NEW SCENARIO

Try to imagine beeing in the following situation.

It is the end of November. You are going to spend a week's holiday in Val di Fiemme (a valley in which you can fin several resorts and ski-areas) with a friend. You wish to sleep in a three-stars-hotel for 7 nights, the second week of December, with half board accomodation. You wish to attend an alpine-ski course and to practise ice-skating. Your available budget amounts at about 200.000 Italian Lire per night, double room.

You are going to reach Val di Fiemme by airplane plus bus. You will therefore need to move by bus inside Val di Fiemme.

INFORMATION AVAILABLE TO TO AGENTS

Agents will receive description cards with information about resorts and hotels. They shouldn't give to the clients information not available in the description cards.

Information about resorts

Resorts will be: Cavalese, Panchià, Predazzo, Tesero (the same of the data collection).

In order to evaluate the quality of the decision taken from the client as to the resort, resorts should be different among them in terms of:

· skiing facilities: from each resort people can reach with buses only one ski-area (e.g. from Cavalese you can reach Alpe Area Cermis, from Panchia you can reach Ski Area Pampeago); ski-lessons are available only in one or two ski-areas. 

· Skating facilities: ice-skating is available in one or two resorts; some bus links could be available from the other resorts.

The price for ski-pass and for Ski-equipment renting is the same in all Ski-areas.

It would be nice if we could add some other information, which was frequently requested during the pre-tests, like the following:

· big/small/peaceful/restful resort

· a lot of/not so good as to cultural events

· a lot of restaurants/shops

· hystorical buildings

If it is not possible, the client could be asked to read by her/himself the information contained in the web-pages.
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Information about hotels

There will be three hotels in each resort. All hotels will be three-stars-hotels with half board accommodation and will have rooms available.  In order to evaluate the quality of the decision taken from the client as to accommodation, the three hotels in each resort should be different among them in terms of:

· price: at least one hotel should be out-of-budget;

· bus-links for the ski-areas: some hotels will avail of private free shuttle services, some ones will be very closed to the bus-stop, some others will be far from bus-stops;

The Hotel names will be choosen between that of the data collection. The telephone numbers will be given to the agents.

We can choose if making available other information or not:

· bathroom (asked during the pre-tests)

· possibility to have lunch in the hotel restaurant (not yet asked)

· …

INSTRUCTIONS FOR THE USERS

Instructions given to users should reduce out-of-domain language and unexpected behaviour.

Clients

The clients will be asked to write down the information they thought they would need to ask to the agents in order to help them planning the conversation and consequentely to reduce out-of-domain language and interruptions or self-corrections.

The clients should be informed that the system isn't able to deal with complex sentences and that they should check on the feed-back window if the system has correctly interpreted its speech. They should be invited to ask only for specific information related to resorts, ski areas, hotels and links or distances between them. 

In the multimodal condition the clients should be allowed to familiarise with the pen. They should be informed on the allowed usage of the whiteboard: only selections and free-hand-strokes (no "new" or "open" functions, no scroll, no zoom).

Agents

The agents should be well trained agents. They will be trained to answer like follows:

a. Giving only the specific information asked from the client (no adding unrequested information) and only the information available in the description cards (no adding other details)

b. No descriptions: if the client asks for descriptions/general information about resorts and hotels, the agent should answer asking what information in particular the client needs, or sending the web page of the resort containing a short description of it (and eventually reading it, without adding information), or showing the position of the resort/hotel on a map and asking what additional information the client needs.

c. No comparisons: if the client asks for comparisons between resorts or hotels (e.g. "which one is closer to the ski-area?"), the agent should answer giving information about only one option (e.g. "for example resort 1 is here; as you can see it is near to…; would you like any additional information?). As to hotels in a specific resort, if the client doesn't specify any feature or service he needs, the agent starts giving information always on the first of the three hotels, than on the second and then eventually on the third; as to resorts, it hasn't been already decided if an order should be observed in giving informations

d. To justify the presence of only three (3 stars) hotels in each resort, during the pre-tests we introduced the information on availability of rooms. When the client asked "how many hotels are there in RESORT NAME", or "would you please suggest me a hotel in RESORT NAME", the agent answered something like "three 3 stars hotels in RESORT NAME have still some rooms available, for example there is HOTEL NAME …". If the client asked for the hotel without specifing the category, the agent asked him/her for the needed category. It would be nice if these kind of answer could be allowed during the experiment.

N.B. Assicurarsi che linguaggio per passaggio di pag. web sia consentito, insieme a domande del tipo "c'e' una albergo più vicino, meno caro…?

