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For years, investments in the voice channel have taken backseat to digital. But with the
rapid rise of IoT devices and AI-driven conversational experiences in the consumer realm,
organizations must rethink the role of voice in a world where consumers want to engage
through channels and devices beyond the phone.

Voice  everywhere
We are living in a world where you can talk to virtually everything – from our cars to smart speakers to our
TVs. With more and more consumers becoming increasingly comfortable with voice technology, they are
talking more and clicking less. And, it won’t be long before even the slickest apps and websites will feel
slow and difficult compared to just talking.

This rise of voice is shifting consumer behavior and expectations. With Alexa in our living rooms and Siri
on our phones, people are becoming accustomed to interacting with organizations, devices and the world
around us in a different way. And if you are thinking maybe this trend is a fly-by-night fidget spinner, think
again. This year, 35.6 million Americans will use a voice-activated assistant device at least once a month.
That’s a jump of nearly 130% over last year.*

These rising consumer expectations for voice-enabled everything are a huge deal for enterprises – even if
it may not seem like it just yet. Here’s why: very soon, consumers will expect these experiences
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everywhere. In fact, CapGemini predicts that as early as 2020, fully 40% of consumers will prefer to engage
with organizations using their voice. Think about it: in less than two years, two out of every five of your
customers will want to talk to your brand and get things done, just as they can with their smart speaker
today.

Rethinking  the  role  of  voice
This voice-everywhere world is going to force organizations of all sizes to re-think not just WHERE voice is
used in their customer service, but also HOW it works. They’ll need to think about this voice-everywhere
approach in their most popular use of voice – the IVR. It’s going to create a new paradigm – because
people aren’t going to use voice just to turn on their lights or get the weather. When it’s easy to use voice
for everything, when those same consumers call the IVR and get a clunky, frustrating, outdated, touch-
tone experience, it’s a jarring, Back to the Future experience that degrades your brand.

With loyalty and revenue at stake, now is the time to reevaluate the role of voice – and the technologies
behind it – as part of your organization’s omni-channel customer engagement strategy.

What  next?
The good news is that technology is forging ahead. Advancements in AI are fueling the development and
evolution of conversational voice interactions including speech recognition, text-to-speech (TTS), natural
language understanding (NLU) and biometrics, machine learning and deep learning. These advancements
are making conversational intelligent dialogue a reality. So the question really is – how should your
enterprise leverage them? Is your enterprise ready for voice everywhere?

Join us to learn more, when we welcome guest Art Schoeller, Vice President and Principal Analyst at
Forrester Research, and Nuance as we explore:

Advancements in AI fueling the development and evolution of conversational voice1.
interactions including speech recognition, text-to-speech (TTS), natural language
understanding (NLU) and biometrics, machine learning and deep learning

Strategies for delivering consistent, conversational voice experiences within and across IVR,2.
virtual assistants and IoT devices

Building the business case and gaining buy-in for a reboot of voice at your organization3.

Space is limited. Reserve your seat now.

Source:
*https://www.emarketer.com/Article/Alexa-Say-What-Voice-Enabled-Speaker-Usage-Grow-Nearly-130-This
-Year/1015812
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More Information

Learn how to create automated, intelligent, contextual conversations with
AI‑powered, enterprise-grade speech technologies.

Register here for "The Reboot of Voice: Transform Customer Engagement in the IVR and Beyond"
webinar on Thursday, May 24th with guest Forrester Research.

Register now
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