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What is Digital Labor?

Digital Labor Definition

> Digital Labor = work done by Digital Laborers
“Machines that do work that involves manipulating
information which has traditionally required human
workers” (HBR)

> Differentiation between pure A.l. and pragmatic A.l.
important according to Forrester Research

> Jobs should be manual, repetitive, rule-based

Mercedes-Benz Consulling Sources: McKinsey Global Institute (2017), Forrester (2016) Conversational Commerce Conference | Reproduction Prohibited | May 2018 4



Ascent of cognitive and analytical computing will automate knowledge
work jobs in large scale by 2025

Cognitive/ |

analytical

computers ||

Transactional

computers

Mechanical

systems

> Wave |: automation of dangerous
e and “dirty” jobs — manual labor jobs

> Wave Il: dull and simple jobs —
admin/service jobs

> Wave lll: decision making, complex
jobs — knowledge work jobs

18th — 19t C. 20t C. 21t C.

Mercedes-Benz C()DSUI[ng Source: HBR (2017) Conversational Commerce Conference | Reproduction Prohibited | May 2018 5



Digital Labor levels of evolution

Current
Stage Level 4
Level 3 > Multiple sources of data

Level 2 > Deep learning

> Pattern recognition

Evolutionary levels .
> Personality/

avatar

Level 1 > Unstructured data

> Sophisticated app macro

> Self-learning with
human aid

> Workflow automation > Context awareness

> Single application macro

> Rules based > Limited decision making

> Structured data based on info provided

> Predefined connectors
into other applications

> No decision making

Mercedes-Benz Consulting Sources: Mercedes-Benz Consulting, Tractica (2016) Conversational Commerce Conference | Reproduction Prohibited | May 2018 6
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Why should we care about
Customer Acceptance?
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The most important theoretical models of acceptance research are the
basis for a valid model for the acceptance of chatbots

Theory of Reasoned

Action

> A model to understand the
human’s attitude and its
influence on his behavior
by Ajzen and Fishbein

> A certain behavior of a
person is influenced by his
behavioral intention to
conduct the behavior,
while the person’s attitude
toward performing the
behavior and subjective
norm determines the
intention

Mercedes-Benz Consulting

Theory of Planed
Behavior

> An extension of the TRA
by adding the influence of
the perceived behavioral
control, which describes
the individual belief of a
person and how easy or
difficult the observed

behavior can actually be Technology

erformed
P Acceptance Model

> The most known theoretical
model for the research of
software acceptance

> The usage of technologies
(Actual Use) is determined
by the Attitude Toward
Using (A) a technology

> The subjective perception
of a technology is
influenced by the Perceived
Usefulness (PU) and the
Perceived Ease of Use
(PEOU)

UTAUT

> Venkatesh, Morris and Davis
developed a unified theory of

Acceptance and Use of
Technology

> Four relevant factors
(expected effort, supporting
measures, expected
performance, social impact)
and four moderating factors
(age, gender, experience,
voluntary) were identified

UTAUT 2

Unified theory of
acceptance and use of
technology

New constructs and
relationships that
extend the applicability
of UTAUT to the
consumer context

Relatively young (2012)
Unifying approach

Often cited (2036
citations)

Very high ranking: A+

ConversaffsyeCsatiRaCE BRTeres (O REPPSEUCRERPIRERBL Toik)ted 1gMay 2018
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Today‘s Popular Applications of AI and Machine Learning

—— Complex Strategic Games —— — Natural Language Processing —3 [— Simulations —

—— Personal Assistants Image Recognition S

Mercedes-Benz Consulting Conversational Commerce Conference | Reproduction Prohibited | May 2018 16
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Ask Mercedes - Personal Assistant

Mercedes-Benz Consulting

~

E-Class »

On which side is your steering wheel?

Left ®

Thanks! Now it's time to get started!
Watch this short video to see how | can
help you finding information about your
vehicle's features.

b £
Hi! 'm Mercedes.

Also, have a look at these topics to get
familiar with me.

How can | explore the cockpit of 5
my vehicle?

ype your message here

O

4
f

A

rect Select @Control Multimedia @Overhead

;ommerce Conference | Reproduction Prohibited | May 2018
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Ask Mercedes received strong press coverage around the world

EN24 HOME LIVETV MEDIATHEK POLITIK WIRTSCHAFT SPORT MEHR VvV ABC

AUTO-NEWS HANDY HILFT BEIM AUTOVERSTEHE

The New York Times Ask Mercedes

Technology

Service Chatbot

w York Times,

The Ne

c‘ Autolife - aBTOMOGINLHWI XypHan

Mercedes-Benz pospobuna cuctemy, sxka Gyae
MoBiAOMNATH BNacHuka npo cnpobu 3nomy, eeakyawii
abo aBapii, konu MalLnHa 3Haxo4uTbCA Ha...See more

Automobilwoche

NCHEN- UNI SCHA

Yar-60T 6yne aonomaratu BnacHUKam
«Mepcepecie» | Autolife - aBTOMOGINLHUK XypHan

Mittwoch, 22. November 2017, 16.00 Uhr

Kostenlose App "Ask Mercedes™:
Mercedes fiuhrt virtuellen Assistenten ein

Autolife, Russia, 28. Nov. 2017

Automobilwoche, Germany, 22. Nov. 2017

Daimler revela "Ask Mercedes",
novo chatbot de servico ao
cliente

Wail o

Home |

Response.

anE Ft 35 ®

Ask Mercedes, un'app per
spiegare le funzioni dell'auto

s R
A })vti—'xbiAH:;éém%néﬁ EARR

FARYANET

Mercedes-Benz lancia un assistente virtuale in grado di spiegare
al cliente il funzionamento dei vari dispositivi presenti a bordo
delle sue vetture .
2017 : Daily Mai :
se. Japan, 25. Nov. . Y Maijl T
Response, Japan, La Repubbilica, Italy, 25. Nov 2017 Ask Mercedes | &%@é’é\%d&&pmn@b\ﬁe?w}y 2018 19




\/

EXPERTS IN DIGITALISATION IN SALES AND AFTER-SALES \\ \

Goals

1. Process design of the future

2. Process simulation using artificial intelligence
3. Development and verification of use cases/business models
4. Increase the efficiency of our consulting services




Virtual Retail LAB

VIRTUAL RETAIL LAB (VRL) by Mercedes-Benz Consulting

Virtual Retail Lab
The virtualized retail eco system to learn, develop or
analyze processes, future scenarios and much more...

Mercedes-Benz Consulting Conversational Commerce Conference | Reproduction Prohibited | May 2018

21



T



Al technology enables huge automation and savings potential

A. Automation Possibilities

B. Digital Labor Automation Results

% of Activities processed by Smart- 47% FTE Reduction on Avg.
Machine Enabled Services I —r
9 50,0% 570
90% 60,0% 47,0% y 46,7%
81% 40,0% o
70% 66% 51% 0,0% : : : —
C/O Global Credit ~ Major Automotive Large u.sS. Average
60% - Card Retailer Multimedia Institutional
e *()0 Provider Company Bank
50% E
40% 35% E
30% v? 42% Savings on Avg.
. 60% 50% 56%
20% 40% 40% 42,0%
40% 30% S
10%
20% L |
O% T T T T
Global Credit Major Retailer Automotive Large u.s. Average 0% T T T T T
Card Provider Multimedia Institutional Global Credit  Major Automotive Large u.s Average
Company Bank Card Retailer Multimedia Institutional
Provider Company Bank
Mercedes-Benz Consulting Sources: Gartner (2016), IPSoft (2016), MBD/VPK (2016), Mercedes-Benz Consulting ~ Conversational Commerce Conference | Reproduction Prohibited | May 2018 23
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A.L, Analytics & RPA Are Adding Intelligence to Customer Related
Processes Ensuring Best Customer Experience & Efficiency Gains

2. Intelligent Channel Management
L

R P

.1. Intelligent Customer Journey

SN | ™ .- Digitized Customer
: . Journey

Pt WAL} QS N\ Voice In-Car Text + Multimedia
L q“"'-‘-"'»: -:l /‘ e Ly T' iS5 s
o — — . y : - s | . ::: Avg. Hourly Live Chat Session spread Monthly Live Chat Seszion spread Germany 2016
. . - Gy [ellige o
Virtual Retail Lab : iy Ko ICiiscerit =
ore . 2 . . 'S ¢ . 1403 e
and Mobility offerings =€ 218 - Customer w |/ W] won
== 1 oA - . o |_m:| P N — ——
Usage pattemS R 4 ACAIT ’ Io |In |I| 12 13 lla |I5 |I6 1I:' o o I ]
“ A D '_. lan beh Mrz Apr M uno ul Aug Hap ORf Hoe ez

Cemezrzion Jate 'szkes / net cals]

iBDC

Humanoid Voice and

Chatbot Insights based on analytics and machine learning

a1 @9 Enabler Technologies: Artificial intelligence, Advanced Analytics, Robotic-Process Automation, ...

Mercedes-Benz CODSU]tiDg Conversational Commerce Conference | Reproduction Prohibited | May 2018 25



Digital Labor Platform

a1
Channels m D 8 SIS
o Interfaces

Connector Hub [ Agent (Desktop) ] [ Chatbot/Voicebot ] [ Assistant ]
------------------------------------------------------- |'Task Manager (Ticketing)‘|----------------------------------------

- - Joint usage of Hubs
Content Hub Agent Hub by:

> / > HQ
Skills Skill 1 ] [ Skill 2 ] [ Skill 3 ][ S ] [ ~ Shared Services
(Use Cases) . ) > Markets

2N .
------------------------------------------------------- [ Service Orchestrator (¢ S > Service
5 Departments

Service Hub g Cosnitive Services Enabl ) A S tine Tool A (z.B. HR)
(Al & Robotics) ! ognitive Services Enabler )k upporting Tools J

r (Cognitive) Natural Language/ Visual || Robotic Process Reporting & Knowledge |

Analytics Voice Recognition Recognition Automation (RPA) Monitoring Management

One API

G

Mercedes-Benz Consulting Airport StUERYETSASIRNRE GO MElSedRoa MIaRsgchRgRradiustion Priohibited lgMay 2018 26
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Based on a simplification of business tasks in four categories,
data availability is determined and Al value levers applied

@ Analyze Process Map
e o
J:- -T-:’:*:- T- r—_— |
L TE-F R cew| . =
i -i-- - -:- - l=
- *,; = ~
-*_‘1‘_ i _-:‘-I- H H
et TTEEC Simplify!!!
- . ,i-%l . 6=
J:‘--—I-:’};— T----
- . I.- :-| . =

— Al Opportunity Assessment Framework

@ Cluster Tasks

111

Business Tasks

@ Determine Data

>

Structured Data

High Volume Data

Unstructured Data

Language Data

Task/Data Map

@ Apply Value Levers

>

Optimization

>
>
>
>

Augmentation
Forecasting
Personalization

Disruption

>
>
>
>

Automation
Creativity & Innovation
Security & Cybersecurity

«<— Augment - Al Potential - Automate —

Mercedes-Benz Consulting
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Al opportunity assessment focuses on processes and serves
as a basis for a quantitative and qualitative Impact Evaluation

== Processes

— Impact Evaluation

Quantitative @
> Quality score

> Occupancy rate

> Automation level
N .

Organization

=
Al Offices

' Qualitative

> Accurate forecasting
> Shorter onboarding
' > Personalization

Mercedes-Benz Consulting

—===_Al Value Contribution

Use Cases

Things that Al makes
better

Potentials

Things that Al makes
possible

Business Cases

Things that Al makes
money with

Conversational Commerce Conference | Reproduction Prohibited | May 2018
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> Are Siri and Other Digital Assistants Actually a
Security Risk?

> Amazon Echo, A Criminal Witness?

> Unwanted Shopping Sprees - do you control
what you buy?

> GCould could you be discriminated based on your
health data?

> Remote access via loT integration ...

Mercedes-Benz Conversational Commerce Conference | Reproduction Prohibited | May 2018



> Clear Security Guidelines

> Thorough Cloud Risk Assessment

> Data Control and Transparency by Customer
> No Sharing of Dialogue Data with 3rd Parties

> No unfair Filtering of Content

Mercedes-Benz Conversat ional Commerce Conference | Reproduction Prohibited | May 2018
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Grabbing of low hanging fruits is not sustainable!

Cost reduction? FTE reduction?

Low hanging ...

Mercedes-Benz Consulting

>

>

>

The “ATM Effect” will be rampant

— e

First ATM installed by Barclays in 1967
Today 3.5 million ATMs in the world

Competitive advantage lasted only a short period of time

We recommend - Empowering Employees!

Conversational Commerce Conference | Reproduction Prohibited | May 2018 31



Alex Dogariu

Manager

Customer Management
Strategy & Al
alex.dogariu@daimler.com
+49 176 30904768

Admir Miricanac

Manager

Customer Management

Analytics, CRM Processes & Systems
admir.miricanac@daimler.com

+49 176 30948796
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