Engineering Innovation and Design
Topics, Attributes, and Learning Objectives
With addition of Class Lessons and Activities

Topic Process skills Intuitive skills Character and learning outcomes: Class Outline Class Lessons and activities
Left brain Right brain attitudinal learning As a result of the subject,
learning learning Heart and muscle students will be able to:
introduction the ecosystem of the benefits of personal force and Better able to describe Intro Class 1
innovation: innovation, and passion to make it their commitment to Course Overview
leadership, the need for happen engineering innovation + Introduction to Voice Recognition Technology
people and tools leadership designing with heart and design, the role they » Background about technology and speech recognition.
normative, creating and will play, the personal + Overview of design process. Example code and.
descriptive and protecting space force and effort that will * Articulating a design
prescriptive ... for right brain be necessary, and the Achieves #1: Extract customer requirements
thinking resulting benefit to them,
their team, customers and
beneficiaries in society
understandin | setting program sensemaking on feeling dissatisfaction | Identify, prioritize and Customer Class 2
g customer objectives what it is that status quo, and validate the needs of the Needs / Review of Homework in teams.
needs and identifying trying to committing to create | customers and Eliciting » Learning how aspeech-recognizer works.
setting goals customers and accomplish something better beneficiaries by Needs / * Understanding the problem: Methods to learn about Goals, Business
weeks 1 to 3 stakeholders active listening inquiry and listening | empathetically listening Interpreting Strategy, Customer Needs, and Understanding the user (demographics)
eliciting real needs | passive personal timeless and observing, with a Needs, * Understanding the concept of States (and how they apply to user
interpreting needs | observation intention to help personal intention to meet | Prioritizing interactions)

and prioritizing

interaction and
validation of
need

those needs

+ Articulating the design — how to use the user-interface specification
template

» Homework: create pizza-ordering flow-chart

Achieves #1: Extract customer requirements

Achieves #2: Critically evaluate customer requirements

Achieves #6: Explain how competition is identified and assessed
(morphological analysis)

Class 3
VXML 2 — the basic dialog, debugging, forms and fields

Class 4

Review of flow-chart Homework in teams,

+ Introduction to group-projects (present available projects)

+ Techniques to develop a model of asystem, early stage prototyping
+ In class exercise: creating a “traxsfer funds” banking app.




Homework: create prompts for the pizza-ordering line, refining the script.
Achieves #3: Formulate customer requirements by identifying latent
needs

Achieves # 8: Develop a conceptual design and evaluate the design
alternatives at the architecture level and detailed design level

Class 5

VXML 3 - variables, field computation, form reset

Homework: Develop working VXML pizza-ordering system

Achieves #4: Identify useful new technology and plan its incorporation to
new products

invention and | searching for making knowing when to Creatively and Supporting Class 6
technology technologies connections to invention to need resourcefully identify and | Tech / Tech * Establish groups and group projects
weeks4to5 | evaluating your knowledge ingenuity and incorporate new Search * Introduction of market strategy, business strategy, technology strategy
technology base resourcefulness technologies and create * Learn about the social-psychology of man-machine interactions
[inventing] assessing the inventions in just the Homework: develop preliminary understanding of group project problem
mastering new benefit of right quantity (and no and customer needs
technologies as existing vs new more) so as to meet needs Achieves #5: Establish a bold connection between a new technology and
needed technology and lead to a successful anew product
creativity, lateral outcome
and associative
thinking Class 7
Pizza ordering line due.
VXML 4 - Prompts (using recorded audio)
Class 8
+ Choosing technology, establishing a technology strategy
* Learning how to design for speed: The 1 hour banking app
* Review of designs and translating ideation into planned.
Achieves # 9: Explain importance of keeping flexibility and adaptability
in design
Class 9
VXML 5 — writing vxml sub dialogues, barge-in
Achieves #11: Explain how implementation plans would be developed
Achieves #12: Discuss manufacturing timelines and schedule interactions
Concept and setting goals, creating clear Visioning Identify and make the Creativity / Class 10
architecture including cost and | goals from elegance, beautiful decisions necessary to Concept 11 + Techniques for creative thinking
weeks 6 to schedule ambiguity and embodiment crate the vision and plan (downselect) / + Presentation and review of group sample call scripts
8.5 defining concept, constraints decision making for a new innovation or Properties of + Critique of sample call scripts

function and form
decisions and

wow factor,
taste, clarity of

personal force to
converge a simple

design (including its
goals, concept,

good design

Achicves #16: Appreciate the need to be creative and still deliver on time
(make it real in the world)




trade offs
decomposition,
interface
[tasking and
scheduling]
detailed design
creating
documentation

concept and its
importance
Jjudgment, better
vs. good enough
gut check and
testing limits
apportioning
resources

limits of models

design

architecture and
interfaces, detailed
design, and
documentation) by
applying engineering
knowledge, intuition and
judgment

Class 11
VXML 6 - Advanced Grammars / DTMF input

Class 12

+ Branding, refining value proposition of product, TCO and ROI

* The value of promoting your ideasand how to justify design decisions.
* Element refinement in the design

* Designing for failure, contingency analysis

* Writing effective prompts: word-order, clarity, colloquialism

Due: Final drafts of call flow and scripts for group project

Achieves #15: Recognize the mportance of the “wow” factor in products

Class 13
VXML - links, Next Document/Form/Field

Class 14

+ Learning about Implementation, sourcing voice talent

* Learning about Usability testing. Conducting Wizard of Oz testing,
High Fidelity testing

Due: User-Interface Design Spec

Achieves #17: Explain limits and benefits of models in the product
development process

Implementin
g and
operating
weeks 8.5 to
10

Implementation
integration, test
and verification
delivery on time
and schedule
operability
validation

maintaining
quality
ensuring safety
service

responsibility to
deliver with quality
personal force to
deliver

ethics

empathy with users

Implement, integrate,
verify and deliver the
design or innovation with
quality, on schedule and
budget, so that delivers
value, is operable and
safe

Risk / usability /
good
implementation
practice /
integration &
test
(verification) /
presentations

(Note — at this point in the class, onward, some objectives are met
through the interactions between the student groups and the instructor,
based on their progress, and experiences with their project)

Class 15
Group project work / VXML help as needed (Groups are coding projects)

Class 16

* Project management, software coding, element testing, system
integration, system testing, designing for process efficiency and speed to
market, exploration of software devdopment methods

* PMI Certified guest lecturer, Product Manager guest lecturer

Class 17
Group project work / VXML help as needed

Class 18




+ Initial presentations of project
+ Critique of projects

Class 19
Group project work / VXML help as needed

Recap
weeks 11 to
14

adapting to
change
risk assessment

robustness,
accomodatabilit
y and
adaptability in
design
estimating and
mitigating risks
understanding
when to be
transformationa
I, and when to
just make the
system better

willingness to be
adaptable
dealing with risk

Innovate, invent and
implement designs that
control risks, are robust
and/or are adaptable to
future changes

Adaptability /
usability 2 /
Validation / risk
2/ final
presentations

Class 20
* Deployment, Customer Support (SLA), System Improvement, Upgrade
Lifecycle

Class 21
Presentation of Initial Designs — Review and feedback

Class 22

In-class demonstration and participatory exercise in directing and
coaching voice talents. Technical backgrounder Text-To-Speech and
Speaker Verification technologies.

Class 23

Application Tuning - how to roll out aspeech application to large groups
of users: marketing considerations, speech-recognition tuning, user-
interface re-design.

Class 24

* Evolution, Product family expansion, system and technology
improvement. Future direction of speech-technology in cars, mobile, the
web. Guest lecturer to discuss product family expansion

Achieves #20; Distinguish between what is good and what is good
enough

Class 25
Final Presentations Of Group Projects
Class 26
Final Presentations Of Group Projects
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How Apple Eioot-Dragged to Victory

Steve Jobs's formula for success: Don't Rush.
By HOLMAN W. JENKINS, JR.

Steve Jobs is taking a leave of absence from a company with great technology and a greater brand,
perhaps the world's best. He's been a stellar CEO, but Apple has also enjoyed an unbelievable run that
begs to be understood as more than just one man's magic.

ST ————
Mr. Jobs is not a god. Mr. Jobs may be a product visionary and marketing genius, but a success as
uncanny as Apple's has many fathers, one of which is luck. To wit, an unappreciated bit of Jobs luck was
his relegation to the sidelines just as the tech industry was euphorically creating the Internet bubble of
the 1990s.

This insight, we hasten to add, has not been suckling for years but comes to us via a headline this week
about the conviction in a French court of Jean-Marie Messier for misleading investors.

Bear with us. Mr. Messier was a name to conjure with a decade ago, author of a breathtaking
transformation of a French water utility into Vivendi Universal, a global media giant, including a
Hollywood studio, music business, video games, a mobile phone network and a cable TV company.

Mr. Messier was a visionary (of which there were many at the time) who preached the importance of
delivering media content wirelessly, regardless of platform. He believed in mobile broadband. He
created his own short-lived cloud portal, Vizzavi, that would follow users everywhere, supplying high-
quality video, audio and e-commerce to any kind of device.

If that sounds like he was anticipating the
iPhone/iTunes revolution a decade later, he was—as
were many others. In fact, Mr. Messier was placing his
own little bet on top of much larger bets by Furope's
telecom giants, who went off the deep end investing in
3G wireless networks in the 1990s in anticipation of the
digital nirvana. What became known as Europe's $500
billion "wireless bubble" wasn't precisely replicated in
the U.S., but not for a lack of urging. Larry Ellison,

euy Imags Steve Ballmer and other tech leaders took to podiums

Jean-Marie Messier, the visionary former president of to fret that the U.S. was bemg left in Europe s mobile
Vivendi dust.

View Full Image

And where was Mr. Jobs when all this was going on?



This may turn out to be a seminal question for tech history. He had long since been kicked out of Apple
in 1994, when Mr. Messier commenced his meteoric rise and fall.

Mr. Jobs was running Next Computer, making workstations for scientists. He had bought an animation
studio and was learning how to make digital movies. After he returned to a crisis-plagued Apple in late
1996, he was preoccupied with cutting and bailing and creating the comparatively unambitious iMac

while others were pursuing their bubble visions. =

And even when Apple's own mobile strategy began to take shape, look how plodding it really was. The
original iPod had no wireless connectivity. The iPhone and iPad today are still designed in anticipation
of the user storing most of his media content locally.

Only now, in 2011, is Apple building a cloud farm in North Carolina, which all presume is aimed at

providing the bottomless library of streaming conten essier envisioned a decade earlier.

Let's try out a hypothesis: Mr. Jobs's slowness is the key to Apple's success. His focus on the device, his
emphasis on perfecting the user experience, meant holding back, not overreaching. The iPod would only
be a music player. The iPhone and iPad would be Web-browsing devices that wouldn't play most of the
video on the Web. Apple TV remains "a hobby" (his words) because there's no way yet to deliver an
acceptable user experience. And notice that each of these device categories had been around for five or

10 years by the time Apple entered (clobbered) them. ME ‘L _f (' [{ 6‘919 QL P ¢ f{% *
¢

Mr. Jobs has been the great withholder. If Apple were looking to encapsulate his wisdom in two words,
it could do worse than "speed kills." It kills user experience by trying to deliver more than can be
delivered beautifully.

Of course, this fundamental strategy orientation might now change. Apple has allowed itself to be
drawn into a battle for mobile-platform market share with Google's Android. Apple's management is
increasingly focused on growing an ecosystem rather than on creating devices. The Microsofting of
Apple may be at hand, the company becoming a feckless and inefficient user of capital as it seeks to
protect itself on every front from every perceived threat to its privileged position. Before long, Apple
might even need a Steve Jobs to come back and save it again.

Ve % ‘6((/90/ &
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ESD.051 Pizza Ordering Homework Parts 1+2

Notes:
e Scripts & Call Flow Diagram due Tuesday, February 22, 2011 (should take 1 hour).
e  We will review your designs in class — PLEASE bring printed scripts and call- flow diagram to

class.
e See Chapters 4 and 5 in the book as a reference to using state tables and constructing call-flow
diagrams.
The Problem:

You are tasked with designing a pizza ordering system for a small, independent pizza parlor that will
take orders with a voice application. At minimum, a customer should be able to:

1 Choose a size (small, medium, or large).

2. Choose one topping (pepperoni, sausage, mushrooms, olives, onions, or green
peppers).

3. Decide if the order is for pickup or for delivery.

4. If the customer asks for delivery, record their address. In Angel, you will record to an

audio file using a Voicemail page.
Play back the order, namely the size, toppings, and whether the customer asked for
pickup or delivery.

5. Save the entire order, including the recording of the delivery address if applicable, to a
spreadsheet. An employee at the pizza parlor will then be able see all the orders that
need to be filled. In Angel, you will implement this with a Data page. Additionally, you
should include one retry prompt and one timeout prompt for each question.

Part | - Script
For the first part of this assignment, you should write scripts that demonstrate the complete

experience you plan to build. For example, you may want to write two scripts: one where a
customer orders a pizza for pickup, and second where a customer orders a pizza for delivery.

Note that requirement #6 (saving the order) will not change the design of your script, as it is not
part of the customer-facing experience. Please follow the three column format shown in class,
namely: Who is speaking, What they say, and Notes.

In this first part, you are just writing the scripts. Later you will be designing a state diagram, and
then implementing the system on Angel.com.

Part 2 - Call Flow Diagram

For the first part of this assignment, you should write create a call-flow diagram that reflects the
design of your script. You can use Microsoft Visio (Windows), Omnigraffle (Mac, and available at the
26-139 Athena cluster), or you can use a free online tool such ashttp://draw.labs.autodesk.com/
ADDraw/draw.html - or another one of your choosing.

In this second part, you are just creating the call-flow diagram. Later you will be implementing
the system on Angel.com.



Additional Challenges - if you want:

If you would like to make a more complete pizza ordering system, consider adding these features:

Allow customers to choose multiple toppings.
Allow customers to confirm the order, rather than just reading it back to the them. If part of
the order is wrong, return to the very beginning of the ordering process.

* Anything else you'd like. But be careful; some ideas may be very difficult to design and
implement. Others may be impossible due to the limitations of the technology. If you have
questions about the feasibility of an idea, feel free to ask the staffl
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Mike’s Pizza

Order a new Pizza for Pick Up

Now o(ckr L oder 6&6’1&/5/ 0 ﬂﬂﬁf

System Welcome to Mike’s Pizza. Other sends caller to a
human
For a new order, say “new;” to check the status of an
order, say “status;” for anything else, say “other”
Caller New
System Great! Our fantastic pizzas are available in “small,” This system only allows a
“medium,” and “large.” (Pause 1 sec) What would you | customer to order 1 pizza
like? with one topping; no multiple
toppings; no split toppings,
no drinks, sides, etc
Prices provided in retry,
timeout, help
Caller <Medium>
System Would you like it “plain” or with “pepperoni”, Can only have one topping
“sausage”, “mushrooms,” “olives,” “onions”, or
“green peppers?”’ J i A Prices provided in retry,
Con 1(' Mddcl@ timeout, help
Caller <Plain>
System | head a <Medium> <Plain> pizza. Is that correct? You | Prompt cannot be skipped
can say “Yes” or “No”?
Confirm pizza here
Caller Yes
System Great! “Pickup” or “delivery”? (Pause 1 sec) Pickup in | Use actual wait times
<20> minutes or wait <60> minutes for delivery.
Emphasize wait time to
encourage pick-up
Caller Pickup
System Ok. Your order comes to <$10>. Can | place your
order? ‘
Caller Yes
System Great! Your order has been placed. We will see you
in <20> minutes at 200 Main Street in Cambridge.
Thanks for calling!

Plnz




Order a new Pizza for Delivery

System Welcome to Mike’s Pizza. Other sends caller to a
human
For a new order, say “new;” to check the status of an
order, say “status;” for anything else, say “other”
Caller New
System Great! Our fantastic pizzas are available in “small,” This system only allows a
“medium,” and “large.” (Pause 1 sec) What would you | customer to order 1 pizza
like? with one topping; no multiple
toppings; no split toppings,
no drinks, sides, etc
Prices provided in retry,
timeout, help
Caller <Medium>
System Would you like it “plain” or with “pepperoni”, Can only have one topping
“sausage”, “mushrooms,” “olives,” “onions”, or
“green peppers?” Prices provided in retry,
timeout, help
Caller <Plain>
System I head a <Medium> <Plain> pizza. Is that correct? You | Prompt cannot be skipped
can say “Yes” or “No”?
Confirm pizza here
Caller Yes
System Great! “Pickup” or “delivery”? (Pause 1 sec) Pickup in | Use actual wait times
<20> minutes or wait <60> minutes for delivery.
Emphasize wait time to
encourage pick-up
Caller Delivery
System Ok. Where would you like your pizza delivered to? Will be recorded to an audio
Please speak your name, address, telephone number, | file
and any additional instructions and then press pound.
Caller <Michael Plasmeier. 362 Memorial Drive. Cambridge,
Massachusetts. Please call me when you are here.
617 225 7262> [#]
System Your order comes to <$10>. Our delivery drivers Split confirmation
accept cash only. Your delivery information is (play
recorded delivery info). Can | place your order?
Caller Yes
System Great! Your order has been placed. Fresh Mike’s

pizza will be at your door in about <60> minutes. Call
us back to get status information. Thanks for calling!

%‘W%Wf—mﬁ—y
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Mike’s Pizza

A Voice Ordering System by Michael Plasmeier

Contents
Scrlpts ......................................................... 2
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Scripts

Order a new Pizza for Pick Up

System Welcome to Mike’s Pizza.

You can say “new order”, “check status” or “other”

Other sends callerto a
human

Caller New order
System Great! Our fantastic pizzas are available in “small,” This system only allows a
“medium,” and “large.” (Pause 1 sec) What would you | customer to order 1 pizza
like? with one topping; no multiple
toppings; no split toppings,
no drinks, sides, etc
Prices provided in retry,
timeout, help
Caller <Medium>
System Would you like your pizza “plain” or with a topping? Can only have one topping
List of toppings in retry,
timeout, help
Prices provided in retry,
timeout, help
Caller <Plain>
System | head a <Medium> <Plain> pizza. Is that correct? You | Prompt cannot be skipped

can say “Yes” or “No”?

Confirm pizza here

Caller Yes

System Great! “Pickup” or “delivery”? (Pause 1 sec) Pickup in
<20> minutes or wait <60> minutes for delivery.

Use actual wait times

Emphasize wait time to
encourage pick-up

Caller Pickup

System Ok. Your order comes to <$10>. Can | place your
order?

Caller Yes

System Great! Your order has been placed. We will see you

in <20> minutes at 200 Main Street in Cambridge.
Thanks for calling!

Plaz




Order a new Pizza for Delivery

System Welcome to Mike’s Pizza. Other sends caller to a
human
You can say “new order”, “check status” or “other”
Caller New order
System Great! Our fantastic pizzas are available in “small,” This system only allows a
“medium,” and “large.” (Pause 1 sec) What would you | customer to order 1 pizza
like? with one topping; no multiple
toppings; no split toppings,
no drinks, sides, etc
Prices provided in retry,
timeout, help
Caller <Medium>
System Would you like your pizza “plain” or with a topping? Can only have one topping
List of toppings in retry,
timeout, help
Prices provided in retry,
timeout, help
Caller <Plain>
System | head a <Medium> <Plain> pizza. Is that correct? You | Prompt cannot be skipped
can say “Yes” or “No”?
Confirm pizza here
Caller Yes
System Great! “Pickup” or “delivery”? (Pause 1 sec) Pickup in | Use actual wait times
<20> minutes or wait <60> minutes for delivery.
Emphasize wait time to
encourage pick-up
Caller Delivery
System Ok. Where would you like your pizza delivered to? Will be recorded to an audio
Please speak your name, address, telephone number, | file
and any additional instructions and then press pound.
Caller <Michael Plasmeier. 362 Memorial Drive. Cambridge,
Massachusetts. Please call me when you are here.
617 225 7262> [#]
System Your order comes to <$10>. Our delivery drivers Split confirmation
accept cash only. Can | place your order? Don’t reply delivery info
Caller Yes
System Great! Your order has been placed. Fresh Mike’s

pizza will be at your door in about <60> minutes. Call
us back to get status information. Thanks for calling!
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Flow Diagram
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State Tables

0 Welcome

<User Calls In>

Prompts

Name Condition Wording

Welcome Always Welcome to Mike's Pizza
Condition Action

Always 1

Module Settings / Notes

Entering from

0

Prompts

Type Wording

Initial You can say “new order”, “check status,” or “other.”

Timeout 1 Sorry, 1 didn’t hear you. You can say “new order”, “check status,” or “other.”

Timeout 2 Sorry, | still did not hear you. To place a new order, press 1. To check the status of an existing order, press 2. Or for all other
options press 3 to talk to an employee.

Retry 1 Sorry, | didn’t get that. You can say “new order”, “check status,” or “other.”

Retry 2 Sorry, | still did not get that. To place a new order, press 1. To check the status of an existing order, press 2. Or for all other
options press 3 to talk to an employee.

Help You can start a new order, check the status of an existing order, or talk to a human who can handle all other questions

Option Vocabulary DTMF Action Confirm.

New order New Order 1 1000 If necessary
New
Place Order

Check status | Check Status 2 2000 If necessary
Status

Other Other 3 Send to Pizza Shop Human Representative If necessary
Human
Talk

Other Module Settings / Notes

Plaz




1000 New Order ;J

1

Prompts

Name Condition Wording
Welcome Always Great!
Condition Action

Always <go to 1100>

Module Settings / Notes

This welcomes the user to the new order subsystem.

1100 Get Size @ §

Speech input

Entering from

1100

Abnormal: 1130, 1310

Prompts

Type Wording

Initial Our fantastic pizzas are available in “small,” “medium,” and “large.” (Pause 1 sec) What would you like?

Initial from What size would you like? “Small”, “medium”, or “large”?

Abnormal

Entry

Timeout 1 Sorry, | didn’t hear you. What size would you like? “Small”, “medium”, or “large”? (Pause 1 sec) Small pizzas are 7 dollars;
medium pizzas 10 dollars; and large pizzas 12 dollars.

Timeout 2 Sorry, | still did not hear you. To order a small 8 inch pizza for 7 dollars, press 1. To order a medium 10 inch pizza for 10
dollars, press 2. To order a large 12 inch pizza for 12 dollars, press 3.

Retry 1 Sorry, | didn’t get that. What size would you like? “Small”, “medium”, or “large”? (Pause 1 sec) Small pizzas are 7 dollars;
medium pizzas 10 dollars; and large pizzas 12 dollars.

Retry 2 Sorry, I still did not get that. To order a small 8 inch pizza for 7 dollars, press 1. To order a medium 10 inch pizza for 10 dollars,
press 2. To order a large 12 inch pizza for 12 dollars, press 3.

Help We sell pizzas in 3 sizes. Small pizzas are 8 inches and cost 7 dollars. Medium pizzas are 10 inches and cost 10 dollars. Large
pizzas are 12 inches and cost 12 dollars.

Option Vocabulary DTMF Action Confirm.

Small Small 1 Record state. Go to 1120 If necessary
Seven dollars
Eight inches

Medium Medium 2 Record state. Go to 1120 If necessary
Ten dollars
Ten inches

Large Large 3 Record state. Go to 1120 If necessary
Twelve dollars
Twelve inches

Personal Personal I’'m sorry we don’t carry personal pizzas. The smallest we have is 8
Extra Small inches. To order an 8 inch pizza, say “small”

Extra large Extra Large I’m sorry we don’t carry extra-large pizzas. Our large is 12 inches;
XL larger than some pizzeria’s extra-large! To order a 12 inch pizza say

“large”

Dlnz




Other Module Settings / Notes

1120 Get Topping @ §

1110

Abnormal: 1130, 1310

Prompts

Type Wording

Initial Would you like your pizza “plain” or with a topping?

Initial from You can say “plain” or the name of a topping we carry.

Abnormal

Entry

Timeout 1 You can say “plain” or the name of a topping we carry: “pepperoni”, “sausage”, “mushrooms,” “olives,” “onions”, or “green
peppers” (Pause 1 sec) We like to keep it simple, so we only put up to one topping on each pizza. Toppings cost an extra dollar.

Timeout 2 Sorry, | still did not hear you. For a plain pizza, press 1. For pepperoni, press 2. Sausage, 3. Mushrooms, 4. Olives, 5. Onions,
6. Green peppers, 7. We only put one topping on each pizza. Toppings cost 1 dollar extra.

Retry 1 Sorry, | didn’t get that. We only put one topping on each pizza. You can say “plain” or the name of a topping we carry:
“pepperoni”, “sausage”, “mushrooms,” “olives,” “onions”, or “green peppers”

Retry 2 Sorry, | still did not get that. We only put one topping on each pizza. For a plain pizza, press 1. For pepperoni, press 2.
Sausage, 3. Mushrooms, 4. Olives, 5. Onions, 6. Green peppers, 7.

Help We like to keep it simple, so we only put up to one topping on each pizza. We are unable to only put the topping on a fraction
of the pizza. Toppings cost an extra dollar. We carry: pepperoni, sausage, mushrooms, olives, onions, and green peppers.

Option Vocabulary DTMF Action Confirm.

Plain Plain 1 Record state. Go to 1130 If necessary
Cheese
Tomato

Pepperoni Pepperoni 2 Record state. Go to 1130 If necessary

Sausage Sausage 3 Record state. Go to 1130 If necessary

Mushrooms Mushrooms 4 Record state. Go to 1130 If necessary

Olives Olives 5 Record state. Go to 1130 If necessary

Onions Onions 6 Record state. Go to 1130 If necessary

Green Green Peppers 7 Record state. Go to 1130 If necessary

Peppers

Other <List of toppings 1 am sorry. We do not carry that topping. We carry: pepperoni, If necessary

toppings other stores carry> sausage, mushrooms, olives, onions, and green peppers.

Other Module Settings / Notes

Dlaz



1130 Confirm Pizza @ §

Entering from

1120

Prompts

Type Wording

Initial | head a <Medium> <Plain> pizza. Is that correct?

Timeout 1 I head a <Medium> <Plain> pizza. Is that correct? You can say “Yes” or “No”?

Timeout 2 Sorry, | still did not hear you. If a <Medium> <Plain> Pizza is correct, press 1. Otherwise, press 2.

Retry 1 Sorry, | didn't get that. Did you say you wanted a <Medium> <Plain> pizza. You can say “Yes” or “No”?

Retry 2 Sorry, | still did not get that. If a <Medium> <Plain> Pizza is correct, press 1. Otherwise, press 2.

Help If your order is incorrect, say “no” and we will rebuild your pizza

Option Vocabulary DTMF Action Confirm.

Yes <Standard Yes List> 1 Go to 1210 If necessary
Correct

No <Standard No List> 2 Go to 1100 If necessary
Incorrect

Other Module Settings / Notes

Initial text cannot be skipped over

1210 Get Delivery Method @ §

(Speech Input

Entering from

1130

Abnormal: 1310

Prompts

Type Wording

Initial Great! “Pickup” or “delivery”? (Pause 1 sec) Pickup in <20> minutes or wait <60> minutes for delivery.

Timeout 1 Sorry, | didn’t hear you. You can say “pickup” or “delivery”? (Pause 1 sec) We deliver to Cambridge and Somerville at no extra
charge.

Timeout 2 Sorry, I still did not hear you. To pick up your pizza in our store, press 1. For delivery, press 2.

Retry 1 Sorry, | didn’t get that. You can say “pickup” or “delivery”? (Pause 1 sec) We deliver to Cambridge and Somerville at no extra
charge.

Retry 2 Sorry, | still did not get that. To pick up your pizza in our store, press 1. For delivery, press 2.

Help

Option Vocabulary DTMF Action Confirm.

Pickup Pickup 1 Go to 1300 Always
Store

Delivery Delivery 2 Goto 1220 Always

Other Module Settings / Notes
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1220 Get Delivery Address @ §

Entering from

1210

Abnormal: 1310

Prompts

Type Wording

Initial Ok. Where would you like your pizza delivered to? | am going to record you speaking your delivery information to the driver.
Please include all information that the driver needs to deliver you pizza and then press pound.

Initial Ok. Where would you like your pizza delivered to? | am going to record you speaking your delivery information to the driver.

Abnormal This will replace previous recordings. Please include all information that the driver needs to deliver you pizza and then press
pound.

Timeout 1 1 didn’t hear you. Please speak all information, such as your name, address, telephone number, and any additional instructions
that the driver needs to deliver you pizza and then press pound.

Timeout 2 Sorry, | still did not hear anything. Please speak your name, address, telephone number, and any additional instructions that
the driver needs to deliver you pizza and then press pound. (Pause 1 sec) If you would like pickup instead, press 1.

Other Module Settings / Notes

Record response up until press of pound and save as a “Voicemail”

Help prompts not possible here

If 1, go to 1300

1300 Final Confirmation @ §

L2
Entering from
1210, 1220
Prompts
Type Wording
Initial Pick Your order comes to <$10>. Can | place your order?
up
Initial Your order comes to <$10>. Our delivery drivers accept cash only. Can | place your order?
Delivery
Timeout 1 Sorry, | didn’t hear you. Your order comes to <$10>. Can | place your order? You can say “yes” or “no”
Timeout 2 Sorry, | still did not hear you. To place your order, press 1. If something is incorrect, press 2.
Retry 1 Sorry; | didn’t get that. Can | place your order? You can say “yes” or “no”
Retry 2 Sorry, | still did not get that. To place your order, press 1. If something is incorrect, press 2.
Help If something is not right with your order, say “no”. Otherwise, say “yes” to place your order.
Option Vocabulary DTMF Action Confirm.
]
Yes <Standard Yes List> 1 Go to T366 I g}b q({ Iﬂ If necessary
400, Gobmet 4 Sqe Calle
No <Standard No List> 2 Go to 1220 ) »‘b Or-de( U-‘J If necessary
| 4 '{f,‘”
Other Module Settings / Notes [V e

Dlaz



1310 What’s Wrong _ @

Entering from

1310

Prompts

Type Wording

Initial I'm sorry. What's wrong? <Play If Pickup or If Delivery>

If Pickup The “size,” the “topping,” or would you like “delivery” instead?

If Delivery The “size,” the “topping,” the “delivery address,” or would you like “pick up” instead?

Timeout 1 Sorry, | didn’t hear you. What's wrong? <Play If Pickup or If Delivery>

Timeout 2 Sorry, | still did not hear you. If the size is incorrect, press 1. If you would like a different topping, or no topping at all, press 2.
If you want <delivery> instead of <pickup> press 3. <If delivery> If you would like to change your delivery address and/or
instructions press 4. <end If>

Retry 1 Sorry, | didn’t get that. <Play If Pickup or If Delivery>

Retry 2 Sorry, | still did not get that. Sorry, | still did not hear you. If the size is incorrect, press 1. If you would like a different topping,
or no topping at all, press 2. If you want <delivery> instead of <pickup>, press 3. <If delivery> If you would like to change your
delivery address and/or instructions press 4. <end If>

Help Please let me know what is incorrect with your order so we can go to that step to fix it. If the size is incorrect, say “size”. If
you would like a different topping, or no topping at all, say “topping”. If you want <delivery> instead of <pickup>, say
<delivery>. <If delivery> If you would like to change your delivery address and/or instructions, say “delivery address.” <end If>

Option Vocabulary DTMF Action Confirm.

Size Size 1 Go to 1100 If necessary
<the list of sizes>

Topping Topping 2 Go to 1120 If necessary
Toppings
No Topping
<the list of toppings>

Delivery Pick Up <if Delivery> 3 Go to 1210 If necessary

Method Delivery <if Pickup>

Delivery Delivery Address 4 Go to 1220 If necessary

Address

1400 Thank You ;—J

o

Entering from

1300

Prompts

Name Condition Wording

If Pickup If Pickup Great! Your order has been placed. We will see you in <20> minutes at 200 Main Street in
Cambridge. Thanks for calling!

If Delivery If Delivery Great! Your order has been placed. Fresh Mike's pizza will be at your door in about <60> minutes.
Call us back to get status information. Thanks for calling!

Condition Action

Always <Hang Up>

Module Settings / Notes
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=5D.051 Pizza Ordering Homework Parts 3+4

Notes:
® Final Deliverable is due by 3PM on Monday, February 28, 2011.
* Angel.com Implementation is due by 3PM on Wednesday, March 2, 2011,

The Problem:

You are tasked with designing a pizza ordering system for a small, independent pizza parlor that will
take orders with a voice application. At minimum, a customer should be able to:

1 Choose a size (small, medium, or large).

2) Choose one topping (pepperoni, sausage, mushrooms, olives, onions, or green
peppers).

3. Decide if the order is for pickup or for delivery.

4. If the customer asks for delivery, record their address. In Angel, you will record to an

audio file using a Voicemail page.
Play back the order, namely the size, toppings, and whether the customer asked for
pickup or delivery.

9 Save the entire order, including the recording of the delivery address if applicable, to a
spreadsheet. An employee at the pizza parlor will then be able see all the orders that
need to be filled. In Angel, you will implement this with a Data page.

Additionally, you should include one retry prompt and one timeout prompt for each question.

Part 3 - The State Tables

Use your call flow diagram from part 2 to create a set of state tables. Remember, there should be
one table for each state in your diagram. We strongly recommend that you use the state table
templates posted on Stellar.

You must include one retry prompt and one timeout prompt for each state. Additionally, add one
help prompt for half of your states.

In this first part, you are just writing the scripts. Later you will be designing a state diagram, and
then implementing the system on Angel.com.

Part 4 - Angel.com Implementation
Use your state tables to implement your system on Angel.com. Then, call your system to test it
out!

If you are still having difficulties setting up your Angel account by Tuesday, send us an email.

The purpose of this part is to get you familiar with the tools you will be using to build your individual
and groups projects. Thus, we do not expect you to spend more than a couple of hours on this
part. If it is taking longer, you may choose to implement a system with a simpler design than the
one presented in parts 1-3. However, if you are having trouble implementing a system that meets
the six requirements of the assignment (shown above), send us an email describing what you are
stuck on so we can help out.



Final Deliverable

Once you have completed all the parts of the assignment, submit a single PDF file on Stellar with
the following:

(Optional) a title page and table of contents

Scripts

Call flow diagram

State Tables

A phone number to call so we can try your system

If you successfully implemented the data page on Angel to save customer’s orders
(requirement number 6 above), call your system to place a few orders. Then download
and submit the spreadsheet generated by Angel containing all the orders that have been
placed. To download this spreadsheet, click the “Site Builder” tab on Angel, click on
your data file in the right column, and either copy and paste the spreadsheet from the
webpage, or click “Download” to save it as an Excel file.

NGO o =

One way to merge all these documents together into a single PDF file is to export each as a PDF.
Then, go to http://www.mergepdf.net/ and choose “Pick Files...” to upload the individual
documents, one at a time. Finally, click “Merge PDF.”




