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Information overload, the right to be disconnected
- some experts have even called it “infobesity” - is
a common issue that most people face today.
In a world of ubiquitous connectivity, the constant
and never ending flow of notifications, calls, and
messages is creating a gap between how you
spend your time and what matters to you.
The promise of smartphones was to help you
achieve more but only made you a “digital slave”
of your own life. You noticed that the more apps
you install, the less you use them. And while
you can increase the amount of memory on
your phone and computer, you can’t expand the
amount of time you have in a day. There are only
24 hours in a day.
In a world where instant gratification and
individuality prevail, how can you focus on just
the most important aspects of your life?
Over the past few years our technologists at
Orange Silicon Valley have witnessed several
advances in technology, including Artificial
Intelligence and Machine Learning, that have led
to a new breed of smart agents. Whether we call
them chatbots, intelligent assistants, or smart
assistants, they are all trying to achieve the same
thing: helping people achieve more with less.
Orange services are a key enabler in the digital
transformation of our customers’ lives, no
matter whether they are Fortune 500, SMBs, or
consumers. We believe that most of tomorrow’s
interactions with customers will be digital. But
they should also be human. At Orange, we make

customer experience our number one priority. We
listen to the voice of the customer and anticipate
their needs so as to offer them an unmatched
experience. It is the human touch in each of
our innovations that ensures we differentiate
ourselves from all others.
We see conversational interfaces as a way to help
people connect and reconnect with the essentials
- whether it’s at home, on the go, or at the office.
In this report, we wanted to share with you some
of the knowledge we have gained, the questions
we have asked, and the lessons we have learned.
Silicon Valley is as excited as we are about this
growing ecosystem of chatbots which represents
a shift in how we interact with brands, products,
and services. Orange Silicon Valley is thrilled to be
part of this conversation and we look forward to
engaging with the players in this space who share
our vision of improving our lives with smarter,
more human technology that learns from people,
understands them, and frees them up to focus on
the most important aspects of their lives.
Innovation only makes sense when it serves
humanity. Great tech with human inside.

Georges Nahon
San Francisco, California
June 2016

What is a
chatbot?

A chatbot or conversational bot
is an intelligent agent that helps
people create value for little effort.
In the case of conversational bots,
it’s communicated through a
messaging interface.
These new software robots can
help people, send money to
someone, order some food, or
just check the weather – all using
simple SMS interactions.

*Why
the

Global smartphone
penetration has
reached all time
highs, thus shifting
the focus of large
corporations like
Facebook and
Google to collaborate
with carriers to
provide basic
connectivity in more
remote areas.

rise
of
bots?

85%

Consumers spend
of their
time on smartphones in apps, but only
apps see heavy use. ( Nielsen )

5

In mid-2015,
messaging apps
transformed into
a platform ripe for
innovation as monthly
active user statistics
surpassed that of
social networks.

“The chat space is sort of the last
unpolluted space [on your phone].
It’s like the National Park of people’s online experience. Right now,
the way people use chat services,
it’s really a good private space that
you control.”
Sam Mandel,
who built a weather bot for
Slack called Poncho.

Artificial intelligence is
also a large and necessary
component to unlock
chatbots’ potential value.
In 2011, IBM’s Watson
beat former winners Brad
Rutter and Ken Jennings in
Jeopardy! Google also set
records in January 2016
when its AI beat the world
champion Go player. These
and many other advances in
the field have made it much
easier and more affordable
to build and deploy
conversational agents.
Slow service representatives
are increasingly problematic
for people on the go:
restaurants like Eatsa in
San Francisco and Taco
Bell are automating food
experiences, and Virgin
America is automating
its cabin service - both
removing all human
interaction for greater
efficiency. Consumers are
shifting toward immediate
gratification, and cutting
out the middle-man in all
facets of life.

*Cool
bots
for
your

personal
life

eCommerce

Spring
a personal
shopping
assistant

Payments
Lydia
collect and send
money as you chat

Travel
Hipmunk
instantly displays a
list of bookable travel
options

“That’s why A.I. is so powerful in
travel. We’re taking the nuances of
customers’ needs — in their own words
— and doing all the hard work in
the background, searching across all
those sites instantly.”
Adam Goldstein,
CEO & Co-Founder of Hipmunk

*Cool
bots
for
your

work
life

Office management

Envoy
modern visitor registration for iPad

“Signing up with Envoy was a big win
for us, as the space wasn’t designed
to have a receptionist. So it’s been
an easy and fun solution for both the
employees and our guests.”
Kathryn Kelley,
Office Manager at Best Buy’s
Technology Development Center

Customer support
89%
of consumers want
to engage in conversation with

virtual assistants to quickly find
information instead of searching
through Web pages or a mobile
app. ( Opus Research )

73%
of consumers
want their conversation

with customer service to be
personalized. ( Opus Research )

Smooch

manage
communication
with your
customers
without
leaving Slack.

Task management
Trello

help you build
the ultimate
productivity
powerhouse

*What
has

READY?

led
the
major
messaging
platforms
to
chatbots?

Messenging via
Facebook Pages

Dec

2011

Line
Brands accounts

June

2012

August July
2013 2013
WeChat
Pay

Slack’s
first
release

Dec
2014
March
2015

Payments &
partnership with
Zendesk

Nov
2012

Line
Pay

Dec
2015
Open-source
framework to
build Slackbots
& Slack Fund

Chatbots platform & stores

WeChat
Brands accounts

March
2016

Bot experiment: Tay,
a Twitter bot acting
like a teenager

April

2016

April

2016
Chatbots platform
& sponsored messages

*What’s
the
value?

The major advantage
of bots is that they
greatly decrease
friction between
your service and the
customer.
Artificial Intelligence
will make traditional
UI less relevant
by automating
many interactions.
The conversation
becomes the primary
interface with the user
at the center.

“Yes, the high-level
promise of what bots
can offer is great.
But this isn’t going to
happen overnight. And
it’s going to take a
lot of experimentation
and likely bot failure
before we get there.”
M.G. Siegler
Partner with GV, the
investment firm formerly
known as Google Ventures

Business Companies and startups are offering new
model message-based services.Their goal is to capture
a treasure trove of data using human call center
agents, then apply machine learning, in order to
automate those services.
Chabots and AI offer scale - a massive increase
in ROI on human agents that can deliver human
interaction when needed thanks to automation of
standard tasks.
Facebook Messenger will be the Google
AdWords for chatbots - businesses will pay to be
surfaced and prioritized.

“We start capturing all of your intent
for the things you want to do. Intent
often leads to buying something, or
to a transaction, and that’s an
opportunity for us to [make money]
over time.”
David Marcus
VP of Messaging Products
Facebook

*Evolution
of
chatbots

Smart As machine speech recognition approaches
speakers human level recognition, consumers’ interactions
with chatbots are already moving from
text-based applications to voice-based ones,
with devices such as the Amazon Echo.
Beyond voice, one can assume that gestures in
augmented and virtual reality environments will
be the next methods to interact with avatars.

3x

It’s three times faster
to shop using a
microphone than to navigate
menus in mobile apps.
( Mindmeld )

1Million

number of Amazon Echo’s shipped
in the USA during Q1 2016.
( Consumer Intelligence Research Partner )

“No one wants to wait 10 seconds for
a response. Accuracy, followed by
latency, are the two key metrics for
a production speech system.”
Andrew Ng,
Chief Scientist at Baidu

“We’re
of the
matter
better

competing feature-for-feature in most
areas. And in the areas that really
to the consumer, we’re going to do a
job.”

Mario Queiroz,
VP of Product Management at
Google about Amazon Alexa
“The way search works today, you the human has
to disambiguate the list. We do a lot of work to
figure out what you meant and come out with the one
right answer you’re looking for.”
Mike George,
VP of Echo at Amazon

What will be the voice of your brand?
How will you avoid being commoditized?
Virtual Moving from human-assisted bots to fully AI-powered ones, smart agents will
assistants cover all verticals. They will become the norm - Facebook’s M is the perfect
example of such a transition. Next, predictive bots will anticipate your needs
and become the new milestone for major tech companies.

On one hand, consumers can currently use products relying entirely on
technology such as Apple’s Siri: it can be used by a large number of people.
On the other hand, products like TaskRabbit which employ people to respond
to text-based requests aren’t scalable yet for everyone. Facebook M is a hybrid
between those two types of products. It’s a virtual assistant powered by AI as
well as a team of Facebook employees who will make sure that every request
is answered.

“We’ve learned that (a) we need to make it
more proactive for people to build more
of a habit, and (b) we’ve learned that we
needed to build a variety of vertical bots
to fulfill different types of intent.”
David Marcus,
VP of Messaging Products at Facebook
“You have lots of AIs — like Siri, Google
Now, or Cortana — whose scope is quite
limited. We wanted to start with something
more ambitious, to really give people what
they’re asking for.”
Alex LeBrun,
Wit.ai

1Billion
the number
of potential
users for
Facebook
M based on
Messenger’s
current
user base.

* Key
investment
activities

Financing of chatbot technology
has been increasing - with
key investments and M&A
activity being made by large
corporations and venture
capitalists into Artificial
Intelligence, Natural Language
Processing and
Messenger Platforms.

Of the top 25 chatbot companies
that we have investigated, the
aggregate funding of these
companies totals over $1B.

IPO
$1.3B

5 interesting
chatbot
companies

$36.93
Digit

Noticeable
Acquisitions

$150M

Many of the interesting chatbot companies have been funded within
approximately the past year. The space is heating up and investors
continue to keep tabs...

$34.23
X.ai

$30
Viv Labs

$28.55
Talkspace

$19B Oct 2014

$100M Nov 2014

$12.5M Jul 2015

$12.07
Magic

$3M Jan 2015
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