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So, What’s The Big Deal About AI Anyway?

You’re probably aware that Artificial Intelligence (AI) and Machine Learning (ML) are the future of intelligent 
process automation, and they have been defined in many various ways. However, knowing the importance of 
something and leveraging it effectively are two very different things. This guide aims to provide real life use cases 
on how AI and ML tools are being used to help organizations contain costs and maximize human capital through 
the technology-enabled automation of common business processes.

Whether you’ve realized it or not, AI is already all around us, and we interact with it almost daily. If you’ve ever used Siri, Alexa, or Hey 
Google, then you’ve engaged with an AI tool. 

Simply put, AI and ML both describe the advanced capabilities of computers to perform tasks using human-
style decision making. ML is a component of AI, and is used to depict the ability of AI tools to continually 
evolve as they’re exposed to increasing amounts of data and information. Through Natural Language 
Processing (NLP), AI tools receive requests in the form of text and speech and then make decisions on 
how to respond. AI devices aren’t directly coded with a response for every nuanced conversation, but 
they’re coded enough to be able to make inferences on what a user wants, based off the query it was 
asked. It’s still just programming and algorithms, but the machine can essentially make informed 
guesses based on what it has seen in the past to respond to a current request. So in effect, the 
machine learns how to respond better over time, based on knowledge from previous interactions. 
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The Difference Between Automation and AI

While automation and AI do share some similarities, it’s important to know the differences between the two, so you can understand 
the full capabilities of the tools available. 

Technology that uses traditional automation relies directly on a set 
of given parameters that it constantly must refer back to. Even with 
advanced automation, (e.g. an airplane’s auto-pilot and a car’s  cruise 
control) there’s no thinking involved. The machine does exactly what 
it was told to do. AI technology is very different. It essentially makes 
educated guesses on what response/action is needed, based on a 
variety of factors that are always changing. 

The long and short of it is that AI and ML are basically process 
automation on steroids. It’s here to stay and it’s making big strides 
in improving productivity and efficiency. While mainstream access 
to advanced AI technologies — like self-driving cars — are coming 
sometime in the near future, there’s plenty of ways to take advantage 
of AI today. In fact, that’s the big deal; very advanced AI technologies 
are now available pretty much to everyone.

http://www.withum.com/digital
http://www.withum.com/digital


withum.com ©2019 WithumSmith+Brown, PC 

HOW TO LEVERAGE ARTIFICIAL INTELLIGENCE (AI) FOR YOUR BUSINESS

AI Capabilities
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VISION SPEECH LANGUAGE KNOWLEDGE SEARCH LABS
From faces to 

feelings, allow your 
apps to understand 
images and video

Hear and speak to 
your users by filtering 

noise, identifying 
speakers, and 

understanding intent

Process text and 
learn how to 

recognize what users 
want

Tap into rich 
knowledge amassed 

from the web, 
academia, or your 

own data

Access billions of 
web pages, images, 

videos, and news with 
the power of Bing 

APIs

An early look at 
emerging Cognitive 

Services technologies: 
discover, try and give 

feedback on new 
technologies before 
general availability

Advanced Virtual Assistant Capabilities
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Using AI In Your Business

Probably the most common enterprise example of AI in action is the use of chatbots (often called Virtual Agents). 
Head over to almost any Fortune 500 website, and you’ll be able to chat with a company “rep” who is almost 
always going to be a virtual agent (bot). Once considered wildly unaffordable, today, the tools used to create these 
bots are now easily accessible and reasonably priced. 

Virtual bots and agents are able to augment human capital, creating opportunities for employees to focus on high-value tasks and 
meaningful activities.

Three Common Business Processes Best-Suited For AI Intervention

The best types of processes to replace with AI and ML tools are those that only require human intervention when escalation or exception 
handling is needed. Three common examples of these processes include:

INFORMATION 
HANDLING

DOCUMENT 
RETRIEVAL

TECHNICAL 
REQUESTS
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1. INFORMATION HANDLING 

Every business has a HR department that receives thousands of requests a year pertaining to everything from inquiries around leave 
balance, to 401k contribution increases. Offloading these requests onto a virtual agent is the perfect way to free up your staff to take care 
of more important and pressing activities. Rather then having to email or phone a HR rep and wait for a response, employees can simply 
type (or speak) their request into a chatbot and receive an answer/solution almost immediately. This type of bot is good at handling 
requests like:

 ■ How much PTO/sick time/leave do I have?
 ■ I need to schedule some upcoming time off
 ■ I need to check the status of a benefits claim
 ■ Where do I go to submit feedback?
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2. DOCUMENT RETRIEVAL

Aside from information and request handling, bots are also great at document retrieval. Regardless of whether you actively engage in 
document management, searching through a company drive for something you need is never fun and rarely a quick process. With just 
a click, virtual agents are able to comb through extensive document libraries and surface the most relevant version of what’s needed, 
almost immediately. This type of agent is good at handling requests like:

 ■ Find me the latest capabilities deck
 ■ Find me [client's] brand guidelines
 ■ Do we have a template for [X]?
 ■ What’s our content schedule look like?
 ■ Where’s the proposal on [X] we worked on months ago?
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3. TECHNICAL REQUESTS 

Many organizations come to us with the need for a bot that can handle simple technical requests. It’s a waste of time to have in-house 
technicians address every technical issue themselves, when they can easily be handled by a virtual agent. Technical bots are good at 
handling requests like: 

 ■ I need to reset my username and password
 ■ I need to open up a support ticket for [X]
 ■ Help, I’m having trouble doing [X]
 ■ [X] isn’t working for me, what do I do? 
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Six Steps to Get You Started with AI

The vast majority of AI tools are now built and based in the cloud, which makes them 
more accessible and affordable than ever before. Leading providers, like Microsoft, 
make it easy to build customized AI and ML applications for a variety of needs. 
However, even with these tools at their fingertips, many organizations struggle to 
figure out how to leverage AI to meet pressing business problems. So, we’ve put 
together six tips to help you get started.

ONE: MAKE A LIST OF PROCESSES YOU THINK WOULD BENEFIT FROM AI

Think about the many processes that keep your business running from day-to-day and the steps associated with 
them. Once you have your list of processes and related tasks, begin to prioritize them, perhaps focusing on those that 
involve document creation or financial reporting. Simply ask yourself what processes would be better if they could 
be automated or even simplified. If the time and resources are available, it might be worthwhile to engage in a 2-Day 
diagnostic to help identify key processes and determine how AI can help solve your most pressing business challenges. 

TWO: DETERMINE THE AI SERVICES THAT APPLY

Once you determine where your organization can benefit from AI implementation, you’ll be able to build your virtual 
agent/bot with the appropriate AI services — text analysis, speech analysis, data analysis — to name a few. Text vs. 
speech input involves different AI capabilities, so if you need to support both (and most do) then your bot will need 
to be programmed for both. Just remember that most AI solutions access existing information platforms, so it’s not 
necessary to fundamentally change your back-end systems; you (or your customers) just need better access to them. 
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THREE: HIRE OR TRAIN AN INTERNAL AI TEAM

Even if you decide to engage with a dedicated AI partner, you’ll still need to hire or train an in-house AI team who 
understands how your specific AI solutions work and how they leverage your existing backend systems. Not only 
can internal staff assist with troubleshooting and user adoption, they act as both pioneers and innovators — helping 
you stay ahead of the latest AI technology and knowing how to take advantage of these constantly changing tools.
Remember: AI vendors are constantly improving their capabilities, and keeping up with these changes is important —
and admittedly difficult.

FOUR: PROVIDE ROLE-SPECIFIC AI TRAINING AND EDUCATION

Once you’ve built your AI solution and trained an internal IT team, you still need to roll-out company wide training and 
education programs. To ensure the new technologies or solutions are understood and adhered to, you’ll want to tailor 
your training to be role-specific. For example:

C-Suite, Executives, Senior Leaders
Senior leadership needs to have a complete and thorough understanding of what AI can do for the organization, so they’re able to allocate the appropriate amount 
of resources (time, money, people) to leveraging AI as effectively as possible. Providing the right training makes it easier to get buy-in on future AI initiatives as the 
technology continues to advance and evolve.

AI Project Managers
AI project managers need to have a detailed understanding of how an organization’s specific AI instances work, so they can monitor project timelines, provide 
direction to engineers, put in resource requests when needed, and report on progress to senior leadership. 

Technical Engineers
Your engineers are the ones building your AI applications, so naturally they need to have a deep technical understanding of artificial intelligence, machine learning, 
and natural language processing. They should be able to execute AI projects from start to finish. Most AI platform vendors provide certification training and 
seminars to keep your folks in the know. It’s a great idea to keep up to speed on what is offered so your team is engaged and on top of the flood of changes that 
come every month.
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FIVE: DETERMINE YOUR AI STRATEGY AND ROADMAP

Before building or implementing anything, you need to develop an AI strategy and roadmap. Your strategy will help 
determine how to specifically leverage AI across your organization, and allow you to prioritize your AI initiatives. 

SIX: CUSTOMIZE YOUR STRATEGY TO FIT YOUR INDUSTRY 

Last, but not least, you’ll need to make sure your AI strategy takes into consideration any and all industry specific 
security and compliance requirements. For example, some industries are document intensive; understanding how AI 
helps in these businesses is a must. In fact, AI tools can help you figure out what documents you need to keep and what 
retention policies are required to comply with specific regulations.
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Ensure a Successful Digital Transformation

To ensure your AI implementation is successful, keep in mind the following:

STRATEGY DEVELOPMENT IS VERY CRUCIAL

We can’t stress enough how important it is to develop an AI strategy and roadmap, prior to getting started. 
Developing a good strategy involves determining your specific AI needs, and that’s a critical step. Maybe you’re 
getting a ton of help desk requests that are too much for your staff to handle. You may not have the budget to 
hire additional staff, or you may want your team to focus on more important tasks. Introducing AI can be an 
efficient and cost effective solution.

UNDERSTAND WHAT AI CAN AND CANNOT DO FOR YOU BUSINESS

The capabilities of AI are advancing every day, but there are still constraints on what can realistically be 
accomplished, so keep your AI projects simple. When getting buy-in on AI, don’t focus on what it takes away, but 
how it can transform an employee’s workload from the mundane to the meaningful. Figure out what you need 
your people to be doing more of, and that’s where you can shift the time-saved from utilizing AI. 

SECURE ALL THE RESOURCES YOU NEED BEFORE MOVING FORWARD

While AI is extremely cost effective, any technical engagement requires the investment of monetary resources 
into the actual development of the application. However, it’s equally important to invest resources into making 
sure your IT team is thoroughly trained with a detailed understanding of how AI works. The technology and 
capabilities are changing fast, and in order to remain competitive, you need your staff to stay ahead of the 
curve.
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Engage With a Dedicated Partner

So where do technology partners fit in? Since AI is changing so quickly, you want a partner that’s an expert on 
specific AI technologies. For example, if you want AI to help find or characterize documents, a partner versed in 
AI tools around speech, search, and general cognitive services may be needed. Remember, the partner should 
augment your own expertise and help reinforce the needs of your internal AI business leaders and engineering 
staff.

It might also help to stick with a single AI platform when you’re actually ready to deploy AI. Using Microsoft, Google, and Amazon as 
examples, using tools from different vendors generally complicates things because they do things differently. So once you choose your 
platform, it’s usually best to stick with it. Most businesses are using Microsoft tools in some way or another, so AI services on Azure are 
worth a look because they probably fit with your existing technology backbone. They’re also affordable and have more capabilities than 
ever before, so if you’re a Microsoft shop, pick a partner that knows Azure. 

Artificial Intelligence will disrupt the workplace in the coming years; now is the time to get ready. Select a pilot project to test AI 
capabilities, so you can understand how it can transform your workplace and enhance your processes. 

Ready to Incorporate AI into Your Business Operations? Contact us online today and we will show you the benefits of embracing AI and 
Bots. Or reach out to Dale Tuttle directly at dtuttle@withum.com, or contact us at (240) 406 9960 to get the conversation started.
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READY TO INCORPORATE AI INTO YOUR BUSINESS OPERATIONS? CONTACT US TO TO HEAR THE BENEFITS OF 
EMBRACING AI AND BOTS IN YOUR ORGANIZATION.

Click To Visit Us Online.
withum.com/digital

Call Us At (240) 406 9960
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