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Om met het einde te beginnen …
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Het komende half uur



Cijfers
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Shift of Interactions
By 2020, 80% of interactions will happen online, voice remains steady
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By 2020, customers will manage 85% 
of their relationship with the enterprise 

without interacting with a human.

- Gartner



By 2020, the average person will have 
more conversations with bots than 

with their spouse. - Gartner



Chatbots will be responsible for cost 
savings of over $8 billion annually by 

2022, up from $20 million in 2017.

- Juniper Research
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Gartner Hype Cycle 2017 for Emerging 
Technologies



Hot or Not
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De veronderstelling dat artificial intelligence (AI) 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?

CX Singularity
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Wat maakt chatbots dan zo 
bijzonder?
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“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.”

Definitie



© 2014 Nuance Communications, Inc. All rights reserved.  21

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
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Natural Language Understanding

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

Important things not explicitly mentioned must be inferred

“For tonight find 
an inexpensive Italian

restaurant.”
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Meaning Extraction & Update of Amount next Friday…$600

Open Dialogue Multi-slot Recognition
…pay $500…Visa 

Bill…Checking Account

Context Shiftingcheck my balance

Wat maakt een gesprek complex ?

TTS smoothness with dynamic content 
<currency> <acctType> 

<billType> <date>
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Wat kan er vervolgens mee ?
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Technisch
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Chatbots by Use Case

– Customer Service
– Sales
– Marketing
– Mobile Banking
– Booking
– Personal Shopper
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Concept: Reduce AHT and increase Customer CSAT by suggesting to a human contact center agent 
appropriate content and actions in real time. 

Agent Coach
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Exployee Experience
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Van idee naar visie



© 2014 Nuance Communications, Inc. All rights reserved.  35



© 2014 Nuance Communications, Inc. All rights reserved.  36



© 2014 Nuance Communications, Inc. All rights reserved.  37



© 2014 Nuance Communications, Inc. All rights reserved.  38



© 2014 Nuance Communications, Inc. All rights reserved.  39



© 2014 Nuance Communications, Inc. All rights reserved.  40



© 2014 Nuance Communications, Inc. All rights reserved.  41



© 2014 Nuance Communications, Inc. All rights reserved.  42

“Twee bots komen elkaar tegen. Zegt de ene bot tegen de andere .......”

Radio 2 Tweespraak in de toekomst ?
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Alleen maar rozengeur ?
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a perfect Digital Experience





Thank you !
Guido Jongen

guido.jongen@nuance.com
+31 6 5569 0169

mailto:guido.jongen@nuance.com

