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By 2020, the average person 

will have more conversations 
with their bot than with their 
spouse. - Gartner

Source: http://www.gartner.com/smarterwithgartner/gartner-predicts-a-virtual-world-of-exponential-change/
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1:many to 1:1
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1. Voice search
2. Digital 

Assistants
3. Chatbots

1. Screens
2. Apps
3. Websites
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Let’s look at some numbers

Sources: 

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

2. http://www.businessinsider.com/chatbots-are-gaining-traction-2017-5 

40%
of consumers don’t care whether a chatbot or a 

person answers customer service questions, as 

long as they can get help quickly & easily.

- HubSpot

67%
of consumers worldwide used a chatbot for 

customer support in the past year. 

- Business Insider
1
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Let’s look at some numbers

$8 bill
in cost savings is expected by 

2022.

Source: https://www.juniperresearch.com/resources/infographics/chatbots-infographic-key-statistics-2017

4+ min
Avg. time saving per chatbot inquiry 

compared with traditional call centers. 

- Juniper Research, for banking & healthcare sectors



SOURCE: “The Past, Present and Future of AI in Marketing,” Marketing News, December 2016. “AI-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.

@PurnaVirji



@PurnaVirji



Voice is more than just search

Zij: “Ik een wil boek bestellen”

: ”Wil je een ebook of hardcopy?”

Zij: “de hardcopy”

: “Waar zal ik het laten afleveren?”

Zij: “thuis”

: “Ok het is besteld en wordt morgen geleverd”

“De kaartjes voor Muse concert zijn te koop. Zal ik

je bestellen? 

Hij: “Prima”
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Percentage who say their usage of voice for this task is 

increasing

Find local business

Find things to do 

Order food for deliver

Search for quick fact

Make personal 

appointment

Look up price

Most simple

Most complex

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



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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Add chatbots 
across the 
entire customer 
journey.
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Let’s break it out
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Introducer
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Social 
media
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Video
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The 101
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Key lesson
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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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Learn and remember. Repeat.   
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Hoi Purna! 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 
“FOS18”. 



BUY NOW!
WHAT DO YOU 

NEED RIGHT NOW?
How do we sell to 

them? How can we connect with 

them?
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Key lesson
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Closer
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Or…
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The result?

@PurnaVirji



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?
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Key lesson
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Measure the 
conversation with 
the right 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-commerce-in-2017-78763f48227b
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•Delivery + open rates

•Retention

•Top messages

• Fail areas

•Conversion rates

• Sentiment analysis

Bot-alytics
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Sample reports
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Sample reports
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Sample reports
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Don’t forget to ask 



Helpful links

dev.botframework.com/

Business Bot
bingplaces.com/bizbot

External options:
messenger.fb.com

api.slack.com/bot-users

api.ai

Cortana Intelligence 



Let’s recap
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1. Enhance the entire 

customer decision journey

with the help of conversation. 



Let’s recap

2. Work to remove any friction 

areas and increase relevance. 
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Let’s recap
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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 AI instead of your 

traditional brand. 

- Accenture

Source: Accenture, http://www.huffingtonpost.com/entry/accenture-the-era-of-the-intelligent-enterprise_us_5887b422e4b05a82fd5b2fa2
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Hartelijk dank!

Say hello 

@purnavirji
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