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This is the second edition of DMG Consulting’s Intelligent Virtual Agent Product and Market

Report. This Report focuses on customer- and agent-facing service-related uses of intelligent

virtual agents (IVAs), and it also covers back-office and other uses, as well. Customers have
beqgun to show a preference for self-service, and now that artificial intelligence (Al) and speech
recognition capabilities have become more accurate, the time is right for companies to adopt
or update their [VAs. With its in-depth analysis of this thriving sector, this Report is intended to

help companies select the right IVA to meet their current and future needs

Please contact Deborah Navarra at deborah.navarra@dmgconsult.com or 516-628-1098 with
any questions. To order your copy of the report, visit www.dmgconsult.com.
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Recent advancements in Al technology, along with consumer preferences for self-
service options in digital channels, are driving interest in and adoption of IVAs.
Today’s leading service environments combine the best of self-service automation
with human-assisted elements. This results in reduced operating costs for the
enterprise and personalized, differentiated service experiences for consumers.

IVAs assist agents by providing them with information drawn from knowledge
bases, customer profiles and other online sources to optimize and personalize each
customer interaction, allowing them to make the most of each service and sales
opportunity. The benefits of IVAs transcend verticals: they can serve as personal
shoppers, ensure compliance with healthcare protocols, book reservations or
schedule appointments, assist with financial transactions, and much more.

Customers are willing, and even prefer, to use self-service automation to transact
business, as long as the underlying solutions do their jobs well. [VAs utilize various
technologies to handle each interaction: natural language processing (NLP)/
natural language understanding (NLU), voice biometrics, predictive analytics,
visual interactive voice response (IVR), omni-channel surveying, speech and text
analytics, customer journey analytics, computer telephony integration, and more.
IVAs are getting “smarter,” thanks to increasing use of machine learning, which
enables IVAs to “learn” from past interactions to improve their understanding of
what customers want and need.

www.dmgconsult.com

For businesses, the benefits of [VAs are compelling. If a company can use

automation to save 10 seconds to minutes on activities that are repeated as much
as hundreds of times a day by hundreds of employees, the potential savings can
run into the thousands, if not hundreds of thousands of dollars per day. Even a
small increase in automation utilization rates can both improve the customer
experience and net millions in savings per year.

The digital transformation is driving companies to reimagine their servicing
strategies and operations. Enterprises need solutions that make it easy for
customers to conduct business and deliver an outstanding, personalized
service experience. IVAs can help companies achieve these goals. It's time for
businesses to make long-overdue investments to improve their self-service
capabilities with VAs.

The 2018 Intelligent Virtual Agent Product and Market Report provides a
timely and thorough analysis of this sector and the featured 5 vendors who offer
solutions to address service, contact centers and other enterprise functions. The
Report analyzes vendors, products, functional capabilities, pricing structures, and
more. It includes information about the uses of these solutions, their benefits,
and best practices to help realize the greatest return on an investment in VAs.
The 5 vendors covered in detail in this Report are: [24]7.ai, Artificial Solutions,
Interactions, Omilia and Verint. Inbenta is covered at a higher level.
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Key Reasons to Buy this Report

=> Service deployment options for IVA solutions

=> Definition of IVAs: what they are, how they work, how they differ from robotic
process automation (RPA), and an examination of the technical components that
comprise these solutions

=> Market trends and challenges that are driving investments and influencing the
direction of vendor research and development (R&D)

=>  IVA market innovation, including new product features and what is planned to be
delivered in the next 12 — 18 months

=> Discussion of the digital transformation of the front office, including top contact
center initiatives to lay the groundwaork for success

=>Insightful look at how IVAs, artificial intelligence (Al), and machine learning are
altering the servicing world and enabling the contact center of the future

=> A look at how IVAs combine the best of self-service automation augmented with
human-assisted elements to raise the bar for self-service

=>  Examination of the top front- and back-office uses of IVAs
=> Review and analysis of the IVA competitive landscape
=>  [VA vendor market activity and 5-year projections

=> Overview of the 5 featured IVA vendors, including company snapshots, go-to-
market strategies, product offerings and packagedy/verticalized applications

=>  Detailed side-by-side analysis of the functional and technical capabilities of the 5
featured IVA solutions

=>  Implementation analysis, including vendor methodology, best practices, required
resources, training and professional services, and maintenance and support

=>  [VA benefits and return on investment (ROI) analysis

=> Review of IVA pricing strategies

=> (omprehensive customer satisfaction survey results that measure and rank
vendors across 15 product components, 10 effectiveness categories and 11 vendor
categories

=> Detailed company reports for the 6 IVA vendors, analyzing their products,
functionality and future product development plans

= |VA Glossary of Terms

=>  (omprehensive [VA Vendor Directory
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Report Highlights

Customers are showing a preference for self-service: Customers prefer using self-service solutions over dealing with live agents, as long as the

automation does its job well and doesn't require too much customer effort.

IVAs can provide smart, accurate and personalized customer experiences: IVAs use artificial intelligence — natural language processing, natural
language understanding and machine learning — to offer a new generation of “concierge-type” service. IVAs will play an increasingly important role in the
economy as they deliver an effective and customer-friendly self-service experience.

IVAs are getting smarter over time: Use of machine learning technology is allowing IVAs to improve their accuracy and effectiveness continuously.
Today’s IVAs allow customers to use their own words to express their wants and needs, and the solutions can adapt as their understanding of customers’
individual preferences increases over time. This results in a highly personalized experience for each and every person who reaches out to, or is contacted by,
the organization.

The digital transformation is driving companies to re-think their servicing strategies: Companies must make it easy for customers to conduct
business. They require solutions that deliver a personalized, outstanding sales and service experience, cost effectively. VAs address these needs and are
foundational for the Al revolution that is already underway.
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SAMPLE FIGURE

IVA of the Future

Natural language understanding (NLU)
Voice biometrics
Personalization

Predictive analytics

Visual IVR

GPS

Omni-channel surveying tools
Interaction analytics (SA & TA)
Customer journey analytics
Knowledge base

Al/machine learning
CTl/integration

Reporting

Source: DMG Consulting LLC, July 2018
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