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Praise for Tim Houlne and The Intelligent Workforce




The Intelligent Workforce addresses the future, where the pace of AI and automation continues to increase, as well as the new job opportunities it creates, as only humans have the ability to fully translate insights from the digital to the real world.


MARC BUNCHER, President and CEO, Siemens Mobility


Tim and The Intelligent Workforce are on the forefront of change and what it means for your business. An early adopter of the cloud and remote work, he now advocates for embracing AI and machine learning collaborating with human intuition as perhaps one of the biggest challenges and benefits business and society has ever faced.


DORY WILEY, President and CEO, Commerce Street Holdings


The Intelligent Workforce explores the transformative relationship between human creativity and machine intelligence that is reshaping our workplaces and industries. This book serves as a crucial guide for anyone eager to understand and harness the potential of this dynamic collaboration in the era of technological revolution.


STEVE ROWLEY, President, Cox Automotive


The Intelligent Workforce lays out the facts of the relationship between humans and technology (AI, GenAi, etc.) and guides the reader through the opportunities for collaboration and augmentation and the risks of misuse and replacement. Ultimately, it will be up to all of us to understand how we can leverage AI and GenAI to cocreate a better future.


BARBARA PORTER, Managing Director, CX Practice Leader, EY Consulting


“In The Intelligent Workforce, Tim lays a solid foundation and road map for AI use, advocating a practical approach for human oversight. His pioneering insights demystify AI, reassuring those wary of machine displacement. Drawing from his pioneering experience as an early innovator in virtual workforces and their supporting applications, Tim brings valuable insights into the technologies influencing customer service.”


Chris Smith, Chief Service Avenger, OnPoint Warranty Solutions
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To all forward-thinking executives at innovative companies, to the curious minds interested in the intersection of humans and technology, and to all those who believe in the power of collaboration between humans and machines. This book is dedicated to you. May this book inspire you to embrace the concept of an intelligent workforce and leverage the power of intangible and tangible AI to grow your careers and businesses.
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INTRODUCTION


WELCOME TO A JOURNEY INTO THE FUTURE OF WORK, A WORLD where humans and machines coexist and collaborate, creating an intelligent workforce that is more than the sum of its parts. This book is a guide to understanding and navigating this new landscape, where artificial intelligence (AI) and human intelligence blend to create unprecedented opportunities for businesses and individuals alike.


From the earliest tools wielded by our ancestors to the latest advancements in artificial intelligence and robotics, humanity has always sought to augment its capabilities. In the era of digital transformation, the intelligent workforce is not a distant dream but a rapidly evolving reality. It’s a world where AI does not replace humans but makes them more valuable, augmenting their capabilities and freeing them from mundane tasks. This allows humans to focus on what they do best—applying emotional intelligence, making creative decisions, and solving complex problems.


The intelligent workforce is a symphony of intellects, where cognitive human capabilities and the analytical prowess of machines meld together, creating an intelligent workforce unparalleled in history. It represents an evolution, a blend of emotional intelligence, creative problem-solving, relentless efficiency, and analytical rigor that propels organizations into new frontiers of problem-solving and value creation. Humans contribute empathetic, creative, and strategic thinking; machines bring precision, scalability, and data-driven insights, together shaping a future where the collective intelligence is greater than the sum of its parts.


However, this transformation is not without its challenges. Here we will address the subtle art of balancing technological advancements with ethical considerations, ensuring the harmonization of artificial and human intelligence yields benefits that are not merely economic but profoundly social and humanitarian.


As we move toward a future where AI and humans work side by side, it is crucial to understand the implications of this shift.
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In this book, we will embark on a journey through the framework of the intelligent workforce, exploring the dynamics of how humans and machines, with their respective strengths and vulnerabilities, converge to redefine the parameters of productivity, creativity, and innovation.


Envision a world where technological entities do not usurp but uplift—where machines do not replace but rather empower. Within these chapters lies a journey through diverse industries and multifaceted roles, exploring how this alliance between human and machine intelligence is quietly rewriting the rule book of operational excellence and strategic innovation.


So whether you are a senior leader looking for strategies needed to develop contextual intelligence to grow your business, a CEO looking to future-proof your organization, an employee navigating the changing job market, or simply a curious mind interested in the intersection of humans and technology, this book is for you.


Let’s embark on this journey together, toward a future where humans and machines collaborate to create a truly intelligent workforce. This book will help with your justification to invest in the technologies and skill sets of tomorrow for augmented intelligence, where the best outcomes are achieved when humans and machines work together.




 


CHAPTER 1:


EVERYTHING IS DIGITAL


EVERYTHING IN BUSINESS AND LIFE IS NOW DIGITAL, AND THE lines between the physical and virtual continue to blur at an unfathomable rate.


The new world of work has fundamentally shifted how businesses operate—providing employees with a real-time, constant stream of emails, messages, and digital communications. In a report posted by Canada-based company Deloitte, researchers observed that “as the distinction between professional and personal life dissolves, and the workplace becomes truly digital, employees are communicating and collaborating in unprecedented ways.”1


Social posting and real-time updates have virtually no boundaries or geographical restrictions.
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These are the questions social media users wrestle with each day. Common information individuals previously wouldn’t have considered sharing with people outside their close social circle they now freely distribute to hundreds, thousands, and even millions of people. Often, these updates are not limited to one social network circle of influence, and a message shared on one channel can be shared with the friends of numerous networks.


This same form of social influence is now applicable to work. In a report published by PwC, researchers concluded the following:




We are living through a fundamental transformation in the way we work. Automation and “thinking machines” are replacing human tasks and jobs and changing the skills that organizations are looking for in their people. These momentous changes raise huge organizational, talent and HR challenges—at a time when business leaders are already wrestling with unprecedented risks, disruption and political and societal upheaval.2





Consider for a moment the rise of digital technology in the past thirty years. Unlike previous generations that saw little technological or innovative advancement from one generation to the next, the last few decades have brought our world closer together than ever before. Video conversations with virtually any person of our choosing can take place around the globe. And this is just the beginning.


Adapt or Die


Over a decade ago, I wrote in my first edition of The New World of Work that we were undertaking a massive transition from the cube to the cloud. Business wouldn’t just be conducted in the office, and workers could work remotely. I shared how it was my belief that in the next few years, the workforce would shift and give way to a new generation of entrepreneurs who saw the value of having teams work in remote locations.


Admittedly, this declaration was met with much resistance. Working from home “doesn’t work for young kids or spontaneity or management,”3 said JPMorgan chief Jamie Dimon at Davos in 2023.


But two years of the COVID-19 pandemic revealed just how misplaced these criticisms were. To the surprise of many business owners, the forced shift to remote work increased company productivity.4 The pandemic changed the way we looked at established realities of business, such as working in an office. With many shifting to virtual workspaces, the need for physical locations became unnecessary. The same technology that blended our professional and personal lives now allows us to do our jobs from home or anywhere in the world.


The problem is that humans can be stubborn creatures of habit. We like to do and live in ways that feel comfortable. Few leaders thought they would live to see the day when most of their team did not come into an office from nine to five. But for many, this is precisely what has happened. They did not welcome this shift, but it was thrust upon them, and they faced that age-old conundrum: adapt or die.


As I’ve stated for years, work has been fractionalized, talent has been globalized. and technology has been virtualized, paving the way for a new world of work—a digital world shared with real-world artificial intelligence. And contrary to what many predict, AI, robotics, and automation are not going to destroy jobs. Instead, they are going to create new opportunities—the same way technology has done with every wave of innovation. There is a massive labor shortage today, and real-world AI in a digital world will be a welcome addition to the new digital workforce.


As life-changing as this cube-to-cloud revolution was, there is an even greater shift entrepreneurs of the next decade will face. It will dramatically impact the way they live and do business, and their ability to adapt to this digital change will determine whether their businesses survive or die.


A New Model for Work


Many executives think owning smartphones or moving away from physical files to digital means they are current with technological trends. However, entrepreneurs who plan to be in business for the long term must understand that the level of human and artificial intelligence interactions will increase at an even more rapid rate than the digital transitions of the past.


In 2023, it’s estimated that just over 85 percent of people in the world own smartphones.5 Just as a snowball gains speed and size when it rolls down a hill, the digital trends of tomorrow will far surpass the speed and size of digital trends of the past. Artificial intelligence, automation, and robotic process automation are taking the place of traditional jobs at an unprecedented rate.


“The pace of change is accelerating,” researchers conclude. “Competition for the right talent is fierce. And ‘talent’ no longer means the same as ten years ago; many of the roles, skills and job titles of tomorrow are unknown to us today.”6 On the other hand, jobs that are not lost now have digital assistance from AI and automation, improving deliverables, timeframes, and outcomes.


This new wave means large commercial leases will shrink, giving way to a rise in individuals who work from home. In fact, we’re already seeing a more blended model of the physical and home office, with many commuting to work for a few days and working from home the remainder of the week. With the increased demand for specialized talent, employers realize it is not feasible to limit their search for quality job candidates to employees living within a thirty-to-forty-mile radius of their office.


Add to this wave the growth of the gig economy, and we see a flexible workforce that can quickly adapt to changing trends and patterns of consumers. Back in 2017, Forbes projected the gig economy would surpass the full-time workforce by 2027.7 The COVID-19 pandemic only accelerated this estimation. From delivery drivers to freelance editors, large corporations and small companies alike can outsource talent to competent individuals who are skilled in a particular craft. This, in turn, means they do not need to spend as much on a full-time workforce and can work with individuals who do not need to divide their expertise in multiple areas. In an article titled “Workforce Strategies in the Era of the Gig Economy,” the authors provide this statement of cautious optimism:




There’s no question, though, that flexible labor will become a more entrenched part of the workforce. This will require organizations to think more strategically about how work is done. Delivering a good experience to temporary workers increases their loyalty to the company, helps ensure that they will be available when needed, and reduces onboarding times. Organizations that crack the code will be able to tap into these growing ecosystems faster and more effectively than their competitors.8





For managers, it is critical they adapt to this digital transformation and job reset. Work is changing, careers are shifting, and those long-sought-after titles and levels of seniority once thought invaluable seemingly devalue by the day, leaving many to conclude, “successful companies will make themselves a place where short-term and temporary workers want to work.”9


With this shift in global digitization, every individual now has a platform to share their views of the world. Few who fall into the Generation Z category are content to join an organization, show up each day to offer their contributions, and have little say concerning the ins and outs of how their departments are run. Instead, they want to be heard and have a seat at the table. And it is up to employers and leaders of organizations to adjust to this way of thinking.


Workers today want more than just a paycheck. They want a solid work-and-life balance. And if employers fail to deliver on their expectations, workers will leave and monetize their talents elsewhere. But here is the good news: AI can help improve work processes, thus making for a better work experience and creating an environment that retains skilled workers. Tasks can be completed faster, more efficiently, and with improved accuracy.


In short, for most organizations to survive in the coming decade, they must recognize the emerging patterns of the digital workforce, understand the impact these changes will have on their teams and customers, and then take proactive steps to work with rather than against these changes. Just as a surfer cannot stop the waves in an ocean, so a business owner in this digital era cannot stand against the digital tsunami headed their way. Instead of pushing against the waves, leaders must learn to adapt, ride the waves, and use them to their advantage.


Benefits and Shortcomings


This technological shift comes with its obvious benefits and shortcomings. There will always be jobs that humans alone can do. These include roles that require a moral compass and a nuanced understanding of the way the world works. As many have noted, “The future of work asks us to consider the biggest questions of our age.”10


But setting these risks aside, we find the benefits and potential of technology are tremendous. Technology is replacing and will continue to replace menial tasks such as stocking shelves, driving, and working in a call center. Yes, in the short term, technology might eliminate basic job roles. But in the long term, AI always creates fresh opportunities and requires operators to oversee its progress.


Some have embraced this shift. But others are more hesitant. A 2020 study of businesses conducted by McKinsey made this observation:




Overall, half of respondents say their organizations have adopted AI in at least one function. And while AI adoption was about equal across regions last year, this year’s respondents working for companies with headquarters in Latin American countries and in other developing countries are much less likely than those elsewhere to report that their companies have embedded AI into a process or product in at least one function or business unit. By industry, respondents in the high-tech and telecom sectors are again the most likely to report AI adoption, with the automotive and assembly sector falling just behind them (down from sharing the lead last year).11





The benefits are great. But some would argue they come with too great a price tag. For many organizations, the days of catching up with coworkers at the watercooler are things of the past as in-person interactions become less and less frequent. Is this a good thing?


The answer to this question is challenging. On one hand, the advancements that come with this change are beneficial. But if there was anything we learned from the COVID-19 pandemic, face-to-face communication is still important. In the words of Microsoft CEO, Satya Nadella, “Digital technology should not be a substitute for human connection.”12


This same McKinsey Global Survey noted above revealed “that organizations are using AI as a tool for generating value.”13 And this value is coming through revenue. The article continues by saying, “A small contingent of respondents coming from a variety of industries attribute 20 percent or more of their organizations’ earnings before interest and taxes (EBIT) to AI.”14


This survey went on to note, “These companies plan to invest even more in AI in response to the COVID-19 pandemic and its acceleration of all things digital.” But this advancement comes with a word of caution, as it suggests the following:




This could create a wider divide between AI leaders and the majority of companies still struggling to capitalize on the technology; however, these leaders engage in a number of practices that could offer helpful hints for success. And while companies overall are making some progress in mitigating the risks of AI, most still have a long way to go.15





The implications are clear. Businesses that continue to invest in AI will accelerate and widen the gap between those that do not. Where the “full saturation” point occurs and what the peak of human and AI efficiency and productivity might be remain a mystery. But in this rise and growth of AI, we must do all we can to guard against the burnout that will naturally occur with those who struggle to keep up with the changing times.


The rise of AI will make most people better off over the next few decades, but how will those who fail to adapt evolve and survive in a future world? What solutions can be put in place to address the negative impacts on humanity? And how should these issues be addressed with the same effort as the innovation?


As expert data analyst Susan Etlinger notes, “In order for AI technologies to be truly transformative in a positive way, we need a set of ethical norms, standards and practical methodologies to ensure that we use AI responsibly and to the benefit of humanity.”16


The Rise of Artificial Intelligence


If you’ve never watched the documentary AlphaGo, you need to. In it, American filmmaker Greg Kohs tells the story of how a team of artificial intelligence researchers at DeepMind, a British-American artificial intelligence research laboratory, were able to craft a self-learning program that was able to beat the reigning world champion of the popular age-old board game Go. Unlike the Deep Blue program that beat Gary Kasporov in 1997 by having a team of professional chess players insert their knowledge of the game, the artificial intelligence used in this instance was a machine learning program that continued to get better and better with time.


At its core, Go is a simple game that has the basic objective of claiming as much territory on a board as possible. But while the premise of the game is easy to grasp, the almost infinite number of positions that can be played make it impossible for the human mind to master. In fact, the number of configurations on a Go board are more than the number of atoms in the entire universe.17 As one of the founders of DeepMind, Demis Hassabis, stated, “Even if you took all the computers in the world and ran them for a million years that wouldn’t be enough compute power to calculate all the possible variations.”18


This was the ultimate test for AI advancement. Virtually everyone thought AI was decades away from beating the best minds in Go. But in October of 2015, AlphaGo defeated the European champion Fan Hui in five straight matches, proving the incredible advancement AI had made. Still, the world was skeptical and doubted a program like AlphaGo could compete with the best player in the world at that time in Lee Sedol, who was rated seven levels higher than Hui.
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