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Developed Chat Bot for
'-.ou_-st-o_m.er__serv-lce issues

Plloted robotlc automation for
low volume production tasks

"-Digitised quality control using Al
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’ Unexpected Results Ocyo

Lucy’s team noticed:

Declining Service of digital deployments
I I delivery and fall short of their
I employee productivity . objectives, as per BCG




e need

Implementation of Al-powere

f.s-"fj_s;t'ems' for quality control led

to strained relationships with
high-impact merchants due to
the lack of human cognition in

decision-making.
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 Diverting Lucy's focus from long-term

‘solutions to firefighting operational issues -



dlgltISIngthem resulted in re5|stance and
'-dec_r'eased productmty

Example
The automated queuing
system did not take into

consideration urgency,
impact, and complexity,
leading to increased

\customer dissatisfaction.
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Resistance to
embrace
digitalisation
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iatives meticulously to determine

igital transformation

~_interms of culture, resources, and capabilities.

Avoid Blind Replication of Solutions

Customise digital solutions to fit the organisation'’s
unigue needs, objectives, and operational context.



collaboration

over "digital,"

success relies
more on people
than on
technology

| purpose,

significance of
the change, and
their role would
‘alleviate
concerns and
enable successful
change
management




~ avoid replicating solutions without
~ customising them. Indeed, avoiding

~the traps is often more efficient than

trying to escape them later.

- Dr. Vijaya Sunder M, Assistant
Professor (Practice), Operations
Management




