")

apcc ) Bots or Humans
g Or both?

CONFERENCIA INTERNACIONAL APCC
16 de maio de 2017, Centro de Congressos do Estoril

O Fator Humano no Mundo dos Bots:
As Sinergias entre os Agentes e os Bots
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Hey there Martin, | am your TacoBot. | can help you order a meal for you or your team.
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Your Credit Score is:

Excellent: 700 - 800|

Good: 501 - 700
Fair: 351 - 500
Uncertain: 301 - 350

Poor: 250 - 3~
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Professionals and associate
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Clerical support workers Service and sales  Other (e.g. trade workers,
workers elementary oceupations)

Task composition relative to the UK

average (%)
0% 100% 200%

Manual tasks - 100%
Routine fasks - 100%
Camputation - 100%
Management

Social skills - 100%
Literacy skills oo

24%
54%
12%
B Wanual tasks [l Routine tasks
[l Computation Management
B Social skills [l Literacy skills
“ﬁ,},oa[e F;’)“ale Task composition for industry sector and

oceupational group

Source: PwC (March 2017)
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Hype Cycle for Smart Machines, 2016

Smart machine technologies adapt their behavior based
on experience, are not totally dependent on instructions
from people (that is, they learn on their own) and are able
to come up with unanticipated results.

Cegnitive Expart Advisors
expectations Deep Neural Nets
NLP Machine Leamning
Prescriptive Analytice Autonomous Vehicles
Smart Robots Computer Vision
Smart Apps Predictive Analytics
Proactive Search
Graph Analytics Q Learning BPO
Commercial_l._JAVs (Dront_es)
Cognitive Computing Consumer Smart Appliances

1
Virtual Personal Assistants

]
Natural-l.language Generation
Conversational User Interfaces

Digital Ethice

Deep Reinforcement Learning
Neuromorphic Hardware
Algorithm I\r;iarketplaces

Situationally Adaptive Behavior
General-Purpose Machine
Intelligence

Q Virtual Customer Assistants

Speech Recognition

Ensemble Learning
Virtual Reality

Knowledge Management Tools

Bots
As of July 2018
Peak of
Innovation Trough of Plateau of
< Trigger EKLTG:::;:M Dislllusionment Siope of Enlightenment Productivity
@ time v
= Years to mainstream adoption: obsolete

Oless than 2 years ©Q 2to 5 years

RISTERIA?

®5to10years A more than 10 years & before plateau
Source: Gartner (July 2016
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RECOMENDACAO

Experiéncia dos Utilizadores com Virtual
Assistants em aplicagOes pessoais cria a
expectactiva da sua aplicabilidade no mundo
empresarial e B2C.

= Considerar os desenvolvimentos na tecnologia dos Virtual
Assistants como mais uma ferramenta dentro das op¢des
disponiveis.

= Confirmar os casos de uso com os Gestores de Negdcio

Os clientes podem quere evitar o uso de Virtual
Assistants... como o caso dos IVRs
deAtendimento Automatico

= Fazer uso da tecnologia de IA quando os beneficios de
eficiéncia e a inclusao de canais adicionais, ultrapassam os
eventuais aspectos negativos na satisfacdo do cliente

Virtual Agents sem acesso a uma base de
conhecimento rica ndao podem fornecer
respostas inteligentes

= Garantir uma metodologia de Gestao do Conhecimento

= Criar uma dinamica de base de conhecimento antes de
implementar tecnologias de Virtual Assistants

Aplicabilidade de Inteligéncia Artificial tem
ainda os seus limites dependendo da area de
negocio

= Companbhias terao que investir em Virtual Assistants em
tandem com fabricantes e organizacdes de Professional
Services.

= Estar preparado para sucessos e retrocessos neste
processo.

@

/ ENTENDER O NEGOCIO
"DETERMINAR APLIGABIL
- ATUAR COM ATENCAO

\: t:j“

¢

[DAD

© 2017 Gartner, Inc.
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O cliente muda os seus dados
=» Nova confirmacado é necessaria
=

-3

Mudanca de dados
=» Mudanca de preco

Cliente existente.
=>» Apenas necessita uma
adenda ao contrato

PROCESSO TRADICIONAL
o [LINEAR & SEQUENCIAL
o  TRATAR EXCECOES
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