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Background
➔ 7 Participants
➔ 1 - 3 months since sign up
➔ 1 hr. phone interviews

Conversations covered 
expectations before sign up, during 
the Onboarding process, and initial 
few weeks of use. We compared 
initial expectations to impressions 
after use.



Expectations: Pre-sign up

Initial expectations were low, but they closely mirrored our value propositions as 
stated on our website. There was also a high expectation that the experience 
would be quite ‘human’, and intelligent. 

“One less thing to worry about as far as calendar management. Just being able to focus on the 
meeting preparation. Doing the follow-ups.”

“I feel like I craft my messages more like I'm talking to a person than I expected…”



Setup

Initial setup was universally viewed as pretty simple. Multiple users expressed 
apprehension about connecting personal calendars, While others saw Amy’s 
ability to have a total view of their schedule to be a key benefit.

“Setup was pretty easy. Surprisingly so.”

“I remember it being pretty quick. Pretty smooth.”

“Something spooked me about it (adding personal calendar) but I wasn't sure what it was.”

“I was impressed that when I connected my Google accounts (to x.ai) it could see them all.”



Setting Preferences

Users fell into two distinct personas when they set preferences. Those who 
dove deep into the system to understand all of Amy/Andrew’s features, and 
those who sped through the process in order to quickly test out the system.

“I setup defaults on the first pass. I'm the type of person who has to know everything that it does.”

“I like rolling up my sleeves and digging into a platform so I usually go through all the settings.”

“My main memory was that I just wanted to click everything quickly.”

“It didn't really become valuable to me until a few weeks in when I went in and did stuff beyond 
the initial setup”



Initial experiences using x.ai

Some had fears about the accuracy of the system so they dipped their toes, 
while others felt comfortable diving into the deep end. 

“What I had in mind was to do a small test on a small scale, then I'd have more confidence to send 
something to real colleagues, or real people I have to meet. Then I'd know what it would be doing.”

“I think the first time I tried it out I didn't dare to send it to an external person or a colleague. I sent 
it to myself.”

“I kind of jumped into the deep end of the pool. I got my account and was like let me just try a 
couple of meetings that are with clients that I didn't mind messing up with a learning curve.”



Internal Meetings

The general trend around internal meetings the users expressed was they didn’t 
see a need to use x.ai if they already had access to somebody’s calendar. 

“When it's internal people they don't schedule meetings, they don't have any need for Amy, they 
just accept meetings usually. I can see why they have no desire to go in and try it out.”

“We have Outlook, so it just makes more sense for me to use the scheduling in there and I can just 
look.”

“Scheduling an internal meeting is more just awkward, especially with everybody not on the 
platform. If everyone was on the platform maybe it would be better.”



Learning to work with Amy/Andrew            1/3

A lot of learning is still taking place by trial and error, and the learning curve 
seems to be steeper than expected for some. 

“I trust it, it's taken 2 months, but it's taken a while to prove itself.”

“I think there's a bit more of a learning curve maybe than I was anticipating and I found that I've 
had some unexpected results.”

“It's fallen a bit short of my expectations for what the learning curve may be.”



Learning to work with Amy/Andrew           2/3

Users have seemed to get the hang of best practices for interacting with 
Amy/Andrew, but seem to shy away from using truly natural speech patterns. 
They err on the side of caution. 

“If it doesn't understand me in shorthand, I just use it like it's an idiot.”

“I'm more deliberate with Amy. I don't use as much shorthand... not as much as I would be with 
somebody who knows me.”

“When I speak with Amy I'm a bit more formal and overcommunicative. More so than I would be in 
person. ”



Learning to work with Amy/Andrew           3/3

There are some misconceptions about the best way to interact with the system. 
Once again, a lot of this learning seems to take place by trial and error, by 
mistake, or by a lot of searching.  

“If I had a thread going back and forth, and I want to insert a meeting, I usually just start a clean 
request. But I saw in your email to me, you just looped him in and he picked it up. ”

“It took some learning for me to understand that if I want to change a meeting with someone, I 
have to reply back on that original thread.”

“Eventually I figured out to respond to an invite to say ‘Cancel this meeting’.”



Awareness of features

Users seem to be generally satisfied with basic functionality, but could be 
missing out on more advanced, helpful features. They revert to what they know 
when uncertain of a new situation.

“When it gets into these ambiguous situations, where I don't know if the feature is there, I just go 
back to what I know. ”

“There are some emails that I'm receiving that make me more curious... about the functionality 
that it provides. But everything is working already, I just want to fine tune some things.”



Confusion: Delays                                         1/2

There were some notable expectations around system speed. Quite a few users 
expected instant results and were somewhat puzzled by the system delay. 

“The other thing I noticed, was I was a bit impatient. It took a few minutes before the email got 
back. I wondered ‘did everything go correct?’ In my head I was expecting an immediate response.”

“First thing that stood out, I got on the phone with a friend and tried to test out different scenarios 
with Andrew. That wasn't easy to do because the response isn't immediate.”

“In my first expectation I wanted a quick response so I could show my colleagues how Amy worked. 
I had to keep asking them to refresh their inbox. ”



Confusion: Delays                                        2/2

It’s interesting to note that multiple users mentioned that it felt more ‘human’ to 
have a bit of a delay.

“It took about 4 minutes. Is that a functionality that you built to make it a bit more human?”

Some users wanted to at least see what Amy was up to, but couldn’t

“I expected it to respond faster from the web interface and I still do today - when I send something 
to get scheduled, it always feels like it's behind and doesn't know about stuff I've sent to it.”



Frustration: Locations                                   1/2

Locations were a strong theme among user frustrations.

“My first memory was that it was asking me for a meeting location that I didn't provide in the 
email that I sent. Normally I never send out meeting locations because I'm always using Google 
Resources.”

“If you don't (have a default location), it will ask you each time. I feel like sometimes it's been a 
little clunky on that issue.”



Frustration: Cancellations                             1/2

Cancellation requests were the second notable theme.

“Somebody said ‘No, I don't want to meet anymore’, she (Amy) couldn't understand the response.”

“I found myself today wishing I could go in and just cancel a request by clicking a button instead of 
replying to Amy, because I didn't know if it would be interpreted the right way or picked up in 
time.”

“I would get hit or miss, sometimes would get a new invite, sometimes an ‘I don't know’... It was 
awkward to some of the guests since I was sometimes CCing them.”



Expectations after use - Negative

Unpredictable Responses seems to be the biggest unmet expectation.

“In the first week it was great. I was like "this is awesome" and was telling my friends about 
it. It was 85% accurate. Now I'm using it for like 10% of my meetings, if that. And my 
confidence has unfortunately plummeted.”

“Right now it's kind of like I don't know what I'm gonna get, so it's kind of unpredictable and 
I'm a little scared to keep using it.”

Note - There were also many positive reactions as well which you can find in the full report.



Professional Edition Onboarding & 1st months

For more customer 
quotes and insights, 
read the full report


