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Background of the research

Although generative Artificial Intelligence (Al) as a technology has been around for a few decades, recent technological advances and digital transformations have redefined the way it was
being leveraged. With OpenAl’s launch of ChatGPT, the world is coming to recognize the true potential of Al, particularly how it could revolutionize various aspects of human life and work.
Consequently, the market is perceiving rapidly scaling interest and investments from all major technology vendors, niche vendors, and service providers.

The applications of gen Al continues to multiply across industries, and with its ability to generate human-like content and mimic human creativity, it possesses immense potential and
provides numerous direct applications in the digital workplace. From streamlining processes to enhancing productivity and personalization, gen Al can potentially disrupt the current pattern
of operations and impact the various elements of workplace outcomes.

However, as with any transformative innovation, gen Al also presents certain limitations and ethical considerations that must be carefully addressed. In this report, we delve into what gen
Al could offer from a workplace perspective, uncover its advantages, examine its limitations, and offer insights into harnessing its full potential.

This report includes the following topics related to gen Al in the digital workplace:

e Overview of the gen Al ecosystem

e Key workplace-specific use cases in gen Al

e Prioritization of the digital workplace gen Al use cases

e Key challenges in the implementation of gen Al and ways to mitigate them

e |T service provider’s investments and enterprise’s approach to the adoption of gen Al

Scope of this report
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This report provides insights into the transformative impact of generative Al in the digital
workplace, outlining its applications, implications, and limitations across segments; below
are four charts to illustrate the depth of the report

Applications of gen Al in service desk and the value delivered

Impact of gen Al
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e Knowledge article
creation

e Ticket classification and
routing

e Agent assistant e Real-time language

e Personalized training translation

e FAQ creation

e Ticket summarization e Text-to-speech content

creation

Identification and prioritization of gen Al use cases across workplace segments
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| Gen Al use cases across crucial workplace demand themes
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Persona-based device
configuration
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Remote support
enablement
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Field support assistant
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Smart workplace
enablement
Illustrative use case:

Workplace layout
optimization

Potential pitfalls associated with adoption of Gen Al
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Illustrative use case:
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
today’s market challenges and strengthen their strategies by applying contextualized problem-solving to their unique
situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of
talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content
at www.everestgrp.com.
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