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Nuance Proactive Engagement Solutions Bring
Personalized, Intelligent Conversations to Customer Service
Nuance Meets Over 160 Million Consumers in their Channel of Choice with Important, Proactive
Reminders and Notifications Leveraging Natural Language Understanding and Conversational
Technologies

BURLINGTON, Mass., – February 23, 2017 – Nuance Communications, Inc. today announced that its Proactive
Engagement solutions are powering natural and intuitive conversations with over 160 million consumers, across
their channel of choice, utilizing natural language understanding (NLU) and artificial intelligence (AI). Hundreds
of organizations have leveraged Nuance’s proactive engagement solutions, including the newly launched
Conversational Text, to provide important information or reminders to consumers through interactive voice,
push notifications, two-way text, and email.

In today’s digital world, consumers want and need reminders and notifications that allow them to quickly take
action– confirm an appointment, order a product, or solve a problem. As consumers increasingly count on smart
devices to act as their outsourced memories, they now expect reminders from organizations to help them
remember critical events. Recent trends and consumer expectations make it clear that businesses need to
modernize the way they reach and engage their consumers to deliver the right message on the right channel at
the right time, including:

90% of consumers are more likely to do business with companies that send them reminders (1);
93% of consumers prefer businesses to contact them via non-traditional communication channels such
as email and text (1);
84% of consumers expect the companies they patronize to proactively send reminders for critical events
(1); and,
Nuance’s Proactive Engagement solutions saw a 34% increase in SMS message volume and a 34%
increase in email message volume in 2016.

As the leading provider of speech and language solutions driven by advances in artificial intelligence and
cognitive computing, Nuance is supporting these trends though the introduction of Conversational Text.
Conversational Text uses Nuance’s Natural Language Understanding to allow consumers to have a two-way text
conversation with businesses, without involving a contact center agent. It is now easier and more intuitive than
ever for customers to take action across their channel of choice, including voice and text, through simply talking
or typing a question or response to an automated system, and receiving a response just as if they were talking
to a live agent.

“Today’s digital consumer demands a different kind of customer service, expecting companies to be proactive
and reach them on their terms,” said Robert Weideman, general manager and executive vice president,
Enterprise Division, Nuance. “Nuance’s Proactive Engagement solutions drive better business results by
orchestrating outreach over the right channel at the right time with messages that are intelligent, personalized
and actionable.”

Large organizations have benefited from Nuance’s Proactive Engagements solutions, including:

A healthcare regulatory agency processed over 43M records during the open enrollment period,
ensuring consumers received the information they needed to complete their enrollment in health plans.
One of the nation’s largest mortgage banking companies leverages proactive engagement with self-
service options, saving $8-$25 per inbound call and reducing first payment defaults by 60%.

http://www.nuance.com/


A major American airline, and one of the world’s largest global airlines, connects the inbound and
outbound channels to save $3M per year and increase call containment by 5%.
One of the largest private health insurance exchanges in the nation informs and reminds customers of
important information through automated messages, receiving 95% customer engagement and 94% per
message cost savings.
A major provider of private label retail credit cards recently added interactive voice messaging, SMS text
and email to their outbound treatments for delinquent accounts and saw payments through self-service
increase by 19%.

To learn more about Nuance’s Proactive Engagement solutions, click here. Additional consumer trends and
preferences can be found in this infographic.

(Tweet this news): .@NuanceENT Proactive Engagement Solutions Power Natural Conversations with over 160
Million Consumers http://bit.ly/2lqlfgt

(1) Consumer Study by Wakefield Research, 2016 - The Remind Me Generation: How digital amnesia is
changing consumer behavior and impacting your business.
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Nuance Communications, Inc. is a leading provider of voice and language solutions for businesses and
consumers around the world. Its technologies, applications and services make the user experience more
compelling by transforming the way people interact with devices and systems. Every day, millions of users and
thousands of businesses experience Nuance’s proven applications. For more information, please
visit www.nuance.com.
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