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AI is no longer a raw 
material 



Companies are excited about AI, but struggle to scale pilots

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

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

of companies plan to 
increase their AI 

investments 

92%
of executives

expect more than a 
5% boost in revenue

>50%



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



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



Case StudyCase Study PERSONALIZED CX  + CONVERSATIONAL AI 

 

MVP → Commercial 
Soft- Launch

>15K
Daily expected 
ChatHUE 
sessions

>3-4M
Estimated adoption 
from Behr.com 
visitors in the first 
12 months of full 
commercial launch

6mo

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

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

Which product category 
had the highest return 

rate last quarter?

How do customer support 
response times impact 
subscription renewals?

What’s the most common 
reason enterprise clients 

upgrade their plans?

User Inputs
Prompt

Output

Analyze
User Input 

for Context

Retrieve
Contextually 
Relevant Knowledge

Generate 
Response

Reference Content supplied 
to Knowledge Base

“The product category with 
the highest return rate last 

quarter was home 
electronics, primarily due 

to defective items and 
unmet feature expectations. 

Returns peaked in 
December following holiday 

sales, with smart home 
devices showing the highest 

rate of dissatisfaction.”



Making documentation your newest data asset

Customer 
support agent 
for product 
returns

Return 
policies & 
messaging 
guidelines

Gold standard 
example 
transcripts

Product 
information 
management

Verified 
Single 

Source of 
Truth Automated 

returns
Human 
oversight



Trend 2: Humans 
are searching for 
information in 
new ways



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

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

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



The search marketplace is shifting, and is only getting started



LLMs Are the new front door to the web



New tools are changing how we consume and generate information



Trend 3. Agentic 
AI systems are the 
new building 
blocks for 
automation



Would you ever write a report 
without stopping to edit?

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



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

Iteratively 
refine draft

Reflection



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

Read & 
understand 
article

Outline key 
takeaways

Draft & edit 
linkedin post

Reflection

Planning



Reflection

Planning

Tool usage



Reflection

Planning

Tool usage

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


Writing Agent

Measurement 
Agent

Social Posting 
Agent

Reflection

Planning

Tool usage

Collaboration



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

Reflection

Planning

Tool usage

Collaboration



Multimodal applications unlock new capabilities in the enterprise

Claim 
determination

Accident claim

Picture of 
vehicle 
damage

Insurance 
policy and 
coverage

Auto approve

Escalate for 
human review

Deny or 
request more 
information



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

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



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

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



The impact was more significantly felt by less skilled agents

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



Sustained use of AI improved performance even when not available

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



How it started…. How it’s going….



of data leaders have 
faced difficulty 

demonstrating the 
business value of GenAI*

of enterprises have 
struggled to convert pilots 

to production*

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

97%

67%

Average investment in 
AI in 2024**

$900K Stakeholders misunderstand or miscommunicate 
problems to be solved with AI

Difficulty orchestrating 
AI-human interactions

Insufficient data 
quality for relevant AI 
use cases

Challenges measuring 
outcomes and ongoing value 
of AI investments

Complexity establishing observability and maintaining 
AI solutions in production

Managing hallucinations, 
inaccuracies, and maintaining 

guardrails

Accounting for and 
measuring AI risk

Lack of alignment with 
business strategy



Elephant in the room



The nature of AI is also its biggest challenge

1. Recognizes patterns 2. Reacts to patterns

3. Creates new patterns



All models are wrong, some are useful



The more 
powerful the 
model, the 
more important 
the data

Advanced 
Analytics =+

Artificial 
Intelligence =+

Generative 
AI =+

Agentic AI =+

Data

Data

Data

Data



Draft a how-to guide introducing best 
practices for prompting GPT-4o

Proprietary 
pockets of 
knowledge

Common 
knowledge

Specialized 
knowledge

Hallucination 
is a function of 
information 
availability

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

Outline the 
messaging priorities 
based on OpenAI’s 
annual strategic plan 
and financial model.



AI models break with unexpected situations



And these tools 
come with new 
rules of 
engagement



As a result, 
AI incidents 
continue to 
rise

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



With more complex tasks, comes greater risk
Data 
Complexity

Task 
Complexity

Measure Predict Recommend Create

Higher 
Risk



AI is given more 
autonomy, there 
will be more 
demand for 
quality control, 
oversight & 
governance



More than 60% of 
executives cite 
concerns with 
accuracy, regulatory 
compliance, and 
cybersecurity

(Stanford AI Index 2025)

44%

66%

56%

Of employees used AI in 
ways that contravene 
organizational policies

Of employees used AI 
output without evaluating it

Of employees made work 
mistakes due to AI.

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



Use a 
risk-aware 
approach to 
manage AI 
investments

Lorem ipsum dolor sit amet, consectetur adipiscing elit

Cost

Bias Harm

Privacy 

SeverityLikelihood



Success with AI 
depends on 
catching 
‘invisible’ errors



AI makes mistakes 
sometimes

What if we could 
recognize when it 
was more likely to 
make a mistake?

For human review

Use AI, audit for 
quality assurance

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



Reduce 
inherent risk 
with guardrails 
& observability

Inputs / 
prompts

Model 
response

Toxicity

Consistent

Accuracy

Cost

Safety

Transparency



Ask your 
vendors about 
systems and 
model cards!

(examples courtesy of Google & Twillio)



Clear guidelines & ground rules enable GenAI use

Generative AI Guidelines Generative AI Tools

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

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


This is the worst 
the models will 
ever be

Models will be 
wrong sometimes

AI needs quality 
data AND humans

Three guarantees 
with AI



Don’t get 
stuck in the 
‘efficiency’ 
trap



Level 0 Level 1 Level 2 Level 3 Level 4 Level 5

The automation gap

No automation Driver 
assistance

Occasional 
automation

Partial 
automation High automation Full automation

Early automation - lane 
assist, cruise control, ABS…

First level 3 car (Mercedes),
under specific conditions

Waymo launches publicly  
in limited environments

First level 2 cars 
(Tesla)

1990’s 2010’s 2023 2020-22 

Human user primarily in control Vehicle primary in control



Input/output access scope

What is autonomy?

Task complexity Time sensitivity / speed

Information security Resilience to manipulation

Environmental predictability

User control



Tier 4
Complex, multiparty queries

Tier 4
Escalation & expert resolution

Tier 2
Technical questions

Tier 1
General lookup

Tier 0
Self-service

Reimagine the contact center as an AI-human partnership

Conversational 
experiences & full 

automation

Blend of human and 
automation

Augment expert humans 
and increase capacity



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



Recognize where AI excels

Retrieve knowledge

Retrieve answers from policies, 
product documents, procedures, 

and more

Vibe coding & analysis

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

analysis

Generate drafts

Emails, marketing copy, wireframes, 
concept graphics

Summarize & synthesize

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

See + read

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

Scale & repetition

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



And where AI makes humans even more critical

Frame the problem

Set goals, metrics, and trade-offs 
leaders agree on.

Exercise judgement

Resolve gray areas with values and 
context, define boundaries and 

sign-off.

Lead and align

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

Direct creativity

Set taste, pick the best from many 
options.

Listen and empathize

Read intent, de-escalate, tailor 
communication.

Physical presence

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



Humans + AI = 
superpowers

Trusted data & 
quality control

Guardrails

Start simple

Empowered 
humans

AI



Cal Al-Dhubaib

Head of AI & Data Science

Cal@gofurther.com

Let’s make 
AI boring
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