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How organizations and
consumers are embracing
voice and chat assistants

Conversational assistants are going mainstream

More and more consumers are using conversational interfaces

Have you ever used a voice/chat assistant for the following activities?
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Researching and Play music, check Learning about banking/
buying products and directions, booking an insurance products,
services, creating appointment for a car checking account balance,
shopping list, check- service, booking a paying credit card bills,
ing order status cab (e.g., Uber) transferring funds

Source: Capgemini Research Institute, Conversational Interfaces Research, Consumer Survey, April 2019-May 2019, N= 12,247 consumers
using voice/chat assistants.
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Sources: Company websites, news articles, Capgemini Research Institute analysis.
These are firms that are working on conversational assistants at any stage of maturity: pilot, multi-site deployment, and
Full-scale deployment.

Overall usage of voice assistants,
November 2017 vs May 2019 - US, UK, France, and Germany
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Sources: Capgemini Research Institute, Conversational Interfaces Research, Consumer Survey, April 2019-May 2019, N= 5,037 consumers
using voice assistants(consumers from US, UK, France, and Germany only); Conversational Commerce: Why Consumers Are Embracing
Voice Assistants in Their Lives, 2018.
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Researching/ Buying products Customer service Making
browsing about (groceries/home interactions post payment for a
products care/clothes) purchase (e.g., product/service
and services booking an

appointment,
step-by-step
recipe guidance)

Consumer
Products Retail Banking
and Retail and Insurance

May 19 - Global

Source: Capgemini Research Institute, Conversational Interfaces Research, Consumer Survey, April 2019-May 2019, N=10,254 consumers
using voice assistants.

How is your experience using the following voice assistants?
November 2017 vs May 2019
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A voice-based person- A voice-based speak- A voice and
al assistant on smart- er/device e.g. Google screen-based voice
phones e.g. Google Home/Amazon assistant (not phones)
Assistant/Siri Echo/Amazon e.g. Amazon Echo
Dash Wand Show/Amazon Fire TV
B November 2017 - US, B May 19 - US, UK, May 19 - Global
UK, France, Germany France, Germany

Sources: Capgemini Research Institute, Conversational Interfaces Research, Consumer Survey, April 2019-May 2019, N= 5,037 consumers
using voice assistants(consumers from US, UK, France, and Germany only); Conversational Commerce: Why Consumers Are Embracing
Voice Assistants in Their Lives, 2018.

e 58% of consumers like to personalize their voice assistants
* Nearly half trust their voice assistants for product advice
e Safety and security of personal data is a concern for half of the consumers

Voice | Chat
!S\/Iec:\rlieczhcaonstZSO% reduction in customer 74% 69%
More than 20% reduction in customer churn 63% 57%
NPS improvement of more than 3 points 62% 52%
Customer wait time reduction of 88% 80%

more than 5 minutes

Source: Capgemini Research Institute, Conversational Interfaces Research, Executive Survey, April 2019-May 2019, N=1,000 executives.

® But, less than 30% of the organizations show maturity in both
customer centricity and organizational capability

How can organizations make the
most out of the opportunity?

Bring a right balance
between human and robotic
interactions to drive

greater engagement

Put the customer
at the heart of
selecting

use cases

Enrich the conversational
assistant experience with
features such as videos
or images

Build the right skill sets to
succeed with
conversational interfaces
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