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“ By 2020, the average person

will have more conversations
with their bot than with their

SPOUSE. - Gartner ’ ’
world-of-exponential-change/
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Domino's Pizza

"Hey Cortana, ask Domino's to
place my Easy Order.”
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cesee = 15:43 100% .
< b HomeAdvisor

Typically replies instantly

Manage

HomeAdvisor

Home Improvement

1,200,000 people like this
hY . A .
C, Typically replies instantly

(D Hello from HomeAdvisor, we're ready
to connect you to a trust home
improvement professional.

When you tap Get Started, HomeAdvisor will see your
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Let’s look at some numbers

0% %

of consumers don't care whether a chatbot or a of consumers worldwide used a chatbot for
person answers customer service questions, as customer support in the past year.

long as they can get help quickly & easily. _ Business Insider 2

- HubSpot *

Sources:

1. https://research.hubspot.com/reports/artificial-intelligence-is-here

b Blng 2. http://[www.businessinsider.com/chatbots-are-gaining-traction-2017-5 @ Purna\/Ir_Jl



Let’s look at some numbers

4+ min

Avg. time saving per chatbot inquiry

compared with traditional call centers.

$8 bl

in cost savings is expected by
2022.

- Juniper Research, for banking & healthcare sectors

. Source: https://www juniperresearch.co
Bing

m/resources/infographics/chatbots-infographic-key-statistics-2017
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O/ Of brands will use chatbots for
0%

customer interactions by 2020.

SOURCE: “The Past, Present and Future of Al in Marketing,” Marketing:News, December 2016. “Al-Ready.or-Not,” a report commissioned by Weber Shandwick and
conducted by KRC Research in June 2016. “The Rise of the Machine: Are Robots After Your Job?,” Marketing Week, January 2017. “Neural Networks and Modern BI
Platforms Will Evolve Data and Analytics,” Gartner Group, January 16, 2017. Survey by Tata Consultancy Services, 2017.
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How to make conversations
convert




Voice is more than just search

Zij: "Ik een wil boek bestellen”
3 O : "Wil je een ebook of hardcopy?”
l 4 /ij: "de hardcopy”
O : "Waar zal ik het laten afleveren?”
Zij: "thuis”
O : "Ok het is besteld en wordt morgen geleverd”

-

o 'De kaartjes voor Muse concert zijn te koop. Zal ik
je bestellen?
Hij: “Prima”



Voice use is most common for simple informational tasks

b Bing

Current Use of Voice by Reported
Increasing Voice Usage for Local Tasks

70%

60% Search for quick fact .

50% , )
Find local business

40% . b Look up price

Find things to do

30%
Make personal“ Order food for deliver

appointment
20%

10%

0%
0% 5% 10% 15% 20% 25% 30%

Percentage who have used voice more than 5 times

Percentage who say their usage of voice for this task is
increasing
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Conversational bots
provide a new, always-on
way for brands to engage
with customers through
one-to-one hyper-
personalized marketing.
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Your goal

Add chatbots
across the
entire customer
journey.




L et's break it out

INTRODUCER INFLUENCER CLOSER
The first eventin a Any middle eventin a The final (or only) event
purchase path. purchase path. in a purchase path.

o = s . > CONVERSION

PURCHASE PATH

The sequence of digital touchpoints which
occur prior to a conversion.

b Bing @PurnaVirji



Introducer

@PurnaVirji



T

T N
y N
v €.

N
. 0, 92 B

o < F...rfa, "

: : e L e o R
LT T reaing s

’ - “w N . >

. B M B B T T

.,_. B AT .t ) ﬁ* 23

,y
. . e "y
. :.ou.du!r.. - .4

Virji

¥

¥ @Purna



Social =

& 0/0

media _

'@ -

<

e w2k
== — —p
> Bing ¥ @PurnaVirj




Video

b Bing
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ing

32,800,000 Results

Videos

Travel bots

Anker
Add bot @&

Schlouk Map
Add bot @

FlightBot
Add bot @

Any time =

10f 10

Shop

Telegram

) 4

>

My saves

Slack

Neemrana Hotels
chatbot

Add bot &

Musement

Add bot @

SnapTravel - Hotel
Deals

Add bot @

Related searches

travelbot
expedia bot
hipmunk bot
bots

chat bots
shopping bots
travel chat bots

skype bots
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sseeo ATAT = 5:54 PM 29% [ 4

X

The 101

W
Skype @

Skype Verified

* Display Name

. .
Long Description WEBSITE

https://go.skype.com/fag.skype.bot

DESCRIPTION

This is a built-in certified Skype bot that will help
you get the most from your Skype experience by

* Bot Website providing tips and guidance.

CREATED BY
Skype

CAPABILITIES

Here's what you can do with this bot: read
updates from the bot.
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Give your audience plenty of ways
and reasons to chat.
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Influencer
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If you can make your CX super easy and
convenient then they'll want to choose
you over others.
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Monsoon Restaurant More about Monsoon Restaurant
www.monsoonrestaurants.com Ciiisine: ViGtharmass ~ Cliiess
615 19th Ave E, Seattle, WA 98112 - ~2.2 mi m
rg Send directions to phone Open 10:00 AM - 11:30 PM WV
Open until 11:30 PM Menu favorites
®kkk - 459 Yelp reviews - $$
% Save place Suggest an edit Caramelized Idaho Catfish Claypot (Seafood) 55 oy
Crispy Local Drunken Chicken 64 oY
1‘ Questions? Ask Monsoon Restaurant bot for help
Crispy Imperial Rolls 34 Y
Seattle — MONSOON Bo la Lot 24 Y
. www.monsoonrestaurants.com/seattle ~ .
b B|ng Monsoon offers traditional Vietnamese cuisine in a contemporary setting with Pacific Carlton Farm Pork Spare Ribs @ PHDaV| Ml
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Monsoon Restaurant
www monsoonrestaurants.com

615 19th Ave E, Seattle, WA 98112 - ~54 mi
(206) 325-2111

Open until 11 PM Order online
*kdkk . 457 Yelp reviews - §5

Dwections

% Save place Suggest an edit
¢ Questions? Ask Monsoon Restaurant bot for help

Seattle — MONSOON

www.monsoonrestaurants.com/seattle

Monsoon offers traditional Vietnamese cuisine In 8 contemporary setting with Pacific
Northwest ingredients.

Seattle Menu Reservations
Monsoon offers traditional Vietnamese Monsoon offers traditional Vietnamese
cuisine in a contemporary setting with cuisine in a contemporary setting with

See results only from monsoonrestaurants com

MONSOON : Seattle + Bellevue

www.monsoonrestaurants.com v

Monsoon offers traditional Vietnamese cuisine in 8 contemporary setting with Pacific
Northwest ingredients.

Signin 8 1wy =

all Images

More about Monsoon
Restaurant

Cuisine: Vietna
<> Monsoon Restaurant - X

Open

payment methods
Menu favor

Caramelized ids We accept these forms of payment:
* Cash

Crispy Local Dn * Debit cards
* American Express

Crispy Imperial | * Discover
* Visa

Bo la Lot * MasterCarad

Carlton Farm Pc
You may aiso try

Featured or

Wi-Fi
E Where to |
Deasserts Dress Code
Eater ) )
Direclions
Seattle’s [
E Restaucad Vegetanan Options
Eater
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Web Images Videos Maps

PPC Chatbot Extension (pilot

News My saves

The New Surface Pro - Microsoft® Official Store

1 www.microsoft.com

TH!_‘ A

Surface Pro 4 Offer

MNew s>urtace Fro
Discover Microsoft's Best-In-Class
Laptop Today. Shop Now!

Microsoft — Official Home Page
www.microsoft com ~
Customer service 800-642-7676

Jew Surface Pro

Y I«
a3

Microsoft

& Microsoft x

' 1

New Surf;ge Laptop  Xhox & More.

eturns. Every Day.

Find A Microsoft Store

Find Great Deals Everyday At
Your Local Microsoft Storel

At Microsoft our mission and values are to help people and businesses throughout the world realize theil

full potential.

Downloads

Welcome to the Microseft Download Center.
Find downloads for developer tools, Internet ..

Windows Help
Get help, support, and tutorials for Windows
products—Windows 10, Windows 8.1, ...

Microsoft Support

Try Microsoft Edge A fast and secure browser
that's designed for Windows 10 No thanks __. . .
- E] AN
Contact Us wirlnome hark Allan Bain!
Get help with choosing a Microsoft product, or

ask about a previous purchase from the ...
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Learn and remember. Repeat.

> Bing
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> Bing

m, Hoi Purnal Van Haren has just introduced
.. our new collection of boots. Would you like
@ me to send you some photos?

. Great! I'll email it to you. Save 15% in the
" next 24 hours on your order with code
‘FOST8".

Bedankt! *runs to shoe store*

¥ @PurnaVirji






Think about being helpful and adding
value.
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Closer
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The result?
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Top QS

» How do customers get information
or seek help?

* How do they make a purchase?

» Do pain points differ across channels
and devices?

 How can we reduce the number of
steps in every interaction?

b Bing Y @PurnaVi









The easier a digital assistant can access your
brand’s information, the more likely it is to
surface and repeat that information to

iInterested individuals.

l> Bing
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Agents can influence behavior via intelligent recommendations

Consumer: Cortana:
"Hey Cortana, make "Okay, | will make a
reservations at Ciel reservation for 8:30. Uber
Bleu restaurant for Is offering a 20% discount
two people as close to at that time, would you
8pm as possible.” like me to reserve one for
you?”
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Remove any friction and increase the
relevance.
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Measure the
conversation with
the rignt metrics.
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Rather than tracking users with
pixels and cookies why not
actually engage them, learn
about them, and provide value

that actually meets
their needs’ ’ ’

Andy Mauro, CEO, Automat

. Source: https://chatbotsmagazine.com/the-state-of-chatbot-commmerce-in-2017-78763f48227b . ..
> Bing : : ¥ @PurnaVirji
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Sample reports

b Bing

#» Bing e Cortana = Direct Line Email ... . A/3/2017 - 5/4/2017

Bing Cortana Direct Line Email

Facebook Messenger GroupMe Kik Microsoft Teams
Skype Skype for Business Slack Telegram

Twilio (SMS) Web Chat WeChat

47372017 - 5/4/2017 .

(O LastHour () LastDay () LastWeek (@) LastMonth () Last 90 days
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Sample reports

b Bing

RETENTION - % USERS WHO MESSAGED AGAIN (LAST 10 DAYS)

Date
472372017
4/24/2017
4/25/2017
4/26/2017
472772017
472872017
472972017
4/30/2017
5/1/2017
5/2/2017

Users

13
43
27
37
22
23
14
17
87

.
0%

31%
2%
4%
3%
5%
9%
7%

18%
9%

0%
8%
2%
4%
3%
5%
9%
7%

12%

0%
8%
2%
1%
3%
5%
9%
7%

0%
8%
5%
1%
3%
5%
9%

Days later

5 (7
0% 0%
8% 8%
5% 2%
4% 4%
3% 3%
5%

0%
8%
5%
4%

0%
15%
2%

0%
8%

10
0%
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Sample reports

USERS 1007]

757
50+

25

o e e —— )

0 O

4}28?2[!‘]? 4/30/2017 5/3/2017
4 2 4 3 2 4 2 303
Direct Line Email GroupMe m Skype Slack Twilio (SM5) Web Chat

b Bing
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Don't forget to ask

What do | learn from chats that can help
other channels?
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Helpful links

Bot Framework Cognitive Services

dev.botframework.com/ azure.microsoft.com/en-us/services/cognitive-
services/

Business Bot Cortana Intelligence

bingplaces.com/bizbot azure.microsoft.com/Cortana/Intelligence

External options: Cortana SDK

messenger.fb.com developer.microsoft.com/en-us/Cortana

api.slack.com/bot-users
api.ai



Let's recap

1. Enhance the entire
customer decision journey

with the help of conversation.
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Let's recap

2. Work to remove any friction

areas and increase relevance.

b Bing




Let's recap

3. Measure the right KPIs. Go
beyond clicks and impressions
to better engage your

audience.
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In five years, more than half of your
customers will select your services
based on your Al instead of your
traditional brand.

- Accenture

. %  TWT man R B Soulge : Accenture, http //www .huffingtonpost .com/entry/accenture -the-era-of-the -intelligent-enterprise_us_5887b422e4b05a82fd5b2fa2 v q
Bing @PurnaVirji
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