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Google is an Al Company

Search
Search Ranking
Speech Recognition

Gmail
Smart Reply
Spam Classification

Photos
Photos Search

Translate
Text, Graphic and Speech Translations

Self Driving Car
1.5MM miles driven

2 Q¢

Android
Keyboard and
Speech Input

Drive
Intelligence in Apps

YouTube
Video Recommendations
Better Thumbnails

Cardboard
Smart Stitching

' Data Center Power Usage

Reduced cooling energy 40%

Play

App Recommendations
Game Developer Experience
Google Play Protect

Chrome OS and Browser
App Launcher

System Management
Safe Browsing

Maps
Street View Image
Parsing Local Search

Ads
Richer Text Ads
Automated Bidding

Alpha Go
First Al to beat a world Go
champion (2016)



Cloud Al has multiple pathways of consumption

( Out of the box ) ( DIY )

No training data needed, get Help data scientists and ML
started right away Easily create custom models engineers build and deploy Al
(A no-code / low-code approach)

Google Cloud
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Does Your use case fit
pre-packaged Al
Solutions?

NO

YES

Al Solutions
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CONTACT CENTERAI

‘ DIALOGFLOW CX
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Do you have Your own
training data?

YES

NO

Pre-trained APls
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v VISION

@. VIDEO INTELLIGENCE
QA TRANSLATION
[ ] NATURAL LANGUAGE

||I|| SPEECH-TO-TEXT

E‘Iﬂa TEXT-TO-SPEECH

Data in BigQuery & users are more

comfortable with SQL?
ML Developer
Data Scientist
Data Analyst
NO

Writing model training

oS couascontt

> BigQuery ML

code yourself?
NO
YES

Vertex Training

AutoML in Vertex Al

Pick your Al/ML Path on Google Cloud

Google Cloud


https://cloud.google.com/blog/topics/developers-practitioners/pick-your-aiml-path-google-cloud

Retail API
(Recommendations Al)

Google Cloud
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Cross-selling
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Personalized promotions
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Customizing landing pages
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Offering product recommendations
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Market Growth of Retail Al
expectation

36%

$15 Billion by 20251
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Recommendations Al
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Recommended '
for you

Product name

Recommended '
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Product Name
$60.00

Product Name
$60.00

Product Name
$60.00

Product Name
$60.00

There are many variations of passages of Lorem Ipsum

I

available, but the majority have be suffered.

There are many variations of passages of Lorem Ipsum -+,

available, but the majority have be suffered, o

There are many variations of passages of Lorem Ipsum

I

available, but the majority have be suffered.

There are many variations of passages of Lorem Ipsum

I

available, but the majority have be suffered.

Frequently bought =\§,'
together Py
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Old Recommendations

Popularity-based Crowd-based
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Using Recommendations Al

Personalized
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0 . .
+90% lift in clickthrough rate* +50/) lift in revenue*

+40% lift in conversions* +5% lift in total revenue per session™*

*These figures are compared to baseline recommendation systems of pilot customers in A/B experiments; actual results will vary by retailer

**Driven by Recommendations Al



Recommendations Al works in 3 steps

1 No-Code &a7IH} 3 Customer journey
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Customer Story: =L 12 2l AE S 0l MEIA

Personalized Recommender with Recommendations Al

Home Page
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Customer Story: IKEA

e Discovered gaps in customer
knowledge -

IKEA PS was added to your
shopping bag

e Performed high volume A/B testing
on customer behavior both with and

Related products

without personalization, received
unexpected results

e  When you want to be relevant to
hundreds of millions of persons,
generalizations are really dangerous

Google Cloud



Results

+400%

More relevant
recommendations
displayed on page

Increase in Click
Through Rate

Surge in average
order value

Google Cloud
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Contact Center Al (CCAI)

Google Cloud



What we hear from customers
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What is Contact Center Al?

HR/E0IAR NHS32
24/1 028 SO K&

Virtual Agent
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Insights

Google Conversational Al

Google Cloud
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. Agent Assist (& & Al X&)
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Jae-Joon Lee
head of Hyundai Card

[ Hyundai Card]

Vertical: FSI
Region: APAC

/  122% Data accuracy

/  135% Self Closing

/  54% Non-response Rate



Customer Story: THE HOME DEPOT

v 173 years
Saved for customer time spent in IVR (2020)

Industry: Retail % 20%
Country: United States
Reduction in abandons

Challenge

Home Depot was looking to improve their call center

v 12M

Calls routed directly to the associates with product
knowledge instead of Service Desk

efficiency across a number of metrics.

v 185%

Increase in containment

v 5%

Reduction of average handle time

Google Cloud
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Thank you!

Google Cloud



