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WHY ARE WE 
TALKING SO MUCH 
ABOUT AI ?
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Suddenly…
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But wait! 
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The new AI tools are a revolution 
in both technology and interface

Large Language 
Models

Dialog-based 
interface +
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“The best interface               
…is no interface”

Golden Krishna
Designer and author of the best-selling book

”The Best Interface is No Interface”
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Crystalized Fluid
 INTELLIGENCE

Facts & Logic

 INTELLIGENCE
Reasoning & Creativity
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(Natural) language 
is the new keyboard
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A long time ago, in a 
galaxy far far away..

 .. a consultant from Gartner decided, that Chatbots were 
not hype anymore, and would flatline in a few years

●15

Gartner, 2021. The 4 Trends That Prevail on the 
Gartner Hype Cycle for AI 

https://www.gartner.com/en/articles/the-4-trends-that-prevail-on-the-gartner-hype-cycle-for-ai-2021
https://www.gartner.com/en/articles/the-4-trends-that-prevail-on-the-gartner-hype-cycle-for-ai-2021
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Conversational AI capabilities have the power to support 
across multiple channels but is often confined to just 
meaning “a chatbot”. The key is to leverage your underlying 
language models across channels to optimize value. A 
chatbot is just one manifestation of the underlying capability

MORE THAN JUST “A CHATBOT”

Deploy your best resources – your advisors and agents – in 
the high-value conversations. Integrated channel hand-over 
ensures you don’t leave sales or sensitive interactions to 
automated dialogue. AND use CAI internally to support 
on-boarding, internal time spend on searching for 
information or asking a colleague for help

EFFICIENT RESOURCE UTILISATION

Enabling CAI to support self-service and automate 
low-value conversations. CAI can introduce fully automated 
channels such as voice- and chatbots, increasing 
availability while decreasing costs

CHANNEL CONVERSION
CORE 
DATA

PHONE APPS

Channels

VOICE- / 
CHATBOT

WEB 
FORMS / 
EMAIL

SOCIAL 
MEDIA

Conversational AI – the ability to 
understand language and generate 
responses
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1. OPEN BOTS

• FAQ based chat- and voicebots

• Requires no identification of case 
or customer

• Simple, open questions with 
generic answers

 2. PERSONALIZED BOTS

• Voice- and chatbots able to provide 
answers to personalized or 
customer specific questions

• Identification (case ID, user, etc.) 
required

• Can give specific answer, i.e.. 
status on account or similar

 3. TRANSACTIONAL BOTS

• Bots that can execute on tasks by 
request

• Connected bots, that interacts with 
underlying systems or RPA setups

• Allows agents or customer to, for 
example, change a payment or 
update information

 4. CONTEXT AWARE BOTS 
 AND VIRTUAL AGENTS
• Bots aware of context, i.e., 

assisting on a specific webpage or 
in a self-service flow, if the user is 
stuck or needs help

• Virtual Agents and Digital Humans 
are future bots, rendering digital 
humans able use facial 
expressions and more to create a 
complete virtual service experience

A strong foundation enables a 
journey with Conversational AI – 
from simple, open bots to 
transactional bots and onwards
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 Operations

 CUSTOMERSFINANCE
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A real life case
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I often cannot find what I am looking for, 
even when I know it is there, because I 

wrote the article myself.

Employee & Editor of the old knowledge base

CASE DATA

For internal use only – delete 
before sharing

Client name: ATP 
(Arbejdsmarkedets 
Erhvervssikring)

Maconomy project name: 
Intern chatbot løsning

Industry: Public

Keywords: Conversational 
AI, Internal chatbot, 
Knowledge management

Year(s): 2023

Implement contact person: 
LISV
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Situation and 5 challenges

1
 Employees could not keep up 
with tasks and inquiries  Onboarding took long

 For weeks, an experienced 
colleague had to be listening in on 
every call new employees had, 
supervising the new employee on 
processes, systems and work 
arounds to get the job done.

2
 Knowledge was hard to find

3

 AES could not handle all incoming messages in 
time. The “inboxes” for the front facing employees 
had thousands of tasks waiting and only 75 
employees to handle them.
 Getting an answer from AES took longer than 
promised to the citizen in AES service targets.

 Even when the knowledge was in the 
knowledge base, the employees could not 
find it. Even the knowledge base editors 
could not find the articles they wrote.
 Resulting in most employees abandoning 
the knowledge base.

 Service targets were not met
 AES was struggling to meet its service targets for citizens, 
particularly with regards to response and processing times and 
at the same time wanted to try out new technology to solve 
those issues. Five specific challenges were identified.
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 Asking a colleague was time 
consuming
 When no help was found in the knowledge 
base, asking a colleague for help was the 
only solution thereby wasting both own and 
the colleague’s time to find the right answer.

 Updating the knowledge base was 
cumbersome
 When legislative or technical made it necessary to update 
the systems, it was cumbersome to get guides updated in 
the knowledge base because of an outdated knowledge 
base system – resulting in incorrect content and 
misguiding of employees.
 To help solve the problems a new, second knowledge 
base was instigated in Microsoft Teams, only resulting in 
even more confusing knowledge management.

4

5
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 To ease the access to subject specific information and reduce time spent searching existing knowledge 
base(s) or asking a colleagues, it was decided a new approach was needed. 

 For that purpose, we were brought in to build a brand-new conversational AI one-stop shop for knowledge in 
the shape of an internal knowledge base chatbot.

 As a part of this three phased implementation, a Delivery- and Operating Model for the chatbot solution was 
also included.

12 
weeks

Solution

 12
 w

ee
ks

 p
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je
ct

 Go live after 4 weeks
 The chatbot was trained on the two most 
important topics for the employees and was ready 
to be released in the first version. Getting out 
there to meet the employees and deliver impact.

 Week 1  Week 2  Week 3  Week 4  Week 5  Week 6  Week 7  Week 8  Week 9  Week 10  Week 11  Week 12

 Preparation + Certification

                         Development + Test

 Hypercare  Hypercare + Optimization R
el

ea
se

 v
. 1
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se
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. 2

 Preparation + Certification 
 In the first phase, we onboarded and introduced internal 
resources to Conversational AI (incl. certifications in the new 
platform), while gathering and analysing data, establishing a 
content roadmap for the chatbot.

 Development + Test 
 During the second phase, we taught the internal employees 
to work with Conversational AI: Building dialogue flows, 
training the NLP and testing the solution.

 Hypercare + Optimization
 As the first version of the chatbot went live, the hypercare 
stage as initiated with daily conversation reviews, AI training 
and development of new dialogue flows - expanding the 
chatbot with more knowledge every day.

Release

 Internal knowledge base chatbot
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 Center of Excellence
 The newly trained internal employees can update 
the chatbot in a matter of minutes, when 
processes change, or new workarounds are 
published for employees to use.

 The helpful chatbot
 After 12 weeks the chatbot could help employees 
with the most asked questions in a highly 
complex legal area. 
 With a resolution rate of over 90%, meaning that 
the newborn chatbot had 9 out of 10 answers 
perfectly right the chatbot did a good job helping 
the employees quickly.
 Knowledge is now centralized in one location that 
is easy to find, use and understand patching the 
"holes" in the existing knowledge base.

From 
minutes to 

seconds

The impact

CoE
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Cant we just use 
ChatGPT?…
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Contrasting experience 
LLM-only bot vs. a hybrid 

solution

Hybrid

+ Orchestration tools – adding the ability to 
perform automations

+ better analytics & performance insights

LLM-only
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 When a user interacts with the chatbot, the input is processed 
by the NLU component, but matched to pre-defined answers

 Predictive models

Generative or Predictive AI chatbots?

 “Single Model Approach” 
= 

Choice of Certainty vs Risk

 “Hybrid Model Approach”
=

Best of Both Worlds

 Natural language user query is processed, broken down, 
extracted and matched to the most likely pre-written 
response based on the model's training data. 

 Predictive models

 Generative Models

 MORE EFFORT

 Answers are generated and will vary depending on the 
phrasing of the question

 By generating large quantities of training data, writing- and 
rewriting response suggestions, suggesting new flows and 
much more, the capabilities of the AI trainers and model are 
accelerated manyfold, while retaining certainty, security and 
extendibility

 Generative Models

 CERTAINTY

 CERTAINTY MORE RISK SPEED  SPEED

 NLU

 Customer input 
questions in 

natural language
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Conversation Design 
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And there are so many cases for 
using AI to support Conversations
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AI-Powered documentation: Faster, cheaper, and more accurate

 *Assuming 100-150 words per minute for speaking and 10-15 words per 
minute for typing. Not counting time to access keyboard. 

The challenge
• Documentation is a tedious 

and error print process.
• This leads to non-compliance 

and poor quality in most 
documentation processes

The impact
• 10x acceleration* 

or entirely automated, 
depending on the conversation

• 82% prefer AI over human 
documentation

• 5% total work reduction
compared to before AI 
documentation

• 8 out 8 quality dimensions 
AI out-performs humans

The solution

AI performs a 
comprehensive 

transcription
Ensures full 
transparency

User speaks 
documentation

Speaking is 10x faster* 
than typing

Solution works in over 
100 languages. Can 

harmonize in English

Advanced generative AI 
applies documentation 

template
Ensures quality, 
compliance and 

conciseness in final 
documentation

Documentation is 
inserted into core 

system
Works with any system 

available to the client

(optional)
Documentation is 
flagged for human 

review
Through either 

notification or queue 
system, documentation 

can be reviewed by 
humans to further 

increase quality and 
responsibility

A case from a Danish pension provider
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Reduced processing time from up to 30 minutes 
to less than 3 minutes per document

 Implement collaborated with a large public authority to enhance their document 
processing capabilities using Generative AI. The project aimed to automate the 
handling of semi-structured letters related to a data-heavy area, traditionally 
managed through an 80-page SOP.

 Implement developed an AI-based web app that significantly reduced 
processing time from up to 30 minutes to less than 3 minutes per document. 
The app demonstrated high accuracy in identifying relevant data points, 
eliminating hand-overs and reducing errors from manual handling.

 This initiative positioned the authority as a leader in national pilot projects.

From 30 to 3 minutes – 
complex document 
processing efficiency

●31

CASE STUDY
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 A leading life science company partnered with Implement to simplify their 
document repository using AI. The project tackled redundant and overlapping 
content by developing a similarity model, focusing on global policies, covering 
more than 500 compliance related policies.

 Machine learning algorithms helped identify overlaps between policies, and an 
agent based generative AI workflow intelligently rewrote and consolidated 
documents - which was finally annotated and handed over for human review.

 The consolidation created the foundation for a new simplified document 
structure, which was required to expand operations in multiple global markets.

Using AI to rewrite 
compliance documents in 
a large pharma company

●32

CASE STUDY

 Zoom
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Similarity analysis | 130.300 combinations of document-pairs

 Process Validation & Controls 1. FDBD-26219: Process Validation
 2. FDB-POL-0007: Validation

Animate slide 28-29 to create a visual case story, 
of AI identifying document deltas and building 
recommendations for consolidations.
Who can do a screen recording / animation to this?

 Audits and inspections  Process validation & Controls

 Supplier management
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Enhanced service level without increasing 
workload of case handlers

 Implement partnered with a prominent non-profit foundation to completely 
change the communication with applicants. Due to lack of resources, 
non-selected applicants would not receive a substantiated response. By utilizing 
Generative AI, Implement developed response templates that could be send to 
these applicants, ensuring timely and courteous communication. 

 This initiative enhanced the foundation's service level without increasing the 
workload of case handlers. As a result, the foundation experienced improved 
applicant satisfaction and streamlined their administrative processes.

Enhancing customer 
experience with GenAI at 
prominent non-profit fund

●34

CASE STUDY



 35

!



 36

So what are people using AI for at work?
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To ensure benefit realisation of AI, organisations should combine a bottom-up 
with a top-down approach, to unlock the potential

Strategy
Provides overall direction

‘Bottom-up’ approach

• Drives the value identification of 
the right use cases within 
identified themes

• Experimentation and learning in 
the organisation, creating 
ownership of solutions

• Upskills and teaches the 
company to work with these 
technologies

‘Top-down’ approach

• Secures anchoring of the 
strategic aspiration

• Considers all elements of the 
operating model dimensions

• Ensures realisation of value & 
long-term perspective on 
solutions

 ‘Bottom-up’ 
 approach

‘Top-down’ 
approach 

AI aspiration
Long-term goals & strategic focus areas 
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Implement’s view on the generative AI 
adoption journey

 Personal productivity
 Business process efficiency

Minimum reaction

No organised use 
(personal exploration). 
Only guidelines and 
procedures.
E.g. ChatGPT

Initial exploration

Use of publicly available 
GenAI tools and 
services.

E.g. Co-pilots,  advanced 
ChatGPT

Structured 
adoption

Strategic direction to 
harvest AI business 
opportunities (own 
data).

E.g. Internal GPT for data 
safety and drive adoption

Advanced 
implementation

The organisation 
implements 
sophisticated 
GenAI setups (high- 
volume data).

E.g. Internal GPT and 
RAG setups for business 
process use cases, apps

Workflow use 
cases

The organisation fully 
integrates GenAI into 
business workflows.

E.g. Use cases, 
including agents, scaled 
setups and platforms
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The AI challenge The AI team

Technical

Business

Technical

Business
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How may I 
help you…
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Avoiding mistakes with AI
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 https://huggingface.co/spaces/Kwai-Kolors/Kolors-Virtual-Try-On
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 Thank you.

 Mads Kaysen

 www.linkedin.com/in/madskaysen/

 MKAY@implement.dk
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