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Who are we?

* Opus Research i opusresearch
— Boutique Analyst firm Founded 1986

(Conversational Access Technologies)
— Deep domain coverage of Voice Biometrics (+ |IA's and Cl)
— Coined term “Conversational Commerce”

* Qur Interest in Authentication
— Started with Voice Biometrics (VB)
— Evolved with growth of digital, optichannel services
— Embraces change
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The Challenge: Personalization and Security, at Scale
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Evolution of Authentication
s . s ) 3¢ Factor N 4 Factor

Fuelled by Big Data and
Machine Learning
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Our Comprehensive Solutions Stack

INTELLIGENT ASSISTANTS & SMART BOTS

Personal Assistants (deal with smart objects) Personal Advisors (deal with complex tasks) Conversational Sales & Marketing Virtual Customer Assistants Employee Assistants

Mobile Assistants Conversational : Scheduling &
Marketing Mobile Care Collaboration
Internet of Things
Sales Assistants Cuetomer SERIEE HR’.On'Boar(.jing’
MetaBots Virtual Agents Operations, Service Desk

Intelligent Authentication Technologies

|dentification (Federated and Distributed) Authentication (Biometrics and Multi-Modal) Fraud (Analytics and Prevention)

Conversational Technologies

Conversational Bot Messaging Speech Avatars Emotions
Platforms Platforms Platforms P & Sentiment

Enabling Platforms &Technologies

NLP, Machine Learning, & Semantic Search Conversational Analytics Knowledge Management
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Now Looking at the Customer’s Worktlows
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Dynamic / Adaptive / Continuous Authentication is Required
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|Auth Contrasts with Linear, One-Off Authentication

: : Fraud
. . |dentify Authenticate watchlists

by enabling

register

v' Continuous

v' Adaptive

v' Multi-modal
v’ Channel-aware

v’ Context-aware
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And Voice Has Its Place
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IT WORKS

Improved
Performance

and Accura%

% Interface

USERS LIKE
VOICE
Familiarity of
Voice | User

EASIER to
Deploy than
before

BUSINESS
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Recent Survey Results

My company needs to authenticate customers with minimum time & effort

STRONGLY AGREE
SOMEWHAT AGREE
NEITHER AGREE OR DISAGREE

SOMEWHAT DISAGREE

STRONGLY DISAGREE

0% 5% 10% 15% 20% 25% 30% 35% 40%
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Recent Survey Results

Effortless, strong authentication is key for offering personalized service

STRONGLY AGREE 24%
SOMEWHAT AGREE 38%

NEITHER AGREE OR DISAGREE

SOMEWHAT DISAGREE

STRONGLY DISAGREE

0% 5% 10% 15% 20% 25% 30% 35% 40%
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Recent Survey Results

Primary driver for implementing |Auth solutions for contact centers

REDUCE OPERATIONAL COSTS 28%

IMPROVE CSAT AND CX

PREVENT FRAUD

INCREASE SELF-SERVICE

REDUCTION OF AHT

0% 5% 10% 15% 20% 25% 30%
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What to listen for

 The Lessons from Real WorldCase Studies
— Lloyds
— Deutsche Telekom
— Allianz

* How to Balance Customer Experience with Security
— Embracing multiple factors
— Across multiple channels

*  Overcoming impediments
— Enrollment must be as painless as possible
— Follow up with failed/abandoned transactions
— Taking on privacy concerns
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Thanks!

Contact:

Derek Top @derektop

dtop@opusresearch.net
Dan Miller @dnm54

www.opusresearch.net
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