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The 10 Year Consumer Technology Cycle

1997 2007 2017

Dot Com Economy App Economy Intelligence
Economy
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The power of a machine to copy intelligent human behaviour



Global Investment in Al iIs Growing Rapidly

In 2016, companies invested

& 5268710 5398

in artificial intelligence

3X External
I/ \ Investment
+ growth since
Tech Giants Startups 2013

Amazon $2OB to $GB to
$30B

Alibaba

$9B

Google

Baidu Facebook




Al Technologies: Unlocking Opportunities in SEA

These activities
Current technologies currently
\rJ could generate more than

automate about -
50% of the $900 billion
In wages

work activities

performed in ASEAN’S
four biggest economies

Philippines ([ G- E Indonesia

Thailand Malaysia
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Source: Artificial intelligence: The next digital frontier? McKinsey Global Institute, June 2017.



Applied Al in Our Daily Lives

*Facial Recognition (Facebook Auto Tag Suggestions)

We've Suggested Tags for Your Photos

We've automatically grouped together similar pictures and suggested the names of friends who might
appear in them. This lets you quickly label your photos and notify friends who are in this album

Tag Your Friends

This will quickly label your photos and notify the friends you tag. Learr

TV Mysteries

EVERAGE g
= I

Irreverent TV Shows

.

MADE FOR SOPHIA

T Discover Weekly

or Sophia Ciocca by Spoti

PLAY ( WIN )

To Hugo Clogs The Creatures In Th.
Little Worlds Mandolin Orange Such Jubilee

Quiet Voices Mike Vass In the Wake of Neil
Sometimes Goldmund Sometimes

Sileo Rhian Sheehan Stories From Elsewh
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The Tipping Point: Smartphone Boom

Connected devices
and availability of data

Billion
30 r
o5 | 2008 Connected devices
More
20 I connected

15 F devices
10 k than people
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The Tipping Point: Algorithms Advancement

Image recognition Speech recognition
28 27
20
11
5 5 5 <5 3] 5 5 <6
= N ] B I =
2010 2013 2015 1997 2009 2015

Improved algorithms
and training methods
Error rate, %

" Human

Computer
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The Tipping Point: Significant Computing Power Growth

Exponential
improvement of
computing power
Number of calculations/
second per $1,000

1040
1030
1020
1010

1

10-10

10-20

1900

1890:
Hollerith
tabulator

- 2050: All human brains
@

- 2023: 1 human brain

2010: 1 mouse brain

2001: 1 insect brain. ®

Exponentially
faster, smaller,
cheaper, and
better

2080

2000

1977:
Apple ][

1951:
Univac |
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Source:The zettabyte era: Trends and analysis, Cisco, updated June 7, 2017’ United Nations; MMC Ventures; Nvidia; McKinsey Global Institute analysis



Fields of Artificial Intelligence

deep learning

> machine Iearning

predictive analytics

translation
classification & clustering } natural language

processing (NLP)

information extraction

speech to text

Artificial Intelligence
(Al)

speech
text to speech

planning, scheduling &
optimization

robotics

image recognition

_ o vision
machine vision
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Source:The zettabyte era: Trends and analysis, Cisco, updated June 7, 2017’ United Nations; MMC Ventures; Nvidia; McKinsey Global Institute analysis



“..we think you should message a business
just the way you would message a friend.”

— Mark Zuckerberg, Facebook




The Problem

eMarketer: “Phone and web are the most frustrating
customer service channel.”

https://www.emarketer.com/Article/Customer-Service-Channels-That-Frustrate-Consumers/1013637




< Emily >€"

TODAY * 6:14 PM

N
!ﬁ Hey are you hungry?
yes let's get Italian food o

D ttalian food nearby o

o. Here are some italian restaurants:

LL

Donatello's Angelo's Pizzeria

*kkx $5:01m *okkkx  $-03mi

Italian Italiar

which one? first one looks pretty good? o

vﬁ agreed, let’s book it
Q Donatello’s

o0 T 12:00 PM

< Recent Now

People rave about Cor
Burger.

Command Burger
Downtown Chicago

Do you want me to mal
N you a reservation?

Yeah, that wol

/\

The Rise of Global Messaging

~

LR 12:00 PM

< Recent

-0

KLM >

Sun, April 3 1:45 PM

SFO = AMS

$4,032.54

View Details

Check-in is open: go ahead and
get your boarding pass! See you
soon on board with us

Booking Number

DOFQTK

KLO605 8:50 AM 1:45 PM

AMS » SFO

Check In

100% -

)

3,750

3,000

2,250

1,500

750

=@= MAU of big 4 chat apps (WhatsApp, FB Messenger, Viber, WeChat)

Emerging opportunities for chat as a platform for commerce MMA
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-report-2015-11?I1R=T

Source: Bl Intelligence http:


http://www.businessinsider.com/the-messaging-app-report-2015-11?IR=T

Messaging Trends in Indonesia

4.2 97/% 39%

messaging apps access messaging apps prefer messaging apps as main
installed on smartphone multiple times per day mobile communication channel

. Kata.al W . . . . . Understanding Conversations

Humanizing Interactions


https://kata.ai/
mailto:business@kata.ai?subject=Hello
https://www.facebook.com/katadotai/
https://twitter.com/katadotai
https://www.linkedin.com/company/9485017/
http://www.mdi.vc/
https://blog.jana.com/2015/06/18/top-messenger-apps-in-indonesia/

Messaging Trends in Indonesia

S

8%

installed on every smartphones in
Indonesia.

I
SOM+ 130M

active users in Indonesia. Monthly Active Users

Famous among Millennials in Indonesia.
and Generation-Z Ranked 4th Worldwide
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Source: Inmobi Survey http://blog.jana.com/blog/top-messaging-apps-indonesia-september-2016



http://blog.jana.com/blog/top-messaging-apps-indonesia-september-2016

Messaging Trends in Indonesia

;E ;J/o 9%

messaging apps access messaging apps prefer messaging apps as main
installed on smartphone multiple times per day mobile communication channel

MOBILE MARKETING ASSOCIATION

Source: Inmobi Survey https://blog.jana.com/2015/06/18/top-messenger-apps-in-indonesia/



https://blog.jana.com/2015/06/18/top-messenger-apps-in-indonesia/

Challenges in Social Media Marketing

No clear Convers
ROl / Low ations

o oo

measure . hard to

scale
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Conversational Commerce in Indonesia

Totalnya IDR1.500.000
BCA 577-047-4177
a/n CONVERSE SHOP JKT

Visit Browse Send Inquiry Get Payment Confirm Ship and
Online Shop Products via Messaging Details Payment Track Order

Traditional c-commerce is costly and hard to scale

MOBILE MARKETING ASSOCIATION


http://www.mdi.vc/

By 2020, customers will manage 85% of the relationship with an enterprise
without interacting with a human
(Gartner Survey)




----------------------------

USS 17.7B

+  Intelligent Virtual
' Assistant Market by 2023

Research & Markets

----------------------------

The future of human and technology
Interactions I1s conversational




Introducing Al Chatbot

10:53
United &
@united

Thanks for flying the frien|
skies and DMing the Unit¢
Social team. We are here,
24/7 to help you with all !
flying needs. But first, se
an option below to get
automated help immediat
or tap “Talk to an agent”
get connected with a real
human who will be able to

e help you shortly.

& B3 Start anew message
34 Status of my flight?
7 Ask a question

& Talk to an agent

@ What can the AutoPilot do?

stepping stone Iin revolutionising Brand-Consumer Relationships
through the commonly used messaging channels

eesec XL 3G

< Home

@ 48%m > eseee TSEL T

Manage

Kamu mau liat promo di mall apa,

Irzan?

Apa benar kamu ingin melihat
promo di Pondok Indah Mall?

Berikut hasil pencarian Octo
untuk promo kartu kredit CIMB
Niaga di Pondok Indah Mall

Sushi Tei
Diskon 20% F&B. End Date: 16 Apri
2017

Send a message

B jem

Yay! Selamat tahun baru
yaa

Semoga tahun 2017 kamu
bisa lebih baik lagi

Oke deh kalo gitu

lyaa sama-sama

Selamat tahun baru

35% W

= 11:43 AM
Taylor (@homadbot)

bot

s Palmas in Spainis a 13
light from you, costs $628
onth to live for a local and
bmbps internet. It's

tly 22°C / 72°F there and
ety score is 4/5. / from
/nomadlist.com/las-|

do you wanna know?
0
il City lookup
il Nearby

Thanks ya
I Work

2. Feedback

MMA
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What Brands Can Achieve with Al Chatbot?

CUST. SERVICE MARKETING SALES

Efficiency, Cost-Saving, More Engagement, More Transactions,
Higher Margin Higher Conversion, Higher Revenue




Customer Engagement in The Future

NOW FUTURE

Digital

' Al Powered
Assistant

Digital Assistant

Human Human
Chat Chat
IVR Fallout
VR Human Chat
Call Call
Center Center




Customer Engagement in The Future

Dig ital Q&A/Button-based Chat/Text-Based Voice-based Dig ital
] Digital Assistant : Digital Assistant : Digital Assistant Assistant
Assistant ] :
Human Man-Operated Al-Assisted Al-Operated Human
Knowledge Base : Knowledge Base : Knowledge Base Chat
Chat : -
Key Self Service Naturally Assisted :
IVR Capabilities : Self Service Voice-based IVR
Call Agent Desktop Voice Usecases Assisted Voice Call
Center Management : Management : Agents Center

Continuous Learning on Digital Conversion Factors:
Intents, Products, Profile, Behaviour, Customer Experience

MOBILE MARKETING ASSOCIATION

Source: Accenture Research for Digital Customer Service 2017



Local Case Study: Unilever Jemma

UNILEVER INDONESIA FIRST OFFICIAL LINE CHATBOT eeesoTSEL 50 oa3a v e
< © Jemma D v
‘Z"-vbé@ ?@g Jemma is branded as ‘Virtual Friend for Girls’ on LINE. The main purpose of this chatbot | ——— I
& 3:".: . . i . . i i i o &Ik::ter?tnt::n :(?.u:aJesm:;:
lg’(g }i.% project is data gathering for Unilever Indonesia re-marketing in the future. Jemma is able to di https/flemma-id.comtne
o\e@.@‘ : . . . . e Kenalan dulu, yuk! Nama
®"&. handle casual conversations using Kata.ai Natural Language Understanding in Bahasa kamu siapa? :
. Nama q reynir aja panggil
& el |
konfirmasi aja sih haha .
SUCCESS STORY -
A 63
O : ./oalikj~
0 -
Tanya]emma
of total friends conversion rate, the longest chat
who added Jemma within 12 800k out of 2M Jemma friends shared session Jemma

months 5 data points to Jemma ever had with her friend
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Local Case Study: Telkomsel Veronika

SOUTHEAST ASIA’S FIRST TELCO CHATBOT

16:25

® Telkomsel

Telkomsel chatbot is available on LINE, FB Messenger, and Telegram in 2 languages: Bahasa

(‘Q’TELKOMSEL Indonesia & English. The main purpose of this chatbot is to increase the customer support
vy Telkom Indonesia &

uuuuu
Hai Irzan Raditya, selamat I
datang di GraPARI Virtual
Telkomsel. Ada yang bisa
Veronika bantu hari ini? :)

efficiency and to create a new revenue channel by utilising the messaging platform so

customers can top up their credit or buy data package.

SUCCESS STORY

Telkor

Kumpu!
penawe

Beli Pulsa, Beli Paket, Info
| TCASH

Lihat dan beli produk Telkomsel favorit
Kamu di sini

80% X | =

=
i

of agent’s workload growth of the sales generated features included /R
is reduced by the chatbot from the Chatbot between the in this Chatbot. From CS, & ~
after 8 months of deployment first month and the 8th month Marketing, to Sales.
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Natural Language Processing

<TRANSCRIPT ANNOTATION>

Aku mau beli paket yang 10 giga-an
buat nonton youtube sm facebook-an
tp yg harganya di bawah 100rb dong

Product Type: Allowance: Content: Price:

Internet 10GB YouTube, Facebook < IDR 100k

<ENTITY EXTRACTION>

The ability of Al for comprehensive understanding of

unstructured MeSsSSsages

Intent:

Purchase

Confidence %:

0.967

Sentiment:

Neutral

Language:

Casual

<NOILINDOO3d LN3ILNI>
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Heyyyy Irzan

Let me know when u have a

sec &

g Whats up?

Ok quick question..

g What did u eat today?

Me right now. &3

g Do u cook or order out?

Haha ha I Ord ered MOBILE MARKETING ASSOCIATION




If uwant, | can get u $7 off
GrubHub! It's an awesome

food delivery app £

g Wanna see what they have?

Yes sure!

Take a look when ur free §

The key to
customer’s emotion:
Engagement
before
Reward

Sign up to get $7 off ur first order! [ﬁ

Tap the "Sign up" button and wait 5
seconds to get a special code.

& Sign up

g B Share this!

MOBILE MARKETING ASSOCIATION




CinuuLL e . . '

Pucuk. Tukar SMS ini di CFC SPBU
PANAM hari ini. Selama Persediaan
msh ada. Promo *606#

Ayam (sayap/paha bawah), Nasi,
Perkedel Rp. 19.545. GRATIS Teh
Pucuk. Tukar SMS ini di

PANAM hari ini. Selama Persediaan
msh ada. Promo *606#

Ayam (sayap/paha bawah), Nasi,
Perkedel Rp. 19.545. GRATIS Teh
Pucuk. Tukar SMS ini di

PLAZA hari ini. Selama Persediaan
msh ada. Promo *606#

WOW! KUOTA 2G5 HANYA Rp1500
(berlaku 24 Jam), Balas SMS ini ketik
W7 utk beli. Berlaku perpnjangan
otomatis, Ketik Stop(spasi)AU2GT ke
234 utk berhenti. Info123

JANGAN BILANG-BILANG! ADA
KUOTA 2.5G% CUMA Rp2000 (berlaku

o

24 Jam). Balas SMS ini ketik L2 utk beli,
rlaku perpanjangan otomatis. Info123,
NR10

Senin+13.33

Galau cari konten premium? CUMAN
yg ksh km bebas

download konten premium GAMES dan APPS
sepuasanya hanya
Rp5500/mgg. Klik https:/goo.gl/bt3uLF

Kemarin * 13.43

Galau cari konten premium? CUMAN di

yg ksh km bebas

download konten premium GAMES dan APPS
sepuasanya hanya

Rp5500/mgg. Klik https://goo.gl/bt3uLF

13.34

Galau cari konten premium? CUMAN di

yg ksh km bebas

download konten premium GAMES dan APPS
sepuasanya hanya

Rp5500/mgg. Klik https:/goo.gl/bt3uLF

2 mnt + melalui 3

Pengirim tidak mendukung balasan

Mulai 499 ribu, tukar HP
Anda & dapatkan GALAXY
Note 4/S5/Alpha/KZoom.
4-8 Mar di Booth

JCC Senayan http://
bit.ly/1EU2Tp2

< KFC

SMS/MMS

Sabtu, 28 Januari 2017

Download app
http://
onelink.to/ . Dptkan
keberuntunganmu pakai
kode voucher
atau tunjukn sms ini
di 1sd
28/02/17.T&C 1310

Buy 1 get 1
hanya di dgn
menunjukkan SMS &
kode : HZ177216 distore
terdekat ditempatmu.
Berlaku hingga 31/01/17.
S&K berlaku. B 2346

Kami bantu Penutupan CC/
KTA anda dgn cara dicicil,
bunga 0%. Penutupan Bunga &
Disc s/d 80%. INFO "KIRANA"
DB83877985764WA

Al Chatbot is disrupting the old-school SMS Promotion

MOBILE MARKETING ASSOCIATION


https://www.emarketer.com/Article/Customer-Service-Channels-That-Frustrate-Consumers/1013637

How to Measure Chatbot ROI

Improve
Increase AN @ 0 Sales Landscape
Conversion 7 & Life-cycle
& Engagement
.. Improve
‘Customer

Satisfaction

Scale
Customer Service
at Low Cost







THANK YOU




