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“I heard by 2021 that the 
planet could have more 

personal assistant devices 
than people.

Even worse, I heard it from 
my Alexa in a very 
threatening tone.”

Jimmy Fallon, Oct 11th 2018

@ChristiJOlson #FOS18Source: Tonight Show starting Jimmy Fallon; 10/10/2018



“The age of touch as the 
primary user interface between 
consumers and devices is being 

disrupted. 

We’re entering the age of 
conversational interfaces that are 

powered by our voice.”

Christi Olson
@Mumbrella 360



Voice Search ISN’T the next

Conversational AI is.

big disruptor. 

@ChristiJOlson #FOS18



A more human way of engaging

Conversational AI creates an 

opportunity to develop your 

brand personality and create a 

meaningful relationship



What is conversational AI?

It’s technology that can hear, speak, see, 
understand and engage with humans. 

Chatbots, Digital Assistants, Voice Skills

Intelligent Agents!



Search is the intelligence platform

Powering intelligent agents



Bing is Bigger 
Than You 

Think

21%
DE

19%
UK

33%
US

18%
FR

10%
Average search share for the remaining European Markets



Cortana has over  

148M
monthly active 

users across 13 

markets with 

18B
questions asked 

to date



Open Framework allows for Integration



Cortana’s suite of AI Cognitive Skills



Voice Assistance vs Voice Search

@ChristiJOlson #FOS18



Why should you care NOW?

2015201320112009

50% of 
search queries 
coming from 
Smartphones

@ChristiJOlson #FOS18

Conversational AI is like “the year of mobile”





By 2020, the average 
person will have more 
conversations with bots 
than with their spouse.

Source: Gartner Predicts a Virtual World of Exponential Change, Oct 2016

-Gartner

@ChristiJOlson #FOS18

https://www.gartner.com/smarterwithgartner/gartner-predicts-a-virtual-world-of-exponential-change/


Utility

What problem does it address 
or solve?

Interface / Interaction

What is the experience by device? 
What is the interaction?

Discoverability
Market it!

Voice Assistance Framework



Source: Microsoft/Bing Ads: Consumer Adoption of Digital Assistants and Voice Technology, March 2018.
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16%
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Search for a quick fact

Ask for directions

Search for a product/service

Search for a business

Research a product or service

Make a shopping list

Compare products or services

Price comparison for products/ services

Add items to a shopping cart

Make a purchase

Contact customer service or support

Provide feedback for a product/service

Change an order

Cancel an order

Access bank/ financial information

Access credit card accounts

Chatbots/Skills move from productivity to utility actions

@ChristiJOlson #FOS18



The new Q&A is Question and Action

@ChristiJOlson #FOS18



“Every brand will build 
intelligent conversational 
agents. Your brand needs 

to have its own agents that 
can talk directly to 

customers and to converse 
across multiple personal 

digital assistants.”

Satya Nadella, Microsoft CEO



expect brands to 
create their own 

assistant that reflects 
their brand personality 

and voice.

Source: Microsoft/Bing Ads: Consumer Adoption of Digital Assistants and Voice Technology, March 2018.

In the next 5 years over 1/3 of consumers

@ChristiJOlson #FOS18



uplift In annual revenue* 
5%

Source: https://www.capgemini.com/consulting/wp-

content/uploads/sites/30/2017/11/dti_loyalty_deciphered-driving-

customer-engagement.pdf

Emotional engagement could 
drive

IQ +EQ to create an emotional connection

https://www.capgemini.com/consulting/wp-content/uploads/sites/30/2017/11/dti_loyalty_deciphered-driving-customer-engagement.pdf


Empathy & 
Connections

Personality
Conversational 

Dialogues
Communicate 

with Clarity 

Don’t create an unempathetic bot

@ChristiJOlson #FOS18



You are building a relationship

You aren’t building a bot.



@ChristiJOlson #FOS18



BOT 
FRAMEWORK

The Connector will have your bot talking in full 

fidelity on the most popular conversation 

experiences, including Skype, Slack, Facebook 

Messenger, Kik, Cortana, Bing, Teams, web chat, 

email, and many more channels.

Connect cross platforms

@ChristiJOlson #FOS18



Flowers 2 U – Same Day Delivery
www.Flower2U.com/Romantic

Making bots discoverable

@ChristiJOlson #FOS18



Get started (quickly) QNAmaker.ai

@ChristiJOlson #FOS18



Diajio Example



Let’s talk voice trends



#FOS18 @ChristiJOlson
Source: Microsoft/Bing Ads: Consumer Adoption of Digital Assistants and Voice Technology, March 2018.

59% of consumers have used a digital assistant

Which assistants have you used? 



Voice engagements are multi-modal

Over 1/3 use Text + Voice

@ChristiJOlson #FOS18
Source: Microsoft/Bing Ads: Consumer Adoption of Digital Assistants and Voice Technology, March 2018.

57% use Voice only



What activities do you use voice to do today?



Source: Internal Microsoft Data, June 2018

The conversational tone makes them longer than text



Source: Internal Microsoft Data, June 2018

Voice queries are more conversational

use natural language



Roy can’t type, he can talk…

And he knows how to make voice purchases

@ChristiJOlson #FOS18



Natural language includes question words  - level of intent

Who

When

What

Where

Why

How



I / me

Can I / Should I

Can you / Will you / Show me

Best / Top / Highest Rated / #1 

Now / Today / Tomorrow / Next Week

First Person 

Permissive 

Assistance 

Quality 

Time-Bound

[City Name], Nearby, Near, Close, ClosestGeo-Modifiers

Anatomy of conversational natural language queries



Identify natural language patterns

within Cortana & Alexa Voice Skills, Google Actions

"Tell me a joke."

"Sing me a song."

"What is love?"

"Which is better, Google or Bing?"

"Send photo to my PC."

"Who was the director for (movie name)?" 

"What movies are playing near me?"

"Play (artist)." Ex.: "Play Linkin Park."

"Track flight (flight number)." Ex.: "Track flight 2049."

"Is my flight delayed?" or "Is my flight on time?"

"What's the traffic like on the way home?"

"How do I get home."

"How long would it take to drive to (location)?"

"Tell me where am I?"

"Send text to (contact): (message)." "How's my schedule looking today?"

"Find food places near me."

"Find restaurants near me."

"Show me top headlines."

"Show me latest news."

"When does the sun set?"

"What's the weather like?"

"What's (percentage) of (money)?" Ex.: "What's 20% or $145.67?"

"What's the capital of (location)?" Ex.: "What's the capital of France?"

"When is Thanksgivings?“

"Find (object) photos" Ex.: "Find dog pictures."

"How tall is (known person/landmark)?"

@ChristiJOlson #FOS18



Add Does Nearby Today

Alexa Directions Near me What

Am I Find Need What Is

Any Go Open When

Are Good Play Where

Best Hour Price Which

Buy How Remind Me Who 

Can I Look Up Search Who Has

Can You Looking Should Who Sells

Do Much Show Why

What phrases (nGrams) do voice searchers use most often?

@ChristiJOlson #FOS18Source: Internal Microsoft Data, June 2018



Meet the most commonly used assistants



Some are better at answering different types of queries

How to Win in Voices Smartest Digital Personal Assistants

https://www.dialogtech.com/expertise/webinar/how-to-win-in-voice
https://www.stonetemple.com/digital-personal-assistants-study/


Context matters as much as keywords

What should I eat? 

Have you tried staring into 
the fridge, closing it, then 

returning as if there might be 
something new in there? Give 
it a few tries, then order pizza.

Here are local 
restaurants…

Here are recipes 
you can try... 

Vegetables are 
best unprocessed, 

unless you put 
them in your own 
food processor.

@ChristiJOlson #FOS18



Context matters as much as keywords

I need to buy vitamins.

I can’t help with 
purchases right 

now. Here’s what I 
found on the web.

Sure. Vitamins. The first 
thing I found on 

Google Express is 150 
vitafusion multi-vits at 

Target for $9.89…

Based on Christi’s 
order history, I found 
NatureMade Vitamins 

for $13.49 on 
Amazon. 

I found this on the 
web…

@ChristiJOlson #FOS18



Digital Assistants need assistance 



Can you optimize for voice search?

Yes! It’s SEO fundamentals

@ChristiJOlson #FOS18



Before you ask… SEO isn’t actually dead.

@ChristiJOlson #FOS18



“With Voice 
search “Position 

Zero” will 
become the 

“Position Only.”

Dr. Pete Meyers,

Chief Data Scientist @MOZ

Why voice optimization matters

@ChristiJOlson #FOS18



@ChristiJOlson #FOS18

of spoken responses come from 
featured snippets in the Search Results~40%

Sources:  Stone Temple Digital Personal Assistant Study2018; 
Backlinko,  Voice SeachSEO Study,2018
Internal Microsoft Data 2018

https://www.stonetemple.com/digital-personal-assistants-study/
https://backlinko.com/voice-search-seo-study


What’s the air velocity of an 
unladen swallow? 

Hey Cortana….

@ChristiJOlson #FOS18



Spoken (and visual response)

Featured Snippet (from website)



1
• Find queries where you are currently ranking in the top 10

2
• Identify a simple question  (informational queries) related to that query

3
• Choose how to structure your answer (paragraph, table, list)

4
• Provide a straight forward answer that adds value

5
• Write the answers so it sounds natural when spoken aloud

6
• Think about character count – does it fit on a mobile screen?

7
• Make it easy to find – SEO best practices + Fast Loading Pages + Schema

Optimizing for Voice = Featured Snippets

@ChristiJOlson #FOS18



Voice SEO Optimization by Query Type

Discovery

Research / Information

Find a business

Location based

eCommerce

Purchase / Orders

• Featured Snippet Optimization

• Knowledge graph answer boxes

• Schema Mark-up

• FAQs in natural language

• Optimize for Page Speed

• Own your Directory Listings: 

• Apple Maps

• Google My Business 

• Bing Places

• Location optimized site-content

• Customer Reviews

• Product Schema Mark-up

• Product Pages

• FAQs in natural language

• Customer Reviews

• Voice Skills / Chatbots to assist 
with purchase process

@ChristiJOlson #FOS18



I acknowledge that Voice Data isn’t public

@ChristiJOlson #FOS18



Use your analytics or third party platforms

@ChristiJOlson #FOS18



You could mine Suggested Queries

@ChristiJOlson #FOS18



You could mine related searches

@ChristiJOlson #FOS18



You could mine Suggested Queries

@ChristiJOlson #FOS18



Or use public tools to get insights

@ChristiJOlson #FOS18



Answer the public visualizes question queries

@ChristiJOlson #FOS18



Answer the public visualizes question queries

@ChristiJOlson #FOS18



Use your Search Query Report data

@ChristiJOlson #FOS18



Use your Search Query Report data

@ChristiJOlson #FOS18



Voice data is within your paid search

and webmaster tools accounts. 

You just have to know how to find it. 

@ChristiJOlson #FOS18



Search is the Intelligent Platform powering 
Conversational AI.





Getting Voice 
Right. 

How you can 
start taking 
advantage of 
voice today in 
paid search:

What Voice Queries exist today?
• Pull a search term report

• Analyze the long tail queries, in order to understand how your audience is 

using natural language.

• Analyze what questions your audience is asking, and how.

Optimize your Campaigns
• Create new campaigns/ad groups based on the conversational queries

• Use Broad, Broad Modified and Phrase Match

Be Prepared for your Audiences Questions

• Understand the device and the situational context by device. Evaluate using 
mobile bid modifiers to target based on device



Getting Voice 
Right. 

How you can 
start taking 
advantage of 
voice today for 
SEO:

Use structured data & schema mark-up
• Use schema to provide context around your content
• Use Speakable schema mark-up

Page Speed Matters
• Page speed is a voice optimization ranking factor

Structure content appropriately – Optimize snippet 
content for voice

• Evaluate where to compete, start with queries ranking on pages 1-2
• Do your Research. Mine search suggestions and people also ask.
• Compete for the featured snippets – ones feature 3 lines of text
• Evaluate the type of content – tables vs text

Write in conversational natural language
• Write content so that it sounds natural when read aloud. 
• Think about keeping it conversational in tone and nature.

Create useful and valuable content



1
• Find queries where you are currently ranking in the top 10

2
• Identify a simple question  (informational queries) related to that query

3
• Choose how to structure your answer (paragraph, table, list)

4
• Provide a straight forward answer that adds value

5
• Write the answers so it sounds natural when spoken aloud

6
• Think about character count – does it fit on a mobile screen?

7
• Make it easy to find – SEO best practices + Fast Loading Pages + Schema

Optimizing for Voice = Featured Snippets

@ChristiJOlson #FOS18



Step 1: Identify the questions



Step 1: Identify the questions



Step 1: Identify the questions



Use your Search Query Report data



Use your Search Query Report data



What questions make 
the most sense based 
on your business, 
products and services?

Identify your business opportunity



Step 2: Choose how to structure your answers



Step 2: Choose how to structure your answers

Featured Snippet Study

If you are trying to rank for:

• Questions, use a paragraph.

• prepositions, use a list.  

• For pricing comparisons, use a 
table. 

https://www.semrush.com/blog/large-scale-study-how-to-rank-for-featured-snippets-in-2018/


Images

Text

Video

Step 3: Provide a rich and detailed answer



Step 3: Provide a rich and detailed answer



Answer the Question – Add Value



Does the 
answer make 
sense when 
spoken aloud

Step 4: Do a natural language check



Step 5: Check the content length 



Step 5: Check the content length by snippet type 

Featured Snippet Study

https://www.semrush.com/blog/large-scale-study-how-to-rank-for-featured-snippets-in-2018/


ROBOTS.TXT, Page Status Codes, Canonical Tag

<REL=FOLLOW>, <REL=NOFOLLOW>

Step 6: Check the SEO Fundamentals on page



Step 6: Check technical optimization fundamentals



Speakable Schema Markup

1
• Follow Google News / Bing News Guidelines via Google News Producer or Publisher Center

2
• Speakable markup for text content only. (Not Photo captions or source attributions)

3
• Don’t use Speakable on the entire article. Use it for key points.

4
• Speakable text should be 2-3 sentences and take no more than 30 seconds to read.

5
• The story should be broken up into short sentences.



Implementing Speakable Schema


