
Creating an active, well-aligned 
marketplace of digital assistants 
that can act on behalf of customers, 
employees and organizational 
entities

Alexa, run my business! With our voice 
and bot assistants - whether they come 
from Amazon, Google, Microsoft, 
Samsung or Huawei - evermore entwined 
in our personal lives, it’s time to get down 
to business. As consumers or employees, 
we want our digital intermediaries – our 
own, unique avatars – to represent our 
individual needs with brands, services and 
systems on our behalf. From a service or 
product provider’s perspective, we want 
to understand, engage and interact with 
these avatars – in order to secure the 
right, signature moments with customers 
and employees alike. Even when we can’t 
go out for shopping or do our work, 
avatars are there as our highly personal 
ambassador, butler and coach.

Own 
Private Avatar

WHAT
n  From personal digital assistants to purchase tendencies auto- 

replenishment and travel preferences, an entire layer of personal 
representation is out there, deciding and acting on our behalf.

n  Where platforms like IFTTT already enable us to program 
routines to wake us up, turn on the lights and tell us 
the weather - we will group increasingly complex sets 
of routines and sequential functions and tasks.

n  We are assigning personalities and human characters 
to these complex algorithms through avatars.

n  These digital intermediaries living out in the online world 
are representing our individual needs with brands, services 
and systems on our behalf. Immersive design tools enable 
avatars to come to life in photorealistic ways.

USE
n  Kroger is experimenting with digital assistants to enhance 

their store experience. Shoppers can build a shopping list 
using Kroger’s Scan, Bag, and Go self-checkout app. 

n  H&M created a magic mirror that can communicate with 
you, provide fashion advice, and allow the scanning 
of QR codes for discounts and offerings. 

n  Los Angeles-based company, Lil Miquela created ‘Brud’, 
a digital influencer with 2 million followers to increase 
brand loyalty and awareness. They also partner with 
Calvin Klein and Prada for marketing campaigns. 

n  KFC worked with Generic Versatility to create the virtual version 
of Colonel Sanders. Unlike human influencers, virtual ones are 
always “camera-ready” and don’t need to take time off.

n  Gucci offers a version of its collection on their digital platform 
Genies. Users can create digital twins of themselves and 

outfit their avatars with the Gucci collection piece goods.

IMPACT
n  Avatars provide unique opportunities for customers to 

personalize their shopping experience, even they have to 
comply to social distancing guidelines or travel restrictions.

n  ‘Reverse-auctioning’ the demand and supply chain, by 
putting the customers’ intentions and needs at the 
center using an avatar and having vendors ‘bid’ on it, 
promises more satisfying buying experiences for the 
customers and a wider target audience for vendors.

n  Surprising sales swings will be a result of avatars reacting to 
cultural fads and trends rapidly and at scale on our behalf.

n  Blatant and increased predictable loyalty will ensue as avatars 
commit our preferences to repeatable purchases, propensity 
to choose one brand over another, and seasonal habits.

TECH
n  Digital Avatars: NEON, Facemoji, IBM avatar, Memory Mirror
n  Chatbots, conversational and personal avatars: Alexa, 

Siri, Google Assistant, Bank of America’s Erica, Sephora’s 
personal assistant, Lemonade’s Insurance sales agent, 
Slack bots in business, Facebook messenger, WeChat
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https://www.neon.life
https://apps.apple.com/nl/app/facemoji-3d-face-emoji-avatar/id1418685721
https://developer.ibm.com/technologies/artificial-intelligence/patterns/build-an-avatar-based-mobile-chatbot-powered-with-ai-and-ar-capabilities/
https://memorymirror.com
https://www.amazon.co.uk/dp/B07PJV3JPR
https://www.apple.com/uk/siri/
https://assistant.google.com/
https://promo.bankofamerica.com/erica/
https://sephoravirtualartist.com/
https://sephoravirtualartist.com/
https://sephoravirtualartist.com/
https://www.lemonade.com/faq
http://slack.com/
https://www.messenger.com/
https://www.wechat.com/en/
https://www.linkedin.com/in/gabi-ledesma/
https://www.capgemini.com/technovision-2021-technology-trends-in-business

