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and Artificial Intelligence

What is going on?

Why now?
High growth of
adoption
Brands are looking for new ways to engage
customers. The rapid adoption of conversational
interfaces and commoditization of AI meet two
crucial needs of brands, particularly in terms of
experience-led transformation and cost
reduction.
Nowadays, the amount of voice enabled devices as
well as the number of voice technology users have
grown exponentially.

1)
2)
3)

Statista, Worldwide smart speaker market revenue, 2020
SAR Insight, 2019
Statista, Smart speaker market revenue worldwide in 2017, 2018 and 2022

$ 28 billion

+35%

is the global smart speaker
market revenue expected to
be reached by 2022.1

is the smart speakers market
growth in 2019 compared to
the previous year. 2

111 million

92 million

is the amount of voice
assistant users in the U.S.
- with millions more around
the world.3

is the amount of smart
speakers sold between
January and December
2019. 2

What is going on?

Why now?
The behaviours
have changed
People’s attitude towards voice-enabled
technology is generally positive: people are now
used to interact with voice tech and show
appreciable levels of satisfaction about it.
According to forecasts voice tech usage is
expected to increase, again…and again.

94% of voice
technology users

54% of smart
speaker users

believe voice technology
improves their quality of life.1

use voice to manage
their home. 2

58.6% of
Internet users

30% of Italian people

have used voice search in 2019.3
1)
2)
3)
4)

Voice Trends & Statistics: What Designers Need to Know About the New Tech Boom,Adobe, 2019
2019 Voice report: Consumer adoption of voice technology and digital assistants, 2019
Global Smart Speakers Users, eMarketer, 2019
We Are Social, Global Digital Report 2019

use voice search or vocal
commands. 4

What is going on?

Why now?
Mature
technologies

The Natural Language
Processing market size is
expected to grow from USD
10.2 billion in 2019 to USD

26.4 billion by 2024.

Google’s Speech-toText can support your
global user base,
recognizing

120 languages and
2
variants.

1

The maturity level of a technology is now
significant: we can activate many functions
only by pronouncing a voice command.
And there is still much room for improvement,
as technology is evolving quickly.
Main devices / Touchpoints
• Smart speakers
• Smart gadgets
• Personal wearable devices
• Smart home electronics
1)

2)
3)

Natural Language Processing Market by Component, Deployment Mode, Organization Size, Type, Application
(Sentiment Analysis and Text Classification), Vertical (Healthcare and Life Sciences, and BFSI), and Region - Global
Forecast to 2024, Markets and Markets, 2019
Google, 2020, https://cloud.google.com/speech-to-text
AI still doesn’t have the common sense to understand human language,MIT Technology Review, 2020

The smart home market is
expected to grow from USD
76.6 billion in 2018 to USD

151.4 billion by 2024.

State-of-the-art deeplearning models can now
reach around
1

90% accuracy.

3

What is
it about?
The conversational interaction between human and machine

What is it about?

The
conversation

The word conversation generally is
used to define an informal chat
between two or more people, in
which they exchange information,
thoughts and feelings. When it is a
face-to-face conversation, people
also use body language and nonverbal communication to express
deeper their thoughts.
Through human evolution, the way to
deliver conversations has been
enriched with the opportunity to give
permanency to a conversation,
manage asynchronous and remote
conversations. Now, this way to
communicate is also used to interact
with a machine.

What is it about?

Look who’s talking
Artificial intelligence

Artificial Intelligence (AI) enables machines with cognitive
human skills enabling a real conversation where the machines
can understand, react or even predict.
It opens new scenarios where the human potential can be
amplified by an easier way of interacting with more and more
powerful machines.
AI + Conversational can improve our efficiency in many tasks
during our everyday life and open new opportunities for
business to create value and positive impact in different
industries.

Artificial Intelligence (AI) is a
branch of computer science
concerned with building machines
capable of performing tasks that
typically require human intelligence.
AI is an interdisciplinary science
with multiple approaches which
create a paradigm shift in virtually
every sector of the tech industry.

We gotta talk
Human intelligence

Human conversation is a complex
and tricky system:

• Hidden meanings
• Feelings
• No verbal language
• Social rules
• Cultural/social conventions
• …

The conversation is a human and social activity, and it is the most
natural way of interaction: talking to machines makes the
experience faster, easier and more user friendly than any other
interaction paradigm.
To design a conversation with machines with a positive user
experience, the conversation should be:
• comfortable for the humans
• sustainable by the machine

AI enables
conversations
Understanding Artificial Intelligence in conversation

AI enables conversations

Artificial Intelligence
Our intelligence as a paradigm
Computer science uses our intelligence as a paradigm to
design and build machines that can reason, learn and speak
rationally.
AI has multiple branches that integrate with each other, just
like the human brain integrates multiple functional areas.
They allow machines to establish a growing control of the
environment.
People are going to interact with computers almost in the
same way they would interact with others, thanks to
technologies that make this “miracle” possible.

Machine
Learning
Robotics

Planning

Natural
Language
Processing

Vision

Artificial
Intelligence
(AI)
Speech

AI enables conversations

Level of intelligence
Computational complexity
RE-ACT, PREDICT

The answers to the question “are the
lights on at home?” provided by a
machine might be different. It depends
on the level of intelligence which
matches with different capabilities:

Control devices, understand rules,
predict behavior, (e.g. Machine
learning, deep learning)

REASON, INFER
draw conclusions from facts and
rules of inference, plan actions (e.g.
Inference engine, Expert system)

COMPREHEND, KNOW
represent knowledge and understand
classification (e.g. NLP or Knowledge
representation)

SENSE, PERCEIVE
recognize words in sounds (e.g.
speech recognition)

MACHINE
CAPABILITY

MACHINE
ANSWERS

“Yes, the lights
are turned on.”

"The lights of the kitchen
and the bathroom are
turned on”

“The lights of the kitchen and
the bathroom are turned on.
You should turn them off to
save on energy bills.”

“I turned the lights of
the bathroom off,
because you weren’t
home by 8:30 PM.”

AI enables conversations

The three main models
of conversational interfaces
Text User
Interface

Touchpoints

Interfaces

Request and answer:
chat-based messages

Smartphone

Laptop/
Tablet

Smart
TV

Gaming
System

Voice User Interface +
Graphic User Interface

Voice User
Interface

Request and answer:
graphic and voice based

Request and answer:
voice based command

Vehicle

Smart speaker
with display

Wearable/
hearable

Smart
Appliance

Smart
Speaker

Humans talk to
machines
How people experience a conversational interaction with
machines

Humans talk to machines

Why do humans
talk to machines?
People are searching for a way to convey and express
their thoughts in a more effortless and efficient
manner through technology. On top of that,
performing more than one task at the same time is
also a major need of human.
But why?
Talking to the machine is a more natural and easier
way than typing on the touch screens or keyboards.
And multitasking with the help of machines can create
a higher quality of work than only done by a human.

to get
information
of any kind, such as weather
forecasts, latest news or how
much fuel’s left in car.

to operate and
control

to make a
transaction
such as purchasing and
paying, sending money or
charging credit accounts.

by accomplishing precise
tasks or managing other
connected devices.

… To accomplish tasks

to have fun
and entertain
through playful activities
such as jokes and trivia
questions.

Where does it
happen?
How the contexts influence the conversations

Where does it happen?

Contexts
implication

PHYSICAL CONTEXTS

We focused on identifying different contexts
that are most relevant to an individual in the
physical context and started from the
personal context at a small scale to the
general contexts at a larger scale. We
outlined the conversational interactions that
are happening in the different kinds of
physical contexts.

A

A S

A I

I

Personal
contexts

General
contexts

Where does it happen?

Home
A

A S

A I

I

Conversational AI is a growing presence in the home world. The high
level of privacy enables a large use of conversational devices in a
safe way. In this protected environment, the smartphone and the
smart speaker are the best access points for conversational AI: they
allow to control all the connected devices by voice commands.

Benefits
• Enhancing the security at
home

• The conversational AI
entertainments are the most
adaptable for the families
• Maximising brand loyalty
through conversational AI

62%
Americans
claim security is the top benefit
for owning a smart home
device. (Larms.org, 2019)

Alexa Guard by Amazon
Guard is a Alexa feature that helps users detect the sound of home
alarms: it can send Smart Alerts via notifications to users’ phone,
and it can also forward the alerts to the security provider.
(https://www.techlicious.com/blog/alexa-guard-home-safety-features/)

Where does it happen?

Work
Place

A

A S

A I

I

Through conversational AI, businesses can deliver an enhanced
experience to their customers, while taking some of the stress away
from human employees, and can minimize the effort to accomplish
organizational tasks, making them easy to plan. The conversation
could happen between different devices like smartphones, tablets,
smart speakers, etc.

Benefits
• Optimizing the internal and
external communication
works
• Optimizing repetitive tasks for
human resources, with a
personal touch
• Innovating the Ads activities
through chatbot technology

80% of
businesses
are expected to have some sort
of chatbot automation by 2020
(Outgrow, 2018)

UNA by Unilever
Unilever created UNA enterprise chatbot to simplify the way
employees found information through its many processes, systems
and content resources. (https://www.fjordnet.com/workdetail/unileverreimagining-the-employee-experience/)

Where does it happen?

Healthcare
& Fitness

A

A S

A I

I

The experience of healthcare and fitness offered by traditional service
systems is static and disconnected. The conversational AI solutions are
always ready to comprehend customers’ needs and questions, and direct
them to the right answer. A voice assistant can be a health and wellness
advisor or a companion, to assist people in their daily life and work, all
leveraging a more human tone of voice avoiding judgment.

Benefits
• Transforming general
experience into personal

• Scalable personal service
• Reducing the burden of
service providers
• 24 hours availability of
customer service

73% of
healthcare
admin tasks
could be automated by AI.
(Business Insider, 2020)

Kids MD App
Boston hildren’s Hospital is integrating Alexa throughout the
patient experience to provide parents with information and advice.
(https://www.advisory.com/daily-briefing/2016/06/02/just-ask-alexa)

Where does it happen?

Commerce
& Retail

A

A S

A I

I

In today’s digital age, vCommerce is the evolution of eCommerce
changing the way customers shop by including voice command. It offers a
better shopping experience with convenience, speed and ease because it
can avoid the long queues, limited store hours and long checkout process
of the traditional channels. This new way to redefine shopping, pushes
brands to repurpose the functions of physical stores and to maximize the
importance of personalization and brand loyalty.

Benefits
• Better analysis of customer
behavior

• A timely and accurate record
of data
• Increasing cross-selling
opportunities
• Improving customer
engagement

• Instant feedback and review

83% of
consumers
said they would contact chatbot
support if they could be
guaranteed an immediate
response (Helpshift, 2019)

Bottle Genius
Amazon’s Alexa Bottle Genius provides a personalized, voicepowered customer assistant that helps shoppers in Bottlerocket’s
whiskey aisle. (https://www.dbusiness.com/daily-news/voice-activated-instore-shopper-tool-launched-by-the-mars-agency-in-southfield/)

Where does it happen?

Finance
A

A S

A I

I

Automation is bringing many advantages to financial services such as
freeing up advisors to concentrate on more complex inquiries. An
important example of AI in banking is chatbots. In customer service, bots
can interact with customers in place of advisors, speeding up response
time and easing up workloads. But for certain things, customers still want
to talk to a real person. Human advisors continue to play a vital role in
digital banking.

Benefits
• A hybrid digital experience
combines chatbot with the
human agent
• Improving customer
engagement
• Omnichannel experiences
delivery
• Customer data gaining
through the conversation

64% of
advisors
with chatbots say that it allows
them to spend more time
solving complex problems.
(Salesforce, 2019)

Lemonade AI insurance
Backed by AI, the chatbots can craft personalized insurance
policies and quotes for customers right in the Lemonade app.
(https://www.cognizant.com/whitepapers/the-future-of-chatbots-in-insurancecodex4122.pdf)

Where does it happen?

Education
A

A S

A I

I

Conversational AI enables a natural dialog between students and training
applications in a way that improves the overall educational experience.
With the help of natural language processing, conversational AI
understands what students mean and provides better answers to their
needs as if they are interacting with a real teaching assistant. It also
supports the teachers’ job helping them to plan the learning program and
the classes.

Benefits
• Optimizing the transparency
of the information

• Enhancing the engagements
between students and
teachers
• Supporting school’s
counselling (Human
resources)

79% of
university
students
believe that a virtual assistant
helps teachers and their assistants
to be more effective and efficient
during classes. (Statista, 2018)

French voice assistants’ program
French Ministry of Education plans to introduce voice assistants to
French elementary schools to help students learn English and
improve the teacher’s English accent.
(https://voicebot.ai/2019/09/27/french-ministry-of-education-to-bring-voiceassistants-into-the-classroom/)

Where does it happen?

Personal
Mobility

A

A S

A I

I

In the car, Conversational AI is earning a special role, because it makes
safer and more responsible driving through an hand-free and voice
experience. It can provide a navigation service, infotainment functions,
such as music and news, and car control functions. The car assistant can
also be used for personal tasks such as checking your smart-home
systems, ordering specific services (e.g. shopping, food, groceries).

Benefits
• Providing useful information
while the users are not handsfree
• Increasing discoverability and
awareness
• Reduction in effort in the
interaction with car
manufacturers

• Car-service 24/7 availability

64% of
consumers
are expecting 24 hours service
of chatbot from car brands.
(Infopulse, 2019)

MBUX by Mercedes Benz
MBUX is able to understand complex questions and answer
quickly: general culture, sports, and stock market trends will no
longer have secrets.. It can also remotely control home devices.
(https://www.mercedes-benz.it/passengercars/mercedes-benz-cars/local-

landing/mbux/mbux-stage.module.html)

What is coming
next?
Trend reframing in conversational interaction field

What is coming next?

Hey, defend my
secrets!

PRIVACY AND SECURITY

With an increasing number of households buying
into virtual assistants like Google Home and
Amazon Alexa, it is important to keep in mind
that these devices are designed to listen.
People need to know how personal information
they provide via web is used because they are
afraid to lose privacy having a machine always
ready to record and learn the tone of users’ voice
and improve voice recognition and features for
the virtual assistant.

#privacy
#datasecurity
#feelingsafe

Copyright © 2020 Accenture. All rights reserved.

What is coming next?

Voice is the new
fingerprint?

PRIVACY AND SECURITY

As people become increasingly comfortable
with biometrics, voice authentication is finding
wider application across industries, including
healthcare, finance, mobility, etc.
Voice biometrics might play an important role in
the authorized tasks and actions in near future,
because it can simplify the traditional
authentication process with passwords, PIN
numbers, etc.

#access
#security
#biometrics

Copyright © 2020 Accenture. All rights reserved.

What is coming next?

Hyper personalized
experience

PERSONALIZATION

Hyper-personalization is basically the concept of
gathering real-time behavioural data of customers
and learning from the life patterns of the users to
tailor products, services and experiences
according to their wants and needs. It is becoming
a way for voice assistants to integrate into
people’s daily life.

#personalized
#identification
#device-sharing

Copyright © 2020 Accenture. All rights reserved.

What is coming next?

Inclusion and
diversity

PERSONALIZATION

Some tech companies are taking due account of
issues related to diversity. Conversational
interactions should support the diversity of people
by respecting each individual: starting from
understanding the person it is talking to (e.g.
diverse ethnicities, non-native accents, different
ages), to answering with the proper language. It
means voice assistants must not judge users and go
beyond bias and stereotypes.

#respect
#diversity
#inclusion

Copyright © 2020 Accenture. All rights reserved.

What is coming next?

ENGAGEMENT

A different kind of
engagement
Since the interaction between human and voice
assistants is becoming more and more common,
using voice assistants to engage with the users
proactively is one of the best ways for
companies to boost their brand
engagement. Delivering the messages based on
the user’s behaviors and preferences is a way to
make sure the messages are always timely,
personalized and highly relevant.

“ all the dentist!”

“Do you want to hear
the news today?”

“ emember today’s
meeting at 11:30 am”

#engagement
#notification
#proactivity

Copyright © 2020 Accenture. All rights reserved.

What is coming next?

Who should I talk to?

INTEROPERABILITY

Nowadays having too many voice assistants from
different brands could make people’s lives more
complicated than without any of them. The user is
searching for a solution that allows them to have a
seamless experience of conversation on different
devices. Considering this, the main technology
firms are planning to be partners in the new
development of a standard that allows
compatibility and integration between different
devices with different assistants.

#compatibility
#seamlessness
#interoperability

Copyright © 2020 Accenture. All rights reserved.

What can we do
together?
Our holistic approach

What can we do together?

Capabilities
for an effective
conversational
interaction
process

EXPERIENCE
DESIGN
Delivering personalized
conversations through a voice
UI that engages with the users
and creates new experiences.

CONTENT &
BRANDING
Create and manage content in
order to adapt your brand to voice
environment: set the right tone of voice.

ARTIFICIAL
INTELLIGENCE
Obtain strong
knowledge on AI technologies
with the opportunity to leverage
the relevant Accenture partner
ecosystem.

ANALYTICS
Enable processes and
technologies to enhance and
monitor the performances
of the application.

VOICE SEARCH
OPTIMIZATION
Improve voice-referencing for
your brand and products
through Voice Search
Optimization.

OMNICHANNEL
FULFILLMENT
Include voice channels into
your omnichannel strategy by
integrating it with all your systems.

Copyright © 2020 Accenture. All rights reserved.

What can we do together?

We are
Accenture
Interactive
Our capabilities reflect our holistic approach,
which enables us to take care of every single
part of the process to develop sustainable and
competitive conversational solutions.

BUILD
EXPERIENCE

DESIGN
EXPERIENCE

Accenture
Interactive

COMMUNICATE
EXPERIENCE

RUN
EXPERIENCE

For more info
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Accenture Interactive Lead ICEG

Omnichannel Senior Manager
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aldo.peccerella@accenture.com
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Design Director

Senior Manager

Digital Marketing Manager

Digital Marketing Senior Manager

Design Experience

Run Experience

Communicate Experience

Design Experience

Serena Nardin

Nicola Bano

Luca Annoni

Daniele Pontoglio

Service & Interaction Designer

Digital Marketing Consultant

Digital Content Specialist

Digital Strategy Manager

Design Experience

Run Experience

Communicate Experience

Design Experience

Francesco Pavan

Federica Camorcia

Marco Siciliano

Francesco Mastellone

Omnichannel Technology Analyst

Omnichannel Technology Analyst

Senior Manager

Digital Business Manager

Build Experience

Build Experience

Artificial Intelligence

Artificial Intelligence
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INTERACTIVE
Accenture Interactive helps the world’s leading brands transform their customer experiences across the entire customer journey.
hrough our connected offerings in design, marketing, content and commerce, we create new ways to win in today’s experienceled economy. Accenture Interactive is ranked the world’s largest digital agency in the latest Ad Age Agency eport for the fourth
year in a row, and was named a 2019 Most Innovative Company in Advertising by Fast Company. To learn more, visit
www.accentureinteractive.com.

FJORD
Fjord, part of Accenture Interactive, is a design and innovation consultancy that reimagines people’s relationships with the digital
and physical world around them. We use the power of design to create services people love. By combining a human-centered
approach with robust methodology, we work with some of the world’s leading businesses to make complex systems simple and
elegant. Founded in 2001, Fjord has a diverse team of 1,200 design and innovation experts in 33 studios, including Atlanta,
Auckland, Austin, Barcelona, Berlin, Bogotá, Buenos Aires, Canberra, Chicago, Copenhagen, Dubai, Dublin, Helsinki, Johannesburg,
Lima, London, Los Angeles, Madrid, Melbourne, Mexico City, Milan, New York, Paris, San Francisco, São Paulo, Seattle, Singapore,
Stockholm, Sydney, Tokyo, Toronto, Washington, D.C. and Zurich. To learn more, follow us @fjord and visit www.fjordnet.com.

ACCENTURE
Accenture is a leading global professional services company, providing a broad range of services in strategy and consulting,
interactive, technology and operations, with digital capabilities across all of these services. We combine unmatched experience
and specialized capabilities across more than 40 industries — powered by the world’s largest network of Advanced echnology and
Intelligent Operations centers. With 513,000 people serving clients in more than 120 countries, Accenture brings continuous
innovation to help clients improve their performance and create lasting value across their enterprises. Visit us
at www.accenture.com.
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