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Inovacao é fazer o mesmo de uma
forma mais ajustada.

Hilaine Yaccoub
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CHATBOTS EVERYWHERE
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Chatbot simples Chatbot inteligente
Respostas pré definidas Inteligéncia artificial e NLP
Baseado em texto Contexto
“Desculpe, ndo entendi" "Vocé quis dizer...?"
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O qué
Comunicar

Pra quem

Comunicar

Tecnologia

Disponivel




Exemplo

Como lidar com

vazamento

de imagens

INntimas
Publico
jovem

A e
Messenger

©

< ;I\ Fabi Grossi

Geralmente resp...

(e}

@ 0O W 4 = 14:06

GERENCIAR (0

Ao responder, vocé permitira que a Pagina
Fabi Grossi veja as informagdes que vocé
tornou publicas

Fabi Grossi

pera ai..

Que bom que vc me aceitou no
Caretas

Qiii...

Valeu!
Meu nome é Fabi.
Tenho 21 anos

E vocé?
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Construir um chatbot
porgue eu Posso
X
Construir um chatbot

porgue faz sentido

HUTRNG CONFUSE WE




Hype Cycle for CRM Customer Service and Customer Engagement, 2018

/

Expectations

360-Degree View:
Customer Engagement Hub

Expertise Location and Management
Digital Experience Platforms

loT for Customer Service

Emotion Detection/Recognition
Customer Self-Service

Video Chat for Customer Service

Plateau will be reached in:
© lessthan 2 years
@ 2to5years

@ 5to10years

Customer Journey Analytics
Consumer Messaging more than 10 years
ADD"CGUOHE EOESI}M VA Voice of the Customer L
atbots
Voice-Driven Customer BPM for Customer Service and Support
Service Apps 5 i ;
Cistomer Paychiographiics In-App Mobile Customer Service . .
Collaborative Customer Interfaces /\ Customer Engagement Center Interaction Analytics
E-Labeling Customer Engagement Center
Continuous Experience Workforce Management
Augmented Reality : :
for Customer Support Workforce Recorded Video Customer Service
Engagement Customer Management BPaa$
Management
Infonomics Work at Home — CM BPO
Things as Customers ; " Customer Engagement
Virkual Customer Assistznts Center Quality Management
Fiekl Senite Drones On-Premises Customer Service Apps
MDM of Customer Data
Analytics for Field Service Workforce Optimization
Customer Intelligence Customer Engagement Center Performance Management
Blockchain for Knowledge Management Cloud-Based Customer Engagement Center
Customer Service for Customer Service Social for CRM: Social Feedback Management
Speech Analytics Mobile Field Service Management
Enterprise Feedback Management
As of July 2018
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Peak of Inflated
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Chatbots
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Ferramenta magica
Aprender sozinho
Entender tudo que o usuario precisa
Reduzir massivamente os custos de atendimento
Aumentar receita
Substituir atendimento humano

Solucao rapida e barata
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A melhor coisa que ja aconteceu no atendimento e suporte ao cliente.

My

Well yes, fputwactually nox
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Hype Cycle for Emerging Technologies, 2018
‘ Digital Twin

Biochips
Smart Workspace
Brain-Computer Interface

Autonomous Mobile Robots
Smart Robots

Deep Neural Network ASICs

Al PaaS
Quantum Computing

DeepCNeuraI Nets (Deep Learning) Plateau will be reached in:
arbon Nanotube @ less than 2 years

loT Platform . 2t0 5 years

Virtual Assistants @ 5to10years

Silicon Anode Batteries
t;llockcham I /\ more than 10 years

Connected Home
Autonomous Driving Level 4

Volumetric Displays

Self-Healing System Technology
Conversational Al Platform
Autonomous Driving Level 5

Edge Al

Mixed Reality

Exoskeleton

Blockchain for Data Security

Neuromorphic Hardware

Knowledge Graphs

4D Printing

Expectations

Artificial General Smart Fabrics
Intelligence

Augmented Reality

Smart Dust
Flying Autonomous Vehicles
Biotech — Cultured or Artificial Tissue

As of August 2018
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Expectations

Peak of Inflated
Expectations

Virtual

IA PaaS Assistants

Plateau of

Conversational Productivity

Al Plataform

Innovation Trough of
Trigger Disillusionment

Time
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Chatbot nao serve pra tudo
um app ou email funcionaria melhor

Tecnologia limitada
|A ainda nao faz tudo que imaginamos

Nao vail substituir o humano
em patia, Contexto, assuntos com plexos

Nao aprende sozinho
curadoria de conteudo, design, ux
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SOIVOUJWANT'TO,BUILD/A'S
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AcCesso

Nao €& necessario fazer download de um app
Dentro das plataformas de mensagens

Investimento
Solucao relativamente barata se comparada a outras formas de atendimento

Aceitacao
Usuarios entendem e aceitam falar com robos

Evolucao
Tecnologias relacionadas estao em ascensao
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Curadoria
ensinar e treinar o chatbot de forma constante

Integracao os dados da empresa
informacdes, memaria e contexto

Canal adequado
facil acesso para o publico

Ferramenta de atendimento
indicadores, satisfacao, nivel de servico
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Obrigada!

https://www.linkedin.com/in/mainapivato
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