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‘The brands and organisations that 
embrace voice technology will be the 

ones that survive and thrive.’



What is voice?
Voice is any interaction 

that allows you to control a 
computer program with 

natural speech. 



Set to be the fastest adopted technology



We’re on a fast-track to adoption



And increased engagement
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Voice is the germaphobe’s friend



Consumers will look to voice for protection 

In the home In the car Walking down the street



Hospitality Health

Education Entertainment

Retail

FMCG

They will expect to be kept safe



On top of quick, efficient, friendly service



Brands will need strong engagement with consumers



Results from a recent survey by Capgemini showed that companies and brands that are using voice to 
engage with their customers are winning.

Engagement through voice

Figure 14. Providing a voice assistant to consumers 
elevates a brand’s NPS® by nearly 20 points for voice 
assistant users.

Change in NPS® for brands that provide a voice assistant 
over brands that do not – by country.

NPS® without voice assistants (from users)

NPS® with voice assistants (from users)

PP = percentage points

Source: Capgemini: Conversational Commerce, Why 
consumers are embracing voice assistants in their lives



The survey also showed that consumers preferred voice assistants over web or app interaction for a 
variety of reasons.

Preference for voice

Figure 14. Convenience and ability to multi-task top 
the list of reasons for preferring voice assistants over 
websites and apps

Source: Capgemini Digital Transformation Institute, 
Conversational Commerce Survey, October-November 2017, 
N=5,041 consumers in the US, UK, France, and Germany

I would prefer a voice assistant over a website or an app because:



And they’ll need a voice search presence



If they get it right and embrace voice 
technology, they will have a much 

better chance of surviving and 
thriving.
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