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is...

improving business 
conversations

between humans.

informed by data.

as a nutritious part of a 
customer relationship.
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BLOCKS

Awaits perfection; 
won’t step past role.

Data inaccessible or 
not operationalized

Unexpected user 
experiences.

System too expensive 
or unperformant.

Unclear value prop.

Awaits perfection; 
won’t step past role.

Awaits perfection; 
won’t step past role.

Unclear product arc.Intractable model or 
data requirements.



How do we make this less fragile?

●                               ?
 

● sit together

● communicate tradeoffs,
not evaluations



Bias / Variance





Data

Assumptions
(non-adaptivity)

Tolerance

Model value is the 
product of:

● Plentiful Data
● (Good) Assumptions
● Tolerance for Error



Sneaky Data Sparsity
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Failover to high-bias model



Accept (& Communicate) Variance



Precision / Recall



[http://aiweb.cs.washington.edu/ai/mln/auc.html]

[https://en.wikipedia.org/wiki/Precision_and_recall]

On fire; 
Sleeping 
soundly

Wide awake,
Not on fire.

 ????



Extremes are often most relevant.

Recall! Precision!



Precision!

Recall!



To manage trust: set a 
threshold, then improve 
the curve.

⅓ of Google queries now 
hit knowledge base!



More generally: 
Discuss relative costs of errors early and often.

Cost Matrix Cost Function

Error more 
acceptable on 

extreme values?



Coevolution
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Red Feed, Blue Feed 
Jon Keegan



Jointly optimize for 
preferences and novelty

Or open data and people 
will explore for you!

http://qz.com/571007/the-magic-that-makes-spotifys-discover-weekly-playlists-so-damn-good/



http://techblog.netflix.com/2014/06/optimizing-netflix-streaming-experience.html

Treat incentivizing exploration as 
a new prediction problem Design explicit incentive 

mechanisms for exploration



Adding it Up



● Map the edges of your data, and how they will evolve.
○ Plan behavior and messaging for low-data situations.

● Compare how different kinds of error impact customers.
○ Target limitations on error to maintain trust, then iterate to add value

● Track and plan on users adapting to your product.
○ Shake users out of equilibrium to keep finding new value.

Communicating about these fundamentals helps the rest 
of your team think ahead and not get blocked.



More Reading
● DJ Patel's Building Data Science Teams
● Margit Zwemer’s Drivetain Approach
● Anu Tewari’s Product Playground
● DJ Patel (again): What We Wish We’d Known...



Thanks!
● Let’s talk conversational commerce & AI: george@frame.ai
● We’re hiring!  jobs@frame.ai 


