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What do you think AI will do?



Agenda

• What, exactly, are we talking about?
• Why all the hype?
• Apocalypse versus Utopia
• What is really going on?
• What does it have to do with me?
• How do we prepare?



AI

• Tasks that 
normally 
require 
human 
intelligence

• Visual 
perception, 
speech, 
translation

Automation

• Machine, 
process, or 
system works 
without 
being directly 
controlled by 
a person

Machine 
Learning

• An 
application 
of AI

• Systems 
improve 
without 
explicit 
programming

Bot

• A computer 
program

• Carries out 
tasks for 
other 
programs or 
for users





• SEO (search engine optimization)
• $$$$ (Investment)*
• Big changes
• $$$$ (Projected savings)*
• Ooooh! Shiny!!!

* Bazillions of dollars

Why All the Hype?



What About Work?

McKinsey Global Institute this year 
forecasted that the portion of jobs 
calling for “low digital skills” may fall 
to 30 percent in 2030 from the current 
40 percent, as jobs that require higher 
skills increase to 50 percent from 40 
percent.  - Venture Beat

This represents a 20% shift.

https://venturebeat.com/2018/11/06/forrester-10-of-u-s-jobs-will-be-lost-to-automation-in-2019/


What Does This Have To Do with Me and/or My Organization?



What Is Going On Now?

AI had insufficient information architecture. AI is data-dependent and 
data- hungry. But most firms struggle with basic data governance issues. 
Beyond highly targeted robotic process automation (RPA) efforts and the use 
of “clean” test data for proofs of concept, firms were not data-ready for AI. -
Forrester Predictions 2019

https://go.forrester.com/blogs/predictions-2019-ai-artificial-intelligence/


What Is Going On Now? “No published research 
shows Watson 
improving patient 
outcomes.
Watson can be tripped 
up by a lack of data in 
rare or recurring 
cancers, and treatments 
are evolving faster than 
Watson’s human 
trainers can update the 
system.”  - WSJ 8/12/2018



As robots smarten up, they are more likely to collaborate 
with humans than replace them. – Digitalist Magazine



What’s Next?

“The key to understanding AI’s current and future impact is its 
transformation of business processes.”

Human + Machine – Paul R. Daugherty and H. James Wilson, HBR, 2018



“The companies that may have 
cracked the code are those that can 
assign repetitive, precise tasks to 
robots, freeing human workers to 
undertake creative, problem-
solving duties that machines 
aren’t very good at.” - WSJ

But also assigning pattern-matching and data-intensive tasks—
including some decision-making—to the technologies.



What Can AI-enabled Tools Do?
• Utilize intelligent scripts that gather information and facts from the customer

• Use real-time contact analytics and artificial intelligence to make suggestions to 
the service representative about what to ask, say, or do while they are talking 
with the customer

• Automatically deliver conclusions about data as well as suggest actions based on 
the data

• Customize the service representative’s handling of a contact based on the 
customer’s last satisfaction survey

• Automatically identify return contacts on the same issue (FCR failures) for special 
handling

…and more…





Things Are Going to Change: Metrics Edition

If the “machines” are doing all the repetitive, easy resolutions, what happens to:

• First Call/Contact Resolution (Human)
• Average Handle Time (Overall)
• Average Handle Time (Human)
• Contact Volume (Overall)
• Contact Volume (Human)
• Front Line (Level 1) Staffing ?



Human Only Human + Machine Machine Only

Lead Train Transact
Empathize Explain Iterate

Create Sustain Predict
Judge Amplify Adapt

Interact
Embody

Human + Machine: Reimagining Work in the Age of AI; Paul Daugherty and H. James Wilson; HBR, 2018



Human + Machine

Train

Explain

Sustain

Amplify

Interact

Embody

Humans 
complement 
machines

AI gives humans 
superpowers



Roy’s house, 10minutes Since BMW 
introduced…automated 
processes over the past 
decade, it has more 
than doubled its annual 
car production at 
Spartanburg to more 
than 400,000. The 
workforce has risen 
from 4,200 workers to 
10,000 - WSJ





Skills
1. Knowledge / data management 
2. Process design / systems design
3. People-centered skills
4. Understanding and managing your 

relationship with new technologies
5. Understanding how new 

technologies can benefit customers
6. Understanding how new 

technologies can benefit the 
organization



We should not be talking about the “future of work” 
without including emerging technologies.



1 | Understand the technologies

2 | Understand hype versus fact

3 | Prepare yourself and your organization.

Takeaways


