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Consumers make extensive use of
 voice assistants inside cars

Usage of voice assistants will surge in the next three years

Three years from now, 95% of consumers expect to use a conversational assistant,Three years from now, 95% of consumers expect to use a conversational assistant,
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Three years from now...

Source: Capgemini Research Institute, Conversational Interfaces Research, Consumer Survey, April 2019–May 2019, N=7,078 consumers using in-car voice 
assistants.
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Voice assistants are progressively replacing direct visits 
and calls to dealers/showrooms  
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Preference for using voice assistant, three years from now

Preference for direct visits/calls/ordering online, 
three years from now

Booking an appointment for 
a service (e.g. tire change)

Using the in-car assistant to order 
specific services (e.g. ordering food, 

groceries etc.)

Providing feedback or make 
a complaint for the car

Source: Capgemini Research Institute, Conversational Interfaces Research, Consumer Survey, April 2019–May 2019, N=7,078 consumers using in-car voice 
assistants.

Despite the convenience offered, nearly 60% of consumers feel that 
the in-car voice experience needs to be improved

It was great, will use it again

It wasn't satisfactory, won't use it again

It was satisfactory, but the experience needs to be improved

Play music, check directions 
and other in-car functions 43% 49% 8%

Booking a cab (e.g., Uber) 
for individual/shared rides 26% 58% 15%

Using the in-car assistant to order specific 
services (eg: add to cart,order groceries, etc.) 26% 59% 14%

Booking an appointment 
for a service (e.g. tire change) 25% 60% 15%

Using the in-car assistant to 
order specific mobility services 25% 60% 15%

Integrating with at-home voice systems, e.g. setting  
a comfortable temperature at home before 

arriving and vice versa control of car from home
24% 63% 13%

Providing feedback or 
make a complaint for the car 23% 61% 16%

Average experience 
across these use cases 28% 59% 14%

Automotive organizations have a great opportunity 
to enhance the customer experience 

through voice assistants
A positive experience will drive higher customer engagement

Source: Capgemini Research Institute, Conversational Interfaces Research, Consumer Survey, April 2019–May 2019, N=7,078 consumers.

Used the voice assistant 
more frequently and for 

more functions

Shared my positive 
experiences with 
friends and family 

Decreased my 
engagement with the 

customer service systems and 
relied on the voice assistant 

Subscribed to services 
offered by the automotive 

company (e.g.: music 
streaming, navigation)

76% 73% 65% 58%

On having a good experience with a voice assistant, I have

Source: Capgemini Research Institute, Conversational Interfaces Research, Consumer Survey, April 2019–May 2019, N=7,078 consumers using in-car voice 
assistants.

Customers are willing to pay a premium for voice assistants

Yes Not now, but maybe in future Never

Will you be willing to pay a premium/monthly subscription price for a voice 
subscription installed/embedded in the car? 
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Source: Capgemini Research Institute, Conversational Interfaces Research, Executive Survey, April 2019–May 2019, N=6,386 consumers, N=117 Automotive 
organizations.

Automotive organizations overestimate 
the capabilities of their voice assistants 

Voice assistant understands the 
consumer's needs and preferences 

when making suggestions

Voice assistant keeps improving 
based on user's personalized 

suggestions over time

Voice assistant considers context 
into account when interacting

Automotive executives Consumers

81% 84% 74%59% 65% 59%

22 points 19 points 15 points

Sources: Capgemini Research Institute analysis.

How can automotive organizations leverage 
voice assistants to provide a great 

consumer experience?

Anchor

Customize

Expand

Soothe privacy concerns

Master basic features and earn trust  

Educate users about “skill” 
recommendations, discovery, and search 

Ensure and develop contextual relevancy 

Give voice assistants a unique personality 

Test at micro-segment level and build adaptability 

Build an ecosystem for the 
long term 

Integrate in-car and at-home 
functionalities

5%

41% 54%

I expect to use these assistants all the time

I expect to use these assistants on very limited occasions

I expect I will not use these voice assistants

https://www.capgemini.com/research/voice-on-the-go/

