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Disclaimer: Sumo Logic Copilot was my 33rd UX for Al project. As | am writing this, my team just
completed the Copilot GA release, and the customers appear to really enjoy using this tool and get a lot
of value out of it, so please forgive me if | sound a bit excited. (I promise to keep the rest of the book as

dark and depressing as humanly possible.)
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InPart 1, we’ ve discussed why Al-driven projects often go wrong. With so many ways to fail,
what made Sumo Logic Copilot successful? In addition to having exceptional development and Al
teams, some UX aspects of this project also stand out and are worth mentioning. | hope they will be

instructive in your own work:
1.0 0 0 O O Strong use case
2.0 00 0O O Clear vision
3. 0000000000 Dedicated full-screen Ul
4. A0 0000 O O Al-driven autocomplete
5.0 0 O O O O Next-steps suggestions
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Let’ sdiscuss each of these points in more detail.
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Strong Use Case
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Throughout the book, you will find that one of the most significant failings of many Al-driven
projects is the lack of a clear use case where Al can directly benefit a customer in a tangible way.
Knowing this, when we started work on the Copilot a year ago, we wanted to ensure that the user benefit

would be clear and immediate.
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Anyone who has worked with Sumo Logic knows its powerful and performant log search engine.
They also recognize that you need to know a lot of Sumo Query Language syntax to unlock all this
power and performance. When ChatGPT first came out, many customers tried using it to write Sumo
Logic queries. Unfortunately, most LLM suggestions did not work—the Al needed to be specially

trained on a carefully chosen sample of Sumo Logic queries before it could write some of its own.
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As Robert Sheckley famously said, “ To ask the right question, you need to know part of the

answer” (1). Sumo Logic Copilot was trained on over 2,000 custom queries and can contextualize



results with visualizations that would typically take even a power user some time to build. Even powerful
queries such as geographical distributions and complex transpose time series are no longer challenging
to construct—you need only to ask a question in a natural language, and Copilot does the rest (see

Figure 6.1). Querying Sumo Logic using natural language allows nontechnical users, junior frontline

developers, and security analysts to get the information they need quickly (2).
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Figure 6.1 Complex Geo mapping query done with a simple natural language command
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Many Al-driven projects are a proverbial “ hammer in search of a nail,” where technology
capabilities drive the features and user experience. In contrast, Al-driven project vision is one of the
hardest things to, ahem, nail down. It often comes down to “ one thing” : Can you articulate the “ one
thing” that your product or service will do that will be the crucial differentiating factor in the customer

experience? (3).
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For example, the “ one thing” for Southwest Airlines is being“ The Low Price Airline.” So
when an enterprising product manager presents their next stupendous idea, the team can refer back to
their* onething” andask,“ Does serving our passenger beluga caviar on artisan salt crackers during
the flight really help us be the low price airline?” Thus the decision-making process becomes

considerably simpler.
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Using this“ one thing” approach for Al projects is very powerful, because it drives tremendous
vision clarity. In Sumo’ s Copilot project, Sumo Logic’ s CPO, Tej Redkar, a veteran of many
successful Al projects, drives the vision. Tej’ s“ onething” wasto® never let the user leave Sumo
empty-handed.” This“ onething” statement allowed the team the freedom to design the best
experience: a dedicated full-screen Ul, Al-driven autocomplete, and next-steps suggestions contextual
to the user journey. Together, these features ensure that valuable insights are easy to get at and that the

next steps are always within easy reach.
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As discussed in the next chapter, many Copilots are designed to use the side panel. In contrast, my
team and | developed Sumo Copilot as a dedicated, custom full-screen experience designed to fully
utilize Sumo’ s powerful log search and extensive data visualization capabilities (see Figure 6.2). Simply

put, logs, tables, charts, etc., contain a lot of data—you need the screen space to show it!
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When testing various design options, it quickly became apparent that rather than taking a cheaper
and more common side panel approach, our customers would benefit most from a brand-new way to
interact with Sumo’ s powerful log search engine: a dedicated set of pages on which the Copilot
experience would unfold. Thus, in partnership with our customers, PM, dev, and Al teams, | have
designed, thoroughly researched, tested, and validated every aspect of this dedicated Copilot user
experience using RITE methodology. (I will cover this“ new normal” user-centered design process
for Al-driven products in Chapter 17,“ The New Normal: Al-Inclusive User-Centered Design
Process” and RITE in Chapter 19, “ RITE, the Cornerstone of Your Al Research,” and throughout
this book.)
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Having a full-page dedicated experience allowed us the screen real estate we needed to implement
autocomplete and next-steps suggestions in the most effective fashion, as well as giving us the real estate
for a powerful restatement feature, where Copilot would echo back to the customer how it interpreted
their ask and provide an easy way to see the Sumo QL query the Copilot created (more on this in
Chapter 9,“ LLM Design Patterns” ). This allowed customers to validate the accuracy of the Copilot

interpretation and continuously learn more of Sumo QL, helping to build trust and long-term loyalty.
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Referring back to our “ one thing,” the main differentiators for the Copilot were two features |
take particular pride in: autocomplete and next-steps suggestions. Autocomplete as a concept has been
around for a very long time. In the Copilot, the autocomplete is driven by a powerful Al engine that can
recommend initial starting points, provide autocomplete suggestions, and even suggest source

expressions (in italics). See Figure 6.3.
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Figure 6.2 Dedicated full-screen Ul allowed us the room we needed to implement restating and

show detailed SumoQL translation
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Note the diagonal arrows to the right of each suggestion in the autocomplete overlay: those arrows
allow the users to populate the query in the search box for further editing instead of always running it,
saving time and money. These arrows allow the customers to make maximum use of the autocomplete
feature (it costs money to translate and run each query—why force the customer to run the query every
time if they are only trying to edit it?). These are the small but important design touches that my team
and I were able to add into this product in service of the “ one thing” : putting the customer on a

happy path to discovery (4).
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The second key feature that supports the “ one thing” vision is the next-steps suggestions on the
right side of the screen (see Figure 6.4). Those are not pre-canned suggestions but highly customized
natural language processing (NLP) queries driven by the user’ s journey through the system. The
Copilot is made to respond to and continuously learn from the user, always striving to present the most
insightful exploration ideas by leveraging the industry knowledge of log search best practices (naturally

this feature is using a proprietary algorithm that | cannot discuss in detail).
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Figure 6.4 Next-steps suggestions respond to the user’ s journey through the system
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As | discussed in Chapter 1, a full 85 percent of Al-driven projects fail, so the odds are stacked
against you from the start. To succeed, all the various parts of UX for Al practice must come together. |
hope this case study helps demonstrate that using techniques in this book, you can deliver your own

successful Al-driven project.
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Sumo Logic Copilot was a success due in large part to fantastic development and Al teams. In

addition to technical excellence, the key factors contributing to project success were:
1.0 0 0O O O Strong use case
2.0 000 0O Clear vision
3.000000000 0O Dedicated full-screen Ul
4. A0 00000 O Al-driven autocomplete
5.0 0 0 O O O Next-steps suggestions
OO0O00OOCopilotD 00O O0O0OOOOOOO..... 0 0O 080801 O

On the other hand, things that might have gone better with the Copilot project are [1 (Continued
on page 808)
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