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load their apps, as their audience is already
present and a frequent user of these mes-

Millennials are mobile natives, projected
to spend more than $200 bn annually in
2017 in the US alone, EY said. They are flu-
ent and comfortable with messaging chan-
nels, and can quickly understand and grasp

Chatbots enable the customerto contact
and gain access to a company or brand with-
out downloading an additional application,
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IN AN INCREASINGLY digital world with
more number of connected devices coming
into play, the interaction between machines
and human beings have increased manifold.
The emergence of mobile devices as the main
form of communications has given rise to
- technologies such as bots and chatbots.
- Enterprises today recognise the im-
mense value that chatbots bring into their
. business as they are able to connect with
* their consumer base on a real time basis
1. without any lag.
e Ernst & Young (EY) in its performance
. journal on the latest technology trends
. stated,“In 2016, conversational commerce
and chatbotwere perceived as buzzwords; a
.- trend circulating the internet. Now,in 2017,
. theyare embedded in business strategy,and
.. we see more and more implementations be-
...ing executed across a diverse range of in-
. dustries, extending from retail to banking,
- entertainment and public health.”

. EYbelieves that chatbots will be the next
battleground where conversational solu-
tions allow customers to interact with arti-

- ficiallyintelligent chatbots through popular
- messaging channels, such as Facebook Mes-
- senger, Skype and WhatsApp as a new way of
..~ communicating with companies. Devices

. such as Google Home add voice recognition
and speech to bring a handsfree conversa-
tional experience.

transform the way apps themselves are built
and the potential to change the way that
users interact with technology. The appro-
priate use of bots is also likely to increase
employee or customer engagement, as they
can quickly automate tasks to free up the
workforce for more nonstandard work, in-
cluding question-and answer interactions,
when deployed as chatbots or virtual assis-
tants,” it said. .
Chatbots are built to mimic conversa-
tions with human users — programmed to

audience, yet research has shown that, on
average, users engage with only three apps
for 80% of their usage, a pheno®enon re-
ferred to as “app fatigue.

App fatigue has driven customers to nar-
row down their app selection and usage. In-
stead, they use chatbots, as this avoids them
having to download any additional apps and
allows them to contact brands directly
through messenger apps already installed
on their mobile devices. Businesses no
longer need to entice customers to down-
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calling a service center, visiting a website or
writing an email. Therefore, chatbots are less
intrusive than other means of interaction
and do not require users to make a conscious
decision to engage with a brand via a dedi-
cated portal.

“Conversation is the new user interface,”
said, Keith Strier, Principal, Ernst & Young
LLP, Americas Digital Offering Leader for
Strategy and Customer Practices

“The reason why chat can be a betterway
tointeractis not justbecause it can be more
efficient and intuitive, but also because it
feels more personal,” according to EY.

Chatbots are seen as a big performance
tool for the business to commerce, though EY
believes same opportunities existinaB2B en-
vironment. Typical use cases can be found in
the order-to-cash (OTC) process orin interac-
tion and communication between suppliers.

EY believes the most obvious benefit of
chatbot employment for organisations
comes in the form of cost savings. As chat-
bots take on more of the routine tasks and
queries, humans are left free to tackle more
complex service issues.

According to EY, it can be assumed that
chatbots will play an integral role in cus-
tomer engagement, across sectors and for
years to follow. “Chatbots are a highly effi-
cient and cost-effective way to create a con-
sistent experience for the customer, creat-
ing benefits for both the end user and the

company employing them,” it said. /_




