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1 EB = 1000°bytes = 10'%bytes
=1000 petabytes = 1Imillion terabytes
= 1billion gigabytes
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Watson 1s a cognitive technology that processes information more like a
human than a computer -

by understandln natural language, generatlng hypothesls based on evidence
Analytics Cognitive Automation

and learning as goes

The information that The knowledge that The ongoing efficiencies
drives the support engine provides the optimal for higher productivity
* Unstructured ticket results and lower costs
data * Business Process * Higher ROI Integrations
* Chat logs and calls * Knowledge management * Robotic Process
* Change information * Persona details Automation
* Natural language chat * Service Management
Cognitive log tail e Live chat

A cognitive support infrastructure that is continuously learning




Why Cognitive Technology?

With the technologies evolving at an extensive pace, users and customer
o increasingly are after

instantaneous responses, one-click fixes and anytime-anywhere
Demand availability

It is challenging to provide sustainable and highest quality customer
service through all desired
omni-channels consistently

High customer satisfaction is one of the top priorities across different
support functions -
best customer experience wins the market



Guiding Principles
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Pick a partner, Improving user experience Start small,
not just a vendor is critical scale it up
Adoption driven through Components combine to Solution is visionary and

value add a strong solution has broader relevance



Watson development journey in Service Desk

Learner

"*~....‘.

Phase 1

Focus

* Improved search based
on cognitive Q&A
method

* Fast and easy ticket
creation and
automatic follow up
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Performance

Continue enabling
self-help & automation

Evaluate & train

Learning

. Evaluate & train
Learning

First training

g

Time + number of user questions with Watson

0

Tdentify
opportunities for
cognitive content

creation and training

Create and curate
Q&A’" s
for Watson learning
and responses

Continuous feedback
loop and retraining
for higher accuracy
and visitor usage



Watson development journey in Service Desk

Skilled

Learner

Phase 2
Focus
* Seamless access to
self
Phase 1 help through existing
engagement channels
Focus e Full multi language
* Improved search based support
on cognitive Q&A
method

* Fast and easy ticket
creation and
automatic follow up
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Watson development journey in Service Desk

Phase 3

Expert
Skilled
Learner /
Phase 2
Focus
* Seamless access to
self
Phase 1 help through existing
engagement channels
Focus e Full multi language
* Improved search based support
on cognitive Q&A
method

* Fast and easy ticket
creation and
automatic follow up

Focus

Persona capabilities
added

Mobile based support
More topics resolved
using automation



Watson development journey in Service Desk

Expert

Skilled
Learner
Phase 3
Focus
* Persona capabilities
added
Phase 2 * Mobile based support
* More topics resolved
Focus using automation
* Seamless access to
self
Phase 1 help through existing
engagement channels
Focus e Full multi language
* Improved search based support
on cognitive Q&A
method

* Fast and easy ticket
creation and
automatic follow up

Phase 4

Focus

* Omni channel setup -
optimised based on
content

* Supervised training
allows
full topic coverage



Watson development journey in Service Desk

Phase 4
Focus
Phase 3 .
* Omnl channel setup -
Focus optimised based on
Phase 2 o content
* Persona capabilities , ,
* Supervised training
o added 11
Phase 1 ocusl * Mobile based support ? liwi
Seamless access to « More topics resolved u oplcC coverage
self .
Focus uslng automation

help through existing
o engagement channels
on cognitive Q&A * Full multi language

method | support
* Fast and easy ticket

creation and

* Improved search based

Robust knowledge database, Data quality and analytics

Get to mature set up Sustain quality Improve quality Improve efficiency Improve experience




Lessons learned

Strong operational foundation will help
to drive adoption through focus on value
add

The user experience 1s critical and has

to be considered throughout development //::::::::?\\

The cooperation between you and your Try Fail SUCCGSS

partner will support joint success

N_

Investment in building knowledge should
not
be underestimated

Implementing cognitive solution 1is a
jJourney and not just a technical
solution




Thank you



