The Five Senses of
Intelligent Automation

Why humanizing automation is crucial to the
transformation of your business
















Listen/Talk—Interact

Interactivity is the most human-
like part of Al, becauseit’s the

area in which technology engages
with people most-listening to
them, reading what they say, and
responding—either aloud orin
writing. Chatbots and voicebots
are common examples replacing
staff-run service desks, or managed-
service call centers. It's technology
that needs to feel natural. It's
integral to customer experience, so
it needs to keep people happy.

Currently, technology focuses
principally on the way people
communicate with machines. As the
table below shows, we're moving
towards the reverse scenario—-the
use of natural language generation
(NLG) to enable a machine to
converse with people. For instance,
technology could convert data into
forms people can understand. It can
interpret and presentinformation
and even summarize it to assist
people with decision-making.

Listen/Talk

What we can do now

“At Swedbank,

a leading Nordic-Baltic
banking group, Nina,
a virtual assistant,
managed to resolve
78% of the queries
put to her at the first
attempt. The bot
sees an average of
30,000 conversations
per month and she
answers eight out of
every ten customer
questions.”

Digital Transformation
Institute
Capgemini Consulting

Where it's heading

 Voicebot/chatbot service desk using natural language
processing (NLP), intelligent character recognition

(ICR) and rule-based responses

» Human intervention in 20%—25% of cases for
exception handling

6 “Turning Al into concrete value: The successful implementers’ toolkit,”
Digital Transformation Institute, Capgemini Consulting, September 7, 2017
7 TechRadar™: Artificial Intelligence Technologies And Solutions, Q1 2017, Forrester Research Inc.,

April 18,2017
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« Intelligent Virtual Agents with human empathy,
employing Deep Learning-based knowledge, NLG,

biometrics, image and video analysis

» Human intervention in managing configurations,

monitoring performance and supporting

continuous learning

“Image recognition
and facial scanning

mimic humans’ sense
of sight, while speech
recognition mimics
humans’ sense of
hearing.”

Forrester Research




Act=Service

If the other four senses described in
this document are about processing
information in various ways and
engaging with people, this oneis
more dynamic. It's about using
technology to complete processes
and tasks.

Even though these robots aren’t
physical-you don’t see them spray-
painting car bodies on assembly
lines—they are no less useful and no

less tailored to the tasks they perform.

What we can do now

Common current examples of

robotic process automation (RPA)
include resetting a password, placing
a customer order, or processing

a supplierinvoice. In the future,

RPA will be extended by Al: Deep
Learning algorithms will learn from
historical data and decide appropriate
processes and approaches to take in
the delivery of services.

—

Act

Where it's heading

* Rule-based RPA with service management tools for

tracking

- Human intervention for exceptions handling (typically
at levels of 20%-30%) and script management

 Fully-automated service delivery employing NLP, NLG,
Deep Learning, biometrics, image and video analysis,
and semantic technologies

e Human intervention in managing configurations,
monitoring performance, and supporting continuous
Deep Learning

Weaving in Al and

DUSINeSS

What conclusions should we draw
here? First, of course, that Al is set

to enhance and transform the way
major enterprises and their employees
manage their processes and serve
their customers—and second, that Al
reaches its fullest potential when it's
approached with equal intelligence.

Al and intelligent automation need
to be woven into your organization,
not bolted onto it. This means taking
time before any implementation

intelligent automation
co transform your

“Organizations are
now convinced of the
benefits that Al can
bring. They are now
asking themselves
where and how they
should invest.””?

Gordon Schembri
Principal Digital
Technology,

GE Oil & Gas

to understand the exact needs of
your business, the efficacy of your
processes, the extent of your current
technology, and the capabilities of
your workforce.

To learn more about Capgemini’s
Automation Drive solution and how
you can augment your business with
Al and intelligent automation, please
getin touch. You'll find our contact
details below.
12 Ibid.



Think—Analyze

Just as human minds apply thought they're operating are simply too large
to knowledge, Al detects patterns, for any one mind to accommodate.
recognizes trends, and applies
algorithms to information to For example, in the next two
determine appropriate actions or years, most major businesses
predict future consequences. will redefine their processes and
products to deliver enhanced
What's more, Al can do this at scale. customer experiences with Al-based O
Deep Neural Networks (DNNs) can technologies. These will have
perceive patterns humans would miss derived courses of action from vast
because the data sets within which data sets of customer interaction.
Think
What we can do now Where it's heading
 Language libraries and other tools are used to * Real-time machine learning using Deep Learning-based
analyze market trends, service levels, and customer analytics, pattern recognition, and predictive analytics

expectations . . . ) .
» Human intervention in managing configurations,

» Human intervention in the interpretation of monitoring performance and supporting continuous
statistical results Deep Learning, pattern recognition, and predictive
analytics

“[Al] involves self-
learning systems
that use data mining,
pattern recognition,

and natural language
processing to mimic
the way the human
brain works, without
continuous manual
intervention.”"

HFS Research Ltd.

11 "The 2017 Al-Powered OneOffice Premier League Table,” HfS Research Ltd., August, 2017
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Remember—

Knowledge

Information only becomes knowledge
when we can remember it and when
it's relevant in answering a question,
which is why data storage and
retrieval are so important. Managing
this knowledge typically involves the
use of a central repository.

What we can do now

Al turns knowledge management

on its head. Instead of being driven
by the data and systems in which it
resides, Al is driven by the needs of
the business and the value it brings in
shaping future direction.

Knowledge is power—and Al can help
to release it.

Remember

O

“What | have observed
in companies that

do Al well, is they
have a policy and
process around data
governance and
treating data as an
asset.”?

Professor Michael
Schrage
MIT Sloan

Where it's heading

» Knowledge database using text analytics and NLP for

quick retrieval

» Human intervention consists of database
maintenance and exceptions handling

« Al-based knowledge platform employing Deep

Learning techniques, text analytics and NLP, advanced

analytics, and knowledge extraction algorithms

- Human intervention in managing configurations,

monitoring performance, and supporting continuous
improvements in intelligence and speed of retrieval

10 TechRadar™: Artificial Intelligence Technologies And Solutions, Q1 2017,” Forrester Research Inc.,

April 18,2017
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