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INTRODUCTION
"CHATBOT EVOLUTION represents a strategic undertaking
for a prominent Australian alcohol retailer, boasting a
distinguished clientele. The project was initiated in
response to the underwhelming engagement levels
experienced with the company's existing consumer-facing
chatbot. The primary goal of this endeavor is to conduct a
comprehensive analysis to identify the root causes of low
engagement and subsequently devise robust solutions for
improvement. Additionally, the project seeks to uncover
novel opportunities for the chatbot's role in enhancing
customer engagement, creating deeper brand
connections, and expanding its utility beyond its traditional
function as a self-service channel."
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PROJECT BRIEF

PRPJECT
OVERVIEW 

PROJECT AUDIENCE:

PRIMARY
OBJECTIVES

SECONDARY
OBJECTIVES

KEY
DELIVERABLE

Enhance the
chatbot's
capabilities to
actively
engage with
customers,
thereby
strengthening
their emotional
connection to
the brand.
 

Customers aged 18 years and above.
 

Explore new
ideas and
opportunities fo
the chatbot as
an engagement
tool towards the
pathway to
purchase. 

Improve the
current
conversation flow
of existing service
capabilities.  

Research Insights on the explorations
(e.g.competitive reviews) 
Solution/Concept Definition

UX Solution flows (e.g. conversation
flows, screen flows)   

        1. What is the idea?
      2. What is the objective of the idea?

        3. How it works, etc?



Impact on Dan Murphy’s customer service representatives (e.g. live chat)
COVID-19 limitations

DELIVERABLES:

RISK/CONSTRAINTS:

Research Insights:  This section synthesises findings from research activities, including competitive reviews, offering valuable
insights that shape subsequent project phases.

Solution/Concept Definition:  

UX Solution Flows:  In this section, we outline solution flows, including conversation and screen flows, depicting the user's journey
through the system. These visual representations enhance the understanding of the user experience and system functionality.

Idea Description: This defines the core concept that the project aims to implement.
Objectives: Outline the primary goals and expected outcomes associated with the idea.
Functionality: Details the mechanics and key features of the proposed idea.

1.
2.
3.

SCOPING
FRAMEWORK

To undertake essential groundwork, delineate the problem/concept, develop the UX, and perform usability testing leading to an
interactive prototype for the Murphy chatbot, culminating in a live presentation.

SCOPE:



PROBLEM
STATEMENT
PEOPLE TEND TO BE HESITANT TO ENGAGE WITH CHATBOTS, OFTEN VIEWING
THEM PRIMARILY AS SELF-SERVICE TOOLS FOR ADDRESSING SPECIFIC ISSUES.



Discover



DESKTOP
RESEARCH
APPENDIX
Accurate research was conducted looking
into Alcohol Industry Trends, Competitor
Analysis and Chatbot Users to try gain a
deeper understanding of the marketplace.



DESKTOP
RESEARCH
FINDINGS
The rise in on-demand messaging has reshaped consumer
communication preferences, leading to increased
integration of chatbots across various industries. These bots
play a pivotal role in elevating the consumer experience
and delivering exceptional customer service. Chatbots are
revolutionizing how businesses engage with both existing
and potential customers. Research within customer service,
marketing, and sales demonstrates the practicality and
importance of incorporating chatbots into Dan Murphy's
services.



ONLINE SURVEYS & FINDINGS
12 x 1:1 interview

s

75 x O
nline Surveys

Com
petitor A

nalysis

Customer research was conducted, including surveys and one-on-one interviews, to gather insights on customer purchasing
behaviors and their experiences with chatbots. The objective was to identify customer frustrations and unmet needs.









Define









JOURNEY
MAP
"This customised journey maps serves as a valuable
resource for developing solutions that strongly
resonate with our primary personas



Develop



IDEATION
WORKSHOP



IDEATION WORKSHOP KEY
INSIGHTS

Summery of workshop ideas



Key 
Insights 
from 
Ideation
Workshop



Deliver



Chatbot Assist - Instore via App

Cocktail Maker
 



Private Cellar (External from existing chatbot)

Drinking Trivia Game (Inside of existing chatbot)



 PROTOTYPING



USER
TESTING

Engagement via gamification in a fun
way.
Use the existing cocktail recipes. So, all
recommended drinks link directly back to
the website, providing a pathway to
purchase. 

THE IDEA:

"Love it!"
"I'd love to know how to make a

cocktail at home, especially
during the lockdown!"

"It gave me the diverse selection I
was looking for!""

"I really like that the bot gave me
suggestion, based on the taste I

was looking for."

USER  QUOTES:

6/6 were able to work with the app
without any prior knowledge.
4/6 like how the app leads hem to a
particular section on the website, so they
can search for more recipes
5/6 believe it's very helpful tool and it
gives customers the same confidence
and reliability as if they were in-store

THE USER FEEDBACKS:



USER TESTING



Consider introducing a library of
different chatbot ‘faces’ (in addition to
Christmas and face mask), and
reviewing conversational scripts every 6
months – to keep the Murphy bot
dynamic, larger than life, and changing
with the times. 
Conduct additional user testing on
Murphy Bot - to improve usability and
accessibility 
User interface – consider the use of
colour accents and imagery to reduce
reading fatigue. 

6 Months:

FUTURE
ROADMAP  

Members dashboard - MPC integrated with members
account dashboard to receive access to personalised
recommendations 

Murphy bot could ask tailored questions based on the buyer
type to get the most engagement and assist customers in
getting in contact with relevant XM team members.

Consider adopting more conversational language and open
questions (e.g. “What brings you here today?”), so that
Murphy finds out more about customers during each
interaction. 

Curated suggestions based on previous order history 
Preferences saved such as default preferred store 
Consider a regular pulsed feedback system (proactively
asking for feedback on previous orders) for continuous
improvement 
Notifications feature – such as “Would you like to be notified
when this item is back in stock?”

18 Months+:
XM’s Private Cellar (MPC) 

Customise Murphy Bot based on audience segmentation 

Advanced Murphy bot features 

For  members when signed in, Murphy Bot could provide: 

In-store navigation: 
• Consider standardising DM stores nationally so Murphy Assist
has one system of product navigation for all stores. 
 

Implement a DM loyalty membership point
scoring system for added incentives 
Conduct additional user testing on XMBot - to
improve usability and accessibility 
User interface – consider the use of colour
accents and imagery to reduce reading
fatigue. 

12 Months:

Earn with DM-Chatbot

Integrate cocktail inspiration recipe finder
within “Help me find a Wine ”. 
Recommendation for the current website to
filter cocktail results the same way as the
Murphy Bot Cocktail Inspirations so results
match.  

Drinks Inspiration

 

Recommend exploring XMbot integration with
apps like Facebook Messenger and delivery
providers like UberEats and Deliveroo for Food
Pairing opportunities. 

Support Engagement with Integrated App.


