Digital Humans: Complementing or Completely Replacing Chatbots?
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Digital humans have the potential to replace traditional chatbots in certain scenarios:

Compared to text-based chatbots, digital humans can leverage advanced computer
graphics, animation, and speech synthesis to provide more realistic and engaging
interactions. This can lead to more natural and immersive conversations, potentially

enhancing the user experience.

e Digital humans can be designed with the ability to sense and respond to human
emotions, providing more empathetic and personalized interactions. This is
particularly useful in applications that require emotional support, consulting, or

customer service.

e Digital humans can be used in a wider range of applications, such as virtual
assistants, customer service representatives, educational mentors, and even
entertainment characters. Their versatility allows them to adapt to different
environments and user needs. This is not to say that chatbots can replace digital

humans.

e While digital humans have the potential to enhance the user experience and provide
more realistic interactions, they are not a universal replacement for all chatbot use
cases. The decision to implement digital humans or traditional chatbots should be
based on the specific requirements of the application, the target audience, and the
available resources and technical capabilities.



In summary, digital humans can complement or even replace chatbots in certain situations,

but they require a more comprehensive, resource-intensive approach to development and

deployment.

Here are some specific use cases where digital humans can outperform traditional
chatbots:
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* Customer Service and Support:

Digital humans can provide a more personalized and empathetic customer service
experience, especially for sensitive or complex queries. They can use facial
expressions, gestures, and tone of voice to create more natural and engaging
interactions; and can more effectively handle emotional or high-stakes customer

interactions, such as complaints or conflict resolution.

*Virtual Assistants:

Digital humans can act as more lifelike and engaging virtual assistants, able to
respond to a wider range of queries and provide more intuitive and conversational
interfaces; and can be used for tasks such as scheduling, task management,
information retrieval, and even to provide companionship for the elderly or lonely.

* Education and Training:

Digital humans can be used as virtual instructors or mentors to provide a more
personalized and interactive learning experience. They can adjust their teaching style
and pace to the needs of students and provide real-time feedback and
encouragement. They can also be used in role-playing scenarios, such as practicing
job interviews or interpersonal skills.

* Healthcare and Counseling:

Digital humans can play a key role in providing mental health support, treatment, and
guidance, especially for individuals who may be more willing to open up to a virtual
agent. They can be designed to provide empathetic and non-judgmental
conversations while also offering personalized advice and coping strategies. Digital
humans can also assist with patient education, medication management, and

remote monitoring for certain healthcare applications.



* Entertainment and immersive experiences:
— Digital humans can be used to create more engaging and interactive entertainment
experiences, such asvirtual hosts, tour guides, or even interactive characters in video
games or virtual reality environments. They can increase realism and immersion,

allowing users to have more natural and richer interactions.

The Era of Chatbots
First popularized in the 1960s, chatbots are software programs enabling text or voice-based
conversations. They were designed to automate common customer service queries to boost
efficiency. Chatbots are Using predetermined scripts and basic natural language
processing, chatbots handled simple and repetitive requests like order statuses, address
changes or FAQs. This freed staff resources for complex issues. However, they lacked
more context-aware conversations. Additionally, the focus stayed purely functional, not
aiming to replicate human connection and rapport like later innovations.
While an improvement over static self-service, chatbots faced limitations including:

e \Very narrow range of supported customer intents and limited ability to handle

nuanced questions

¢ Incapacity to continue conversations contextually with dialog history and memory

e Lack of persona, empathy and emotionalintelligence in interactions

e Inability to enrich interactions using nonverbal cues like facial expressions
Advancements in Al digital humans overcome these hurdles.

The Rise of Conversational Al
Conversational artificial intelligence systems leverage machine learning and natural
language processing to deliver increasingly intuitive chatbot experiences. With expanded
capabilities like:

e Processing free-form, context-based conversations beyond scripted responses

e Continuously improving language mastery from human feedback

e Personalizing interactions by understanding user attributes and dispositions

Al chatbots handle broader customer needs from technical troubleshooting to personalised
recommendations to post-purchase care. Many e-Commerce, digital banking and
insurance agency websites are having Al shopping assistant curates individualized product
recommendations based on natural conversation analyzing lifestyle and preferences. As

conversations turn more reciprocal, chatbot maturity culminates in digital human adoption.



Digital Humans: The Next Frontier
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Digital humans represent Al-powered virtual assistants simulating lifelike facial expressions,
emotions and conversations like real people. Striving for authentic human connection and
compassion, they aim to personify brands through caring service and support.

Digital humans can display:
¢ Human-like memory and conversations accounting for earlier interactions and
intents
e Visuallistening cues through eye contact, smiles and nodding
o« Contextually appropriate facial expressions, voice tones and emotional responses
e Personalized rapport and preferences based on discussion history

Applications are being span to various industries:
e Social robots care for elderly patients through companionship and health reminders
e Banking assistants boost financial literacy and guidance through video conversations
e Store associates expand mobile shopping via one-on-one video chats

As the technology matures, such ubiquitous “people” interacting with intuition and empathy
will reshape customer expectations.



Benefits of Digital Humans
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Digital human as a service adoption unlocks immense benefits:

Enhanced Customer Experience

By infusing warmth and relatability into digital engagements, humanlike interactions foster
satisfaction and loyalty beyond function alone. Fluid conversations attentive to subtleties
also build trust.

Brand Ambassadors

As the public face of organisations, visually consistent digital humans increase brand
awareness. Their emotive responses also boost the perception of organisations as
compassionate entities that customers can bond with.

Data-Driven Insights

Tracking every micro-expression and exchange, digital humans gather customer analytics
revealing opportunities to streamline pain points and customise experiences. With
multifaceted upside from optimized experiences to strengthened competitive edge,
exponential ROl potential emerges from humanized Al engagements.



The Future of Conversational Al

Conversational Al, Holograms
and Digital Humans

Industry researchers predict global digital human users soaring from 5M currently to 200M+
by 2030 as Al maturity and use cases grow. We will see assistants evolve from shopkeepers
to bankers to doctors — specialised role-based personalities.

Step into the Future
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From task-based chatbots to context-aware conversational Al Digital Human to emotionally
intelligent digital beings, rapid technology innovation constantly redefines how people and
brands interact. We have only scratched the surface uncovering use cases.
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