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We tend to overestimate the effect 
of a technology in the short run…

…and underestimate the effect in 
the long run.

Roy Amara



AgendaGartner hype cycle

AI Agents

CoPilot

ComMining IDP RPA



Self driving cars?



But underestimate in the long term…

6 August 1991 was published 
first-ever website Info.cern.ch 
(www invented in 1989)

Tim Berners-Lee, 36 year-old scientis



But underestimate in the long term…

„People say the Internet will replace stores. It will 
never happen. (…) shopping is a social experience.”

Charles Wang, founder of Computer Associates, 1997

„The internet would soon go spectacularly 
supernova and in 1996 catastrophically collapse.”

Robert Metcalfe, The inventor of Ethernet, 1995



Title
What really works in SSC/GBS?





BEIGE
WORKHORSES

Robotic 
Process 

Automation

GenAI
Chatbots

GenAI
Agents

ERPs

Process
Intelligence

Process Mining

IDP

Communication
Mining











AgendaAI Chatbots & AI Assistants & AI Agents





We tend to overestimate the effect 
of a technology in the short run…

…and underestimate the effect in 
the long run.

Roy Amara
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