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ÁẈҊᶑ ἉẈᾂ ◌

Á◐ ᶱ͍˳∙ה ᾏ

ᴘϫ19 ┘ ╓ᴘ ╩ New Normal
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Ợֿב :⁷ ќᾅ



Ἔ ↔₂╖ ӎשᾙ ᾋ◌ Ṇ

Å₣ג╬ ἵẋװ ѥᶔἌ ᶷ╥ה ᴆ▐ Ζ ʺשּ ₉Ữ
ÅỮ҅∟ 1ᶘ҉ ᵙ ˠὡ ѥᶔἌ ̆ˍ ҍ͙ᾎʼ ʺשּ
Ą Ṭᵣ ḓ ͙═ ʺשּ ₉Ữ

Ὕ ʷצּ

ᴘϫ19 ┘ › Ӹᵍ

Å╬ᴏ Ḍ︡ӈ ἡ ˿╘ ︡Ѿ ˁ₀⁄ ᵰ↕ –
(̯ᴛ ἡ Ợ )Ą╬∟ ἵ ⇔₅
Åὢᴐӈ ∟וֹ תּ┬ ‡ᴎ√ ╞ҍ Ἄẋᾅ פֿ ᶷⱠ ↕ᴎ

ừ҂ ╩ᴌ ἲ

AIᵎ ↑

Ҋ̃ˊ ╛Ҋ

ἉẈᾂ Ѯּכ

IBM Data & AI / ©  2020 IBM Corporation



Ἔ ↔₂╖ ӎשᾙ ᾋ◌ Ṇ

ᴘϫ19 ┘ › Ӹᵍ

AIᵎ ↑

Digital Help 

Desk Ѯּכ

Å͙ ὥ readiness⁄ ẋ ♠בֿ♩ ᾒ ὡר⁄ ͎ Қ
◓ ͐ᶴʺ ẖᵎ˭ ⇔₅ ♠↔ אַ
Å╪Ḵ⁄ ═Ἓ╪ Ӈᶔשּ░ Ợ ꜙᾏ ⁄ҵ
◓ ͐ᶴᵑ ▀♬ ὡר ⇔₅ ̆ג╪˦ ♣ᵬ

◐ ͍ᶱ Ҋׂש ἳҲ ʷצּ
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Ἔ ↔₂╖ ӎשᾙ ᾋ◌ Ṇ

ᴘϫ19 ┘ › Ӹᵍ

AIᵎ ↑

ᾑởɛᶘѮ ᵝ

■Ҽ Ѯּכ

Åẋҍᶔ מ˞╔͔ ὡ⅝ ѥᶔἌ Ἄẋᾅ ἶҵה♪͐Ἓ
Ữ ─ Ἄẋᾅ ♥ ʼἵ

Å╪ ̓♬⁄Ἄ Ṭ̑♬הṬ₰♣ ᵰ ─ ҵ ʺשּ

ׇ╧†ᾂ ⌐ ʷצּ
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AI Contact Center

ᴘϫ19ʷ  ͖҆ѡ
Ἔ ╢ ḅכ

צּ͒ ѡ ӭּק
̃ˊ Touchpoint
˃

ᴘṏ ʷש
ᶴ╢ Ḑ ἉẈᾂ
╛Ҋ

‭ᶱּק∙Ṗ╧
∙רּ ᶴ╢
■Ҽ ҃Ṇ

Preempt 

̆ˍ ╪ ͙ḙ
ἐⱠ♠ ҍ╞

Prevent 

Ữ҅∟ ⁷˺
ҍ͙′╪ ᾎסּ ╞ҍ

Resolution

Ữ҅ ᵙ ᾎʼ ḓ
₡҆ ᵙ ˁἵ

Analysis

♬ ♬ẋה
ҥ╪ ṪἍ ḓ

↔

ẉҢ╧ ṧἊ╓ᴘ
ẈּכѮᾂ ˉἍ
╩ở╧ Ҳ

o AI CHATBOT
o AI Auto Reply 

o AI Voicebot 
o AI Expert Assist
o AI Ữ҅ ┬ Ṫᵆ
o Quality Assurance

o AI ╬Ợ╪ ṪἍ
Á ̆ˍ (VoC, Churn)
Á Next Best Action
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AI CHATBOT

XXX̃ˊἜ

XXX̃ˊἜ

XXX̃ˊἜ

XXX̃ˊἜ

AIᵎ ӭּק ̃ˊ
Ҋừ Touchpoint ˃

Å 24/7 365 ̆ˍ ♪♩ ˆ
Å VoCὡ︡ В ʺ
Å ˌ╬ ӈ ᵭ Ἄẋᾅ Ⱡ̑

01

Watson NLP͖ ὢ͖Ḗ╢
Ҋ ά╢Ҳέ ᾈ

02 Å Machine Learning╙ ҍ ╥
ᶜ♠ / ҿ͙ᵑ ᾋ

Å Ợ↔▫╥ ╥ҵᵑ Ṫᵆ
e.g.) # ᴛᶛἪᶷ╥, # ꜙᶷ╥, 

#ᾎᾍᶷ╥

03

Watson NLP͖ ὢ͖Ḗ╢
Ҋ άҊừέ ᾈ

Å Ợ↔▫╥ Ἄ⁄אַ ̯ ♠╬
҆ṉ╙ ‒ ҍỮ╙

e.g.) @ ꜙ : SM5,ⱠЛᾎᾅ,ŏ
♩תּ@ :⁴╥ҵ,Ṩụ ҿ̯,ŏ

04

ά╢Ҳέ ╕άҊừέ›
Ӹᵍ■⁴ᾂװҊ ᵖ

Å ╥ҵ₮ ҍỮ╥ ⱳ ⁄ ӻᵐ
҆ṉ╙ ♠↔

Å Ợ↔▫₮╥ Ữ ▬↔╙ ─
ҍ Ἄẋᾅ ᵒ╙ ᶛҨᵠ

Å ₉Ω ҍ ᵒ⁄ ҍ ᵙᵑ
┬⁷ ˭ ♠↔
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̃ˊở Data Center IBM Cloud

Response

Generator

Legacy 

Systems

(OMS, WMS, 

Logistics Ӯ)

Watson

Assistant

ᶷ╥╥ҵ Ὸ4

͙ṕ҆ṉ♣Ҁ5

Ữ ♬Ṓ⅝6

˺̓♣Ҁ7

̆ˍỢ Backoffice

Backoffice #1

Backoffice #2

ὒ ᶜ

ὕ ᶟ̆ˍ

ᶷ╥͒˭ᾎ1

̆ˍΌϿ10

ᶷ╥Ӯᴜ
(DB)

҆ṉ˭ᾎ
(Ữ҅Ợᾍ╬)

9
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AI AUTO REPLY

2
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Ὰ̆ˍ ᶷ╥ ╞҆ ▫ҿ ́Ѥ

FaQ₮ ˉ╘ Ѿὣ ᶷ╥Ṩ

ḤἾⱳ , Ữ ♬Ṓ Ӯ╖ᴛ

ҍ ♠↔ ⅝
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ᶘӤ ừ҂∙╧ ₓѮ╧שׂ ▼ᾋᵠ ͖Ѹᵖᾒᾋ⅔.

ᶘӤ ừ҂∙╧ ₓѮ╧שׂ ▼ᾋᵠ ͖Ѹᵖᾒᾋ⅔.

ᶘӤ ừ҂∙╧ ₓѮ╧שׂ ▼ᾋᵠ ͖Ѹᵖᾒᾋ⅔.

ʼѾ Ữ҅╘ ╪ѫתּ̑╬
Ḛῷלѱ ҍ͙ᾎʼ ′╪
24ᾎʼ ╪↔╪ ʺѫ

Ѩקּ̎╩ ♆ ừ҂

AI VOICEBOT
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