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A new era begins in the understanding that the customer is always right.

      Thanks to the developments in Artificial Intelligence (AI) technology, customer service em-
ployees who constantly perform the same tasks within the scope of the job are getting easier. In 
addition, a new generation of intelligent chatbots and intelligent platforms that talk to the con-
sumer is emerging.

      In some cases, entry–level tasks will be replaced by intelligent Artificial Intelligence (AI) 
technologies, but human input will always be necessary.

Machines have the potential to push the limits, but the human touch will 
remain a distinguishing factor in the eyes of consumers who prefer 

to talk to a person rather than a robot.

      Although chatbots have come to a very prosperous place in terms of their service, the pur-
pose of using emotional Artificial Intelligence (AI) in workplaces is to “support” and will remain 
that way. Employees need to understand how these tools work and how they can use them for 
their productivity. Knowing how a chatbot or Artificial Intelligence (AI) assistant will serve the 
human workforce will be crucial for anyone working in a direct customer–facing positions.
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      So how do these robots evolve? First, they are increasingly able to understand the real–
time emotional state of customers (such as their emotional attachment to specific brands) and 
are likewise better served by the advent of empathetic services that work with cold data based 
on complex numbers but can engage in warmer, more human interactions based on scale and 
demand.
      Whether in the store or at home, the chatbot, which appears in front of the customer using 
the application or website from the desktop computer, will interact emotionally in various situ-
ations, from greeting the customer according to the context and mode to making personalized 
recommendations based on their past movements. Commercial interactions that somehow fail to 
reflect ourselves will become weaker and weaker in this context. The vast majority of consum-
ers prefer to convey their complaints to a human. These consumers want to see their concerns 
heard and action taken. It is not enough for them to know that their complaints are being re-
corded.

Emotion Detection – Face
     Emotion AI carefully examines unfiltered facial expressions using optical sensors or web-
cams. It first identifies the human face in an image or video in real–time. Next, computer–visible 
algorithms identify critical points on the human face, such as the tip of your nose, the corner of 
your eyebrows, and the corner of your mouth. Deep Learning algorithms then analyze the pix-
els in these regions to classify facial expressions. He then matches combinations of these facial 
expressions with emotions.

Emotion Detection – Speech
      Our speech ability analyzes the way we say it, not the words spoken. It monitors speech 
tone, loudness, changes in vibration ascent, and descent to explore speech events, gender, and 
emotions.
      Using this data, the consumer’s reactions to digital content can be used to know the age 
range, gender of the target audience, with which the content interacts, with which emotions 
they watch the content, and many more. In this way, the requirements for the future product or 
campaign to be followed can be determined.
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ANUMAK & COMPANY

aNumak & Company is a global management consulting firm, an India private company 
limited by warranty. It is a company with expertise in creating scalable business models for 
different industry verticals. The Company strives to provide solutions through consulting, digital 
transformation, and innovative products that solve modern business problems. Offering on–
site and offshore support and unique strategies, aNumak & Company transforms traditional 
business models into high–performance, dynamic, and distinctive business enterprises. It 
brings insights from core domain experts to deliver the best possible solutions to drive growth. 
aNumak & Company and each of its member firms are legally separate and independent 
entities. For more detailed information about aNumak & Company and its member companies, 
please visit https://www.anumak.com

This material was prepared by aNumak & Company. This material (including any information it 
contains) is intended to provide general information on a particular topic(s). This material may 
contain information obtained from publicly available information or other third–party sources. 
aNumak & Company does not independently verify such sources and is not responsible for any 
loss resulting from reliance on information obtained from such sources. aNumak & Company 
does not provide any investment, legal, or other professional advice or services through this 
material. You should seek specific advice from the relevant specialist(s) for such services. 
This material or information is not intended to be considered the sole basis for any decision 
that could affect you, your business, or the operations of the company. Before making any 
decision or taking any action that could affect your finances or business, you should consult a 
professional.

No institution at aNumak & Company can be held responsible for any loss suffered by any 
person or institution due to access to, use, or reliance on this material. By using this material or 
any information it contains, the user accepts he entirety of this notice and 
the terms of use.
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