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What will the agent of the future look like?

Universal Agents!?

What one simple thing do we need to do!

2) They are
the least
experienced
people in
our company

1) We
choose how
to develop
our people

3) They will

require a lot

of different
skills

One
agent
CAN'T
do it all







IS IT STILL RELEVANT?

Uncertainty of long
term knowledge
requirements

Learn how
to
collaborate

Learn how to learn
fast

Inability to
retain all
necessary
knowledge

What could change!

Continued automation and
digitalisation

Changing demand for flexibility of

work

A global pandemic



SYMPTOMS OF CHANGE

Continued
automation and
digitalisation

Changing demand for

flexibility of work A global pandemic

Indirect access to
Retention of complex colleagues and knowledge
work

Increased absence

Rapid digitalisation of
processes and knowledge

Changes to products and
customer processes

Drive to seamlessly
integrate with RPA /Al Altered attrition and
recruitment patterns

Increased vulnerability and
need for empathy




ADAPTING

Know how to
learn fast

Learn to
work
“flexibly”

Move
industry to
stay
employed

The new
normal

Help others
cover for
you

Move to
new teams
to cover

Remote
management

Collaborate
with bots

Know how to
collaborate



BUILDING FORWARD

Our
Society

Our
Environment

Know how to Know how to
learn fast collaborate
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