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“Humans are bad at predicting technology disruption”



Linear vs Exponential Growth

https://singularityhub.com/2016/04/05/how-to-think-exponentially-and-better-predict-the-
future/
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Evolution of support industry

Voice Calls
Email

IVR
Chat

Self Service
Omni 

Channel
Chatbot

AI

1980 2000 2014 2017-2020

Customer 
response

Customer 
relationship

Customer
experience



Demystifying AI

ANI AGI
Artificial Narrow Intelligence Artificial General Intelligence

Smart speaker

Self driving car

Web search

AI in farming/factories

Do anything a human can do
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Why the hype now?
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Different tools in AI

Common ones

Machine Learning

Data Science

Neural Networks

Unsupervised Learning

Reinforcement Learning

Graphical Models

Knowledge Graphs

Then, there’s lot of buzzwords



How do they all fit together?
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Machine Learning

https://becominghuman.ai/building-an-image-classifier-using-deep-learning-in-python-totally-from
beginners-perspective-be8dbaf22dd8
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Here’s how it works

Email Spam Spam filtering

Audio Text transcript Speech recognition

English Chinese Machine translation

Age of phone Defect? (1/0) Visual inspection

Ad user info Click? (1/0) Online advertising
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Applications of ML relevant to us

Categorization NLP Finding patterns



AI is already around us

Social media Search, Maps & 
more

Self driving cars

People will expect AI in their business software



What have we learned?

AI is about Machine Learning



What have we learned?

AI is about Machine Learning

AI is about helping people

AI relies on sufficient examples

Users expect AI in their business software



AI or Human – Whom do you prefer in 2019?

Customer Care Agent 38%

Financial Advisor 35%

Personal Shopper 33%

Career Advisor 30%

Fitness Coach 30%

Lawyer 17%

Teacher 15%

Surgeon 15%

Psychologist 13%

Doctor/GP 12%

Source:  2019 Gartner study
Q: Assuming that AI and a human could perform equally effectively, which would you choose if given the option?



What does it all mean for Service Desk?

Chatbots Virtual Agents

ᴥ Ticket deflection

ᴥ 24/7 availability

ᴥ Improved end user experience

ᴥ Improved ticket capture

ᴥ Automation

ᴥ Offload SD agents work (Agent 

Assist)



Conversational AI spectrum

Multi-threaded conversation

Sentiment analysis
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Source: Talkdesk© – Conversational Automation whitepaper

Natural Language Understanding

Natural Language Generation



Looking through the lens of these people

Business users SD agent SD manager



Synchronizing systems around the customer

Service 
Management

Marketing 
Management

CRM BPM

Knowledge 
Management

Content 
Management

Customer
experience
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intelligence

Systems of 
things
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Cloud Mobile

Source: Cognizant 20-20 Insights



AI – your trusted sidekick
Quick glance at Agent Assist and Voice Intelligence tech currently 

available

References:

“Maven AI” - LivePerson
“Amelia” - IPsoft
“Luma” – Serviceaide
Voice Intelligence – Observe.ai



The AI shadow agent

Reference: “Maven AI” - LivePerson
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To make the most of customer calls, we 
need to change how we empower agents

Analysis Insights Augmentation Automation



Reference: Observe.ai
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Can AI help address some of our challenges?

Managing multiple channels

Long resolution times

Mundane chores Agent productivity

Improving customer 
experience

Calls are ringing off the hook
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