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Artificial intelligence has set in motion a wave of changes

Customer relationships

Z@ The expectations of personal customer service are rising
with hyper-personalization. Agents as customers are
transforming customer relationships.

Business processes

O
@%ﬁ\? Al-native, standardized processes designed in a
Y

completely new way enable a significant leap in
productivity.

Job descriptions

‘@’. The structure of the personnel is changing. Narrow and
routine tasks are decreasing, and job descriptions are
becoming more extensive and demanding.

/= Products and services

Conversational, personal and coaching customer
relationships require the creation of new kinds of products
and services. Al affects the pricing of services.

Organizational structures

m A new way of doing business requires renewing

organisational structures that are increasingly built
around processes.

Cost structures

- . Personnel costs are decreasing in share of total
g costs. IT costs are increasing, but absolute costs are

decreasing.

@

Management
b Rapidly developing products and operating methods, a changing personnel
== structure, and an agent workforce set new requirements for leadership. The
importance of comprehensive change management for success is
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Al agents — our new colleagues

Step 1

Humans use Al
assistants

Every employee has an Al
assistant that makes work
more efficient and faster.
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Step 2

Humans delegate
tasks to agents

b

Humans use Al to
perform certain individual
team tasks.

Step 3

Humans control networks of
agents in charge of workflows
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Networks of agents handle entire

processes almost autonomously

and involve a human in the loop
when necessary.
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What does Al F
mean?
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Change of
mindset

> "How do we do this
with Al?”, not "What do
we do with Al?”

> Technology is an

enabler, but also an end
in itself



Al Native organization

Al integrated

Al Native

Beyond Al Native

Al Assisted N f
‘ isa parto
Experimental workflows,
decision-making
) ) Al improves and learning.
Experimentation at current practices. Processes are
the individual level. Work and thinking designed with Al
No common stays mostly as-is. in mind.
practices, language
or learning.
Man age Adoption - learning, Operations — processes, practices, Offerings — products, services, interaction Outcomes - results, impact, quality Renewal - resilience, strategic learning
empowerment, structures
experimentation
Impact Hygienic — no Improved efficiency and quality, but Differentiation — Al impacts customer and Lasting competitive advantage. Relevance, Long term strategic advantage. Shaping the
differentiation, no scaling easily reproducable user value efficiency and quality. industry.
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Key to success
Strategic focus —

prioritise outcomes
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Strategic Al areas

Customer work efficiency

Conversational interfaces

Financing processes

AML/AFC

Al development

Insurance claims handling

Employee experience
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Impact and
Innovation

Results require
discipline

Invest in a culture of
innovation

If you're not failing,
you’re not trying hard
enough
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The time to act is
now

> Magnitude and velocity
of change is
unprecedented

) If you’re not acting now,
you’re already too late

> Change management is
key to success
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