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Guido Jongen
@thesoundofguido

Benelux Sales for Nuance ! Tweets about
Voice, Speech Recognition, Biometrics,
Natural Language Understanding,
Artificial Intelligence



A Hinweis
Diktierfunktion und natirliche
Zieleingabe durch Dateniibertragung
zum Serviceprovider Nuance
aktivieren?

| Aktivieren

Abbrechen
Abbr. und nicht mehr anzeigen
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Microphone, speaker
and tri-color LED lights

embedded in necklace.

Turn the doll on with
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. her belt.

ONE TIME APP DOWNLOAD
AND WIFI CONNECTION
REQUIRED FOR 2-WAY
CONVERSATION

Diociaimer. Compatioie smart dawcs required

PARENT CONSENT
REQUIRED









Het komende half uur

FOKKE & SUKKE

MAKEN IN EEN KLAP DUIZENDEN MANNEN WERKLOOS

KENT ALLE
SCHOORSTENEN
VAN HET LAND
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Shift of Interactions

By 2020, 80% of interactions will happen online, voice remains steady
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I A— Soclal Medla Care

Phone with CR$

Embedded Device Software
Video Chat

Communities - Customer

= Voice

- Digital

Significant increase expected
in self-service customer
service interactions

Voice based interactions
shrinking from 65% to 22% of
all interactions

Digital interactions are
growing from 35% to 78% of
interactions

While the volume of voice
minutes may be stable, the
voice share of total
interactions is decreasing



By 2020, customers will manage 85%
of their relationship with the enterprise
without interacting with a human.

- Gartner
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Chatbots will be responsible for cost

savings of over $8 billion annually by
2022, up from $20 million in 2017.

- Juniper Research



Gartner Hype Cycle 2017 for Emerging

= expectations Connected Home
ecnnoiogies Viual Assistans — | [—DecpLeamng
y ual Assistan Machine Learning
loT Platform Autonomous Vehidles
SmartRobots Nanotube Electronics
Edge Computing Cognitive Computing
Augmented Data Discovery Blockchain

Smart Workspace
Conversational UserInterfaces
Brain-Computer Interface

Volumetric Displays
Quantum Computing
Digital Twin

Serverless PaaS
5G

Human Augmentation
Neuromorphic Hardware
Deep Reinforcement Leaming

ommercial UAVs (Drones)
Cognitive Expert Advisors

Enterprise Taxonomy
and Ontology
Management
Sofware-Defined
Security

Virtual Reality
Artificial Generalintelligence
4D Printing

Augmented Reality

SmartDust

As of July 2017
Peak of

Innovation Trough of Plateau of
Trigger Exg::::;?ons Disillusionment Slope of Enlightenment Productivity
time v
[ N NUANCE Years to mainstream adoption: obsalsts
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Olessthan 2years ©2toSyears @5to10years A morethan 10years @ before plateau



Hot or Not

expectations —

ey - NFC Paymen

Wireless Power Private Cloud Computing
Social Analytics Augmaented Reality
Group Buying Cloud Computing
Gamnﬂgnﬁm Modia Tablet

3D Printing Virtual Assistants

Image Recognition

Context-Enniched Services

Q Gesture Recognition

Natural Language Question Answering
Mobile Robots

Mesh Networks: Sensor
"Big Data® and Extremne Information

In-Memaory Database Management Systems

Machine-to-Machine Communication Services

Location-Aware Applications

Processing and Management
a—— Trough of
Video Analytics for Customer Service Mabile Application S:-qes ns Disillusionment
Computer-Brain Interface, Biometric Authentication Methods -
Quantulrn Computing, Desklops Idea Management time
Human Augmentation Virtual Worlds QR.'CL(‘:#)I Codbem
3D Bioprinting Consumerizal
E-Book Readers

S5years @ 5to 10 years

As of July 2011
Peak of
Technology Trough of Plateau of
‘ Trigger Exm he  Disillusionment Slope of Enlightenment Productivity
time >

Years to mainstream adoption:
Olessthan2years © 2to5years @ 5to 10years

obsolete
A more than 10 years @ before plateau

As of July 2017

Slope of

Plateau of
Enlightenment

Productivity

obsolete
@ than 10 years
A more than 10 Fours before plateau



Praten in plaats van typen,
swipen en tappen:

o Richard van
spraakherkenning is de toekomst |—| OO | d O ﬂ k

M Steven Van Belleghem

0 @StevenVBe

Fast adoption of voice controlled interfaces
among millennials and X’ers.
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Foto: Bloomberg

'Een op de vijf consumenten koopt in 2021 via
stemgestuurde techniek’

fv G

Winkelen met je stem via technieken als Apples Siri, Googles Assistant en
Alexa van Amazon wordt populair. Naar verwachting koopt 20 procent van
de consumenten in 2021 met zijn stem. Binnen drie jaar is stemgestuurd
winkelen mogelijk bij twee op de drie Nederlandse retailers.



.|
CX Singularity

De veronderstelling dat artificial intelligence (Al) zich ontwikkelt tot een
superintelligentie en heel abrupt zal leiden tot een niet te stoppen technologische
ontwikkeling met letterlijk onvoorstelbare veranderingen voor de menselijke beschaving.

Als de technologie op weg is naar een singulariteit en alle nu geldende regels en

wetmatigheden wegvallen: zal customer experience, CX, dat niveau al bereikt hebben?
En is het dan niet tijd om het oude los te laten en het nieuwe te introduceren?
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Wat maakt chatbots dan zo
bijzonder?



I
Definitie

“A chatbot is a computer program which conducts a conversation via
auditory or textual methods. Such programs are often designed to
convincingly simulate how a human would behave as a conversational
partner. Chatbots are typically used in dialog systems for various practical
purposes including customer service or information acquisition.”

B @ NUANCE



SHE never told him that she loved him
She NEVER told him that she loved him
She never TOLD him that she loved him
She never told HIM that she loved him
She never told him that SHE loved him
She never told him that she LOVED him
She never told him that she loved HIM






Natural Language Understanding

Important things not explicitly mentioned must be inferred

L .9 “For tonight find
i %5 o oS 3 5 i S d 5 ¢ an inexpensive lItalian
U ﬁ:ﬁ % U restaurant.”
4 J(}f\\;)()f\D(\/)dj(dr)Cj“
Tonight
- means at dinner time, not at 23.30 (“I am sleeping tonight”)
Dining

- is happening tonight, but the reservation has to be made now (not tonight)

Italian
- refers to cuisine, not Italian speaking waiters or a restaurant in Italy

B @ NUANCE



Wat maakt een gesprek complex ?

...pay $500...Visa
Bill...Checking Account

Open Dialogue Multi-slot Recognition

next Friday...$600 Meaning Extraction & Update of Amount

check my balance Context Shifting

<currency> <acctType> . .
<billType> <date> TTS smoothness with dynamic content

B @ NUANCE
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Wat kan er vervolgens mee ?



I
Technisch

Generalist bots  Specialist bots

VOICE AND MESSAGING BOTS ECOSYSTEM
MAJOR FIRST-
INTERACTION PLATFORMS PR AT
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Chatbots by Use Case

40

- Customer Service

- Sales
- Marketing s
- Mobile Banking
- Booking Predicted uses
f hat Bot

- Personal Shopper or Char Bors 2

Appconsolidaﬁt?n 24

(e.g. all social :
apps in one place) :
e .  Mailing list
purchases : :

(cars) !
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Agent Coach

Conce pt Reduce AHT and increase Customer CSAT by suggesting to a human contact center agent
appropriate content and actions in real time.

Agent leverages VA

learning loop

') < T > to provide best
. response
v a
User Live Agent
A .
User asks a question :
Virtual Assistant Newintent  :

Listens to user and
suggests actions to Agent
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Exployee Experience

THE EMPLOYEE EXPERIENCE EQUATION

B @ NUANCE
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Van idee naar visie
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Where cool people shop o

Deliver world-class experience
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Radio 2 Tweespraak in de toekomst ?

“Twee bots komen elkaar tegen. Zegt de ene bot tegen de andere ....... i
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Alleen maar rozengeur ?



@ Yayifications bu
: | A@TayandYou Did the Holocaust happen?

Telstra's new chatbot, Codi, Is making so many mistakes
customers are furious

DANIELLA BRANDY
MAR 12, 2018, 11:09 AM
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AH stopt met slimme
koelkastmagneet Hiku

1 Het was een noviteit waar Amazon de

~ kranten mee haalde, maar dan op
Nederlandse bodem. Een jaar lang testte
Albert Heijn of het met een slimme
koelkastmagneet zijn klanten anders
kon laten winkelen. Daar komt
binnenkort een einde aan.

De koelkastmagneet van het Amerikaanse
bedrijf Hiku bevat een barcodescanner,
maar ook een soort digitale oren. De gebruiker kan vertellen welke boodschappen
hij nodig heeft en het apparaatje zet ze op iemands AH-boodschappenlijstje. Net
"XaNUANCE  5i5 de Dash van Amazon.




Siri, Alexa, and Google Assistant can be controlled
by inaudible commands

JEREMY HORWITZ @HORWITZ MAY 10, 2018 8:38 AM

Above: Alexa and Google Assistant-enabled devices
Image Credit: David McCabe

Apple’s Siri, Amazon's Alexa, and Google's Assistant were meant to be controlled
by live human voices, but all three Al assistants are susceptible to hidden
commands undetectable to the human ear, researchers in China and the United
States have discovered. The New York Times reports today that the assistants
can be controlled using subsonic commands hidden in radio music, YouTube
videos, or even white noise played over speakers, a potentially huge security risk

for users.

According to the report, the assistants can be made to dial phone numbers,
launch websites, make purchases, and access smart home accessories — such
as door locks — at the same time as human listeners are perceiving anything
from completely different spoken text to recordings of music. In some cases,
B‘ WN UANCE assistants can be instructed to take pictures or send text messages, receiving

commands from up to 25 feet away through a building’s open windows.



a perfect Digital Experience

Just want to find out. Areyou a

chatbot
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Thank you !

Guido Jongen

+31 6 5569 0169
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