Voice Assistants –
The New Glass!
Voice Assistant Adoption Picks Up Pace
Customer will use a Voice Assistant
instead of visiting a shop or a bank branch

30.9%

51.0%

Customer will use a Voice Assistant
instead of using a mobile app or a website

73.9%

40.2%
24.4% 19.4%
Preference
Today

BABY
BOOMERS

GEN X

GEN Y

30.9%

Preference
Three Years
From Now

28%

86.9%

5%

44%

Voice assistant
users have made a
payment/sent
money via voice
assistants

Voice assistant
users who made a
payment/sent
money via voice
assistants are
satisﬁed

Consumers are
willing to spend 5%
more with a brand
following a good
experience with a
voice assistant.

Voice assistant
users are
interested
in using voice
assistants for
banking services

Identifying Voice Assistant Use Cases in Financial Services
Account/Product/
Market Information

Front Oﬃce
Assisting customers in product
selection, policy comparisons
Quote generation, up-selling or
cross-selling of products
Acting as a sales representative

Checks on account balances, due
dates of credit cards,interest rates,
new oﬀers, products and services
Consolidated view of dues and
payments

BANKING
FIRMS

Transactions
Make payments and
transfer/send money to
diﬀerent accounts
Enable customers to pay rents,
bills, loans, and mortgages

Policy
Administration

INSURANCE
FIRMS

Policy servicing, customer
on-boarding, KYC, renewing
insurance policies

Customer Support

Claims
Management

Advisory Services

Handling customer queries,
solving issues and concerns

Deliver personalized marketing and
communication to customers
Advise customers on their spending
and ﬁnancial planning
Acting as relationship manager

Claims servicing, customer
servicing, and providing
value-added services

Complex AI - Based
Interactions

Level of Conversational Maturity ― FS Voice Assistants

Basic Rules-Based
Interactions

Understanding
the Barriers and
Propelling
Consumer
Adoption

FS Industry
Needs to be
Here

FS Industry is
Here Today

Providing
Information

Financial
Advice

Transaction

80.5%

37%

23.2%

of respondents in our survey said
they would feel inclined to use
voice assistants if they could
understand the respondents'
diction and accent.

of non-users say they
don’t trust voice
assistants to make
decisions on their behalf

of non-users say they fear
someone might
impersonate them

Source: Capgemini Financial Services Analysis, 2018; Capgemini Research Institute, Conversational Commerce Survey, October–November 2017,
N=5,041 consumers in the US, UK, France, and Germany.
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