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Synopsis

Al (Artificial Intelligence) ally or enemy?
Some have said that our quality of life will
be improved with Al, while others believe
that it will take jobs away. Join in the con-
versation as we discuss how in the age of
today’s advanced technology, humans can
live and work with Al (or maybe not?).

Dr.Wit | Welcome to FYI by Deloitte today.
We hear a lot about Al these days. Some
said Al is good as it will help us while some
are afraid Al will replace us. Like it or not

Al is here for some time now. What indus-
tries are using Al? And how us human can
embrace Al in our lives in the most effective
way? Let’s find out. Today, we are here with
Dr. Narain, the Director of Deloitte Thailand
once again. Sawasdee krub Dr. Narain.

Dr.Wit | Many people are saying Al will
replace human's work. Let's talk about what
Al can do, shall we?

Dr.Narain | The concept of Al is a simula-
tion of human intelligence by making com-
puter system to think like human as much

as possible.

Dr.Wit | What are the industries that has
been using AI?

Dr.Narain | Banking & Financial, Insurance
and Telecommunications. Database of these
businesses already in digital form so it is
natural for these industries to use Al.

Dr.Wit | In other words, the digital data-
base already speaks the same language as
Al

Dr.Narain | Yes. Naturally these industries
are among the firsts to use Al.

Dr.Wit | How do they us Al in the insurance
industry?

Dr.Narain | Insurance industry has been
using Al a lot. In fact, Finance, Banking and
Insurance are very similar because of their
products or services are complicated. There-
fore, they need to introduce their products
or services to their customers. Now, if they
don't use a computer system and let human

answer customer questions, it will take too
much time, right? And they need a lot of
staff to do this.

Dr.Wit | Also, not every staff have the re-
quired abilities.

Dr.Narain | Or if customers contact us at
8am or 10pm, we might not have staff to
stand by to answer all of the calls. Now with
Al, it will try to get as much information
from the customer and match the advice to
customer, regardless of the time. Thus, Al
helps in this case. If you have heard about
“Chatbot”, what Chatbot does is answering
general questions. If we added Al to the
chatbot, the system will analyze the conver-
sation between a customer and the chatbot,
then answers the questions from the cus-
tomer as well as recommends products that
is suitable for that customer. Al may ask a
customer “Do you have any financial con-
cerns or how you handle the financial risk?”
and then it will analyze and recommend

the product, the fund or the insurance that
matches with that customer.

Dr.Wit | For example, How much money
you have? the level of financial risk? How
much you should save? Or what is your
monthly expense? Al will collect this infor-
mation and analyze it. Suppose | am work-
ing with big data and | have to key in huge
amount data, this is also something that
needs Al, right?

Dr.Narain | Yes, and currently many
companies in Thailand start using Al. This is
called “RPA - Robotic Process Automation”.
It is the system that will automatize busi-
ness processes. They use the word ‘Robotic’
but it is not a robot though.

Dr.Wit | Not a humanoid.

Dr.Narain | No. It is a software. The princi-
ple is that we are trying to copy what human
does by letting computer do instead. For ex-
ample,  am an admin officer and | need to
input this data in to some system. Then | will
need to key the same set of data to another
system. This means | need to key the data
twice which is a waste of time as well as it
can cause some human errors.



Dr.Wit | Itis totally a waste time if it is
manual.

Dr.Narain | We have not even talked about
sources of data. There are various sources
of data, for example, some people fill in
data on website, some sending as paper,
some sending as pdf. So, if we have human
sit and key in data to our system. First, there
might be some human error. Second, it will
take a lot of time. However, if we use RPA or
a software. It will help to capture informa-
tion. Then, it can copy the same information
into the next system and running step by
step. No need for human.

Dr.Wit | As each business is different in na-
ture, is there any principal on how to work
with AI?

Dr.Narain | The kind of work that is
suitable for Al are repetitive and structural
works, those with straightforward rules and
conditions.

Dr.Wit | Something that is routine.

Dr.Narain | And the process that do not
need human understanding or compassion.

Dr.Wit | Something mechanic.

Dr.Narain | Yes, tasks like this is suitable
for Al or software. But the problem is today
people still have to do this task because
there is no software to help them. Another
task that is suitable for Al is the data that
has diverse characteristics that we would
like to analyze. A good example is a cus-
tomer segmentation. Suppose | am a credit
card or a retail company. We have a huge
customer database. | would like to under-
stand what kind of products my customers
spend money on. Where do they buy these
products? Do they use cash or credit?, etc.
Currently customer segmentation that has
been used is demographic data such as age
and gender. It is ok but if we would like a
detailed segmentation, for example, life

style then demographic or age may not be
enough. So Al can help analyze the data and
do the segmentation for us.

Dr.Wit | Al is very smart. | remembered
that people in the same age might have
different lifestyle. For example, some are
foodie, some loves saving money. If we have
customer data and categorize it based on
customer behavior, it would be very useful.
As you said, Algorithm will direct Al and data
analytic. Talking about data analytic, what is
Deloitte experiences on data analytic?

Dr.Narain | | would like to answer in 2
parts. First Al is short for Artificial Intelli-
gence but for us we look at it as Augmented
Intelligence than Artificial Intelligence. It
means that Al help us human work better.
Al is a tool that help us screen data and do
the basic analysis. For example, a doctor, is
required to read a lot of lab results which
can lead to “human error”.

Dr.Wit | So Al do the prelim work for us.

Dr.Narain | Yes, so we have Al gather data
and do the analysis first. This patient is likely
to have this disease, 70 percent chance of
disease A, 30 percent of disease B. Next, the
doctor has to read and re-analyze if what

Al suggest is possible. But if doctor do it
from the beginning, the doctor may be bias
and the analysis might not be accurate. The
doctor diagnose based on their experiences
and can make false assumption. Al will help
us work more accurately, effectively and
faster.

Dr.Wit | Because of we have Al to do the
screening first.

Dr.Narain | Now, back to the previous
question. Deloitte now use Al to help us
work. For example, with auditing, in the
past, we randomly check data because we
cannot check every single data. Some com-
panies might have million customers data.
Now, with Al, we no longer need to random

check because computer can work
continuously without a break. So we just let
the system run. However, computer may
have false positive sometimes, meaning
that this transaction is not correct and the
computer will tell us. We just need to review
that specific transaction to see if it is correct
or if it is unusual.

Dr.Wit | It helps us with the Prelim work.

Dr.Narain | Suppose there are one million
transactions. Only 1 thousand might be
unusual. So we only need to focus at those
1,000 unusual transactions. It is impossible
for human to focus on all one million trans-
actions.

Dr.Wit | Right. Now, we talk about how
Prelim works can help make Al smarter. |
believe algorithm will be much more compli-
cated. So what kind of advance work Al can
do besides prelim work.

Dr.Narain | Some might think that Al needs
to have data first. This one is partly right.

To use Al, you need to know your business
purpose first. Better customers experience?
Better automate process? When you know
your purpose, then you look at your data.
So data is the next to consider but you need
to have a business purpose first.

Dr.Wit | So data is everywhere, depends on
what we would like to do with them.

Dr.Narain | Yes. We may have heard about
Cloud Computing. Some information is our
own but some other information, we are
sourcing from Cloud. For example, Google,
how does Google know what are in this or
that picture? How do they know there are
cats in this picture. That is because of the
users like us. If it has to start with data,
Google will never have this technology.

Google wanted to know if there are people,
dogs or cats in this picture. What they did is
they let people try and play in order for

them to get dat. They think about what they
want first. Then they think about how you
will obtain the data.

Dr.Wit | Wow, this is thinking in reverse.
Like it or not Al is here. And the most
important thing we should ask ourselves is
how to effectively and efficiently work with
Al. Thank you very much Dr. Narain.
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