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Al integi'ation for good
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Artificial intelligence (AI) is
increasingly makingits way into
the workplace, with virtual per-
sonalassistants (VPAs)andother
forms of chatbots now augment-
inghuman performance in many
organizations. Gartner, Inc. pre-
dicts that, by 2021, 70 percent of
organizations will assist their
employees’ productivity by inte-
grating Alin the workplace. This
development will prompt 10 per-
centoforganizationstoadd a digi-
tal harassment policy to work-
placeregulation.

“Digital workplace leaders
will proactively implement
Al-based technologies such as
virtual assistants or other NLP-
based conversational agentsand
robots to support and augment
employees’tasks and productiv-
ity,” said Helen Poitevin, senior
research director at Gartner.
“However, the Alagentsmust be
properly monitored to prevent
digital harassmentand frustrat-
inguser experiences.”

Past incidents have shown
that poorly designed assistants
cause frustration among
employees, sometimes prompt-
ing bad behavior and abusive
language toward the VPA. “This
cancreateatoxic workenviron-
ment, as the bad habits willeven-
tually leak into interactions with
co-workers,” said Poitevin.
Recent experiments have also
shown that people’s abusive
behavior toward Al technologies

can translate intohow they treat

the humansaround them. Orga-
nizations should consider this
when establishing VPAs in the
workplace and train the assist-

aggressive language. Poitevin
added: “They should alsoclearly
state that Al-enabled conversa-

tional agents should be treated

with respect, and give them a
personality tofuel likability and
respect. Finally, digital work-
place leaders should allow
employees to report observed
cases of policy violation.” Gart-
ner predicts that, by 2020, 20 per-
cent of operational bank staff
engaged in back-office activities
will rely on Al to do nonroutine
work. “Non routine tasks in the
back offices of financial institu-
tions are things like financial

contractreview or deal origina-

tion,” said Moutusi Sau, senior

-research director at Gartner.

“While those tasks are complex
and require manual interven-
tion by human staff, AI technol-
ogy can assist and augment the
work of the staff by reducing
errorsand providing recommen-

-dation on the next best step.” Al

and automation have been
applied toroutine work that has
been successful across banks
and their value chain. “In some
cases, we witnessed layoffs to
reduce unneeded head count,
and understandably back-office
staff are worried their jobs will
be replaced by machines,” said
Sau.

However, AT has a bigger val-
ue-add than pure automation,
which isaugmentation. “The out-
look for Alin bankingisin favor
of proactively controlling Al tools
ashelpers, and those can beused
for reviewing documents or
interpreting commercial-loan
agreements. Digital workplace
leaders and CIOs should also
reassure workers that IT and
business leaders will ‘deploy Al

antstorespond appropriatelyto y forgood’,” concluded Sau.




