conversation hardly follows a 
pre-planned path. Evaluate 
how a chatbot handles 
exceptions (fallback), which 
could be caused by a user's 
intentional or unintentional 
interruptions, such as asking a 
clarification question or giving 
excuses to dodge a question. 
Evaluate how easy and fast is it 
to customize the handling of 
fallbacks and the type of 
fallbacks, e.g., ignoring a user's 
gibberish input or disallowing a 
user's "I don't know" answer. 

https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-actions
https://juji.io/docs/juji-studio/customize-main-chat-flow/#chatbot-actions
https://juji.io/docs/juji-studio/customize-qa/#customize-qa-and-fallback
https://juji.io/docs/juji-studio/customize-persona-beyond/#fallback-handling
https://juji.io/docs/juji-studio/customize-persona-beyond/#fallback-handling
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2.3 Customizable 
Chatbot Settings

To create a custom chatbot that conforms with a brand's image or gives a chatbot certain characteristics, evaluate what types of 
chatbot settings are possible.

Customize chatbot avatar

Customize Conversation 
Tempo

Enable and Customize Spelling 
Checker

Customize User feedback 
Options

Enable Collaborative Chatbot 
Design Notes

2.4 Testing and 
Iterative Development

Just like any software solutions, a chatbot solution also requires testing and iterative development. Evaluate how fast one can 
preview and test a chatbot and how ti can be quickly and iteratively improved based on the testing.

Instant live chatbot 
preview and testing

Evaluate whether one can 
preview or test a live chatbot 
during the design process.

https://juji.io/docs/juji-studio/customize-persona-beyond/#customize-chatbot-persona
https://juji.io/docs/juji-studio/customize-persona-beyond/#customize-conversation-tempo
https://juji.io/docs/juji-studio/customize-persona-beyond/#customize-conversation-tempo
https://juji.io/docs/juji-studio/customize-persona-beyond/#user-input-control
https://juji.io/docs/juji-studio/customize-persona-beyond/#user-input-control
https://juji.io/docs/juji-studio/customize-persona-beyond/#enabledisable-user-feedback
https://juji.io/docs/juji-studio/customize-persona-beyond/#enabledisable-user-feedback
https://juji.io/docs/juji-studio/customize-persona-beyond/#collaboration-notes
https://juji.io/docs/juji-studio/customize-persona-beyond/#collaboration-notes
https://juji.io/docs/quality-chatbot-design-tips/#preview-chatbot-often-when-building
https://juji.io/docs/quality-chatbot-design-tips/#preview-chatbot-often-when-building
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Instant chatbot design 
improvements

Evaluate whether one can 
easily switch from testing to 
design stage to improve a 
chatbot instantly based on the 
test

2.5 Chatbot 
Deployment and 
Update

Evaluate how easy and quick a chatbot can be deployed and how a production chatbot can be updated. 

One-click deployment 
(URL)

Deployment should be made 
simple and quick. 

One-click update A chatbot should be updated 
easily.

Deployment 
customization options 
(website)

A chatbot might be used for 
different tasks and should be 
allowed to configured to suit 
different tasks. Below lists 
some of frequently used 
options.

Embedded website 
deployment (avatar)

This is a typical chatbot 
deployment option where a 
chatbot shows up as an icon at 
a corner of a webpage.

https://juji.io/docs/juji-studio/release/#generate-url
https://juji.io/docs/juji-studio/release/#generate-url
https://juji.io/docs/juji-studio/release/#deploy-to-website
https://juji.io/docs/juji-studio/release/#deploy-to-website
https://juji.io/docs/juji-studio/release/#deploy-to-website
https://juji.io/docs/juji-studio/release/#deploy-as-web-widget
https://juji.io/docs/juji-studio/release/#deploy-as-web-widget
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Embedded website 
deployment (cover 
page)

This is to show the chat cover 
page on a website. 

Popped-out website 
deployment

This option allows a chat 
window to pop up so it can be 
moved around without 
obscuring the content behind 
the window.

Customize chat start 
options

This configures how a chat will 
start, with or without requiring 
initial user information such as 
a first name or email.
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Customize chat start 
options

This configures how a chat will 
start, with or without requiring 
initial user information such as 
a first name or email.

Facebook Messenger 
deployment on FB 
pages

Deploy a chatbot on FB 
messenger 

2.6 Real-Time 
Reporting and 
Analytics

Human-AI engagements are complex, dynamic, and often difficult to predict. To better understand how your chatbot behaves or 
how your audience behaves, more important whether and how well your chatbot has delived the desired ROI, it is important to get 
a real-time reporting of both chatbot and user behavior as well as distilled insights from their behavior. Use the metrics below to 
evaluate how easy, timely, and comprehensive the aggregated chatbot and user behavior and insights distilled from their 
interactions are. 

2.6.1 Real-Time Chat 
Stats

The metrics below present an overview of user information and their behavior with your chatbot. When evaluating chatbot options, 
evaluate whether the following information is available for real-time access.

Chat traffic volume by 
date

How many chat sessions in 
total or by date

Chat duration (average)

How long does a chat session 
last on average. A very short, 
e.g., less than 1 minute, may 
indicate a potential "bounce" 
and inherent issues with your 
chatbot

https://juji.io/docs/juji-studio/reports/#chat-stats
https://juji.io/docs/juji-studio/reports/#chat-stats
https://juji.io/docs/juji-studio/reports/#chat-stats
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Chat start time

When do people typically start 
their chat. This could you the 
insights on your user habits as 
well as when you can safely 
update/upgrade your chatbot if 
needed.

Chat completion (e.g. , 
for interview chats)

How many people have 
completed their chat. This 
information is useful especially 
if you are using a chatbot to 
collect information from an 
audience. This tells you how 
many have finished answering 
your questions.

User Location

Where users come from. This 
data can be used in conjunction 
of your chatbot campaigns to 
see where it attracts the 
audience.

User Channel (e.g., 
web, FB)

What channels users use to 
chat. This information helps 
you understand where your 
users like to engage with your 
chatbot.

User Device (e.g., 
desktop, mobile)

What devices users use to 
chat. This information helps 
you understand your users' 
usage environment so you can 
best customize your chatbot to 
support them.

2.6.2 Real-Time User 
Question Analytics The following metrics are used to present a quick overview of user behavior around the questions/requests they asked/made.

User question analytics

This gives an overview of user 
Q&A stats, such as how many 
questions were asked, how 
many were answered, and how 
many were not answered. 
These insights help you 
understand what your users 
care about the most and what's 
knowledge your chatbot might 
be missing so you can improve 
it.

https://juji.io/docs/juji-studio/reports/#chat-stats
https://juji.io/docs/juji-studio/reports/#chat-stats
https://juji.io/docs/juji-studio/reports/#chat-stats
https://juji.io/docs/juji-studio/reports/#export-audience-data
https://juji.io/docs/juji-studio/reports/#export-audience-data
https://juji.io/docs/juji-studio/reports/#export-audience-data
https://juji.io/docs/juji-studio/reports/#export-audience-data
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User feedback analytics

This gives an overview of user 
feedback received, including 
the number of total feedbacks, 
both positive and negative 
feedback or user comments. 
This enables you to understand 
your chatbot behavior as well 
as your user behavior, 
including where the chatbot has 
been doing well and where it 
fell short. It should also give a 
chatbot admin suggestions as 
how to improve a chatbot per a 
user's negative feedback. 

2.6.3 Real-Time User 
Response Analytics The metrics below summarize user responses to chatbot questions.

Quantitative user 
response analytics 
(multiple visual analytics 
charts)

A visual analytic summary of 
user responses to quantitative 
questions (choice questions) as 
well as a visual summary of 
temporal trend of user 
responses to quantitative 
questions. 

Free-text user response 
analytics by sentiment

A visual analytic summary of 
sentiment analysis of user free-
text responses to open-ended 
questions and the temporal 
sentiment trend. The example 
on the right shows how it 
analyzed the expressed 
sentiment of users' free-text 
responses to the question 
"How's your onboarding 
experience".

https://juji.io/docs/juji-studio/reports/#audience-analytics
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Free-text user response 
analytics by keywords

A visual analytic summary of 
user free-text responses to 
open-ended questions by 
keywords in a word cloud.

Free-text user response 
analytics by topic

A visual analytic summary of 
user free-text responses to 
open-ended questions by topic. 
This will help a chatbot admin 
figure out the key topics 
expressed or cared by users 
during the chat.

Link click-through 
analytics

A visual analytic summary of 
user link click-throughs. This 
information helps a chatbot 
admin understand what 
information is important or 
useful for users.

2.6.4 Real-Time 
Psychographic 
Analytics

Visual displays of inferred psychographic insights that can aid human decision making as well as humans deliver hyper-
personalized advices based on each user's individual characteristics, such as their interests, needs, and personality.

Pre-Built Big 5 
Personality Visual 
Analytics

A visual summary of a cohort's 
35 Big 5 personality trait score 
distribution and an individual's 
35 Big 5 scores.

Pre-Built Holland Codes 
Visual Analytics

A visual summary of a cohort's 
6 Holland Code score 
distribution and an individual's 
6 Holland Code scores

https://juji.io/docs/juji-studio/reports/#audience-analytics
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https://juji.io/docs/juji-studio/reports/#audience-analytics
https://juji.io/docs/juji-studio/reports/#audience-analytics
https://juji.io/docs/juji-studio/reports/#inferred-user-characteristics
https://juji.io/docs/juji-studio/reports/#inferred-user-characteristics
https://juji.io/docs/juji-studio/reports/#inferred-user-characteristics
https://juji.io/docs/juji-studio/reports/#inferred-user-characteristics
https://juji.io/docs/juji-studio/reports/#inferred-user-characteristics


Key Capabilities Synopsis Examples

Pre-Built Shopper DNA 
Visual Analytics

A visual summary of a cohort's 
7 Shopper DNA score 
distribution and an individual's 
7 Shopper DNA scores

Fit-Risk or Strength-
Weakness custom 
profiles

A visual summary of a custom 
Fit-Risk or Strength-Weakness 
contrast profile based on the 
inferred psychographic insights 
for a given context, such as a 
student's fit for completing an 
online degree and potential 
risks of quitting. 

Individuality Quadrant

An individuality Quadrant 
displays the distribution of a 
cohort's fit-risk or strength-
weakness scores for a quick 
overview and the plan for the 
next best actions. For example, 
human advisors could use the 
insights to identify who are at 
risk of abandoning their study 
and help retain them to 
complete their online degree 
programs)

2.7 Real-Time Chatbot 
Monitoring and 
Maintenance 

Adopting a chatbot solution requires periodical chatbot monitoring and maintenance, such as identifying the chatbot's deficiencies 
and upgrading the chatbot's knowledge base. How easy one can monitor a chatbot and how fast one can update a chatbot directly 
impact a chatbot solution's cost of ownership. 

2.7.1 Real-Time 
Chatbot Monitoring Evaluate whether one can be notified of a chatbot behavior in real time with the following critical information.

Notification of 
unanswered user 
questions with answer 
recommendations

This is to notify a chatbot admin 
of unanswered user questions 
and the suggestion of possible 
answers to those questions. 
This notification inform a 
chatbot admin of chatbot 
failures.

Notification of user chat 
feedback with 
fix/enhancement 
recommendations

This is to notify a chatbot admin 
of received user feedback and 
possible solutions to address 
user negative feedback.

https://juji.io/blog/q-a-dashboard/
https://juji.io/blog/q-a-dashboard/
https://juji.io/blog/q-a-dashboard/
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Access to full chat 
transcripts

This is to provide a chatbot 
admin the knowledge of all 
chats.

Access to distilled chat 
information in 
dowloadable CSV

This is to provide a chatbot 
admin the "cleaned" user 
responses for further analyses 
(e.g., user research)

Pre-built integration of 
external tracking 
software (Google 
Analytics, Adobe 
Analytics, FullStory and 
any tracking tool with JS 
scripts)

This is to allow a chatbot admin 
to track user behavior in 
correlation to their chat 
behavior, e.g., the percentage 
of users who chatted also 
applied for a program.

2.7.2 Real-Time 
Chatbot Maintenance

Once a chatbot failure is detected, it is important to fix the failure ASAP to gain user trust. Evaluate how fast and easy one can fix a 
chatbot's failure.

Instant FAQ live update 
to uninterruptable 
critical conversations

Evaluate whether one can 
update a chatbot's Q&A 
capabilities without interrupting 
any ongoing conversations. 
This is an important measure 
because an update will enable 
the chatbot to answer more 
critical user questions however 
it should NOT interrupt any 
other ongoing conversations. 

One-click, instant 
update of production 
deployment

Evaluate how fast and easy 
one can update a production 
chatbot. A chatbot may be 
updated frequently to fix bugs 
as well as improve its own 
intelligence or knowledge. 
Evaluate how easy and fast is 
to update a chatbot in 
production. Preferrably in one 
click.

https://juji.io/docs/juji-studio/reports/#export-audience-data
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Multi-channel, 
automated answer 
notifications to users 
(via SMS and Email)

If a chatbot failure cannot be 
patched up instantly (e.g., no 
humans around to help), 
evaluate what back channels 
are supported to notify users, e.
g., SMS or email, once the 
answers or solutions are 
become available. This 
provides additional channels to 
engage with users off chat. 

III. Enterprise-Scale 
Adaptability & 
Extensibility to 
Maximize Solution ROI

When an organization adopts a chatbot solution, it is often the case that the organization wishes to connect the chatbot with 
existing systems (e.g., CRM, CMS, and live chat) or build upon the current solution to support new users of the chatbot in the 
future. Thus it is important to evaluate whether such a solution can be easily and quickly integrated with third-party systems and 
can be adapted and extended to support new tasks or multiple tasks. For example, when an educational institute starts with a 
chatbot solution to support student recruitment, it may want to integrate the chatbot with their underlying CRM system so their 
advisors can follow up with the prospects. Moreover, they may wish to connect the chatbot with their application system and 
extend it to help prospective students during their application process to improve application success. Likewise, the educational 
institute may want to add additional chatbots and connect them to registration systems or financial systems to help student 
retention or alumni engagement. To evaluate whether a chatbot option is easily adaptable or extensible, it would be good to 
assess the following aspects. 
The criteria listed below focus on evaluating how efficiently and effectively an IT team (who are the architects and bridge builders) 
can work together with Subject Matter Experts (who are the content or knowledge providers) to create useful and usable chatbot 
solutions that are also extensible. 

3.1 Adaptability of 
Chatbot Solution

Evaluate how quickly and easily a chatbot can be adapted to a new task or support multiple tasks. The following factors help 
assess such capabilities.

Clone a chatbot

This allows rapid reuses of the 
entire conversation content and 
logic of an existing chatbot 
within the same chatbot 
designer account and adapt it 
to new tasks.

Export and import a 
whole or partial 
runnable chatbot

This allows rapid reuse of the 
entire or partial conversation 
content and logic of an existing 
chatbot across chatbot 
designers' accounts and adapt 
it to new tasks.

Export and import FAQs 
including multi-turn, 
complex FAQs

This allows rapid reuse of 
trained Q&A for any chatbots 
within and across chatbot 
designers' accounts.

3.2 Extensibility of 
Chatbot Solution

In many solutions, a chatbot may need to be integrated with external communication channels (e.g., SMS and Email) or data 
resources (e.g., CMS, CRM, or human agents), being white labeled and embedded in a particular application/solution, or being 
powered with external capabilities (e.g., multilingual or speech). Evaluate how quick and easy it is to connect a chatbot to external 
resources or integrated with additional external capabilities. The following factors help evaluate the extensibility of a chatbot option.

Connect to off-chat 
channel: sending SMS 
in chat

Allows a chatbot to send a 
SMS to a user for additional 
connection. The example on 
the right shows how to enable a 
chatbot to send an SMS to a 
user.

https://juji.io/docs/chatbot-design-tips-advanced/#1-clone-juji-chatbots
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Connect to off-chat 
channel: sending emails 
in chat

Allows a chatbot to send an 
email to a user for additional 
connection. The example on 
the right shows how to enable a 
chatbot to send an email, e.g., 
alerting the Juji team of user 
pricing request/inquiries.  

Hand-off to human 
agents with Genesys 
live chat (upcoming this 
month)

Allows a chatbot to hand off a 
conversation to a human agent

Call external CMS or 
CRM APIs to record or 
retrieve information 
during conversation

Allow a chatbot to be integrated 
with a third-party CMS or CRM 
to store user information as 
well as retrieve info from such 
systems. The example on the 
right shows an API call to a 
Salesforce student database to 
retrieve a student's application 
status per the student's inquiry 
"What's my application status". 
In this call, the chatbot receives 
the student's applicant ID and 
then calls the Salesforce API to 
retreive the requested 
information.

3.2.1 Juji IDE: deep 
chatbot customization 
via scripting

Allow a chatbot developer to 
write scripts to create his/her 
own reusable, custom 
conversational AI resources (e.
g., conversation library) and 
use of external and custom 
functions. 

Customize 
conversation topics

An organization may have IT resources and wish to write task-specific conversation topics, e.g., recognizing special data entities 
and intents as well as perform specific functions (e.g., transactions). In this case, developers should be allowed to write their 
custom conversation topics or use third-party NLU and NLG modules. These custom conversation topics can also be packaged 
into custom library to be reused for all the brand's chatbots. 

Define Custom 
Functions

An organization may need to support custom chatbot actions such as financial transactions or database inquiries. Developers 
should be able to define those custom functions and use them in a chatbot. 

Customize Dialog 
Management

An organization may need to support custom dialog management policies (e.g., prioritizing certain types tasks or Q&A). In this 
case, one should be able to define their chat flow management policies (e.g., indicating which topics are more important than 
others or even which topics are optional)

3.2.2 Juji API: third-
party white-labeling of 
chatbots with zero-
code installation

Allow a developer to 
incorporate a chatbot into third-
party app (e.g., mobile app) or 
power a chatbot with external 
communication resources (e.g., 
speech + language translation). 
The example on the right 
shows a white-labeled chat 
interface that is also speech 
enabled. 

Embed a no-code 
chatbot in a third-
party app

Organizations may wish to deploy a chatbot in a mobile app, behind a firewall, or be part of an existing application (web or 
standalone).  IT team should be able to use API to embed a made chatbot directly into a third-party app without worrying about its 
behavior or training it. The team should be able to control its look and feel, as well as its interactions with other systems. For 
example, when using Juji API to deploy a chatbot behind a firewall, one could add user authentication before the chat starts. 
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Empower a chatbot 
with more powers

Organizations may also wish to add speech capabilities or multilingual capabities to a chatbot. Use these external API in 
conjunction with chatbot API, it can be easily done. This enables the IT developers to take full advantage of built-in AI like what Juji 
provides while augmenting the power of such AI. Again, this criteria will save an IT team tremendous amounts of time of tweaking 
a chatbot's internal AI. Instead, they can spend their precious time on augmenting the chatbot.

Augment Third-Party 
AI or Chatbot

Organizations may have built their chatbots using self-created or third-party tools. However they may not be happy about the 
certain parts of the AI but don't want to give up them completely. In this case, you can use Juji API to augment your existing 
chatbots by literally "slipping an existing chat flow" into Juji. Again, this is to improve IT efficiency by connecting AI powers from 
multiple sources. 

https://juji.io/ai-chatbot-api/#use-case-2
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