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SAP - COMGAS

K INTELIGENCIA ARTIFICIAL -

BPS team

ARMS gathers all information on
systems and SAP using SQL/RPAs

ARMS distribute classified tickets
@ considering agents skills and historical
results (machine learning)

Accenture BPS team answer the

@ tickets based on ARMS suggestion
(wrong/correcf suggestions are used
to retraining Al solution)

ARMS feeds Power Bl dashboard
with relevant data about results and
business outcomes O




automatically populate the systems if the probability is greater than this "minimum index" (eg Probability = 97 %)

Al 1 (type) = Machine learnig
Al 2 (type) = Natural language processing |
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INTELIGENCIA ARTIFICIAL )
\) Automatic ticket resolution : In this functionality, after reaching a minimum probability index (eg minimum index = 95%), the ARMS will
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C-a Editar Solicitacdo Materiais
Minimum Index = 95%

RPA Tool

Analista Responsavel:
EDUARDO FERNANDES DE OLIVEIRA ¥
Status do Atendimento:
Aberto v

4

If “Probabilidade” > 95%,
then “Automatic ticket
Observacbes: resolution”

Favor atuar, analista responsavel esta
ausente.

Automatic ticket

Sugestdo de atendimento:

C Encaminhar Solicitacie para area (SGS) MACHINE LEARNING EVOLUTION TODAY

resolution

Probabilidade

Fechar Salvar
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OBRIGADO.

Fabiano Guastella
Digital Transformation Manager at Accenture

(11) 99308-7850

fabiano.guastella@accenture.com




