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Accenture Technology Vision 2024

According to business leaders surveyed globally:

believe making technology
more human will massively expand
the opportunities of every industry

believe how we interact with data / , expect how we interact with Al will
is changing with Al (receiving A . transform as human interface tech
direct advice vs. broadly searching Z enables us to better understand
for information) & B behaviors and intentions

- ; 7, think it’s more important than
O pelieve g agfent.e.cosystems ; RIS . ever to innovate with purpose o
o represent a significant opportunity - e rapid potE o
for their organization

of technology advancements
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#TechVision2024

Continuing exponential tech innovation

PC
PC shipments,
millions
1.000 300M+
100
10

1980 2000 2020

1980s

Internet

Internet users,
millions

10,000
4.5B+
1,000

100

10

1980 2000 2020

Mobile phone

Mobile subscriptions,

millions

10,000
1,000
100

10

8B+

1980

2020

Cloud

Cloud spending,

$billions

1,500
1,000

500

$1T+

2010

2020

Al

GenAl spending,
$billions

o $140B+

100

50

0
2020 2025 2030

2030s+



#TechVision2024

Skepticism of technology through history

Printing Press Electricity Telephone Internet

“Writing will create “There is no safety, “The telephone “Is Google Making

forgetfulnessin the and death lurks all is the instrument us Stoopid?”
learners' souls” around us...” of the devil”
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MAKING
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WHAT THE INTERNET IS DOING TO OUR BRAINS
BY NICHOLAS CARR

PLUS:
WHY CRIME IS COMING BACK—
AND WHY NO ONE WANTS TO TALK ABOUT IT
by HANNA ROSIN
THE RACE FOR THE ELECTRIC CAR
by JONATHAN RAUCH
FEMINISM’S DIRTY LITTLE SECRET
by SANDRA TSING LOH



Presenter Notes
Presentation Notes
Source for printing press: https://www.gettyimages.com/detail/news-photo/engraving-of-the-first-printing-press-invented-by-johannes-news-photo/50788627
Source for telephone: https://en.wikipedia.org/wiki/History_of_the_telephone#/media/File:Actor_portraying_Alexander_Graham_Bell_in_an_AT&T_promotional_film_(1926).jpg

 



#TechVision2024

Tech’s vast impact on humanity

Digital Global Global
economy growth life expectancy literacy rate

1 -~
272 X A YIS 202 12% ) | 87%
faster growth compared 29 yrs - 1800s
to the physical world GDP 1800 2022

over the last decade



#TechVision2024

Al reaching human-like capabilities
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Handwriting Speech Image Reading Language Language Grade Code
recognition recognition recognition comprehension understanding inference school math generation
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productivity

of human
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Accenture Technology Vision 2024

Human by design

How Al unleashes the next level of human potential

A match Meet my The space Our bodies
made in Al agent we need electronic
Reshaping our Ecosystems for Al Creating value in A new human
relationship new realities interface

with knowledge



Trend 1

A match
made in Al
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Reshaping our
relationship
with knowledge
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Trend 2

Meet my
agent

Ecosystems for Al




#TechVision2024
Technology Vision 2024 | Human by design

The space
we need

Creating value in
new realities



Our bodies
electronic

A new human
interface



Learning from 700+ Gen Al Projects

Other Industries

Industrial
Utilities
EETL

Life Science

y

/

Top 10

Industries

Consumer Goods & Services

Banking

Comms & Media

Software & Platforms

Insurance

Public Service
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A Human by design playbook

AN

Lead _ Build Continuous responsible Transform work
with value digitalcore reinvention and talent
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H oOwW d oes Talent and New Ways of Working Work F3 Workforce S Worker
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Al-driven
Employee
EprﬁePceﬁ

Calibrating
Trust

Balance between
Automation &

Auqmerlitatilon

Brought to lite with real-world examp
between research & practice

Flow+

The Human Sciences Studio has produced a
research primer offering insights from 8 different
fields into how Gen Al could unlock optimal flow
cognitive states for knowledge workers

HAIVE

A risk mitigation framework with technical and
behavioral interventions that empowers
employees with the understanding and skills to
calibrate trust, recognize risks, enhance
performance and enterprise trust

ALTO

A generative Al-enabled customer service agent
assist to improve their contact centers
performance and experience. It understands
customer intent in real-time, recommends best
responses or actions, summarizes interactions and
populates post-contact reports

es bridging the gap
”We shape our
tools and
thereafter our
tools shape us.

- Marshall McLuhan + Fr. John Culkin
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Presenter Notes
Presentation Notes
HSS: Flow+ & Gen AI: FLOW+ | A primer on Flow in the era of Generative AI | Human Sciences Studio at The Dock (accenture.com)
Generative AI is heralded as the tech that can free workers of all levels from repetitive tasks. If so, then logically it creates time and the cognitive space for challenge-skill matched tasks that is felt as being qualitatively different from the mundane. To build a more holistic Talent Strategy in the era of Generative AI, the Flow+ and Gen AI research draws on insights from eight academic disciplines with an evidence base related to the preconditions or components of "flow". We share 4 key insights from our review of those evidence.

HAIVE: Human Sciences Studio - HSS_Haive_Trust_Final Version_HAIVE.pdf - All Documents (accenture.com)
Identifying and categorising observable implications of states of trust in human-AI interaction
Meaning of trust - The extent to which system performance drives human confidence and willingness to judge, act on, or accept its decision. And Trust calibration is the correspondence between Trust and AI capability
Automation Bias is giving undue weight to automated output over manual results: This is a particular risk for people who use decision support software for high stakes decision-making, like medical diagnoses or analysis. Automation Complacency is the failure to adequately monitor the performance of an automated system. Algorithmic aversion is an unfounded preference for manual responses over automated sources of information.

ALTO: alto - Generative ai powered call centres (accenture.com)
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..towards a Human™ Future in a workplace environment

Al-driven
Employee
EprﬁePceﬁ

Calibrating
Trust

Balance between
Automation &
Auqmel?tatif)n

Personalized, role-specific co-pilots boost
worker confidence, streamline tasks, and
enhance collaboration, driving productivity and
innovation, resulting in more enjoyable work
experiences

Current Al systems face a range of technical
challenges affecting trustworthiness, hence
building the right responsible Al infrastructures
will enable employees to learn and leverage
their new capabilities securely, responsibly, and
effectively

Organizations need to design new, balanced
frameworks to determine where Al should
augment versus automate, hinging on the
specific needs, context, scope and related risks
of the tasks

o,
75 /o By 2025, marketing organizations

that use Al will shift 75% of their staff's
operations from production to more

strategic activities

o
39 /o of marketers don't know how to use

generative Al safely

(o)
35 /o faster completion of tasks through

Al assistance, boosting agents’

overall productivity by 14%
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Presenter Notes
Presentation Notes
Generative AI's evolution is paving the way for more intelligent systems that are changing how we work and accomplish tasks. Organizations will need to rethink how skills are valued and jobs are structured. While routine roles face automation, it is knowledge workers that are predicted to be most disrupted. AI will see a broader range of jobs be automated but a further set of jobs will be augmented resulting in staff having a greater focus on critical thinking, problem-solving, and creativity. 

Becoming more deeply embedded into workers' tools, AI is allowing for smoother workflows, minimising errors, and boosting operational efficiency. The rise of intuitive, natural language interfaces radically shifts how we interact with software and data, enabling employees of all technical backgrounds to benefit from smart co-pilots that coach, upskill, guide, and enhance their decision-making abilities. Enabling a workforce to achieve new levels of agility, adaptability and impact. 

The challenge for companies will be to develop an engaging human and machine partnership  that coexist in a successful two-way learning relationship. The transition to a gen AI infused workforce will require work processes to enable short, quick cycles of experimentation and iteration and high-quality feedback loops among employees, leaders, and the gen AI applications themselves to analyse impact and limitations resulting in more effective enterprise-wide AI people strategies.

AI driven employee experiences: Personalized, role-specific co-pilots enable workers to engage with their work more confidently, streamline their tasks, accelerate team collaboration and improve productivity. This not only allows employees to focus on higher-value tasks but also bolsters their capacity to drive organizational innovation, leading to more enjoyable and fulfilling experiences.

While these new tools make enterprise knowledge more accessible and empower workers to upskill at their own pace, it can lead to junior workers being more prone to over-reliance on AI.

Calibrating Trust: Calibrated trust is the alignment of an individual’s trust with the capabilities of the system.Though these new technologies are offering a set of unprecedented benefits they also highlight new kinds of dangers and possible errors. Current AI systems face a range of technical challenges affecting trustworthiness but also boosting psychological dangers.

Calibrating the right level of trust towards new AI capabilities will be a core hurdle for organisations. Building the right responsible AI infrastructures will enable employees to learn and leverage their new capabilities securely, responsibly, and effectively.

Balance between automation & augmentation: How tasks will be approached and completed with AI will vary between cognitive augmentation and end-to-end automation , hinging on the specific needs, context, scope and related risks of the task. 

Organisations need to design new frameworks to determine where AI should augment versus automate. Developing the right balance and structures should be approached in collaboration with workers to design the most optimal workflows and enable them to be more agile and better equipped to solve complex challenges in real-time.



' HUMAN* Future
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