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From chatbots and digital assistants to facial recognition
or biometric scanners, our daily interactions with artificial
intelligence have surged over the past few years, most of
them without us even realising it. This infographic explores
some of the ways that Al has infiltrated our day-to-day
lives and how consumers generally feel about it
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smart assistants Al INTERACTION FREQUENCY

Share of global consumers who have Al-enabled interactions
with organisations over the following frequencies

Virtual assistants such as Alexa and Siri rely on
voice recognition software and natural language 2018 2020
processing. They break down questions or phrases
into individual sounds, then run those sounds

through a database, using sophisticated algorithms

Daily e
to find the right answer. As more people use the Y
assistants, the database of sounds expands and
the algorithm learns as it goes.

Weekly e

4.2bn

Number of digital voice assistants
in use worldwide

Fortnightly e

Once a
month or less

Juniper Research 2020

Capgemini 2020

Unlocking your phone

It will be the first thing many do as soon as they wake up,
but some may be surprised to know that the simple act
of unlocking a smartphone by looking at it relies on Al.
Apple’s TrueDepth camera, for example, projects 350,000
invisible dots on to a user’s face to create a so-called
‘depth map’, and compares that to the saved data to
allow access. It can even automatically adapt to changes
in appearance, such as facial hair or make-up.

Number of times a day
that Gen-Z consumers
unlock their phones

Verto Analytics 2019
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Spell check Netflix recommendations

Doing something as simple as composing an

email can call in the use of Al. Grammarly is

an Al-powered writing assistant that suggests
improvements to grammar or spot errors in users’
writing. The company says its Al also listens to

Netflix says its recommendation system “strives to help
you find a show or movie to enjoy with minimal effort™.
It assesses a variety of factors, such as your viewing
history, how you rate titles, what others with similar
tastes have watched, which actors or

feedback from humans - for example if several genres you like to watch and things like the QNS
users choose to ignore a certain suggestion, time of the day you use the service. These NETELIX  sowe-  1an
adjustments are made to the algorithms to all feed into Netflix’s algorithm, which is Netflix Originals
make them more accurate. improved every time you watch something new.
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CCCCCCC Number of Netflix paid subscribers
people use Grammarly in the third quarter of 2020,
\‘j to improve their writing up 37 million year-on-year
ﬁ Grammarly 2020 Netflix 2020

PUBLIC ATTITUDES TO Al ® Business buyers @ Consumers

Consumer and business buyer attitudes towards Al worldwide

77% 56%

74% 53% 70% 48% 69% 45% 65% 42% 60% 33% 58% 32%

| can think of an
example of Al | use
every day

Al is the most
significant technology
of my lifetime

Al will revolutionise
how | interact
with companies

I'm open to the use
of Al to improve
my experiences

| trust companies
to use Al in a way
that benefits me

Al will play as big of
a role in my life as
smartphones

Companies are
transparent enough
about how they use Al

Salesforce 2019

Blocking unwanted emails

Sophisticated spam filters such as those used by Gmail
rely on deep learning, where the algorithms learn from
users clicking ‘report spam’ and 'not spam’, and adapt
accordingly. It tailors inboxes to users’ habits, for
example learning to filter out emails that individuals tend
to quickly delete or ignore. Gmail also uses a so-called
artificial neural network, which recognises and filters out
certain kinds of messages, such as sneaky
phishing attempts.

99.9%

of spam, phishing and malware is
blocked on Gmail

Google 2020

SATISFACTION WITH Al INTERACTIONS

Percentage of global customers who are satisfied with Al interactions
by industry

Banking and insurance 61% |
Automotive 58% |
Public sector 58% |
Consumgr products 54% ‘
and retail

Utilities 53% |

Capgemini 2020

Chatbots

Designed to simulate human conversation, chatbots
operate via chat interfaces on customer service portals,
interpreting written words inputted by customers to
provide a pre-set answer. Their ability to respond to
complex questions is limited, but they have come a long
way over recent years.

O3%

increase in chatbot

usage by B2B customers
from 2019 to 2020

Drift/Heinz Marketing 2020
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