How to smoothly replace Al Chatbot by Digital Human?

17 August 2024 by Dr. Peter Luk

sttt

| think we found the
one. Can | get pre-
approval?

How's the first-home
search going?

Chat to Kate.

Replacing an Al chatbot with a digital human involves several key considerations:

1. Realism and Interactivity: The digital human should be highly realistic, with
natural-looking facial expressions, body movements, and speech patterns that
create an engaging and immersive interaction for the user. This may require
advanced technologies such as 3D modeling, motion capture, and natural
language processing.

2. Conversational Abilities: The digital human should have the ability to understand
and respond to user queries in a natural, contextual manner, similar to how a
human would converse. This requires sophisticated language understanding and
generation capabilities.

3. Knowledge and Expertise: Depending on the application, the digital human may
need to have a deep knowledge base and the ability to provide expert advice or
information, similar to how a human specialist would.

4. Emotional Intelligence: The digital human should be able to perceive and
respond to the user's emotional state, providing an empathetic and personalized
interaction.



5. Scalability and Deployment: The solution should be scalable, allowing for

multiple digital humans to be deployed across different platforms and channels,
while maintaining consistency and quality of the user experience.

Integration and Workflow: The digital human should be seamlessly integrated
into the overall user experience, workflow, and technology stack of the
organization.

To achieve this, you would need to leverage a combination of technologies, including:

3D modeling and animation for realistic character creation

Motion capture and facial animation for natural movement and expressions
Natural language processing and generation for conversational abilities
Knowledge management systems and expert systems for providing domain-
specific information

Emotional intelligence and affective computing for empathetic interactions
Cloud-based infrastructure and APIs for scalable deployment and integration

The implementation steps of replacing Al chatbots with digital humans

Replacing an Al chatbot with a digital human involves a multi-step process. Here are the
key implementation steps:

1. Define the Use Case and Requirements:

o Clearly define the purpose, target audience, and desired user experience
for the digital human.

« ldentify the specific tasks, knowledge, and capabilities the digital human
should possess.

« Determine the level of realism, interactivity, and emotional intelligence
required.



. Design the Digital Human:

o Create the 3D character model with realistic facial features, body, and
clothing.

« Develop the character's personality, voice, and conversational patterns.

« Design the user interface and interaction flow for the digital human.

. Develop the Conversational Abilities:

e Implement natural language processing (NLP) and natural language
generation (NLG) capabilities.

« Integrate the digital human with a knowledge base or expert system to
provide relevant information and responses.

« Train the digital human on contextual understanding and empathetic
responses.

. Implement Realistic Animation and Rendering:

« Capture and integrate motion data for the digital human's movements and
facial expressions.

« Develop realistic lip synchronization and voice integration.

« Optimize the rendering and lighting for a seamless, high-quality visual
experience.

. Integrate the Digital Human into the User Experience:

o Ensure the digital human is seamlessly integrated into the existing user
interface and workflows.

« Develop APIs and integration points for the digital human to be accessible
across different platforms and channels.

« Test the end-to-end user experience and make necessary adjustments.

. Deploy and Monitor the Digital Human:

« Set up the necessary infrastructure and hosting for the digital human.

« Implement monitoring and analytics to track user engagement, feedback,
and performance.

« Regularly update and refine the digital human based on user feedback and
evolving requirements.

. Continuously Improve and Expand:

o Gather user feedback and insights to identify areas for improvement.

e Expand the digital human's capabilities, knowledge, and emotional
intelligence over time.

o Explore new use cases and deployment scenarios for the digital human.



Overcome the common challenges of implementing Digital Human

When replacing an Al chatbot with a digital human, there are several common challenges

that organizations may face during the implementation process:
1. Technical Complexity:

Developing a highly realistic and interactive 3D character model with
natural-looking movements and expressions is technically challenging.
Integrating natural language processing, knowledge management, and
emotional intelligence capabilities can be complex.

Ensuring seamless integration with existing systems and workflows
requires significant engineering effort.

2. Costs and Resource Requirements:

Creating a digital human solution can be a resource-intensive and
generating new budget requirements, especially for enterprises.

Ongoing maintenance, content creation, and feature updates can add to the
long-term costs.

Finding the right talent and expertise in areas like computer graphics, Al,
and user experience can be challenging.

Fortunately, there are passionate digital human pioneers willing to
contribute and commercialize their research results to balance and offset
the challenges of using digital humans by providing cost-effective and
standardized software packages to help their businesses improve customer
loyalty, increase productivity, scalability, bring new products to market
faster, competitive advantages and new business models; in addition,
businesses can flexibly choose between a one-time payment or a monthly



subscription. Capable suppliers can provide one-stop services without
increasing intensive investment in internal IT resources.
3. Conversational Limitations:

o Developing a digital human with natural and contextual conversational
abilities can be difficult, as it requires advanced natural language
processing and generation capabilities.

« Ensuring the digital human can handle a wide range of user queries and
maintain a coherent, empathetic dialogue can be challenging.

4. User Acceptance and Trust:

« Users may be skeptical or hesitant to engage with a digital human,
especially if they are accustomed to traditional chatbots or human
interactions.

o Building trust and acceptance for the digital human can be a gradual
process that requires effective communication and managing user
expectations.

5. Scalability and Deployment Challenges:

« Deploying and scaling the digital human across multiple platforms and
channels can be complex, requiring robust infrastructure and integration
capabilities.

« Maintaining consistency and quality of the user experience across different
deployment scenarios can be challenging.

6. Ongoing Maintenance and Updates:

« Keeping the digital human's knowledge, conversational abilities, and visual
appearance up-to-date requires continuous maintenance and content
creation.

o Adapting the digital human to evolving user needs and emerging
technologies can be an ongoing challenge.

How can organizations overcome user skepticism towards digital humans?




Overcoming user skepticism about digital humans is a key challenge that organizations
must address during implementation, requiring reference use cases and strong change

management leadership. Here are some effective strategies that can help:

1. Manage Expectations:

Clearly communicate the capabilities and limitations of the digital human
upfront, setting realistic user expectations.

Emphasize the benefits the digital human can provide, such as 24/7
availability, consistent responses, and personalized assistance.

Avoid overselling the digital human's abilities, as this can lead to
disappointment and distrust.

2. Emphasize Transparency:

Make it clear to users that they are interacting with a digital human, not a
real person.

Provide information about the digital human's background, purpose, and the
technology behind it.

Encourage users to provide feedback and engage in a transparent dialogue
about their experience.

3. Enhance Personalization and Empathy:

Design the digital human's personality, tone, and communication style to be
warm, approachable, and empathetic.

Implement features that allow the digital human to remember past
interactions and provide personalized responses.

Train the digital human to recognize and respond to user emotions,
demonstrating a level of emotional intelligence.

4. Showcase Realistic Capabilities:

Demonstrate the digital human's capabilities through interactive scenarios
and use cases that showcase its strengths.

Avoid setting unrealistic expectations by only highlighting the digital
human's abilities that have been thoroughly tested and validated.
Continuously update and expand the digital human's knowledge and
conversational skills to maintain user trust.

5. Facilitate Smooth Transitions:

Provide clear guidance on when and how to transition from the digital
human to a human agent, if necessary.
Ensure a seamless handoff process that maintains the user's context and



continuity of the interaction.
« Train human agents to collaborate effectively with the digital human and
provide a consistent user experience.
6. Encourage User Feedback and Engagement:
o Actively solicit user feedback on their experiences with the digital human.
e Incorporate user input into the ongoing development and refinement of the
digital human.
o [Engage users in surveys, focus groups, or beta testing to gather insights
and build a sense of ownership.
7. Leverage Storytelling and Branding:
o Create a compelling narrative around the digital human, highlighting its
purpose, personality, and the values it represents.
o Develop a distinct brand identity and visual design that resonates with the
target audience.
« Use marketing and promotional materials to showcase the digital human's
capabilities and humanize the experience.

By implementing these strategies, organizations can gradually build trust, acceptance,
and a positive perception of the digital human among users, ultimately facilitating a
successful transition from traditional Al chatbots.
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