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Companies are excited about Al, but struggle to scale pilots

Most C-suites have Gen Al roadmaps and have begun identifying use cases. In a
2025 report from McKinsey & Company, leaders share that over the next 3 years:

92% >b0%

of companies plan to of executives
increase their Al expect more than a
investments 5% boost in revenue

Source: Superagency in the Workplace Empowering people to unlock Al's full potential | McKinsey & Company, January 2025



United Airlines
customizes 50% of all
travel updates with
their Al-powered
“Every Flight Has a
Story” initiative

9= San Francisco to Denver
Tue, Jul 22,2025 | UA 1230

DETAILS SEAT MAP  STANDBY

@ Current conditions are limiting the number of
planes allowed to land each hour in Denver,
affecting several flights. We're monitoring the
situation closely to get you to your destination as
soon as possible.

Powered by GenAl

.

UPGRADES

Estimated Estimated
7:25PM O 2h 29m O 10:54 PM
i Scheduled | Scheduled
© 7:03 PM 10:39 PM
Jul 22 Jul 22
SFO - San Francisco DEN - Denver



Dominos uses Al
to take 80% of
pizza orders by
phone

&
DUR NEWEST EMPLOVEE

OUR OFFICIAL VOICE-ORDERING
PIZZA EXPERT ON THE DOMINO'S APP.




Case Study

Your Al color assistant. I'm here to help you
find the perfect color for your project using
Behr's ColorSmart® technology.

By choosing to interact with this chatbot, you agree to the terms
of our Privacy Policy and Terms of Use and acknowledge that
you are interacting with an automated Al chatbot.

PERSONALIZED CX + CONVERSATIONAL Al

Hi there!

Welcome to ChatHUE™.

>15K

Daily expected
ChatHUE
sessions

>3-4M

Estimated adoption
from Behr.com
visitors in the first
12 months of full
commercial launch

6mo

MVP — Commercial
Soft- Launch

“If early adoption metrics—like time
saved per customer or repeat
purchase rates—prove promising, the
stock could see are-rating as the
market assigns higher multiples to its
growth prospects.”

— Eli Grant, Ainvest

Further >


http://behr.com

Trend 1.

Generative
experiences are
creating new dialogue
expectations
between existing
tools and users




Generative models become more powerful with context + content

“The product category with
Analyze = ;
@ ,,,,,,,,,,, | userinput | N I — .| Generate | Ml the highest return rate last
for Context iy Response quarter was home

electronics, primarily due
to defective items and
unmet feature expectations.

User Inputs
Prompt

 Which product category Retrieve Returns peaked in
. had the highest return @?@ Contextually

December following holiday

 ratelast quarter? Relevant Knowledge sales, with smart home
devices showing the highest

- How do customer support rate of dissatisfaction.”

. response times impact

- response. S
 subscription renewals? J = outout

What's the most common Reference Content supplied
. . i to Knowledge Base
reason enterprise clients

upgrade their plans?




Making documentation your newest data asset

y’

Verified
Single
Source of
Truth

Return

~ policies &

messaging
guidelines

Gold standard
example
transcripts

Product
information

"~ management

S DEO}[JE] N
[
= | e
_J
Automated
Customer returns

support agent
for product
returns

Human
oversight



Trend 2: Humans
are searching for
informationin
new ways




Employees are
3X more likely
to use Gen Al
than leaders
expect

Source: Superagency in the Workplace
Empowering people to unlock Al's full
potential | McKinsey & Company, January
2025

Fraction of
Occupations

0.8 1

0.6

0.4 1

0.2

0.0

~36% of occupations have
at least 25% of tasks

~11% of occupations have
at least 50% of tasks

~4% of occupations have
at least 75% of tasks

0.0 0.2 0.4 0.6 0.8

Minimum Fraction of Tasks in Use

“Which Economic Tasks are Performed with Al? Evidence from Millions of Claude Conversations” (2025)



The search marketplace is shifting, and is only getting started

= ADWEEK Signin  Subscribe Q
NEWFRONTS

Leaked Deck Reveals How
OpenAl Is Pitching Publisher
Partnerships

OpenAl's Preferred Publisher Program
offers media companies licensing deals

G opel

OpenAl has been courting publishers with select
benefits through its Preferred Publisher

Program. Hasan Mrad/UCG/Universal Images Group via
Getty Images

Business | Schumpeter

Does Perplexity’s “answer engine”
threaten Google?

Taking aim at one of the best business models of all time

The

Economist !

Google's Al Overviews: What It Is
and Why It's Getting Things
Wrong

Even an occasional mistake is a bad look for a tool that's
supposed to be smarter and faster than you and me.

Lisa Lac
¥ 6 minread >
May 27, 2024 7:51 am. PT

€he New ork Times

Artificial

Intelligence > A New ChatGPT A.l. Data Race Apple t

THE SHIFT

Can Google Give A.IL
Answers Without Breaking
the Web?

Publishers have long worried that artificial
intelligence would drive readers away from
their sites. They're about to find out if those
fears are warranted.

% Share full article &> D

Google

A\




LLMs Are the new front door to the web

< O hsk Meta Al or Search
Tiburon
Ask Meta Al 5 9 o
How do | network? & Olympic highlights videos Fas]
(=] 2 {l-) New Tab X + ntro to ping pong & Racing game videos & city living i”;g‘l
& + Chat with Gemini Recent Seesll
Q @ - Google Search Q bandon dunes X
+ @gemini - Chat with Gemini Q_  bandon dunes caddie X
* @bookmarks - Search Bookmarks yourbudsandpals %
Buds & Pals - 1new post ® | have fresh salmon, lemons,
- tomatoes. Help me plan a 5-course
® @history - Search History /) thenational & % Q meal with a dish for each taste bud| @
The National - 6 new posts ® E
& a a
® ©@tabs - Search tabs ‘Q i ’ i “bud"” Budget Buddies
- jimmykimmellive @
-/ i . ) PR X
~ gwelr tiyuioop glwielr|tlylulijolp
zixjcjviblnim
& z X ¢ v.bnm & e &
space return
123 space search




New tools are changing how we consume and generate information

= NotebookLM

Sources @

Select all sources

Data Navigator Indust...
Data Navigator Soluti...
Data Navigator Soluti...
Data Navigator Traini...
GCP Advancing Data ...

Google Pitch Deck 20...

8 ®

<]

<

&

&

<

< |

Data Navigator

[5)Add note [FConvert all ngte

4 Cursor Pricing  Features  GitHub Discord Careers Blog Signin  Download

Financial Services Use Cases
>3 Migrate in one-click

The sources do not contain any spd
ples of financial services use cases ° °

they do state that financial serviceg Th e AI -ﬁ rSt COd e Ed Ito r
try with “data regulated” data. [1]
also describe some common busing
lenges, such as data overload, silog]
tion, legacy systems, and missed of

that are relevant to all consumer-fa|
nesses, including those in the finan

6 Download for Windows

10 citations

Ask the Al about Cursor
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Al systems are the =" ”"“ TS

p— f’/,‘ <

new building D 1, L o (&
blocks for >
automation




Would you ever write a report — A
without stopping to edit?

We outline, draft in sections,
and refine as we go.




User Prompt
Reflection

recent article...”.

__________________________ . ~

|

|
— A : “I'd like to write a short LinkedIn post
x : summarizing the key points from my

|

|

lteratively ’
refine draft 0-0




User Prompt
“I'd like to write a short LinkedIn post
summarizing the key points from my
recent article...”.

o o e o o e e o o

L LIE
BN )7

(—, (—

Read & Outline key Draft & edit

understand takeaways linkedin post

article

o
W :
c(_/. Reflection
- '/
Planning

X




Reflection

Showing 1-0 of 0

Planning

Tool usage




Reflection

Deploy

Home

Explors GoFurther.AI

Seek (Database)

Seek (RAG) Insights Detect P I a n n i n g

KPI Metrics

Cost Per Clicks Clicks Through Rate: Conversion Rate Cost Per Comversion

AR $0.49 50.81% 49.85% $0.99

start Date

2021/02/15 " Lick
e st e e e | ool usage

€nd Date 2021-07-30 google
2024/01/31 2021-08-23 00:00:00 twitter  referral new_product launch  30.68

2022-04-26 00:00:00 google  social  customer_retention 1,004.3
select Source

2022-12-62 00:00:00 Linkedin video  lead_generation 5,145.6

2023-10-21 00:00:00 youtube  organic  brand_awareness 114.7
SelectiMedivn 5 2021-04-30 00:00:00 direct  video  summer_sale -418.76

2023-08-18 00:00:00 direct  social  brand_awareness 782.72

Setact! Campaign 2022-02-19 00:00:00 Linkedin organic  brand_auareness 6,583.6

¢ 2022-05-25 00:00:00 instagram social  lead_generation  1,794.82



https://docs.google.com/file/d/1M__MkhqJx7gJjaMs0CJjJBiEjSGFJhMl/preview

®
( Y Reflection

Voo [

Writing Agent & - m,i]

@1 A//'Social Posting X Tool usage
e

Collaboration

e-0

Measurement

Agent



Agentic Al complements
and extends language
models with these
robust design patterns

Reflection

Planning

Tool usage

Collaboration




Multimodal applications unlock new capabilities in the enterprise

v
Accident claim M @ Auto approve

A
/
4
/
4
————

4
Picture of E N | E]
. AL o) ” = ¢ Escalate for
vehicle ) o) — R

— , O human review
damage

Insgrance Claim Deny or
policy and determination C@% request more
coverage information




Ina 2025 study covering

3 million+ chats across

5,000+ customer

service professionals,
the use of Al improved
productivity by 15% per

(A) Resolutions Per Hour

A\ 0 Pre AT
) =3 Post Al
[ Never Al

hour. i ; ; ; ;

(Generative Al at Work, E. Brynjolfsson, D. Li, and L. Raymond, 2025)



Ina 2025 study covering
3 million+ chats across
5,000+ customer
service professionals,
the use of Al improved
productivity by 15% per
hour.

(Generative Al at Work, E. Brynjolfsson, D. Li, and L. Raymond, 2025)
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The impact was more significantly felt by less skilled agents

(A) Impact of Al on Resolutions Per Hour

Change in Resolutions Per Hour
N S
] N
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Change in Average Handle Time
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(B) Average Handle Time
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Agent Skill at Al Deployment

Agent Skill at Al Deployment

Change in Share Resolved
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Agent Skill at Al Deployment

(Generative Al at Work, E. Brynjolfsson, D. Li, and L. Raymond, 2025)
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Sustained use of Al improved performance even when not available

(A) Post-Treatment Non-Outage Periods (B) Post-Treatment Outage Periods
O J 21
5 i
5 2
£51 £21
g _g.*___w' epbpshbes it g Bhrr, o cazaai sty 4l 2V,
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(Generative Al at Work, E. Brynjolfsson, D. Li, and L. Raymond, 2025)



How it started....

Klarna is All in on Al, Plans to Slash ®
Workforce in Half

I Strong financial results for 2024 have emboldened CEO Sebastian Siemiatkowski's belief in the
power of Al.

Published: August 30, 2024

Klarna has 1,800 employees it
hopes Al will render obsolete

™) BYRYANHOGG
¥4 EUROPE NEWS REPORTER

August 28, 2024 at 6:06 AM EDT

Klarna CEO says Al can do the
job of 700 workers. But job
replacement isn't the biggest

issue.

MONEY By Megan Cerullo
WATCH Edited By Anne Marie D. Lee
Updated on: March 5, 2024 / 3:50 PM EST / CBS News

How it's going....

Company Replaces Gustomer Support With Al, Then Panics
and Forces Engineers to Work the Phones as the Al Fails

Who in the world could have predicted

@ By Joe Wilkins / Published Sep 4,2026 11:06 AM EDT

Klarna Is Hiring Customer Service Agents
After Al Couldn’t Cut It on Calls, According to
the Company’s CEO

Klarna released an Al chatbot and implemented an Al-induced hiring freeze last year.

BY SHERIN SHIBU - EDITED BY MELISSA MALAMUT - MAY 09, 2025

As Klarna flips from Al-first to
hiring people again, a new
landmark survey reveals most Al
projects fail to deliver

O BY IRINA IVANOVA 0(8
i DEPUTY US NEWS EDITOR

May 9, 2025 at 7:07 AM EDT
Updated May 9, 2025 at 1:01 PM EDT

SHARE [[]



S900K

Average investment in
Alin 2024**

97%

of data leaders have
faced difficulty
demonstrating the
business value of GenAl*

67%

of enterprises have
struggled to convert pilots
to production*

**(ABBYY Survey, 2024)
*(CDO Insights 2025, Informatica)

Stakeholders misunderstand or miscommunicate
problems to be solved with Al

Lack of alignment with
business strategy

Difficulty orchestrating
Al-human interactions

Insufficient data
quality for relevant Al
use cases

Accounting for and
measuring Al risk

Managing hallucinations,
inaccuracies, and maintaining
guardrails

Challenges measuring
outcomes and ongoing value
of Al investments

Complexity establishing observability and maintaining
Al solutions in production
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The nature of Al is also its biggest challenge

1. Recognizes patterns 2. Reacts to patterns
o al

— -|||||-|- <
— O
¢ 3. Creates new patterns

am « — ,,||,.... |;—\]




All models are wrong, some are useful




The more
powerful the
model, the
more important
the data

—— Y

ous 1,

Advanced

+ Analytics

Artificial

+ Intelligence

Generative

+ Al =

+ AgenticAl =



Draft a how-to guide introducing best
practices for prompting GPT-40

o IR
Hallucination ! ;
is a function of . Common [ e

. . > knowledge S Proprietary
information

.

. é 22 EOCthZ of
availability (9w 0 F rovedge
i QOutline the
I messaging priorities
: based on OpenAl's
I
|
|
|

Specialized

knowledge

annual strategic plan
and financial model.

Create a content outline for an op-ed on
how the EU Al Act could reshape global
import/export standards.



Al models break with unexpected situations

iPod 0.4% lawn mower 7.0%
library 0.0% power drill 1.0%
pizza 0.0% vacuum cleaner 0.4%
toaster 0.0% wheelbarrow 0.1%
dough 0.1% tractor 0.1%

Granny Smith 0.1% 0

| chainsaw 1.5%

library 0.0% slot machine 1.1%

pizza 0.0% wheelbarrow 0.9%

~ toaster 0.0% hammer 0.8%
& ‘ dough 0.0% mousetrap 0.6%
NN



Al assistants are blabbing our
embarrassing work secrets

Workplace Al tools can do tasks by themselves. Getting them to stop
is the problem.

October 2, 2024

And these tools Ay = 8 UM
come with new
rules of
engagement




300 . Total

Asaresult, .
Al incidents
continueto
rise

2017 2018 2019 2020 2021 2022 2023 2024 2025*

*Data is only for first half of 2025
Source: Al Incident Database (As of 6/30/2025)



With more complex tasks, comes greater risk

A Data
Complexity

Higher
|5" Risk

..|||....
Al

Task
Complexity

_

Measure Predict Recommend Create



Al is given more

autonomy, there N )|k i S fon
will be more e ~“L»-|-v"‘”/‘:>, ol “'\[ g
demand for i R

quality control,

oversight &

governance




Of employees used Al in
More than 60% of ways that contravene

executives cite organizational policies

concerns with Of employees used Al
accuracy, regulatory output without evaluating it

compliance, and

cybersecurity Of employees made work
mistakes due to Al.

(Stanford Al Index 2025) (Trust, attitudes and use of artificial intelligence: KPMG global study 2025)




/@ N

N
Use a D
risk-aware Bias Harm
approach to
a =
manage Al @
Investments

\\ Privacy Cost /

7 ) Likelihood P4 Severity




Success with Al 4 0 4
depends on

catching Page not found
‘invisible’ errors




The art is identifying when models are more likely to be wrong

For human review

11l W (NN
I

' [ [
g [ih:

What if we could =| =] =
recognize when it

Al makes mistakes was more likely to

sometimes make a mistake? Use Al, audit for
quality assurance



“‘ Toxicity
S Consistent 25 S
Reduce OO = q
. , i) N
inherent risk || Acouracy
. . Inputs / > <« Model
with guardrails PG = response
[e]

& observability

ﬁ Safety

Transparency @




Ask your
vendors about
systems and
model cards!

Dog Breed
Classifier

Al Nutrition Facts

Your Product Name

Description
Describe your product
Privacy Ladder Level 1
Feature is Optional Yes
Model Type Generative
Base Model OpenAl - GPT-4
Base Model Trained with Customer Data No
Customer Data is Shared with Model Vendor No
Training Data Anonymized N/A
Data Deletion Yes
Human in the Loop Yes
Data Retention 30 days
Compliance
Logging & Auditing N/A
Enter comment here...
Guardrails N/A
Enter comment here..
Input/Output Consistency Yes
Other Resources

Add any additional resources..

Learn more about this label at nutrition-facts.ai

(examples courtesy of Google & Twillio)



Clear guidelines & ground rules enable GenAl use

Generative Al Guidelines

Information Te

By [IARVARD UNIVERSITY Find Tools & Services Report a Problem About ITv
Hich - . Q

By
Initial g@ines for the use of Generative

Al tools at Harvard

@ Protect confidential data (® Review content before publication  (3) Adhere to existing academie policy

(@ Be slertfor phishing (® Connect vith HUIT before procuring

generative Al tools

Home / Generative Artficial Inteligence (AI) / Generative Al Guidelines

Generative Al is a type of artificial intelligence that can learn from and mimic large amounts of data

to create content such as text, images, music, videos, code, and more, based on inputs or prompts. The
University supports responsible experimentation with Generative Al tools, but there are important
considerations to keep in mind when using these tools, including information security and data privacy,

compliance, copyright, and academic integrity

Protect confidential data

https://huit.harvard.edu/ai/quidelines

Generative Al Tools

Information Technology

@HAR\/AR? UNIVERSITY Find Toos & Services~  Reporta Prablem~  About[Tv  (Servie Status Q

&

Generative’Al Tool Comparison

Home / Generative Artificial Intelligence (Al) / Generative Al Tool Comparison

The below table shows Generative Al tools currently available from HUIT, including the level of confidential

Harvard datafor which these tools are approved. Your School’s local IT department may also offer

additional tools.

Many other Al tools are available to the public, including tools that are free to use. However, per University,

guidelines, you should not enter data classified as confidential (Level 2 and above) into publicly-available

Generative Al tools.

Asalways, if you're considering using Generative Al tools for Harvard work, you must follow the University's

initial guidelines for use.

https://huit.harvard.edu/ai/tools



https://huit.harvard.edu/ai/guidelines
https://huit.harvard.edu/ai/tools

Three guarantees
with Al

Models will be
wrong sometimes

Thisis the worst
the models will
ever be

Al needs quality
data AND humans




Don't get
stuck in the
‘efficiency’
trap

x




The automation gap

Human user primarily in control Vehicle primary in control

A
N

Level O Level 1 Level 2 Level 3 Level 4 Level 5

A AR Al iR
@ @ @

No automation erver Occasmpal Part|a! High automation Full automation
assistance automation automation

Earlyautomationsilans First level 2 cars First level 3 car (Mercedes), Waymo launches publicly
in limited environments

assist, cruise control, ABS... (Tesla) under specific conditions

2010's 2023 2020-22

1990's



What is autonomy?

Task complexity

Information security

Input/output access scope

User control

Time sensitivity / speed



Reimagine the contact center as an Al-human partnership

Augment expert humans Tier 4
. . C lex, [tipart i
and increase capacity omprex, multiparty queries
Tier 4
Escalation & expert resolution
Blend of human qnd Tier 2
automation Technical questions

) Tier 1
Conversational General lookup
experiences & full Tier 0
automation Self-service




Al systems have doubled the length of tasks they can successfully
accomplish every 7 months

Task duration (for humans)

where logistic regression of our data
predicts the Al has an an 80% chance of succeeding

The time-horizon of software engineering tasks different LLMs METR

Find fact on web

can complete 80% of the time

6 min -
— Count words in passage :
R JPON 1
GPT-4@, .-~ T ®
36 sec o
Qwen2-72B @
Answer question -
GPT-35@
4 sec
GPT3@ .
@ GPT-2
T T T T T T
2020 2021 2022 2023 2024 2025

LLM release date



Recognize where Al excels

Summarize & synthesize

General topics, internal docs,
meetings. Pair with domain criteria.

Generate drafts

Emails, marketing copy, wireframes,
concept graphics

]

I

Retrieve knowledge

Retrieve answers from policies,
product documents, procedures,
and more

e
¥

See +read

Classify, extract fields, capture
tables. Real-time translations.

Vibe coding & analysis

15 minute horizon tasks - coding,
unit tests, documentation, and
analysis

N

Scale & repetition

Detect consistent patternsin large
volumes of data. Repetitive tasks
prone to human fatigue & error.



And where Al makes humans even more critical

Q
3 a7
Frame the problem Exercise judgement

Resolve gray areas with values and

Set goals, metrics, and trade-offs . .
9 context, define boundaries and

leaders agree on.

sign-off.
i s
Direct creativity Listen and empathize
Set taste, pick the best from many Read intent, de-escalate, tailor

options. communication.

R

AR
Lead and align

Motivate change, broker trade-offs
across functions, land decisions.

S
&8

Physical presence

Field work, care, multi-party
logistics, real-world constraints.



Humans + Al =

superpowers

Trusted data &

quality control
)
C“R \ \
AR

N i@

Guardrails Al Empowered
humans

\ Start simp J

(0

1



Further >

Let's make
Al boring

Cal Al-Dhubaib
Head of Al & Data Science
Cal@gofurther.com
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Contact:

Cal Al-Dhubaib

Head of Al & Data Science
cal@gofurther.com

im| Follow Further

Think Further Blog
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The Further Observer
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Take your business further today:
gofurther.com

Data Privacy Newsletter
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https://www.gofurther.com/our-thinking/blog
https://www.gofurther.com/our-thinking/privacy-newsletter-signup
http://linkedin.com/company/further-worldwide
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