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In recent years, the use of 
voice and speech recognition 
technologies have been 
increasingly adopted in a variety 
of now ubiquitous ways. Could 
anyone have predicted sending 
messages via predictive text, 
navigating automated phone 
systems, using hands-free 
commands while driving, and 
placing orders or doing household 
tasks with digital assistants would 
be so commonplace just 20 years 
ago? The world is now on the 
cusp of the Era of Voice 2.0, as 
use cases for voice technology 
spurred by the global COVID-19 
pandemic are carried forward 
and expanded as we emerge 
from it. The voice industry’s 
sudden and meteoric rise have 
awakened both consumer 
and commercial interest as its 
multifaceted relevance will lead 
to an ever more prominent role 
in redefining our new landscape. 

Talk, don’t touch: COVID-19 as a catapult 
for voice tech 
The pandemic accelerated the growth 
of the voice technology industry as all 
things “contactless” quickly gained favor 
in people’s daily routines, and these habits 
are predicted to continue long term. In 
a recent  Speech Tech article, research 
by global IT services and consulting 
firm Capgemini showed more than two 
in three consumers will opt for voice 
assistants instead of visits to physical 
stores or bank branches by 2022. Even 
those who did not use voice assistants 
pre-pandemic are starting to do so. A 
forecast from eMarketer estimates 132 
million Americans of all ages will use them 
in 2021, a noteworthy 10%+ increase 
from 2019. The 2020 Adobe Voice Survey 
further illustrated the appetite for voice-
driven capabilities – this time, outside of 
the home: Tasks such as opening a door 
(56%), choosing a floor on the elevator 
(55%) using a vending machine (49%), and 
getting guidance at a crosswalk (33%) 
topped consumers’ wish list of ways to 
avoid touching surfaces throughout their 
daily lives. 

The voice industry gets down to 
business
Voice also proved to be very beneficial 
in the commercial realm. To clarify, the 
use of voice technology is not necessarily 
new – many businesses, including 
insurance organizations, had long been 
using voice solutions to record notes, 
process dictations for document creation, 
and more. But the impacts of COVID-19 
highlighted just how important these 
technologies are on a much higher and 
significant level. State-of-the-art voice 
solutions quickly demonstrated critical 
value in supporting business continuity 
and service levels through challenging 
circumstances, as well as driving long-
term digital transformation.

With this in mind, an inarguably 
disruption to the way the world conducts 
business – an unprecedented pandemic 
– resulted in a positive outcome. While 
COVID-19 was the impetus for a sudden 
and significant shift, many of the  
changes it necessitated paved the way 
for a more productive, efficient, and 
streamlined future. 

Voice solutions have since gained more 
attention in how they can potentially be 
leveraged as teams revisit what normalcy 
looks like post-pandemic. Some examples 
of voice-enabled business improvements 
include:

Full-throttle productivity: Accelerating 
and automating workflows for 
dispersed teams
Time to value is a key consideration 
when integrating new technologies 
into any organizational flow. Advanced 
voice solutions compatible with existing 
systems and tools allow spoken notes 
to be quickly converted to documents 
for further processing. Additional 
functionality such as routing rules, the 
ability to digitally draft, edit, review, 
and finalize documents, and more, 
make it seamless and easy to dictate 
and share information instantly across 
time zones and physical geographies. 

https://www.speechtechmag.com/Articles/Editorial/Industry-Voices/Making-our-Voices-Heard-The-Growth-of-Voice-Recognition-During-the-Pandemic%C2%A0-145265.aspx
https://xd.adobe.com/ideas/principles/emerging-technology/voice-technologys-role-in-rapidly-changing-world/
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Taking off into a new stratosphere 
of business agility and security  
with the cloud
COVID-19 highlighted the need for 
powerful, flexible computing while 
maintaining the highest levels of data 
protection. PwC reports that cloud 
spending rose 37% to $29 billion during 
the first quarter of 2020, and the firm 
projects a continued increase in spend 
following the pandemic as companies 
seek more cost-effective, scalable, secure 
ways to manage their IT properties. 
Many organizations are adopting cloud-
based voice solutions for these reasons, 
so time, budget, and resources can be 
allocated to higher-value work rather 
than managing recordings, monitoring 
server space, executing on-premise 
implementations, and other time- and 
resource-intensive tasks. The latest voice 
technologies also operate with native 
enterprise-grade security features (e.g. 
end-to-end encryption, user-based access, 
etc.) to protect organizations and their 
clients – coupled with well-governed 
security policies and training, these built-
in features help confidently and safely use 
sensitive information.

Creating the “chameleon” of work 
arrangements 
Moving between office- and remote-
based environments, or hybrid work, 
which many organizations will be 
adopting permanently post-pandemic, 
through device and platform flexibility. 
In a Coronavirus Business Impact Survey 
by human-resources consultancy 
Mercer, 87% of respondents said they 
would offer greater flexibility post-
pandemic, with most planning a hybrid 
model. Advanced voice solutions that 
provide the same feature-rich functions 
from a personal or company-issued 
smartphone or tablet as they do onsite 
properly equip all team members to 
optimize productivity, no matter where, 
when, or how they work.

What’s next in voice? A limitless 
future  
The uses and applications of advanced 
voice solutions will continue growing 
as teams adjust to the post-pandemic 
business environment, which itself 
will change as needs, preferences, and 
corporate cultures evolve. Insurance 
companies are already leveraging 
flexible, enterprise-level voice solutions 
to streamline workflows and mitigate 
obstacles between office- and field-
based teams, while simultaneously 
reducing low-impact IT support. The 
possibilities for voice enhancing a wide 
array of business functions are only 
limited by our imagination.

To learn more about the potential your 
organization can achieve with the right 
voice solutions, visit www.philips.com/
dictation

https://www.pwc.com/us/en/tech-effect/cloud/covid19-cloud-infrastructure.html
https://www.pwc.com/us/en/tech-effect/cloud/covid19-cloud-infrastructure.html
https://www.shrm.org/resourcesandtools/hr-topics/benefits/pages/offices-may-operate-differently-than-before-the-pandemic.aspx
https://www.dictation.philips.com/success-stories/
https://www.dictation.philips.com/success-stories/
http://www.philips.com/dictation/
http://www.philips.com/dictation/
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