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“No one wants to install a new app for every 

business or service that they want to interact 

with.”  
- Mark Zuckerberg 

Concierge Bots 

- Facebook M  

- Go Butler 

- Magic 

Shopping Bots 

- Operator 

- Mezi 

HW Bots 

- Google Assistant 

- Alexa 

- Cortana 

- Siri 

Business Bots 

- Nina 

- Watson 

- Amelia 

 

E-mail Bots 

- X.ai 

- Clara 

#LandOfBots 
#Botsplosion 
 

Google’s CEO sums up his AI vision:  

“Hi. How can I help?” 

  
- Sundar Pichai 
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Vendor comparison 
 Source: Opus research – Decision makers guide to intelligent assistants, Feb. 2017 

Automated 

learning 

Process 

automation 

Human 

involvement 

Analytics & 

reporting 
Multi-channel Track record 

Cost & time 

to deploy 

Nuance (Nina) 1 1 1 1 1 1 2 

IP-Soft 1 1 2 1 2 2 3 

IBM Watson 1 1 2 1 2 2 3 

Artificial 

Solutions 
1 2 2 2 1 1 2 

Digital Genius 1 2 1 3 2 2 2 
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Others using Nina: Dominos Pizza 



Effortless. 
All communication starts 

with Nina. 

Our vision for Nina 
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Why did we choose Nina? 

What do 

you want? 

Who are  

you? 

Phone 

Web 

App 

Messaging 

IoT devices 

Speech 

or text 

Responsive/ 

Re-active 

Target/ 

Pro-active 

Decision 

Automated 

service 

Assisted 

service 
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Why did we choose Nina? 

Cognitive 

intelligence 

Designed 

intelligence 

Human-

augmented 

intelligence 

Nina learns 

through 

usage by 

experts 

Nina learns 

on its own 

We teach 

Nina 

Now 

Soon 

Future 
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Nina today at Swedbank 

8 

Swedbank.se and 58 Savingsbanks  Internal: Access to regulatory information 
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Performance today 

• Total conversations 75.000/month 

• Equates to ~50 FTE 

• ~81% contacts resolved (FCR) 
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10 

Nina in the internetbank 

Customer have a security device and want to have bankid 

Jag vill ha bankid 

Customer wants to borrow money 

Jag vill låna pengar 

Customer has killed the security device 

Jag har mördat min dosa 

Customer wants a new card 

Jag vill ha ett nytt kort 

Customers card is stolen 

Mitt kort är stulet 
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Could Nina be like Erik? 
Hi! I have blocked my bankid and 

killed my security device. How do I 

proceed?  

Hi, Emelie! If you accidently killed your 

security device it is very important that 

you bring that with you to one of our 

offices so we can help you replace it 

with a new live one.  

We will not ask any questions and it is 

important that you know that this will 

stay between us. If you have blocked 

your bankid, we will solve that for you at 

the same time. 

Relax Emelie, we will fix this. 

Opening hours to our office you will find 

here www.swedbank.se/officies  /Erik 
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What will Nina be able to do tomorrow? 

2018-20 

Escalation 

to chat 

Call-in/call-back 

Voice commands 

Omnichannel 

facilitation 

Sales 

Personal assistance 

Third party 

integrator 

Hidden agent 



Thank you 

Hans Lindholm,  
hans.lindholm@swedbank.se 


