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1 WHERE CONSUMERS CHATBOTS ARE STILL NOT COMPANIES’
ARE REALLY USING COMMUNICATION METHOD OF CHOICE
CHATBOTS Examining communicated methods of HR shared
Share of consumers who : services worldwide, segmented by company size
have used chatbots to engage : O Small business O Medium business @ Large business
\\ with companies, . . .
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HOW DO ORGANISATIONS USE CHATBOTS?®
Global customer service agents and decision-makers on how they are currently using Al chatbots HR portal/
Lintranet 10074 64%
Self-service in simple scenarios
- 78% |
Gathering initial information about a service case before handing off to an agent

hey can boost customer loyalty, streamline 7% | | Surveys 34% 47%
. . . Providing agents with guidance and recommendations as they handle cases
routine communications and enhance L 71% |
employee productivity, but are chatbots Greeting customers when they cal 111%
really who we want to be talking to2 Does the + 67% | (Textmessage ({1 25%
fact that users are twice as likely to use them
for retail as for financial services point to a
lack of trust in chatbots, or are we simply THE POWER OF CHATBOTS  Live chat 229% 249%
not used to them yet?
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How executives expect conversational bots to help their organisations

Enhance employee productivity by automatically following up on scheduled tasks

. 61% | | Call center 37%

Improve ability to handle client queries by networking with other bots

- 60% | 13% [0)74
Deliver personalised attention to clients/visitors to the website by being more conversational l l
m o b n + 57% | | Social media

Facilitate more effective communication within the organisation

market revenue for call centre forecasted size of global

artificial intelligence in 2019 chatbot market by 2024 - 57% | 12% 16%
Improve customer acquisition/retention by guiding web/tele-calling customers through the order process 1 |
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HOW CHATBOTS ARE ALREADY HELPING BUSINESSES A GOOD CHATBOT EXPERIENCE CAN MAKE ALL THE DIFFERENCE | Vetel® 2T [pUElT A
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The business areas where executives have implemented Consumer responses to positive experiences with voice/chat assistants worldwide x . N . \ . &
conversational bots to date worldwide x 5% 5% 7%
Place higher trust in the company \ \ \‘\\\ k\\
Chatbots
O 77% (2 IV VA 72% | 0 = N N\ \
Sh iti [ ith friends and famil
After-sales and Customer relationship RSP S RS s T 71% | 9% A 4%
customer service management ° l
Provide high ratings for the brand and shared positive feedback on social media l
. AAO Other
© 40% 0 1% 64% | \ A
— — Capgemini 2019 Sierra-Cedar 2019
Sales and Audit, finance
marketing and accounts
O 8% O 8% (4 WHAT ARE THE MAIN CHATBOT CHALLENGES? Propeller Insights 2018 NOT EVERY ORGANISATION IS SOLD ON CHATBOTS Accenture 2018
Human resources Finance @ What adults in the US say they don't like about chatbots Reasons cited by executives as to why their companies are not planning to implement chatbots
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