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Executive Summary

With so much hype around AI, we’re delving deeper 
to discover the real-world applications of AI and how 
it impacts the digital workplace today. For this report, 
created by Unily, we have partnered with Sam Marshall 
from ClearBox Consulting, as well as Microsoft’s experts 
in the field of AI. In this report, we want you to gain a more 
grounded understanding of AI advances and how you can 
benefit from employing them in your digital workplace.  

Artificial Intelligence, or AI, is 
everywhere. It’s in your car, tracking 
the safest distance between you and 
the vehicles in your perimeter. It’s in 
your phone, powering features like 
advanced camera depth maps and 
filters. It’s even in your streaming 
service, analyzing and suggesting 
what you might like to watch next. 
AI is in equal parts automation and 
personalization, making your life 
easier, giving you more quality time 
for things that matter. But is AI, as 
reported in various media outlets, 
also about to put you out of work? 

We start by defining AI and exploring 
its history and evolution, from the 
early 20th century to the present day. 
Following on, we debunk popular 
myths that have grown around AI, 
including the myth that only large 
enterprises can afford to implement 
AI capabilities. We then focus on 
the most popular AI tools on the 
market, as well as our top 3 focus 
areas for the digital workplace and 
Microsoft’s exploration of the ethics 
of AI, followed by a glimpse into the 
future. This report culminates in a 
straightforward business strategy, 
guiding you on how to adopt AI to 
bring value to your digital workplace. 
This strategy will take you through 
understanding your business pain 
points, identifying quick wins, 
and integrating AI services.

#1
What is AI? 

Technology is cyclical. When new 
advancements come along, they shift 
our perception of what is possible. 
AI has been evolving for decades, in 
techniques and scope. However, the 
base definition of AI has remained the 
same: a machine capable of showing 
a degree of human intelligence. We 
look at the three most common 
types of AI and explore precisely 
what AI is and what it is not. 

#2
The evolution of AI 

AI has been around in different 
guises for longer than you might 
think; it’s been a hot topic since 
antiquity when philosophers 
considered the implications of 
artificial beings. However, it’s only 
in the 20th century that the term 
Artificial Intelligence came to be, 
more specifically in 1956, when John 
McCarthy, an American computer 
scientist, organized the Dartmouth 
Conference. Also, in the 1950s, Alan 
Turing, the English mathematician 
and pioneer, developed the Turing 
Test, to see whether a machine can 
show intelligent thought. No computer 
has until now passed the test.

#3
AI myth-busting

We gather the five most widespread 
AI myths to expose what’s hype while 
grounding them in the current state of 
AI advances. We begin with the most 
famous legend of all, that AI will take 
people’s jobs. Venture capitalist Kai-Fu 
Lee predicts that AI will replace 40% of 
current posts in the next 15-20 years. 
However, a Deloitte survey portrays 
a more balanced view, with only 11% 
of AI experts expecting substantial 
job displacement as a result of AI. 
It’s, in fact, much more likely that AI 
will bring about the era of upskilling 
and new exciting job opportunities. 

#4
AI in the  
digital workplace 

Gartner states that the digital 
workplace “enables new, more 
effective ways of working, raises 
employee engagement and agility, 
and exploits consumer-oriented styles 
and technologies.” Based on this, 
we believe that AI should refine and 
speed up the digital workplace, taking 
productivity to a new level. We see 
the role of AI in the digital workplace 
as a way of streamlining processes 
and supporting your workforce to 
achieve extraordinary results. 

#5
The future of AI in  
the digital workplace 

The future of AI in the digital 
workplace is full of exciting 
discoveries and groundbreaking 
work. But what does this mean for 
your job roles? We look to the near 
and medium to long term future to 
predict where the digital workplace 
might be heading. Crucially, we 
propose a dualist approach that 
would benefit both humans and the 
advancement of AI technologies.

#6
How you can develop 
your own digital 
workplace AI strategy

We present five steps that you 
can follow to take advantage of AI 
advances in the digital workplace. 
Start by defining your digital 
workplace strategy, then examine 
your business pain points. Focus 
on integration to create consistent 
and streamlined digital experiences, 
for maximum value. Next, we 
look at how change management 
keeps users in the loop. We wrap 
up with a look at the importance 
of metrics to analyze and report 
findings, and use learnings for future 
opportunities. Sam Marshall also 
offers his practical tips to consider 
when implementing AI services in 
your digital workplace.Finally, Sam 
Marshall offers his practical tips 
to consider when implementing AI 
services in your digital workplace.

This report culminates in a straightforward business 
strategy, guiding you on how to adopt AI to bring value 
to your digital workplace. This strategy will take you 
through understanding your business pain points, 
identifying quick wins, and integrating AI services.
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The popularity of AI is on the rise. Every month, the term “Artificial 
Intelligence” is searched for over 300,000 times on Google. The hype is in 
full swing right now, as the race for Artificial Intelligence supremacy heats 
up, and companies are spending astronomical amounts in trying to stay 
ahead of the curve, and to trump their fierce competition. In July 2019, for 
instance, Microsoft invested $1 billion in AI research company OpenAI.

But let us start at the very beginning. 
Defining AI is not easy, as it has such 
a broad reach, and many companies 
set up their own AI research labs, 
thereby creating new terminology. 
The man who coined the phrase 
Artificial Intelligence, the father of AI, 
John McCarthy, said that AI is: “the 
science and engineering of making 
intelligent machines, especially 
intelligent computer programs. It is 
related to the similar task of using 
computers to understand human 
intelligence, but AI does not have 
to confine itself to methods that 
are biologically observable.” 

This leads us to question what 
intelligence is. Max Tegmark, in his 
book Life 3.0, describes intelligence 
as “the ability to accomplish complex 
goals.” Artificial Intelligence, then, is a 
way of describing machines that show 
an element of human intelligence. 

There are three widely 
accepted subtypes of AI:

Narrow AI
When we talk about AI today, we’re 
talking about narrow AI (sometimes 
called weak AI). Narrow AI is capable 
of software that automates what 
humans do. Examples of Narrow AI 
include Siri and Google Assistant, with 
natural language processing. Virtual 

assistants are impressive in the 
way they can find answers to direct 
questions. However, they don’t offer 
any unique insights. The answers to 
your questions are provided for you 
by a human. The AI is merely fetching 
it for you. Narrow AI allows for one 
single task to be carried out, such as 
playing chess or reading the news.

General AI
Artificial General Intelligence (or AGI) 
is what people refer to when they talk 
about AI in popular culture (examples 
include the Blade Runner films). 
General AI is the next step, or the goal, 
in the evolution of AI, which makes 
decisions based on learning rather 
than training. General AI, or strong AI, 
are machines that show human-level 
intelligence. They tap into what makes 
us human, like our accumulative multi-
sensory knowledge and experience.

Superintelligence
Artificial Superintelligence is 
intelligence far beyond our own, 
and very difficult to quantify. It 
has been argued that Artificial 
General Intelligence will eventually 
lead to Superintelligence.
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For the sake of terminology, 
people tend to confuse AI with 
machine learning. However, the 
correct definition is as follows:

Machine learning
Machine learning is the most 
popular way of applying AI by 
analyzing data and making 
predictive decisions through 
patterns and learnings. 
There are four main types 
of machine learning:

Supervised learning

Learns from data that has been 
labeled. Supervised learning 
machines are capable of dealing 
with vast amounts of labeled data.

Unsupervised learning

Learns by trying to identify 
patterns in data rather than 
labeling. Examples of patterns 
include the clustering of data 
types, such as tweets.

Semi-supervised learning

The middle ground between 
supervised and unsupervised 
learning as it makes use of both 
labeled and unlabeled data.

Reinforcement learning

Part of deep learning, 
reinforcement learning is a neural 
network learning method that 
learns to achieve complex goals.

Deep learning
Deep learning sits under machine 
learning as a subbranch, 
and neural networks power 
it. Inspired by neurons, this 
field is used to boost natural 
language processing as well as 
voice and image recognition.

Now that we have summarized and defined AI, we offer a historical 
perspective on AI to find out how we got to where we are today.

#1 
What is AI

AI can create 55 million new jobs by 2022 
(The Future of Jobs 2018 by World Economic Forum)

55m jobs

72% of decision makers 
agree that AI can enable 
humans to focus on more 
meaningful work (PwC) 

72% 

37% of companies 
have implemented 
AI in some form – 
a 270% increase 
over the last four 
years (Gartner) 

270% 
Marketing and 
sales prioritize 
AI and machine 
learning higher 
than any other 
department (Forbes) 

Netflix’s recommendation 
system saves the company 
$1 billion each year (Netflix) 

$1b saved 

63% of people, when 
communicating with 
a business, prefer to 
message a chatbot (G2) 

63% 

“In the 20th century, we 
had the race to space. 
Now, we have the race 

to AI supremacy.”
Sam Hassani, Unily CTO

The rise of AI

http://jmc.stanford.edu/artificial-intelligence/what-is-ai/index.html
http://reports.weforum.org/future-of-jobs-2018/
https://www.pwc.com/CISAI?WT.mc_id=CT1-PL52-DM2-TR1-LS4-ND6-BPA1-CN_CIS-AI-AIsocial
https://www.gartner.com/en/newsroom/press-releases/2019-01-21-gartner-survey-shows-37-percent-of-organizations-have
https://www.forbes.com/sites/louiscolumbus/2019/09/08/state-of-ai-and-machine-learning-in-2019/#bd3b7611a8d0
https://dl.acm.org/doi/10.1145/2843948
https://learn.g2.com/artificial-intelligence-statistics
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1921
‘Robot’ defined

Czech writer Karel Čapek 
coins the word ‘robot’ in his 
play RUR. It comes from the 
word ‘robota,’ meaning work.

1950 
The Turing Test

Alan Turing develops 
The Turing Test - to lead 
with the question, “Can 
machines think?”

1936
The universal machine

Alan Turing defines the 
universal machine as a 
machine capable of computing 
anything computable.

1943
Deep Learning

Walter Pitts 
and Warren 
McCulloch 
create a 
computer 
model based 
on the neural 
networks of the 
human brain.

1956 
The AI  
terminology

The term Artificial 
Intelligence is used 
for the first time 
at the Dartmouth 
Conference.

1980-1987
Expert systems

Expert system XCON is developed and completed 
for the Digital Equipment Corporation. Companies 
invest billions of dollars in expert systems by 1985.

1997 
Deep Blue 

IBM’s Deep Blue 
supercomputer 
beats chess 
champion, Garry 
Kasparov, the 
first computer 
to beat a chess 
champion.

2005
Big Data

The terminology 
Big Data is 
invented by Roger 
Mougalas from 
O’Reilly Media. 
 
 
 
 
 2005 
DARPA Grand 
Challenge

A Stanford robot 
wins the DARPA 
Grand Challenge 
for autonomously 
driving 131 miles.

2011
Watson

IBM’s Watson 
defeats Jeopardy! 
champions Brad 
Rutter and Ken 
Jennings.

1981
Fifth generation 
computer

Japan invests $850m 
in a fifth-generation 
computer project, 
using the Prolog 
programming 
language. It is 
used to develop 
translation and image 
interpretation as well 
as chat functionality.

1951 
Ferranti Mark 1

The Manchester Electronic 
Computer, the world’s first 
commercially available 
computer, uses an algorithm 
to master checkers.

1972
WABOT-1

The first intelligent 
humanoid robot 
is built in Japan.

1974-1980 
First AI winter

We see a problem with 
AI funding and a lack of 
computational power.

1987–1993 
Second AI winter

With funding cuts, 
over 300 companies 
shut down by 1993.

1990
Loebner Prize

New York businessman Hugh Loebner sets 
up the Loebner Prize competition. It offers 
a prize of $100,000 (£63,500) to the creator 
of a machine that can pass the Turing Test.

#2 
The evolution of AI

UNILY.COMBEYOND THE HYPE: AI AND THE DIGITAL WORKPLACE
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In turn, Dr. Dietrich Prinz wrote an early  
computer game for the Ferranti Mark 1,  
which would be able to play, and beat,  
players at both chess and checkers.

The early history of AI

From philosophers in antiquity to famous 
works of literature like Gulliver’s Travels and 
Mary Shelley’s Frankenstein, the fascination 
with sentient beings and self-aware machines 
has been around for centuries. In Frankenstein, 
for instance, we explore the concept of “the 
superhuman.” We are horrified by a creature 
sewn together from various foreign human 
parts, a smarter, stronger, being created in 
our image - a superhuman. But what does 
this mean for us? It’s the implications for 
humanity that have engrossed scholars over 
the years, the very same ethical concerns 
that hang over AI in the present day.

Fiction and, in particular, the science fiction 
genre has been well-established, creating 
accessible entertainment while also, at times, 
successfully predicting the future. For example, 
Jules Verne, in his novel From the Earth to the 
Moon, published in 1865, predicted the moon 
landing 104 years before it happened. In the 
science fiction novel, Erewhon, published in 
1872, Samuel Butler examines the concept of 
machine consciousness or artificial intelligence, 
a whole 84 years before the term AI was 
invented at the Dartmouth Conference.

With the advent of programmable computers, 
in 1936, the concept of advanced, intelligent 
machines began to appear less like science 
fiction and more like reality. What was once 
a failed experiment that Charles Babbage 
carried out in the 19th century was now fully 

taking shape. In 1943, the Colossus, the 
world’s first electric programmable computer, 
was used to help the British break encrypted 
German code. Also, in 1943, Warren Pitts 
and Warren McCulloch published “A logical 
calculus of the ideas immanent in nervous 
activity,” in which they conceived of a 
computer model based on neural networks. 

Perhaps the name most famously associated 
with the development of AI is Alan Turing, the 
English mathematician and pioneer. Turing 
initially presented the notion of the universal 
machine in 1936, concepts on which the modern 
computer was built. In 1950, he developed The 
Turing Test, a way of testing whether a machine 
could show intelligent behavior like that of a 
human. He predicted that by the year 2000, a 
machine “would be able to play the imitation 
game so well that an average interrogator 
will not have more than a 70-percent chance 
of making the right identification (machine 
or human) after five minutes of questioning.” 
No AI has so far passed The Turing Test.

The idea of AI defeating humans at games has 
been around for longer than half a century and 
decades before Deep Blue’s win over Garry 
Kasparov. In 1951, the Ferranti Mark 1 became 
the first commercially available general-purpose 
electronic computer on the market. In turn, Dr. 
Dietrich Prinz wrote an early computer game for 
the Ferranti Mark 1, which would be able to play, 
and beat, players at both chess and checkers.

Mid to present-day history  
by Sam Marshall

The 1980s saw the first wave of AI in industry 
with widespread use of ‘Expert Systems.’ These 
attempted to replicate expert decision-making 
by representing reasoning as a series of rules. 

For example, in the 1970s, MYCIN was an 
experimental expert system that diagnosed 
bacterial infections and recommended 
antibiotics. Although a rule-based approach 
sounds rigid, MYCIN was able to cope 
with ambiguous evidence and weigh up 
hypotheses. Its diagnoses were on par with 
human experts (much as the press is fond 
of saying about current AI successes). 

In industry, commercial expert systems used 
a similar approach for applications such as 
insurance underwriting, credit card fraud 
detection, and factory production planning. 
However, they fell out of favor because it proved 
difficult to appropriately codify knowledge as 
rules (many experts find it hard to articulate what 
they know clearly enough). The programming 
skills required were far from mainstream. 
They also often relied on specialist hardware 
that made them expensive to deploy widely.

Challenges in maintaining rule-based systems 
led a focus instead on AI that could learn for 
itself. In the late 1980s and 1990s, ‘neural 
networks’ came to the fore. Rather than 
representing knowledge as explicit rules 
(symbols), they processed information a pattern 
of input and output ‘nodes’ that are connected 
(sub-symbolic). A ‘weight’ dictates the way 
one node influences another and the network 
‘learns’ by adjusting the weights so that a 

given input pattern such as an image of a dog 
leads to a specific output pattern that can be 
categorized as meaning ‘dog.’ The approach is 
inspired by how the brain works, but in practice, 
neural networks are just a series of statistical 
computations using binary processors. 

Early industrial neural networks had some 
successes with pattern-based problems 
such as speech and image recognition. 
However, they were limited by a need for 
heavyweight processing and an extensive 
data set to train them on so that they 
worked across enough real-world cases. 

Neural networks only really came to the fore, 
then, in the late 2000s with a convergence 
of several key factors: the growth of ‘big 
data’ giving readily-accessible training sets; 
the use of low-cost graphics chips (GPUs) 
capable of swift calculations, and the 
advent of ‘deep learning’ as a set of a more 
sophisticated approach to neural networks 
using multiple layers of connected nodes.

Currently, people tend to use ‘AI’ to cover 
all approaches and ‘machine learning’ (ML) 
to cover a subset of AI that includes neural 
networks and related statistical techniques. 
Thanks to ML, practical applications of AI 
are widespread, including face recognition, 
text-to-speech transcription, automatic 
translation, and fraud detection.

Next, we shift our focus from the history of AI to common 
misconceptions, or popular myths, regarding AI and the reality.
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AI will take  
our jobs 
Myth: The proliferation of AI will pave 
the way for mass-scale lay-offs and 
substantial job displacement.

Reality: An influx of automation will usher in an 
era of upskilling, causing shifts in the job market.

The bad news? According to venture capitalist 
and AI expert Kai-Fu Lee, AI will replace 
40% of jobs within the next 15-25 years. 

The good news? While AI may eliminate the 
need for specific roles, it will also create new 
opportunities that reward agile employees. 
Close to 90% of AI experts surveyed by Deloitte 
support the notion that AI will likely lead to 
significant job gains or, at the very least, a 
relatively stable number of openings.

“ Despite the naysayers, technology has had 
a massive positive impact on society. And it 
will continue to do so with AI development.”

Sam Hassani, Unily CTO

Workplace shifts will not be universal but rather 
concentrated in specific industries, including 
customer service, agriculture, healthcare, 
manufacturing, and technical support. Over 
time, the introduction of AI will also drive the 
creation of new roles that require a high-level 
understanding of data, infrastructure, and 
technology. Some potential examples include 
data detective, ethical sourcing officer, master 
of edge computing, and cyber city analyst.

We have assembled the five most popular AI myths today to dig deeper 
and discover what they are telling us. Crucially, we have set ourselves a 
challenge: find precisely what is happening in the market and whether 
the assumptions would be plausible with the current available AI 
technology. Is the digital workplace of today experiencing these issues?

#3 
AI myth busting

BEYOND THE HYPE: AI AND THE DIGITAL WORKPLACE

The War of the Worlds radio 
broadcast in 1938 created panic 
as some people thought it was 
real news being broadcast

1938

In 2017, The Atlantic asked 
whether smartphones 
have killed a generation 

2017

Ray Bradbury’s Fahrenheit 
451, published in 1953, 
shows a world in which 
technology has taken over 
everyone’s lives, where 
books are outlawed

1953

On January 10, 1995, PBS’s 
Frontline aired an episode 
provocatively titled Does TV Kill?

1995
The Year 2000 problem, or Y2K, when 
some people thought the end was nigh 
because computers could not read the 
year 2000 and would create errors 

2000

#1

AI must be done 
on a grand scale  
Myth: Implementing AI requires a significant 
investment in both time and skill.

Reality: AI is highly scalable. 
 

Contrary to popular belief, implementing AI 
does not require a hefty budget and a fleet 
of highly skilled workers. While some forms 
may prove costly, AI is highly scalable. It 
is entirely feasible to launch some sort of 
automation within every workforce, even those 
without countless dollars at their disposal.

Chatbots and automated responsive phone 
systems are two examples of AI tools that 
can be easily implemented by enterprises 
of all sizes. Many organizations that adopt 
AI will opt to leverage business applications 
developed on top of tools that have already 
been built, such as Amazon’s Alexa for 
speaker-independent voice recognition.

Futuristic enterprises are already taking 
advantage of AI; a study by Narrative Science 
reveals AI usage grows by as much as 60% 
year-over-year. As more organizations become 
aware of AI’s serious scalability potential, these 
usage rates are likely to continue to climb.

“ Is AI helping you to deliver great user 
experiences? If you’re delighting your 
users with engaging digital experiences, 
then you can scale up as required.”

Sam Hassani, Unily CTO

#2

Despite the naysayers, technology has had a massive 
positive impact on society. And it will continue to do  
so with AI development.

Sam Hassani, Unily CTO

Historical fear of technology in culture

12

https://hackernoon.com/debunking-the-top-myths-surrounding-ai-hp9634ub
https://www2.deloitte.com/us/en/insights/focus/cognitive-technologies/dispelling-five-myths-about-cognitive-technology.html
https://narrativescience.com/wp-content/uploads/2019/02/Research-Report_Outlook-on-AI-for-the-Enterprise.pdf
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AI systems  
can’t be biased  
Myth: AI will lead to decision-making 
processes that are entirely free from bias.

Reality: AI will carry the same biases 
as the humans who design it.

It is a widespread myth that AI technology is 
always 100% objective, proving to be the ideal 
solution to eliminate bias during decision-making 
processes. Instead, there is a genuine chance 
that AI systems will have a sense of prejudice 
built-in because each technology relies on rules 
and other kinds of input from human experts.

“ Machines are not perfect - they are a piece 
of code, an algorithm. They can only really 
be as effective as the data you put in, 
so, naturally, accurate and clean data is 
paramount to any new digital experience.”

Richard Paterson, Unily CEO

The introduction of AI tools in sentencing 
decisions in the United States’ criminal 
justice system exemplifies AI’s susceptibility 
to bias. Research from ProPublica found 
that one such program was almost twice as 
likely to rate black defendants as probable 
repeat offenders than white offenders.

However, several steps can be taken to 
safeguard against such prejudices. This 
includes pre-processing data to maintain as 
much accuracy as possible while reducing 
any relationship between outcomes and 
protected characteristics, and innovative 
training techniques designed to minimize 
discrepancies in recognition technologies.   

#3

AI is meant to 
replace humans   
Myth: It’s all man versus machine.

Reality: A combination of human and artificial 
intelligence proves most advantageous.

Just as many fear that AI will one day come for 
our jobs, there’s great concern it will also collide 
with our daily lives. However, the primary goal for 
AI programs is not to replace humans but rather 
to augment and optimize existing processes.

From an enterprise’s perspective, the best 
strategies for machine learning combine 
human and artificial intelligence. This dualistic 
approach promises to generate $2.9 trillion in 
business value and recover $6.2 billion hours 
of work productivity, according to Gartner.

Human-machine collaboration will also 
lead to the emergence of super jobs that 
will merge technology and interpretation. 
Collaboration tools are currently being 
developed to streamline these co-working 
processes, including AI-enabled workforce 
solutions that allow teams to offset scalable 
tasks with external talent, in turn freeing up 
time to focus on higher-level initiatives.

Examples of the unparalleled results that 
come with human-machine collaboration have 
already begun to emerge. Hyundai designed an 
exoskeleton concept to help industrial workers 
perform their jobs with superhuman endurance 
while Carnival Corporation devised a wearable 
device to personalize the vacation experience.

“ When the Industrial Revolution came 
about, designers like William Morris were 
concerned about the implications on 
handicraft. Back then, machinery threatened 
the livelihood of many by changing the way 
items were manufactured. Fast forward 
two centuries and history repeats itself.”

Will Saville, Unily CEO

#4

AI and automation 
are the same    
Myth: AI and automation are the same.

Reality: The two terms are not synonymous. 

While the phrases are frequently used 
interchangeably, AI and automation 
are not the same.

AI can be thought of as a branch of computer 
science that focuses on the creation of 
hyper-intelligent tools that do tasks requiring 
intelligence when performed by humans. 
Machine learning is a subset of AI. 

In contrast, automation has a much narrower 
scope; while automated processes may do 
the work of humans, they don’t require the 
same high-level intelligence. Automation 
utilizes rules and formulas to accomplish 
straightforward tasks but fails to adapt to new 
situations that fall outside of its programming.

“ The words smarter and AI are often 
used to complement one another. If 
technology is truly AI-powered then 
it needs to exhibit intelligence, not 
just replace a manual process.”

Sam Hassani, Unily CTO

Another way to think about it: automation 
carries out a specific task with little to no 
human interaction, while AI is a collection of 
technologies devised to perform a broader 
and more configurable set of capabilities.

#5

We continue our report by exploring popular AI applications available on the market 
today and highlighting Unily’s top three focus areas for the digital workplace.

The introduction of AI tools in sentencing 
decisions in the United States’ criminal justice 
system exemplifies AI’s susceptibility to bias. 
Research from ProPublica found that one such 
program was almost twice as likely to rate black 
defendants as probable repeat offenders than 
white offenders.

https://www.washingtonpost.com/outlook/five-myths/five-myths-about-artificial-intelligence/2018/04/27/76c35408-4959-11e8-827e-190efaf1f1ee_story.html
https://www.gartner.com/en/newsroom/press-releases/2017-12-13-gartner-says-by-2020-artificial-intelligence-will-create-more-jobs-than-it-eliminates
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#4 
AI in the digital workplace

65% of children entering 
primary school will  
hold jobs that don’t 
currently exist  
(World Economic Forum)

65%
Worldwide data will grow by 
61% to 175 zettabytes by 2025 
- AI is perceived as the best 
way of making sense of these 
vast quantities of data (IDC)

175zb

AI could double annual 
economic growth rates 
in 2035 by changing the 
nature of work (Accenture)
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Popular AI software 
on the market
Chatbots
Chatbots are not new, with early chatbot development appearing as far 
back as 1966. However, in recent years, they have become commonplace, 
with more companies adding a chatbot at some point in the user journey.

IBM Watson Assistant
One of the more popular chatbots on the 
market is IBM’s Watson Assistant. IBM claims 
that Watson “knows when to search for an 
answer from a knowledge base, when to 
ask for clarity and when to direct users to a 
human.” Watson’s AI-powered awareness 
elevates it above the norm, and IBM states 
that Watson has a 95% accuracy rate.

The benefits are clear as a customer experience 
tool to connect people to the information they 
are looking for. It essentially allows customers to 
self-service. Watson will connect to any system 
or channel, making integration easy with your 
current infrastructure. It can provide answers 
to short-tail questions (more straightforward 
questions such as ‘What are the opening hours?’) 
or long-tail questions (more complex queries like 
‘Have the opening hours changed on Fridays?’).

Ada
The Ada chatbot is also aimed at improving 
customer experience, alleviating the burdens 
of customer service, with no IT department 
necessary. It is available in over 100 languages. 
Crucially, Ada claims no coding is required for 
implementation, which may be a differentiator 
if you have limited developer resources.

Ada showcases their conversational AI chatbots, 
which they say are powered by a network of 
AI chatbots. They also claim that Ada’s AI is 
number one, with an 84% accuracy rate – and 
there is an endless battle across the board 
for accuracy. Ada also says that their chatbot 
is easy to use, making it ideal for customer 
service agents, without any technical skills. 
Ease of use and powerful, accurate, AI is the 
perfect combination for impressive results.

Azure Bot Service
Azure Bot Service promise enterprise-grade bots, 
which allow enterprises to build any bot to suit 
business requirements. Choose from a Q&A bot, 
which administrators to input their questions 
and answers, or a fully-fledged bot with AI 
capabilities from Azure Cognitive Services.

Microsoft Azure discusses the ability to add 
natural language understanding (which they call 
LUIS) to a bot. This capability makes interaction 
with a chatbot more natural, allowing for users 
to interact with bots in a freer manner, like an 
actual conversation. Coupled with the QnA 
Maker, companies are offered a vast array of 
options to suit their requirements and scope.

+100%

AI embedded in analytics 
will free up a third of 
data analysts by 2022, 
to focus on business 
priorities (Gartner)

2022 Automated customer 
service agents will see 
$4.5 billion investment 
worldwide this year (IDC)

$4.5b 

By 2023, 25 percent of 
employee interactions 
with applications will 
be via voice (Gartner)

2023 

Be mindful of the chatbot 
experience. Bots almost always 
have an endpoint where they 
hand off to an agent to resolve 
more complex issues. People 
know this, and sometimes they 
just want to speak to an agent. 
Always offer options. 

 
Will Saville, Unily CEO

The AI work revolution

http://reports.weforum.org/future-of-jobs-2016/chapter-1-the-future-of-jobs-and-skills/
https://www.seagate.com/files/www-content/our-story/trends/files/idc-seagate-dataage-whitepaper.pdf
https://www.accenture.com/gb-en/insight-artificial-intelligence-future-growth
https://developer.ibm.com/technologies/artificial-intelligence/articles/introduction-watson-assistant/
https://www.gartner.com/en/documents/3875982/100-data-and-analytics-predictions-through-2022
https://www.idc.com/getdoc.jsp?containerId=prUS44911419
https://www.gartner.com/en/newsroom/press-releases/2019-01-09-gartner-predicts-25-percent-of-digital-workers-will-u
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Virtual assistants
In one-way, virtual assistants are like voice-activated chatbots, 
but the AI here is attuned to speech patterns instead of text. 
Voice-activated technology has been around since 1911, but only 
really took off in the 1990s with voice-activated software.

Amazon Alexa
One of the most popular voice assistants on the 
market is Amazon’s Alexa. It has over 90,000 
skills at its disposal, meaning everything from 
home automation to reading the news and 
making calls are now available. Like chatbots, 
Alexa’s prowess in the AI domain comes in the 
form of conversational AI, as it can recognize 
a vast number of different commands.

Alexa is also available for business use, under 
Alexa for Business. Amazon focuses on the 
benefits of using Alexa to improve the meeting 
room experience, so employees can quickly 
discover if meeting rooms are booked. Another 
possible use is through integration and asking 
Alexa to fetch the information you require rapidly.

Apple Siri
Another popular voice assistant is Apple’s Siri, 
which promises to make proactive suggestions. 
It analyzes your routine and anticipates what 
you might need. This feature is especially 
useful in a business-sense when you might 
have to complete a piece of work on time or 
schedule a meeting. Siri has always given the 
impression of being like a personal assistant.

In their Machine Learning Journal, Apple released 
a paper on how Siri uses a Deep Neural Network 
to convert speech patterns into a probability 
distribution. A confidence score determines 
whether Siri wakes up or not. In terms of 
sensitivity, Apple has several thresholds in place, 
even a lower limit, which makes the device more 
sensitive to repeated mentions of “Hey Siri.”

Google Assistant
Rated as the best virtual assistant at responding, 
by Reviews.com, Google Assistant has replaced 
Google Now as Google’s answer to virtual 
assistant demands. Reviews.com mentions 
that Google Assistant is more accurate than its 
competitors and understands two commands 
at the same time. Seeing as Narrow AI can only 
deal with one task at a time, Google Assistant 
appears to be leading the way in AI development.

Google Assistant is another example of a 
device aimed at becoming a hub for smart 
home automation. So, is it AI, IoT, or both? 
The lines between AI and IoT begin to blur 
when looking at the concept of machines 
talking to machines. In this case, machines are 
feeding AI-powered logistics to one another. 
Perhaps we are finally answering the old Latin 
phrase, “who is watching the watchmen.”

Machine translation services
References to machine translation appear as far back as the 17th century, 
but it is only recently that machine translation services have become widely 
used. As an example of a growing trend, Facebook implements automatic 
translation across every post, thereby increasing the likelihood of interactions.

Microsoft Translator as part 
of Azure Cognitive Services
Microsoft business-focused translation 
services, Microsoft Translator, feature as part 
of Azure Cognitive Services. It is described 
as scalable, and powering translation across 
Microsoft’s range of products, from Microsoft 
Office to Skype. Microsoft also highlights that 
Microsoft Translator meets strict security 
requirements - crucial for the enterprise world.

Microsoft Translator uses modern neural 
machine translation, which once again 
points to the importance of artificial neural 
networks in the development of practical AI. 
The difference in translation quality has been 
remarkable in recent years, which ties into the 
development of neural machine translation, 
to the point where companies no longer feel 
they need to investigate specialist translation 
agencies to handle multilingual requirements.

Google Translate
In 2016, Google switched from using statistical 
machine translation to neural machine 
translation. Google Neural Machine Translation 
increases fluency and accuracy in Google 
Translate, as Google’s system “learns from 
millions of examples.” As of 2016, Google claimed 
Google Translate had over 500 million users.

Google has openly discussed the issue of bias 
in translation. For example, a translation should 
not assume that a doctor is male, or female 
– it should give people options, or offer more 
information, rather than fall back on biased 
assumptions. Bias in AI is, of course, one of the 
myths we addressed earlier in this report, so 
this proves that humans and AI need to work 
together to produce the best bias-free results.

DeepL Translator
Launched in 2017, DeepL Translator has 
challenged the status quo with its ambitious 
approach. Their recent blog article claims that 
they have made significant breakthroughs in 
the quality of AI translations. They translated 
119 passages using DeepL, as well as other 
popular translators, and then asked professional 
translators to evaluate the results. 

DeepL Translator is a free service, but there is 
also DeepL Pro, so enterprise teams can safely 
use these machine translation services, with 
increased data confidentiality and the ability 
to translate whole documents in one go.

Google has openly discussed the issue of bias in translation. 
For example, a translation should not assume that a doctor is 
male, or female – it should give people options, or offer more 
information, rather than fall back on biased assumptions.

 

Alexa is also available for business use, under Alexa for 
Business. Amazon focuses on the benefits of using Alexa to 
improve the meeting room experience, so employees can quickly 
discover if meeting rooms are booked. 

 

https://machinelearning.apple.com/2017/10/01/hey-siri.html
https://machinelearning.apple.com/2017/10/01/hey-siri.html
https://www.reviews.com/tech/consumer/best-voice-assistant/
https://www.reviews.com/tech/consumer/best-voice-assistant/
https://www.theverge.com/2019/1/30/18195909/google-translate-ai-machine-learning-bias-religion-macduff-hughes-interview
https://www.theverge.com/2019/1/30/18195909/google-translate-ai-machine-learning-bias-religion-macduff-hughes-interview
https://www.deepl.com/en/blog/20200206.html
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Unily’s top three focus areas 
for the digital workplace
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Create great content
There’s no doubt about it, AI will help you cut down on manual errors 
and inefficient processes. But, AI-powered or otherwise, if you’re not 
creating great content to start with, you won’t get the results you need.

Employee experience platform
We used to rely on separate systems to 
undertake tasks. A word processor to put 
together writings. A CMS to add content and 
upload images. And, generally, a lot of copying 
and pasting. Manual work, like repurposing 
content across websites, was time-consuming 
and demotivating, hindering creativity.

Employee experience platforms have taken 
content creation to the next level by allowing 
content creators to produce great-looking 
content using modern templates easily and then 
dynamically repurpose anywhere they like. Gone 
are the days of resizing images or recreating 
content from scratch for mobile consumption. 
Modern platforms adhere to the highest 
of UX standards, giving you the maximum 
level of consistency across any device.

Auto-tagging content
Fundamentally, metadata is a way of describing 
your data to make it more accessible for all 
involved. This process can be very draining 
on resources, as it means having to go over 
all content to tag with relevant keywords. 
Consider adding AI services, to your employee 
experience platform, that auto-tag content 
so that you can reduce the amount of admin 
required and free up time for content creation.

Integrate services 
With the advances in AI and tech, there are more 
exciting applications being developed than ever 
before. However, moving between processes 
and tools can take a lot of upskilling, while having 
to cope with vastly different UX causing a drop 
off in levels of engagement and productivity.

The modern-day employee experience platforms 
are expansive and allow for the integration 
of AI-powered functionality, making content 
easily discoverable by both content creators 
and consumers. For instance, integrating with 
Computer Vision, from Microsoft Azure, will 
increase the likelihood of content creators 
finding the image they need. No longer do they 
have to search by filename; they can search 
for what they mean, e.g., searching for ‘dog’ 
will bring up any image showing a dog.

“ What gives the new-gen employee 
experience platforms a real edge is 
being able to integrate. Not only does 
that make them future-proof but offers 
endless opportunities for teams to 
create unique digital experiences.”

Sam Hassani, Unily CTO

Gartner states that the digital workplace “enables new, more effective 
ways of working, raises employee engagement and agility, and exploits 
consumer-oriented styles and technologies.” We believe that you cannot 
successfully achieve new ways of working without creating a strong 
connection between people and content. AI services help to reduce 
the complexities and fine-tune digital experiences for all users.

#1

Deliver content
Once you have created your content, you’ll want to deliver it to the 
right people - there’s always the danger that in a sea of content, yours 
will be lost. Unless that is, you’re using the right delivery tools.

Recommendation engine
One way to keep your audiences engaged is 
to provide recommendations based on their 
historical preferences, typically offered by a 
recommendation engine. While this method 
has gained significant traction in the consumer 
space, with companies like Amazon and Netflix 
employing it successfully for many years, it’s 
now coming to the fore in the business world.

AI-powered auto-tagging and up-to-date 
metadata play a significant role, when 
recommending content, or products and 
services, as they fuel the accuracy of your 
recommendation engine. Now you can feel 
safe in the knowledge that your new content 
will be seen by people who have previously 
shown interest in similar material. 

Personalization
Modern employee experience platforms offer 
the capability of targeting audiences. As 
well as being able to import already defined 
groups, you can create new groups either 
manually or dynamically, based on user 
preferences. So, while the system is busy 
picking up invaluable data about your target 
audiences, you can concentrate on creating 
the content that will engage them the most.

Targeting leads to unique, personalized 
experiences. You can, for instance, create 
hubs dedicated to each of your teams’ 

requirements. Sales teams could have a hub 
devoted exclusively to sales content, featuring 
a design that will resonate with them. Your HR 
team could also have their hub, complete with 
onboarding materials and essential information.

“ The 21st century is defined by personalization. 
Can we even remember a time when 
services were impersonal? Enterprises 
must tap into the cultural zeitgeist.”

Richard Paterson, Unily CEO 

Connect employees
It may not always be enough to deliver 
targeted messaging. Getting employees 
to communicate freely on an enterprise-
grade social platform allows them to share 
and comment on interesting content. An 
advanced social platform will give your people 
the freedom to create social channels for 
their interests or team, and post anything 
from simple messaging to video content.

Offering translation capabilities is another way of 
connecting employees. With today’s incredible 
AI advances, it’s very much possible to provide 
employees with the same robust machine 
translation services on their social feeds or 
news articles. This could prove invaluable with 
multinational teams, improving teamwork 
and collaboration across your enterprise.

#2

Targeting leads to unique, personalized 
experiences. You can, for instance, create hubs 
dedicated to each of your teams’ requirements. 



The 21st century is defined by personalization. 
Can we even remember a time when services 
were impersonal? Enterprises must tap into the 
cultural zeitgeist.
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Analyze content
Once you have delivered your content, you’ll need a smart and 
powerful analytics engine. It will enable you to report on your 
results as well as make any necessary fine-tuning.

Behavioral analytics
The key to success is understanding your 
audience. Every user will want something from 
you, but more importantly for you, it is how 
users get to what they want. This is why the 
best user journeys cater deeply to user behavior. 
The adage “the customer is always right” has 
never been more apt. In our example, customers 
can be both internal and external users. 

Start by setting KPIs, so you know the metrics 
you are aspiring to hit. For instance, you may be 
looking to increase your engagement by 30% a 
quarter. Next, break down engagement so that 
you can put together a suitable user journey. 
Your employee experience platform should let 
you create unique identifiers, segment users, 
and give you access to the analytics engine 
to pull data from your targeted experiences.

Sentiment analysis
The most successful content elicits a reaction. 
Everyone has an opinion - but is it negative, 
positive, or neutral? That’s precisely how 
sentiment analysis works by interpreting text and 
then providing companies invaluable insights. 
Grammarly, for instance, will analyze text to let 
writers know how their writing comes across 
and how engaging it is. There are even tools 
that demo sentiment analysis functionality.

Sentiment analysis is a great way to test if 
your approach is working and may lead you to 
rethink elements of your strategy. Encourage 
your people to react and comment, then 
use an AI-powered tool like Text Analytics 
from Microsoft Azure, to analyze your data. 
You may be surprised by the results.

Powerful analytics engine
You need a powerful analytics engine able 
to cope with the demands of the modern 
enterprise and to provide you increased 
visibility. The analytics engine should be 
ticking away in the background while you 
carry on creating great content and delivering 
it to your intended audience. It needs to be 
tracking your targeted content or measuring 
dwell times and give you the option to 
present the information in a dashboard.

If you’re creating social channels to encourage 
collaboration, you’ll also want your analytics 
engine to be keeping track of your reactions 
or the number of shares. It’s only then that 
you’ll be able to have a complete picture of 
your activities. You should also be able to run 
reports to present to your stakeholders.

“ Behavioral analytics takes guess-
work out of the picture. It is simply 
the most comprehensive way of 
understanding your users.”

Will Saville, Unily CEO

#3

Next, we look at how the ethical implications of AI must be prioritized in 
the digital workplace today, to be ready for future developments.

https://monkeylearn.com/sentiment-analysis-online/
https://monkeylearn.com/sentiment-analysis-online/
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The ethics of AI 
By Microsoft

At Unily, we firmly believe that the ethics of AI is the bridge 
between the digital workplace of today and the future. It’s vital 
for organizations to fully consider ethics when implementing 
and developing AI technology. AI experts from Microsoft, 
collaborating with us on this paper, have outlined their approach.

Microsoft’s approach 
to responsible AI
AI is a defining constellation of 
technologies of our time and 
Microsoft is optimistic about 
what these technologies can 
do for people, industry, and 
society now and in the future.

“ At Microsoft, we are developing AI 
tools and technologies, powered by 
our Azure cloud, to empower people 
and augment their capabilities. 
We believe in AI that adapts to us 
by amplifying our ingenuity with 
meaningful innovations that help 
us make a positive impact on the 
causes that matter to each of us.”

Michael Wignall, Azure Business Group Director

Advancements in AI are different than 
other technologies because of the 
pace of innovation, and its proximity 
to human intelligence - impacting 
us at a personal and societal level. 
Nearly nine in ten organizations 
across countries have encountered 
ethical issues resulting from the use 
of AI (7.5.19 Report from Capgemini). 
With any conversation on this topic, 
it’s important we acknowledge the 
complexity and gravity of the issues 
and reinforce the opportunities 
for lasting positive impact.

Putting principles 
into action
Around the world, Microsoft leaders 
and teams are working to ensure that 
our AI innovations and breakthroughs 
benefit people and society, and that 
they are available to everyone. We’re 
committed to making sure AI systems 
are developed responsibly and used 
in ways that earn people’s trust.

Today, Microsoft is putting our 
principles into practice by embracing 
diverse perspectives, fostering 
continuous learning, and proactively 
responding as AI technology evolves.

“ We are operationalizing responsible 
AI at scale, across Microsoft 
and our customer and partner 
ecosystem, whilst maintaining 
transparency throughout. This 
is accomplished through the AI 
Principles outlined above with 
Microsoft’s AI, Ethics, and Effects 
in Engineering and Research 
(Aether) Committee, and our 
Office of Responsible AI”.

Andrew Bentley   
Director, ISV & AI, Microsoft

We believe that AI is a defining 
technology of our time, and we 
are optimistic about what AI 
can do for people, industry and 
society – now and in the future, in 
ways we are already seeing and 
in ways we can’t yet fathom. 

You can read more about Microsoft’s 
AI Principles in The Future Computed.

Next we look at what the future may bring to the digital 
workplace, with the development of AI technologies.

Microsoft AI 
Principles
These principles guide our 
end-to-end approach to 
AI, from its development 
to its deployment:

Fairness

AI systems should 
treat all people fairly

Inclusiveness

AI systems should 
empower everyone 
and engage people

Reliability & safety

AI systems should perform 
reliably and safely

Transparency

AI systems should be 
understandable

Privacy & security

AI systems should be 
secure and respect privacy

Accountability

AI systems should have 
algorithmic accountability

At Microsoft, we are developing AI tools and 
technologies, powered by our Azure cloud, to empower 
people and augment their capabilities. We believe in 
AI that adapts to us by amplifying our ingenuity with 
meaningful innovations that help us make a positive 
impact on the causes that matter to each of us.

https://www.capgemini.com/news/ethics-in-ai/
https://3er1viui9wo30pkxh1v2nh4w-wpengine.netdna-ssl.com/wp-content/uploads/2018/02/The-Future-Computed_2.8.18.pdf


The only thing we can be sure of is that technological advancement 
is only ever moving forward. There are incremental improvements in 
both the scope and application of AI and the evolution of job roles 
in the digital workplace. 
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A report, published by pwc, claims that AI could contribute up 
to $15.7 trillion to the global economy in 2030. It’s easy then to 
say that in the future, unless you’re using smarter, AI-powered, 
technology, you’ll be left behind, in an attempt to push innovation. 

But what if real innovation happens instead 
in the blossoming relationship between man 
and machine? A fully engaged workforce, 
free to explore more open, strategic 
approaches, can only be motivated and 
inspired to create game-changing work.

We need to be careful when trying to predict 
the future of AI, and its continued impact on 
the digital workplace, that we don’t veer off 
into science-fiction territory. At the same 
time, we are living in an ever-changing world, 
where AI might free us up to create, like in 
the Renaissance. According to Max Tegmark 
in his book Life 3.0, the next stage of AI 
development consists of the following: “Life 
3.0 is the master of its own destiny, finally fully 
free from its evolutionary shackles.” Maybe 
we are about to throw off the shackles of 
draining manual work and repetitive tasks.

But AI development may not be as 
straightforward or as rapid, as we might 
imagine. Professor Srini Srinivasan, from 
UQ’s Queensland Brain Institute, comments: 
“Typically, deep learning networks need millions 
of samples before they get the hang of it. A 
bee lives for barely a month, and it’s got to 
learn everything within that time. In the first 
week of its life, it learns to forage for food, 
recognize species of food-bearing flowers, and 
navigate back home without getting lost.”

The only thing we can be sure of is that 
technological advancement is only ever moving 
forward. There are incremental improvements 
in both the scope and application of AI and the 
evolution of job roles in the digital workplace. At 
Unily, we believe that we’re heading towards a 
working relationship, unlike any other in history. 

“ We are firm believers in the dualistic 
approach - there can be no other alternative, 
both for our benefit and also for the ethical 
implications of AI advancements.”

Richard Paterson, Unily CEO

Soon, we may look to create AI law, so that 
we don’t cross any ethical boundaries. 
OpenAI, co-founded by Elon Musk, 
for instance, has an ethical mission 
statement, “to ensure that artificial general 
intelligence benefits all of humanity.” 

As outlined in The Future of the Workplace 
2030+ report, specific roles may be augmented 
by AI. We could see situations where AI acts 
as the analytical engine, predicting, and 
refining. In contrast, the human becomes the 
creative definer, using the totality of the human 
experience to inform incredible new creations.

In the medium to longer term, we may move 
closer to General AI, where machines can be 
comparable to humans. In The Future Computed: 
Artificial Intelligence and Its Role in Society, 
Brad Smith, Microsoft’s President, and Chief 
Legal Officer, writes: “In 2038, digital devices will 
help us do more with one of our most precious 
commodities: time.” But after having spent so 
long linking work with survival, will time allow 
us to flourish and explore our potential, or will 
we stumble in not knowing what do with it?

#5 
The future of AI in  
the digital workplace

“To ensure that artificial 
general intelligence benefits 

all of humanity.”
Elon Musk, OpenAI, Co-founder

We end this report with an AI strategy that anyone  
can employ in their digital workplace.

https://www.pwc.com/gx/en/issues/analytics/assets/pwc-ai-analysis-sizing-the-prize-report.pdf
https://qbi.uq.edu.au/brain/intelligent-machines/future-ai
https://qbi.uq.edu.au/brain/intelligent-machines/future-ai
https://www.unily.com/insights/guides/future-of-the-workplace
https://www.unily.com/insights/guides/future-of-the-workplace


Implement an effective AI strategy in your 
digital workplace in five easy steps:

#6 
How you can develop your own 
digital workplace AI strategy
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#1.Define
Define your digital workplace 
strategy that serves your 
strategic business goals

#2. Indentify 
& prioritize
Identify and prioritize 
business pain points 
(any process, any routine 
operation, lost time, 
manual intervention)

#3. Integrate, 
integrate, integrate 
AI applications are  
more valuable when 
they’re more connected

#4. Manage change
By incorporating AI services 
into your strategy, you may 
be changing the very nature 
of the digital workplace

#5. Analyze, 
report and prove 
It’s now time to look  
back at your goals  
and roadmap to  
see how your results 
match up 

Define 
Define your digital workplace strategy 
that serves your strategic business 
goals 

Start by assessing your current solution. 
What is your existing base platform? Are you 
on legacy systems? Perhaps you’re using an 
old intranet platform that has seen better 
days. If your current setup is not serving 
your business goals, then it may be time 
to think about adopting a modern digital 
workplace or employee experience platform.

“ It’s easy to get sidetracked by shiny new 
technology, but your focus should always 
be on connecting people to content.”

Will Saville, Unily CEO

Identify and prioritize 
Identify and prioritize business 
pain points (any process, any 
routine operation, lost time, 
manual intervention)

Establish a roadmap and define your milestones. 
Where do you aim to be next quarter, next 
year or in five years? Once you have your goals 
signposted, start by picking small wins. These 
could be anything from reducing operations 
costs by adding a chatbot service for your 
people to self-serve issues or improving 
your UX and CX scores by providing robust 
content creation and delivery options.

For many, the concept of AI can seem 
daunting. This makes gaining stakeholder 
buy-in tricky, as demonstrating the return 
on investment of what, on the face of things, 
seems complex and challenging, is not a 
straightforward process. Starting with small 
wins will let you prove the value of AI early on. 
Once you have buy-in, you can propose more 
comprehensive digital transformation projects.

“ AI can be complex and challenging  
and can throw curveballs that you  
weren’t expecting. Start small, test,  
and iterate. You need to understand  
the impact of AI on your digital 
experiences fully.”

Sam Hassani, Unily CTO 

#1 #2

For many, the concept of AI can seem daunting. This makes 
gaining stakeholder buy-in tricky, as demonstrating the return 
on investment of what, on the face of things, seems complex and 
challenging, is not a straightforward process. 
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Integrate, integrate, 
integrate 
AI applications are more valuable 
when they’re more connected 
Integration is the approach we highly 
recommend because the nature of 
the digital workplace has changed. 

By integrating your business tools, you’re 
providing seamless experiences, simplifying 
the UX to make management more accessible 
and to narrow the skills gap. It also stops your 
people from having to go to third parties to tweak 
their experience, keeps them on one platform, 
and improves your platform adoption rate.

Consider integration with popular AI 
applications, but test that you’re getting 
results. Check our ‘Top 3 focus areas’ section 
in this report to gain further insights.

“ 80 or 90% of businesses shouldn’t be 
worried about the AI terminology - 
leave that to the experts - think about 
what adds the most value instead.”

Richard Paterson, Unily CEO

Change  
management
By incorporating AI services 
into your strategy, you may be 
changing the very nature of the 
digital workplace, and, in turn, 
job roles and responsibilities. 

You may need to consider the ethical 
implications of the changes you’re making 
to ways of working. We recommend a 
robust change management process, 
where you have identified what will be 
improved and have a solid business case.

When you have your tools in place, you should 
communicate with your users about the 
changes you’re making, both in the short and 
long term. Inform them about the new tailored 
experiences you’re providing for them and 
your vision going forward. It is crucial that you 
demonstrate that your AI solutions are valuable 
because they make employees’ lives easier. 

They free up time and deliver bespoke 
experiences tailored to users. AI is not 
a threat to their job – it gives them the 
chance to do more of their job. 

The further we move towards a future where 
machines and people work hand-in-hand, 
the more the nature of work will change. 
Communicating this change sooner rather than 
later is key to getting the most value out of AI 
and eliminating pushback from employees.

“ Keep communications channels open at all 
times. Your people are your lifeblood, so they 
should always know what you’re looking to do 
and how your changes will improve their lives.”

Will Saville, Unily CEO

Analyze, report 
and prove 
It’s now time to look back at  
your goals and roadmap to  
see how your results match up. 

You’ll need a comprehensive analytics engine 
to track the impact that AI services have 
had. Consider also employing AI sentiment 
analysis to monitor social engagement.

Report on both pre and post-implementation 
stats. We recommend focusing on engagement 
as a driver for any experience. Say you’ve added 
AI services to improve your levels of self-
service – are your users engaged with this new 
process or do they just want the old one back?

“ Always refer to metrics when you’re trying 
to prove the value of new technology. How 
many support tickets are you now having 
to deal with? Are you hitting every SLA?”

Richard Paterson, Unily CEO

#3

#4

#5

When you have your tools in place, you should 
communicate with your users about the changes you’re 
making, both in the short and long term. Inform them 
about the new tailored experiences you’re providing for 
them and your vision going forward.   
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Practical tips for AI in your digital workplace  
by Sam Marshall
As a bonus, Sam Marshall offers his tips for adding AI-powered 
functionality to your digital workplace, while mitigating against risk. 

Choosing a problem
Hopefully, this paper has made you keen to 
try AI within your organization. To stand the 
best chance of success, it can be helpful to 
imagine that the process you wish to use 
AI for is being offshored to a third party.

If, for example, you were to outsource your 
HR helpdesk, you might ask if your processes 
were sufficiently well-documented. You might 
also ask if you could trust others to make 
the right judgment calls on your behalf, and 
if you can be explicit enough about when 
issues should be escalated back to you. 

If you have doubts about these answers, then 
you may not be ready to use AI for that process, 
either. Some of the early attempts to create 
intelligent decision-making systems failed 
not because the technology didn’t work, but 
because the analysis phase revealed that the 
way decisions were being made in a company 
were far less reliable than people imagined. 

Training and testing
In many cases, an AI project will involve 
machine learning. Microsoft has released a 
useful cheat sheet giving an overview of the 
many types of algorithms available. Selecting 
the right training approach is one factor, but 
having a suitable data set is also important.

You’ll need one set of data for training and 
a different set of data to test post-training. 
Data preparation usually takes longer than 
the training phase. Allow time to get this 
data into an appropriate format, particularly 
for things such as multiple-category 
classification where you need a clean set 
of ‘correct’ classifications to start with.  

Trust and robustness
For some, one of the significant concerns 
about AI systems is the ‘black box’ issue: 
the AI can make a recommendation but not 
explain why it has reached that conclusion. 
It is frustrating as a consumer, for example, 
when your mortgage application is 
rejected, but no more details are given.

If, as discussed earlier on in this paper, AI is 
about machines working alongside us rather 
than replacing us, then we need to develop 
systems that can justify themselves, much 
as we learn to trust colleagues because they 
can argue the case for their decisions. 

The most successful systems also avoid 
‘cliff-edge’ failures. Any real-world AI system 
is going to encounter situations that it can’t 
handle, and the important thing is to exit 
gracefully when this happens, for example, 
by creating a human-readable report that 
gives a briefing on what has happened.  

For AI-controlled systems such as self-driving 
cars, the issue is even more critical: the more we 
take tasks away from humans, the less engaged 
they become, and the harder it is for them to take 
over control. This is an issue that was learned 
a long time ago (see Ironies of Automation), 
but we seem to be only just re-learning.

A parallel to this is that if we automate all the 
simple tasks in our workplaces, we risk taking 
away the learning steps necessary for humans 
to become experts. This is already happening 
in law firms, where junior lawyers are losing 
work to legal research algorithms. The best 
AI strategies will not just be driven by IT, but 
by HR championing resource-planning too.

Maintaining success
There’s also a lesson to be learned from the early 
days of websites: the harder it is to update the 
site, the more likely it is to get outdated. When 
every change to a website involved contacting 
an expert or an agency, they often got stale. 

As most AI systems in a digital workplace are 
unlikely to have dedicated expertise behind them, 
the most successful ones will be those that 
can be maintained by the process owners. For 
example, a bot that answers HR queries needs 
to be updated quickly whenever an employment 
policy changes, not added to a backlog waiting 
for the next month-long coding sprint.

Many of the more accessible chatbot 
technologies use rules rather than intelligent 
reasoning. AI is used to parse questions into 
keyword phrases and identify ‘intent,’ but the 
logic applied to create responses is often just 
a list of “If the query is X then give answer 
Y.” The good thing about this is that people 
without AI skills can readily maintain them. 
The downside is that the user experience can 
be weak until the number of possible queries 
that can be handled becomes comprehensive. 
Comprehensiveness comes with its own 
challenges, however, as these become hard to 
maintain and debug when things go wrong. 

A summary tip then is to start with a 
well-contained problem scope, make 
sure users clearly understand this 
scope, and then scale from there.

https://docs.microsoft.com/en-us/azure/machine-learning/algorithm-cheat-sheet
https://www.ise.ncsu.edu/hillsborough-preview/wp-content/uploads/2017/02/Bainbridge_1983_Automatica.pdf
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