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GROW YOUR WORKFORCE.
NOT YOUR PAYROLL.

75% of the knowledge work
in your business, can now be done by AI workers. 

Today. Not in five years. Today.

We deploy and manage a digital workforce inside your business. AI workers that handle 
your sales outreach, customer communications, operational reporting and back-office 
tasks - across 600 business systems, 24 hours a day, fully managed by us. You don’t 

touch the technology. You just see the results.

Piers Linney MBEDr Aalok Shukla

Making calls
Sending 
emails

Running your 
software

Analysing 
data

Updating 
systems
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You have revenue leaking from your business every day. Enquiries after hours. Leads who 
said “not now” 18 months ago. Customers one bad experience from leaving. Your team can’t 
handle all of it not because they’re not good enough, but because there’s too much work and 
not enough hours. Our AI teams can. 

At £2,000 average transaction, every lost opportunity is £2,000 gone. If you’re missing just 3 
conversions per week, that’s £312,000/year walking out the door. 

Every business with customers has these four problems. You might call them “just how it is.” But 
they’re costing you money every day. 

You can’t talk to everyone who wants to talk to you 
Enquiries come in at 7pm. You call back at 10am. They’re at work. Meanwhile, your 
competitor answered at 7pm and already has the booking. 

Your database is full of unconverted leads you’ve already paid for 
Three years of enquiries. People who said “too expensive” or “not now.” You spent 
money acquiring them. They’re still sitting there. 

You have no idea what’s happening on your calls 
Your team makes thousands of calls a month. How many had a missed upsell? How 
many mentioned a competitor? You don’t know. 

Your support team is a bottleneck, not a filter 
When someone hears “all agents are busy,” they don’t wait, they hang up. You’re 
losing customers you never even spoke to.

PROBLEM 1 

PROBLEM 2 

PROBLEM 3 

PROBLEM 4

THE VALUE PROPOSITION

THE COST OF DOING NOTHING 

The Problem You Already Have

GUIDE OVERVIEW
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The AI Operating System (AIOS) 

The Five AI Teams 

The Six Data Streams We Analyse 

TASK HUMAN COST AI TEAMS

Sales
Revenue generation — outbound calls, 
lead qualification, reactivation campaigns, 
appointment booking 

Out of Hours, Lead Inquiry, Reactivation, 
Appointment Setter

Support
Customer service — query handling, 
authenticated lookups, ticket routing, 
cancellation intervention

Support Chat, Lookup Agent, Escalation 
Handler, Retention Agent

Analyst
Intelligence extraction — call analysis, email 
analysis, sentiment tracking, opportunity 
surfacing

Call Analyst, Email Analyst, QA Scorer, Trend 
Spotter

Computer use
System automation — data entry, form filling, 
cross-system updates, report generation

CRM Updater, Invoice Processor, Data 
Migrator, Report Builder

Task
Workflow orchestration — multi-step 
processes, conditional logic, scheduled jobs, 
triggered actions

Follow-up Sequencer, Reminder Agent, 
Workflow Automator

AIOS is a complete digital 

workforce platform. Five 

specialist AI teams that work 

together, connected to your 

existing systems through 600+ 

integrations. 

600+ integrations. 

Calls

Quality, compliance, missed 
opportunities, coaching gaps

Read only. No workflow changes. No disruption.

Response times, sentiment, 
cross-sell signals

Repeat issues, SLA breaches, 
customer pain patterns

Decision velocity, action 
follow-through, 
alignment gaps

Information silos, repeated 
questions, bottlenecks

Pipeline health, stale deals, 
scheduling gaps

Meetings

Emails

Messaging

Tickets

CRM & Systems

01

04

02

05

03

06
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Insights Before​ Action — Always​

See. Then Do.

See what you’ve never seen before.​

Then

Do what you’ve never done before.​

Instead of asking:

Every deployment follows the same progression across all three dimensions.​

Surface missed enquiries, upsell signals 

in calls, cross-sell patterns, pipeline 

leaks​

Reactivate dormant leads, outbound 

campaigns, automated follow-up, 24/7 

inbound conversion​

Identify repeat questions consuming 

thousands of hours, invoice 

bottlenecks, scheduling imbalances​

Auto-respond to FAQs, bulk screening 

calls at 15× efficiency, Computer Use 

agents operating SaaS platforms​

Detect inconsistent service across 

locations, compliance risks, frustrations 

that never reach leadership​

24/7 support with calibrated handoff, 

consistent quality standards, real-time 

sentiment monitoring​

Insights​ - Analyst Agents​ Action​​ - Interactive & Action Agents​

Detect hidden revenue​ Capture that revenue​

Find the time sinks​ Eliminate those drains​

Expose quality gaps​ Fix the experience​

STAGE 1 STAGE 2

Revenue

Capacity

Experience

Deploy Analyst Agents first. Make 
the domain visible before you try 
to change it. The Insights phase is 
low-risk, read-only, and requires 
no workflow changes. Nobody 
needs to know AI is involved.​

By the time Action Agents are 
proposed, the business has 
seen months of evidence. The 
conversation shifts from “Should 
we use AI?” to “Which of these 
problems do we want to fix first?”​

We ask:

“What do you want to automate?”

“What are you not seeing in your own business?”

1

2
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Cost Per Action: AI vs Human 

Human time: 
~50% productive.

AI time: 
100% productive. 

Every time.

REVENUE PER ACTION​
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Best-Fit Verticals

VERTICAL AVG SALE DATABASE

Multi-Location Healthcare (dental, clinics, pharmacy) £4,000 50K+

Automotive MOT & Service £500 200K+

Gym & Fitness Chains £600 100K+

High-Value Service Providers (HVAC, property, insurance) £8,000 30K+

High-Ticket Sellers & Resellers (kitchens, windows, equipment) £10,000 100K+

Who This Is For
The 3-Question Qualification

QUESTION THRESHOLD WHY

What's your average sale/transaction value? £2,000+ Higher revenue potential

How many unconverted enquiries in your database? 20,000+ Volume to work on

How many calls per month across the business? 5,000+ Analyst has material
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How to Use This Guide

If You Want To… Jump To… 

Experience AI workers immediately Part 3 — See It In Action 

Learn how digital workers actually operate Part 4 — Your Digital Workforce 

Build the business & financial case Part 8 — ROI & Investment 

Plan implementation & rollout Part 9 — Your Journey 

Get stakeholder-specific certainty Part 11 — Deep Dives 

Understand the strategic shift Part 2 — The Market Shift 
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Strategic Imperative

Introduction
For the last century, growth in business has had an unavoidable rule:

•	 To increase output, you must increase headcount. 
•	 More revenue required more staff. 
•	 More customers required more support.
•	 More complexity required more management. 

Every company on earth has been constrained by the same limitation: Human capacity scales 
slowly, inconsistently, and expensively. That constraint is now over.

The Old Rule New Reality
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AI is not just capable of  "assisting" and augmenting employees.
It is here to become the second workforce inside every business.

A workforce that:

This is the most significant shift in business operations since the invention of cloud computing and 
has far more profound implications.

The Shift Has Already Begun

Works 24/7

Learns 
continuously

Never slows down

Scales instantly

Executes workflows 
precisely

Doesn’t leave with 
know how

This is not just about automation.  AI provides access to more capacity with a variable cost.

This is added capacity without hiring.

Cloud eliminated the need to own and manage physical servers.
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The New Operating 
System for Work

AIOS is your digital workforce layer,  the system that deploys, 
coordinates, and governs AI workers across your business.

AIOS does not replace your systems.
It operates them.

Your finance tools stay. Your support systems stay.

Your CRM stays.
Your existing sources of data stay.

The difference is who is doing the work.
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Advantage Outcome Competitor Impact 

Speed Response times drop from hours → seconds Customer experience gap widens

Scale Capacity increases without headcount Hiring-based orgs cannot match scale 

Intelligence Every interaction becomes structured learning Data advantage compounds exponentially 

Memory 
Perfect memory across all know-how, 

intellectual property and customers

No data leakage from poor recall or leaving 

employees.

Why This Creates Runaway Advantage

Companies that deploy AIOS gain four structural advantages:

These advantages do not add. They compound.

Once established, AI-first organisations will be extremely difficult to catch.

This is why early adopters become category leaders.
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If a competitor deploys AIOS before you:

The Playbook to Move First
Do not launch a "pilot."

Do not start with a chatbot.

Do not delegate this to IT.

The Strategic Risk of Waiting

From that moment onward, you are reacting, not defining.
Linear companies that fall behind in an exponential world will struggle to catch up - some never will

They will respond faster 
than your team

They will have more variable 
costs and more capacity

They will serve more 
customers at lower cost

They will reset expectations 
in your market

They will collect 
intelligence you never see

01

03

02

04

Start with one business-critical workflow.

Measure impact in 6–12 weeks.

Deploy your first AI Agent Team.

Then scale by design,  not by hiring.

Grow your workforce, not your payroll.
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IMPLEMENT AI: EXECUTIVE BRIEF
The AI BPO Centre: On-Demand Departments 
Without Headcount

Strategic Context
For the first time, your business can deploy complete fully-staffed departments in weeks instead 
of months, at a fraction of traditional cost—without external outsourcing compromises.

Need credit control?

Need 24/7 customer support?

Need comprehensive sales intelligence?

Want to try a new strategy or enter a new market with less risk?

This isn't automation of existing processes. This is instant deployment of enterprise capabilities 
that previously required expensive planning, recruitment, training and management of 
departments, or entire business divisions.

The Opportunity

Capacity Economics

AI agents deliver 2-44x more 
productive capacity than 
traditional hiring:

•	 168 hours/week availability vs 40
•	 100% productive time vs ~50% (accounting for 

meetings, breaks, admin)
•	 10-20x faster processing through parallel execution
•	 Typically <1% error rate vs 3-5% human variance

Example: 1 AI sales agent completes in 6 minutes what takes a human 4.4 hours—that's 44x faster.

See Section 6.6: Understanding Productive Capacity Units (PCU) for complete capacity analysis.

…then deploy agents in 6-12 weeks.
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Financial Impact
Unit Economics Comparison

Traditional FTE AI Deployment 

Annual cost £60-90K all-in Subscription-based 

Deployment timeline 18-23 weeks 6-12 weeks 

Productive hours ~1,000 (50% of contracted) ~8,760 (100% of available) 

Error rate 3-5% Typically <1% 

Scale timeline 3-6 months Immediate 

Three-Year Impact (10 FTE equivalent capacity)

See Section 8.3: ROI Framework for complete financial analysis.

AI Approachtotal employment cost

with superior operational 
characteristics

70-85%

Subscription model 
with transparent 

economics

Traditional

total employment cost
£650-900K

First-Mover Dynamics
Organisations deploying AI capacity in 2026 establish operational advantages competitors cannot 
quickly replicate. Late movers face a period of catching up while market dynamics shift against 
them at increasing speed...
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Implementation Framework
Phase 1

Phase 2

Phase 3

Single use case validation

Functional expansion

Enterprise scale

Weeks 1-8

Months 3-6

Months 6-12

Risk Mitigation: Monthly contracts, proven deployment for businesses of all sizes - from SME to 
FTSE-100 - , transparent economics, enterprise-grade security, and responsible AI.

See Part 9: Your Implementation Journey for detailed timeline.

Platform Architecture: AIOS
Unlike point solutions, AIOS functions as a platform to deploy any business capability:

Agent Types Platform Capabilities Deployment Model

Interactive (conversations)

Action (tasks)

Analyst (research)

White-glove configuration 
and setup, 6-12 week 
implementation, 
subscription and variable 
costs for work done.

•	 Short and long-term memory
•	 600+ pre-built integrations, 

multi-agent orchestration
•	 3-layer quality validation 

(designed to target 95%+ 
accuracy)

•	 Enterprise security (built on 
accredited infrastructure and 
processes, GDPR compliant 
see Section 11.2 for details)

See Section 4.2: The 
Three Types of AI Agents See Part 6: Meet AIOS for 

complete platform overview.

1

2

3
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Validation Path

About Implement AI

Two options to evaluate:

Expected timeline: 2-4 weeks from first contact to commitment

See Part 3: See It In Action to begin evaluation.

Winner "AI Startup of the Year - London." Deployed 
across multiple sectors from SMEs to FTSE-100 
enterprises t. Co-founded by Dr Aalok and Piers 
Linney MBE (former Dragons' Den investor).

Contact: www.implementai.io

Strategic Implications

Organisations that deploy now will:

Organisations that delay will:

•	 Define industry standards rather than react
•	 Accumulate data advantages that compound over time
•	 Capture margin to reinvest or compete on price
•	 Detach cost base growth from sales growth to increase margins
•	 Attract talent by offering modern, strategic roles

•	 Follow playbooks established by early movers
•	 Operate at structural cost disadvantage
•	 Face customer expectations they cannot meet economically
•	 Require 18-24 months to close capability gap, if possible.

1 2
Executive demonstration Self-service evaluation
Test live agents during 
welcome call

Access demo environment 
immediately

https://www.implementai.io
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PART 1: QUICK START

1.1 WHO THIS GUIDE IS FOR
This guide is for business owners and leaders evaluating AI agents as a strategic investment - not 
an IT experiment.

You're in the right place if:

•	 You understand the potential for AI to transform business operations
•	 You're considering AI to scale operations without proportional headcount growth
•	 You need to respond faster to market opportunities and competitive threats
•	 You want to understand the business case, not just the technology
•	 You're evaluating Implement AI against other vendors or internal development

•	 What makes AIOS different from point AI solutions
•	 How to evaluate and test agents before committing
•	 What to expect during implementation
•	 Financial, technical, and operational considerations
•	 Role-specific deep dives for decision-makers

This guide covers:

1.2 THREE WAYS TO NAVIGATE THIS GUIDE

Path 1: Experience It First
"I want to see agents working before reading about them"

Book a demo call

Access self-service demo

Skip to Part 3: See It In Action

Then come back to understand the full picture.
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Path 2: Understand The Complete Picture

Path 3: Go Straight To Your Role

“I want to understand the opportunity, platform, and business case”

“I need specific answers for my function”

The market opportunity and timing

How AIOS works as your AI BPO centre

Investment and ROI considerations

Implementation process

Getting started

CEO: Strategic impact, competitive advantage, board conversation

CTO: Technical architecture, security, integration

CFO: Financial analysis, ROI calculations, TCO

COO: Implementation roadmap, change management, operations

Read Parts 2-10 in order

Jump to Part 11: Role-Specific Deep Dives

Then dive into your role-specific section.

Then explore other sections as needed.

1.3 WHAT YOU'LL LEARN
No matter which path you choose, you'll learn:

•	 Why this is infrastructure, not software
•	 How to evaluate before committing
•	 What to expect from implementation
•	 How to build the business case
•	 Why early adopters become category leaders

Choose your path.

Ready?
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PART 2: THE STRATEGIC 
OPPORTUNITY

2.1 THE MARKET SHIFT HAPPENING NOW

The business landscape is changing faster than most realise.

2027+2026+2023-2025

"Category Leaders 
Dominate"

"AI-First Business Era""AI Pilot Era"

First movers have 
compounding 
advantage, late 
adopters struggle to 
catch up.

AI becomes operational 
infrastructure, integrated 
workforce, business model 
transformation.
  
“This is how we work now”

Companies experiment 
with AI, point solutions, 
disconnected tools. “Let’s 
try ChatGPT”

2.2 EARLY ADOPTER VS LATE ADOPTER: 
THE TIMELINE

EARLY ADOPTER Next 6 months

Position:

Outcome:
2-3x revenue without 2x staff → Category leader

•	 Define industry best practices
•	 Build data/learning advantage
•	 Establish AI-first operations
•	 Attract top talent (modern employer)
•	 Set customer expectations

“We can’t compete with them”

WE ARE HERE
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6-18 months

18+ monthsLATE ADOPTER

Position:

Outcome:
Survival, not growth → At risk

•	 Market expectations already set
•	 Competitors have structural advantage
•	 Playing catch-up permanently
•	 Talent harder to attract
•	 Customers expect AI capability

FAST FOLLOWER

Position:

Outcome:
Match competitor efficiency → Maintain market share

•	 Follow established patterns
•	 Catch up to competitors
•	 Defend market position
•	 Higher implementation cost
•	 Standards already set by early movers

2.3 THE AI-FIRST BUSINESS MODEL

Traditional Business: AI-First Business:

Revenue → Hire → Train → Scale (6 months) Revenue → Deploy → Scale (weeks)

•	 Linear growth
•	 Fixed costs
•	 Capacity constraints
•	 Slow to respond

•	 Exponential capacity
•	 Variable costs
•	 Instant scaling
•	 Rapid response
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2.4 WHY THE WINDOW TO LEAD IS CLOSING

The companies that win in your industry over the next 5 years will be the ones who mastered AI 
agents in the next 12 months.

The question isn’t whether AI will transform your business.

The question is: Will you define how AI transforms your industry, or will you be copying what early 
movers figured out?

2.5 WHAT THIS MEANS FOR YOU

202820272026

Fast follower territory Playing catch-upEarly mover advantage 
available

Year 1

Year 2

Year 3

Operational Advantage

Strategic Advantage

Category Leadership

•	 Handle 3-4x volume, same headcount
•	 Respond in seconds, not hours
•	 24/7 coverage without night shift
•	 15-25% revenue increase

•	 Data advantage (insights competitors lack)
•	 Brand advantage (modern, AI-first)
•	 Margin advantage (reinvest or compete on price)
•	 50-100% revenue increase

•	 Market-defining position
•	 Competitors copying your playbook
•	 Talent magnet (best want to work with you)
•	 Compounding returns
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2.6 WHERE DO YOU SIT?
A self-assessment for your AI readiness, not a ladder where higher is better.

Not every business wants to become an AI company. Most do not. What matters is alignment: 
how does your leadership team see the relationship between AI and your business, and does that 
position match the opportunity available to you? 
 
Five positions describe different strategic choices. There is no wrong answer only a mismatch 
between position and execution.

POSITION WHAT IT MEANS

Position 1:
Not Yet

Your business has not started exploring AI. That may be because it has 
not felt urgent, previous technology changes were painful, or AI seems 
irrelevant to what you do. This is a perfectly rational position, but if your 
sector has significant overlap (see Part 2B), competitors who move first will 
build advantages that compound over time.

Position 2: 
Enhancers

This is where the majority of businesses sit, and where the largest practical 
opportunity lies. You want AI to improve what you already do faster, 
cheaper, or better. The dental practice wants AI to handle reception calls so 
the dentist focuses on patients. The recruitment agency wants AI to screen 
CVs so consultants focus on clients. This is not a compromise. It is a rational 
strategic choice. Deployment is managed and targeted: start with two or 
three agent skills, deliver measurable ROI quickly, and expand when trust is 
established.

Position 3: 
Restructurers

You are ready to redesign roles, workflows, and team structures around AI 
capability. The recruitment agency redeploys junior researchers into client-
facing work. The accounting firm restructures its team model. Executive 
sponsorship exists for AI as a strategic initiative with dedicated budget. 
These are the most rewarding engagements because they move fast, absorb 
change well, and compound returns from each phase.

Position 4: 
Transformers

You are pursuing fundamental business model change. Every tenant 
interaction becomes AI-first. Billing shifts from hours to outputs. AI is a 
board-level priority with willingness to rethink existing revenue streams. 
Deployment is a strategic partnership at operating system level.

Position 5:
AI-Native

Your business was designed around AI from inception, or you have 
transformed so thoroughly that AI is the operating system. AI handles 60–
80% of all operational tasks. Human roles are exclusively high-judgement, 
relationship, and creative work. Margins are 30–40%+. Revenue per 
employee is 3–5× industry average.
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The vast majority of businesses will operate as Enhancers or Restructurers. That is not a 
failure. The strategic question is not “how far along the spectrum are you?” but “what is 
the right position for this business, and are we executing well there?” The mistake is not 
being an Enhancer. The mistake is being a Resistor in a sector where the economics are 
compelling and competitors, or acquirers, are already moving.

POSITION MINDSET
DEPLOYMENT 
APPROACH

STRATEGIC 
OUTCOME

1. Resistors No AI intent Requires acquisition Prime acquisition target

2. Enhancers AI adds onto existing ops Managed, targeted Augmentation goldmine

3. Restructurers Redesign roles around AI Full-spectrum + change mgmt Margin transformation

4. Transformers Fundamental model change Strategic partnership Self-Transformer

5. AI-Native AI is the operating system Co-building at OS level Crescendo / Dwelly model
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PART 3: SEE IT IN ACTION
We don't expect you to buy without experiencing it. In fact, we insist you test agents before 
making any commitment.

3.1 THREE WAYS TO EXPERIENCE IMPLEMENT AI

1. LIVE DEMO CALL

What Happens:

What Happens:

Who It’s For:

Who It’s For:

2. SELF-SERVICE DEMO

•	 Test 3 agents during your welcome call
•	 Ask questions in real-time
•	 See how agents work with your use case
•	 "Call this number and ask about your business. See how it responds."

•	 Try agents on your own time
•	 No commitment required
•	 Instant access to test environment
•	 Explore at your own pace

•	 Decision makers who want to see it live
•	 Teams evaluating multiple vendors
•	 Anyone who prefers guided experience

•	 Technical evaluators
•	 Teams in different time zones
•	 Those who prefer hands-on exploration

Timeline: Usually within 24-48 hours

Timeline: Instant access

Ready to experience it yourself?
Get in touch to speak with our AI agents and 
schedule a meeting with the team.

www.implementai.io
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3.2 WHAT YOU'LL EXPERIENCE

3.3 CLARITY & TRANSPARENCY
We believe in:

Transparency EducationTesting Partnership

You’ll Test:

You’ll See:

You’ll Learn:

Voice Agent: Call and interact naturally

Research Agent: Watch it gather company intelligence

Task Agent: See it update systems automatically

How agents connect to your systems

The quality assurance process

Real-time performance monitoring

How it works in your industry

Case Studies

Which agents fit your use case

Expected timeline and investment

What we need from you

Realistic outcomes and ROI

You see exactly 
how it works

Understand what 
you’re getting

Prove it works 
before you buy

This is a 
collaboration
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PART 4: UNDERSTANDING YOUR 
DIGITAL WORKFORCE

4.1 THE SIMPLE TRUTH ABOUT AI WORKERS
Implement AI’s teams of digital workers work exactly like human employees work,  they see 
the same screens, use the same software, and follow the same processes. The difference? They 
work 24/7, follow your business processes, have perfect memory, work concurrently, and deliver 
consistent quality.

But before we show you the technical details of how they work, let's review what types of AI 
workers you can deploy and why agent teams are where the real transformation happens.

4.2 THE THREE TYPES OF AI AGENTS
Not all AI agents are the same. Just like your human workforce has different roles and capabilities, 
your digital workforce comes in three distinct types.

TYPE 1: INTERACTIVE AGENTS (Conversational)

What They Do: Interactive agents communicate directly with people—customers, prospects, 
employees, or partners. They understand natural language, maintain context across conversations, 
and respond in a human-like way.

Core Capabilities:

Real-World Examples:

Customer 
Support Agent:

•	 Monitors support inbox (email, chat, messaging)
•	 Responds to common questions from knowledge base
•	 Troubleshoots technical issues step-by-step
•	 Escalates complex problems to human agents

•	 Have conversations via chat, email, or voice
•	 Understand intent and context from messages
•	 Provide information from knowledge bases
•	 Ask clarifying questions when needed
•	 Escalate to humans when appropriate
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TYPE 2: ACTION AGENTS (Task Execution)

What They Do: Action agents perform tasks and execute workflows autonomously. They complete 
work in your systems—entering data, moving information between applications, processing 
documents, updating records, and coordinating multi-step processes.

Two Approaches to Action:

See Section 7.1: Technical Overview for detailed explanation of Computer Use vs API integration.

Sales Qualification 
Agent

HR Assistant Agent

Customer Success 
Agent

•	 Engages with website visitors via chat
•	 Asks discovery questions to understand needs
•	 Assesses fit against ideal customer profile
•	 Books meetings for qualified prospects

•	 Answers employee questions about policies
•	 Helps with benefits enrolment
•	 Guides through expense submission process
•	 Provides onboarding information

•	 Engaging customers to obtain feedback
•	 Replaces forms, surveys and human agents

Computer Use Agents: Task Agents (API-Based):

•	 See and interact with software 
interfaces visually

•	 Click, type, navigate, copy, paste like 
humans

•	 Use any web-based or desktop 
application

•	 Work with software that doesn't have 
APIs

•	 Connect directly to software via APIs
•	 Execute commands programmatically 

(faster, more reliable)
•	 Work with systems that have robust API 

access
•	 Chain multiple API calls into workflows
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Invoice Processing 
Agent

Lead Enrichment 
Agent

Order Fulfilment 
Agent

•	 Monitors email for invoice attachments
•	 Extracts data from PDF invoices (OCR)
•	 Validates against purchase orders
•	 Enters data into accounting system (Xero/QuickBooks)
•	 Routes for approval if over threshold
•	 Schedules payment and updates records

•	 Detects new lead in CRM (HubSpot/Salesforce)
•	 Opens company website to gather information
•	 Searches LinkedIn for decision-makers
•	 Checks company news and funding status
•	 Scores lead against ICP criteria
•	 Updates CRM with all research findings

•	 Monitors orders in e-commerce system
•	 Checks inventory availability
•	 Creates shipment in logistics system
•	 Generates shipping labels
•	 Updates customer with tracking information
•	 Records all details back to order system

Real-World Examples:

TYPE 3: ANALYST AGENTS (Research & Intelligence)

What They Do: Analyst agents gather information, conduct research, analyse data, generate 
insights, and produce reports. They synthesise information from multiple sources to answer 
questions, identify patterns, support decision-making, and spot opportunities humans might miss.

Core Capabilities:
•	 Search and extract information from multiple sources
•	 Analyse data and identify patterns/trends
•	 Synthesise information into summaries
•	 Generate reports and dashboards
•	 Monitor for specific triggers or changes
•	 Process voice and conversation data for deep insights
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Competitive 
Intelligence Agent

Deep Analysis 
Capabilities

Call Analysis Agent
(Revenue Intelligence)

What It Does: Processes recorded sales calls, customer 
conversations, and support interactions to extract 
strategic insights that humans consistently miss due to 
volume and cognitive bias.

Prospect Research 
Agent

•	 Monitors competitor websites daily
•	 Tracks pricing changes and new products
•	 Scans competitor social media and news
•	 Analyses competitor job postings (hiring signals)
•	 Compiles weekly competitive intelligence report

•	 Buying Signal Detection: Identifies verbal cues that indicate 
readiness to buy

•	 Objection Analysis: Tracks all objections raised, how reps 
handled them, and success patterns

•	 Competitor Intelligence: Flags every competitor mention 
and positioning

•	 Pricing Discussion Tracking: Analyses pricing conversations 
and discount patterns

•	 Deal Risk Assessment: Detects hesitation, lack of 
engagement, champion losing influence

•	 Missed Opportunity Identification: Spots what wasn’t 
mentioned that should have been

This is where analyst agents go far beyond basic transcription 
to unlock revenue hiding in your conversations.

•	 Receives target company list from sales team
•	 Researches each company comprehensively:

	◦ Company size, revenue, funding
	◦ Technology stack (what tools they use)
	◦ Recent news, expansion, hiring
	◦ Key decision-makers and their backgrounds
	◦ Pain points mentioned in public content

•	 Creates detailed prospect profile for each
•	 Prioritises accounts by fit and intent signals

Real-World Examples:
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•	 Prospect asked about integration → Rep didn’t mention your native connector (lost upsell 
opportunity)

•	 Customer mentioned “manual reporting takes hours” → Rep didn’t demo automation feature
•	 Prospect said “we have 50 users” → Rep pitched Standard when they qualify for Enterprise
•	 Customer asked about Feature X → Rep said “not available” but it launched last month

Revenue Impact:

Missed Opportunity Examples:

•	 15-25% increase in upsell/cross-sell attachment (catching missed opportunities)
•	 10-20% improvement in close rates (replicating winning patterns)
•	 20-30% reduction in deal cycle time (earlier risk detection)
•	 Significant annual revenue recovered from previously-missed opportunities

•	 High volume of repetitive enquiries
•	 Need 24/7 availability for responses
•	 Clear knowledge base or FAQ exists
•	 Questions follow predictable patterns
•	 Want to free humans for complex cases

•	 Repetitive, rules-based tasks
•	 Data moving between systems
•	 High-volume document processing
•	 Tasks requiring multiple systems
•	 Workflows with clear success criteria
•	 Time-consuming manual processes

•	 Highly emotional or sensitive conversations
•	 Complex negotiations requiring judgement
•	 Situations requiring genuine empathy
•	 Building deep client relationships

•	 Tasks requiring subjective judgement
•	 Workflows that change frequently
•	 Situations requiring physical presence
•	 Processes without clear steps

4.3 WHEN TO USE EACH TYPE

USE INTERACTIVE AGENTS WHEN:

USE ACTION AGENTS WHEN:

DON’T USE INTERACTIVE AGENTS FOR:

DON’T USE ACTION AGENTS FOR:

See Section 5.3: Complete Workflow Example (Revenue Intelligence) for detailed implementation.
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•	 Need to gather information at scale
•	 Regular reporting and monitoring required
•	 Regulatory or internal compliance is 

important
•	 Research is time-consuming but 

predictable
•	 Multiple sources need to be synthesised
•	 Want to stay informed on specific topics
•	 Recording conversations but not extracting 

value
•	 Missing patterns and opportunities in 

existing data
•	 Revenue hiding in plain sight in your 

conversations

•	 Requires deep domain expertise
•	 Strategic recommendations needing 

business context
•	 Novel or unprecedented analysis
•	 Politically sensitive interpretations

USE ANALYST AGENTS WHEN: DON’T USE ANALYST AGENTS FOR:
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4.4 DECISION TREE: CAN AI DO THIS TASK?
Use this flowchart to determine if a task is a good fit for AI:

START: You have a task in mind

Excellent Candidate For AI Automation

Does it involve using software/computers?

Is the process clearly defined?

 Is it repetitive (done more than weekly)?

Does it require legal/medical/ethical judgement?

Is the data structured and accessible?

Does it have clear success criteria?

Estimated ROI: 70-85% cost reduction
Estimated speed improvement: 10-20x faster
Recommended: Pilot programme to prove value

Probably not a good fit (yet)

Need to document process first

Manual might be more cost-effective

Human-in-the-loop required

May need data cleanup first

Need to define “good” vs “bad” output

Continue

Continue

Continue

Continue

Continue

Continue

No

No

No

Yes

No

No

Yes

Yes

Yes

No

Yes

Yes



Page 35

PART 5: THE REAL OPPORTUNITY – 
AGENT TEAMS

5.1 WHY AGENT TEAMS ARE 
TRANSFORMATIONAL
Here's where the magic happens—and where most companies miss the opportunity.

Individual agents are powerful. Agent teams are transformational.

Agent teams mirror this reality.

The true value isn't deploying one agent to do one task. It's orchestrating multiple agents working 
together as a coordinated team, handling complex end-to-end workflows that previously required 
multiple humans across different departments.

Agent orchestration is when multiple specialised agents work together in sequence or parallel, 
each handling their part of a workflow, passing information seamlessly between them, and 
coordinating to achieve a complete business outcome.

Think about how work actually flows in your business:

•	 It rarely stays within one system
•	 It rarely involves just one type of task
•	 It requires handoffs between different functions
•	 It needs different types of intelligence at different stages

What is Agent Orchestration ?

Simple Agent: 

Simple Agent: 

Agent Team:

Agent Team:

Handle customer support tickets

Process invoices

Detect customer frustration → Research account history → Identify upsell opportunity → 
Resolve issue → Book account review → Update CRM → Alert account manager

Extract invoice data → Validate against PO →Check budget → Route for approval → 
Schedule payment → Update forecasts → Flag anomalies → Notify stakeholders
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5.2 COMPLETE WORKFLOW EXAMPLE: 
LEAD-TO-REVENUE

Instead of multiple agents operating independently, here's a coordinated team handling the entire 
journey:

•	 New lead arrives from website form
•	 Researches company comprehensively:

•	 Connect to your existing data with zero disruption to how your team works 
•	 Analyst agent surfaces patterns your team would never have time to find 
•	 Pinpoints the bottlenecks holding you back so we can deploy the right agents where they 

matter most

•	 Sends personalised email within minutes based on research
•	 References specific talking points (recent funding, tech stack gaps)
•	 Engages in multi-touch email conversation
•	 Answers initial questions from knowledge base
•	 Assesses buying timeline and readiness
•	 Qualifies budget and authority
•	 Determines if hot/warm/cold
•	 Hands qualified lead to next agent

	◦ Company size, revenue, funding
	◦ Tech stack and tools currently used
	◦ Recent news and growth signals
	◦ Key decision-makers and their backgrounds

Stage 2: Lead Capture & Research (Analyst Agent)

Stage 1: Identify the Bottlenecks 

Stage 3: Initial Engagement (Interactive Agent)

•	 Checks AE calendar availability across team
•	 Proposes meeting times matching prospect timezone
•	 Sends calendar invite when time confirmed
•	 Creates deal record in CRM
•	 Adds prep notes from research
•	 Sets up meeting reminder sequence
•	 Hands confirmed meeting to next agent

Stage 4: Meeting Booking (Action Agent)
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•	 Compiles comprehensive background dossier
•	 Identifies potential objections based on similar deals
•	 Suggests relevant case studies (same industry/size)
•	 Analyses competitor landscape for this prospect
•	 Briefs AE with key talking points before call
•	 Hands context package to AE

•	 Lead receives research-backed outreach in minutes (vs hours or days)
•	 Meeting booked quickly (vs days of back-and-forth)
•	 AE arrives to call fully briefed (vs scrambling to research)
•	 No leads fall through cracks (vs 30-40% lead leakage)
•	 Every interaction tracked and analysed (vs incomplete CRM data)
•	 Missed opportunities caught immediately (vs lost revenue)
•	 Managers get real-time visibility into pipeline quality

Human Involvement: AE focuses purely on the call and relationship building. Everything else is 
handled by the agent team.

Stage 5: Pre-Call Intelligence (Analyst Agent)

Result:

•	 Analyst Agent: Processes call recording automatically

•	 Action Agent: Takes immediate action

Stage 6: Post-Call Analysis (Analyst Agent + Action Agent)

	◦ Extracts action items and next steps
	◦ Identifies buying signals and concerns mentioned
	◦ Spots missed opportunities: Questions prospect asked that weren’t 

fully answered
	◦ Flags objections that need addressing
	◦ Calculates deal risk score

	◦ Updates CRM with call notes and insights
	◦ Creates follow-up tasks for AE with specific guidance
	◦ If demo requested → Triggers demo prep agent team
	◦ If objection detected → Sends relevant collateral automatically
	◦ If high deal risk → Alerts manager for coaching
	◦ Monitors deal progression and alerts on stalls
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5.3 REVENUE INTELLIGENCE: FINDING MONEY 
IN YOUR CALLS
The Hidden Opportunity: Your sales team has 40 calls this week. How many upsell opportunities 
did they miss? You don't know—because nobody analyses every call.

Agent Team Approach:

Call Analysis Agent processes every recorded call (Analyst Agent):

Opportunity Identification (Analyst Agent):

Immediate Coaching & Action (Interactive Agent + Action Agent):

•	 Automatically records all sales calls (Zoom, Teams, etc.)
•	 Generates transcripts and performs deep analysis:

•	 Compares call to winning patterns from thousands of previous calls
•	 “Deals that mention ROI calculator close 40% faster—not mentioned on this call”
•	 “Prospects who ask about integration have 3x higher ACV—they asked, rep didn’t offer 

connector (missed upsell)”
•	 “This call didn’t cover implementation timeline—often a sticking point later in cycle”
•	 Identifies upsell signals missed in conversation
•	 Calculates deal risk score based on conversation dynamics

	◦ Extracts all questions prospect asked
	◦ Identifies objections raised (price, timing, features, competition)
	◦ Detects buying signals (“What’s the onboarding process?”)
	◦ Tracks competitor mentions and how rep responded
	◦ Calculates talk ratio (rep vs prospect)
	◦ Identifies features discussed vs not mentioned
	◦ CRITICAL: Spots missed opportunities—prospect asked about X, rep didn’t mention 

solution Y
	◦ Flags compliance issues or poor call quality
	◦ Extracts all next steps and commitments

To Sales Rep (immediately after call via Slack/Email):

“Great job on discovery! Here are 3 opportunities from your call:
1. Missed Upsell: Prospect mentioned ‘reporting takes us hours each week’—this is exactly 
what our Analytics Add-on solves. Consider mentioning in follow-up email.
2. Competitive Intel: Prospect compared us to Competitor X twice. They’re likely getting 
quotes from both. Here’s our competitive battle card [link].
3. Action Items Captured:
•	 Send manufacturing case study (auto-drafted, review here)
•	 Set up demo environment (scheduled for tomorrow 2pm)
•	 Introduce to technical team (calendar invite sent)
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To Sales Manager:

Action Agent Executes:

Pattern Analysis (Analyst Agent – Aggregated Intelligence):

•	 Performance summary across all reps
•	 High-risk deals flagged for review
•	 Missed upsell patterns identified
•	 Coaching opportunities highlighted

•	 Creates follow-up tasks in CRM automatically
•	 Updates deal record with insights and missed opportunities
•	 Adds call notes and next steps
•	 Flags deal for manager review if high-risk
•	 Schedules follow-up reminders
•	 Auto-drafts follow-up email addressing missed topics for rep review

•	 Analyses trends across all calls this week/month
•	 “30% of deals this month mentioned Competitor Y (up from 15%)—possible new sales push 

from them”
•	 “Missed upsell opportunities identified this quarter across team—primary gap: reps not 

mentioning Advanced Features when prospects describe qualifying pain”
•	 “Calls that demo Feature X have 2.5x higher close rate—should be standard in pitch”
•	 “Top performing reps ask 12-15 questions on average; bottom performers ask 6-8”
•	 Generates weekly sales intelligence report
•	 Identifies training needs across team
•	 Feeds insights back to marketing (positioning, messaging)

•	 Every call analysed for revenue opportunities (vs <5% reviewed manually)
•	 Significant annual revenue recovered from previously-missed upsells and cross-sells
•	 Real-time coaching, not quarterly reviews
•	 Missed opportunities caught same-day (vs lost forever)
•	 Competitive intelligence extracted automatically
•	 Winning patterns identified and replicated across team
•	 Managers get pipeline quality insights, not just quantity
•	 Sales team spends zero time on call notes or admin

Result:
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5.4 CUSTOMER CHURN PREVENTION
The Retention Challenge: You know a customer is at risk when they've already decided to leave. 
By then, it's often too late.

Agent Team Approach:

•	 15-25% increase in upsell/cross-sell attachment rate
•	 10-20% improvement in close rates (pattern replication)
•	 30-40 hours/month saved per rep (no manual note-taking)
•	 Earlier visibility into at-risk deals
•	 Most importantly: Stops revenue leakage from missed opportunities

For detailed agent orchestration methodology, see Section 5.2: Lead-to-Revenue Workflow 
Example.

Revenue Impact:

Health Monitoring 
Agent (Analyst Agent)

Proactive Outreach 
Agent (Interactive 
Agent)

Account Analysis Agent 
(Analyst Agent):

•	 Continuously monitors customer health signals:

•	 Reaches out to customer with personalised message
•	 References specific usage patterns: “Noticed you haven’t 

used Feature X lately...”
•	 Asks if there are any blockers or issues
•	 Offers training or support resources
•	 Books check-in call if needed
•	 Escalates to CSM if response indicates serious issue

•	 Deep-dives into account data:

•	 Identifies expansion opportunity to increase value
•	 Prepares recommendations for CSM

•	 Calculates churn risk score
•	 Triggers intervention when risk exceeds threshold
•	 Alerts next agent with full context

	◦ Product usage declining
	◦ Support tickets increasing
	◦ Payment delays
	◦ Key user not logging in
	◦ NPS score dropping

	◦ ROI being achieved vs expected
	◦ Features being used vs available
	◦ Comparison to similar successful customers
	◦ Upsell/cross-sell opportunities
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Retention Actions 
Agent (Action Agent + 
Interactive Agent)

Follow-Up & 
Measurement (Analyst + 
Interactive Agents)

•	 If expansion opportunity exists: Creates proposal, sends to 
customer

•	 If training needed: Schedules onboarding session, sends 
resources

•	 If underutilising: Enables additional features, sends tutorial
•	 If at-risk: Creates escalation ticket, briefs CSM with full 

context
•	 Updates CRM with all actions taken

•	 Monitors if interventions improved health score
•	 Follows up within weeks to check progress
•	 Tracks success rate of different intervention types
•	 Reports to CSM on customer sentiment
•	 Identifies patterns in what prevents churn

•	 Churn risk detected 30-60 days earlier
•	 Proactive intervention vs reactive firefighting
•	 Every at-risk customer gets attention (vs only top accounts)
•	 CSMs focus on high-touch strategy, not monitoring dashboards
•	 Upsell opportunities identified automatically
•	 Data-driven playbooks for different churn scenarios

Result:

For complete agent team methodology and handoff protocols, see Section 5.2: Lead-to-Revenue 
Workflow Example.

5.5 KEY PRINCIPLES OF AGENT TEAMS
1.	Specialisation: Each agent does what it does best—interactive agents engage, action agents 

execute, analyst agents research. No single agent trying to do everything.
2.	Seamless Handoffs: Agents pass information cleanly between stages. No data lost, no context 

dropped, no manual intervention needed.
3.	Parallel Processing: Multiple agents can work simultaneously on different parts of a workflow, 

dramatically reducing total time.
4.	Continuous Improvement: Agent teams learn from outcomes—which approaches work, which 

don't—and optimise over time.
5.	Human Oversight at Key Points: Humans stay in control of critical decisions, but freed from all 

the surrounding work.
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5.6 BUILDING YOUR AGENT TEAM: WHERE TO 
START
Don't try to build the entire agent team at once. Start with one high-impact workflow:

Timeline: Most companies have a 3-5 agent team operational within 8-16 weeks, depending 
on complexity.

See Part 9: Your Implementation Journey for detailed deployment timeline.

Phase 1: Pick Your Highest-Impact Workflow

Phase 3: Add Coordinating Agents

Phase 2: Deploy Your First Agent for Quick Insights

Phase 4: Add Intelligence Layer

Phase 5: Optimise & Scale

•	 Revenue-critical: Lead-to-meeting, sales intelligence
•	 Cost-intensive: Invoice processing, month-end close
•	 Customer-critical: Support tickets, churn prevention

•	 Build upstream (what feeds into it?)
•	 Build downstream (what happens next?)
•	 Example: Add qualification agent before, booking agent after

•	 Every deployment begins with Analyst agents
•	 Often address the bottleneck in the workflow
•	 Works from existing data streams so no workflow changes
•	 Proves value quickly 
•	 Example: Lead Enrichment agent

•	 Analyst agents to spot patterns and opportunities
•	 Example: Call analysis agent to extract insights and find missed revenue

•	 Refine handoffs between agents
•	 Add parallel processing where possible
•	 Expand to adjacent workflows
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5.7 TOP AI USE CASES

LEVEL 1 OF 6 Analytics

WHAT IT DOES​ THE NUMBERS​

1 “Find hidden money”​

Call Analyst reviews every call for 
missed upsells, competitor mentions, 
objection patterns, buying signals​

Email Analyst scans all 
communications for opportunities, 
sentiment shifts, at-risk accounts​

100%
coverage vs 2-5% human sample​

+15-25% upsell attachment​

+10-20% close rate

REVENUE IMPACT​

Agent: Sales Call Analyst

“Too Expensive” Rarely Means 
Too Expensive

THE KEY INSIGHT

Every call contains revenue signals. Humans processing high volumes can’t capture them all.

Missed booking 

Cross-Sell 

Competitor Mention 

Price Objection 

Team Enablement, Not Replacement

“I don’t understand the value” 
“I’m scared, using price as excuse” 
“Need to discuss with partner” 
“Don’t know finance options”

Discussed 8+ min, no appointment → Follow up

“My daughter also needs...” → Flag for upsell

“I’m also talking to...” → Immediate escalation

“More than expected” → Finance sequence

✓ Spots opportunities they’d miss 
✓ Shows what good looks like 
✓ Feeds pre-qualified opportunities

AI analyses 100% of calls in real-time. 
Human QA reviews only 2-5%,  leaving 95%+ of opportunities invisible.

Signal Categories

Ready-to-deploy blueprint — Lowest complexity — Fastest to prove ROI
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LEVEL 2 OF 6 Responsiveness​

WHAT IT DOES​ THE NUMBERS​

2 “Never miss an enquiry”​

Out of Hours Agent answers enquiries 
24/7,  evenings, weekends, holidays. 
Qualifies, captures details, books callbacks.​

Email Analyst scans all 
communications for opportunities, 
sentiment shifts, at-risk accounts.

2-3x
conversion vs next-day response

40%
of enquiries arrive outside 9-5

AFTER-HOURS RECOVERY

Ready-to-deploy blueprint — Immediate commercial advantage — Competitive moat

Agent: Out of Hours Agent

Qualifies Needs

THE KEY INSIGHT

This is not voicemail. It’s a qualified conversation that happens when the customer is 
ready—not when you are.

Creates Follow-ups

Answers Questions Books Consultations

Captures Rich Data Warm Handoffs

Service, timeline, budget, decision drivers Tailored PDFs covering their specific discussion

Procedure details, pricing, comparisons Direct booking into zoned calendars

Photos via SMS, metadata for personalisation Full context for complex cases

3x more customers reached via evening engagement vs. next-day callback

Core Capabilities
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LEVEL 3 OF 6 Reactivation​

WHAT IT DOES​ THE NUMBERS​

3 “Work leads you already paid for”​

Voice Reactivation calls your entire dead 
lead database, “not now”, “too expensive”, 
no-shows. Identifies
who’s warm now.​

SMS and Email Campaigns multi-channel 
reactivation at scale. Personalised, 
conversational, not spam.​

4%
reactivation from “dead” leads​

£0
You already paid to acquire them​

ACQUISITION COST​

Ready-to-deploy blueprint — Pure revenue — Zero acquisition cost​

Agent: Reactivation Agent

Systematic Execution

THE KEY INSIGHT

Old leads often convert better than new ones. Someone who enquired 2 years ago has been 
thinking about it, done their research, and saved money.

Script Consistency

Multi-Channel Relentless Persistence

Works through lists methodically—no leads 
forgotten

Systematically executes outreach campaigns to your historical database of customers who enquired but never converted.

Right message every time, proven frameworks

Email, SMS, and phone based on campaign 5-10+ touch sequences without fatigue

Why long-tail leads convert: They’ve saved up, circumstances changed, problem got 
worse, more research done, competitors disappointed
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LEVEL 4 OF 6 Self-Service​

WHAT IT DOES​ THE NUMBERS​

4 “Let them self-serve”​

Support Agent handles FAQs, order status, 
account questions. Resolves 70% without 
human intervention.​

Lookup Agent instant access to policies, 
pricing, availability. No more “let me 
check and call you back.”​

70%
support queries resolved​

15-25%
through faster resolution​

CHURN REDUCTION​

Ready-to-deploy blueprint — Customer satisfaction — Team capacity​

Agent 5: Support & System Lookup

“I need to cancel”

“I want a refund”

“Thinking of switching”

THE CAPACITY PROBLEM

When support gets backed up, frustrated customers call again. One delayed response 
creates 2-3 additional contacts.

“Where’s my order?”

“What’s my bill?”

“Reschedule please”

“Update my address”

→ Offers reschedule first

→ Offers resolution first

→ Immediate retention escalation

Status, tracking, delivery

Balance, transactions, due

Offers slots, confirms

Takes, validates, updates H: 4-8 min per query → AI: <60 
seconds

Transactional Self-Serve Cancellation Intervention 

This is a Team, Not a Single Agent. Orchestrated agents: Identification → Lookup → Action → Knowledge → Routing.
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Agent: Lead Inquiry Agent

<60 sec 2-5 min 5-10 min

The Engagement Sequence

What Your Team Receives

Not cold callbacks,  informed consultations:

✓ Contact details 
✓ Service interest + why

✓ Timeline & urgency 
✓ Budget range

✓ Questions & concerns 
✓ Lead score

Initial outreach with 
real value

Qualification 
conversation

Personalised info 
sent

Speed without substance doesn’t convert. Fast response only 
matters if it’s substantive.

LEVEL 5 OF 6 Operations​

WHAT IT DOES​ THE NUMBERS​

5 “Automate manual work”​

Process Automation handles repetitive 
back-office​ tasks, data entry, report 
generation, compliance checks.​

Workflow Agent multi-step operational 
tasks that span systems, order fulfilment, 
invoice processing.​

70-85%
labour reduction on tasks​

10-20x
faster than human​​

SPEED

Requires custom scoping, workflows designed to your specific processes​



Page 48

LEVEL 6 OF 6 Research​

WHAT IT DOES​ THE NUMBERS​

6 “Create new opportunities”​

Market Research Agent identifies ICP 
companies, tracks trigger events, builds 
prospect lists with precision targeting.​

Competitive Intelligence monitors 
competitors, pricingchanges, product 
launches. Actionable insights delivered
automatically.​

3-5x
conversion on targeted outreach​

Right company, right time​
vs spray-and-pray

TARGETING​

Requires custom scoping, workflows designed to your specific processes​

Agent: Research & Prospecting

THE CAPACITY PROBLEM

When support gets backed up, frustrated customers call again. One delayed response 
creates 2-3 additional contacts.

Target Identification

Data Enrichment

Trigger Monitoring

Prospect Scoring

Insurance Recruitment Prof Services

TRADITIONAL AI-POWERED
Finds companies matching your ideal 
customer profile

Adds size, industry, contacts, recent news

Spots funding rounds, expansions, 
leadership changes

Prioritises by fit, timing signals, accessibility

Expiring policies, compliance Job postings, leadership Regulatory, expansions

Buy list of 10,000 
companies 
 
Generic email blast 

 
SDR adds 20 min/lead 
research 
 
1-2% response rate

500 companies with 
buying signals 
 
Personalised 
outreach + triggers 
 
Enriched brief 
delivered instantly 
 
8-15% response rate

Core Capabilities Traditional vs AI-Powered

B2B Vertical Use Cases
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PART 6: MEET AIOS – YOUR AI 
OPERATING SYSTEM
You’re not buying AI software. You’re building infrastructure that deploys teams of highly capable 
digital workers.

That’s not automation. That’s infrastructure.

The company that can test and respond faster wins.

6.1 FROM "WE NEED TO HIRE" TO "WE NEED 
TO DEPLOY"
The Fundamental Shift

Old Way
"We need a credit control department"

New Way
"We need a credit control department"

•	 Post jobs
•	 Interview candidates
•	 Hire 3 people
•	 Train for 8 weeks
•	 6 months to full productivity
•	 Significant investment
•	 Fixed costs forever

•	 Choose agents from library
•	 Configure systems (we do this)
•	 Deploy in 6-12 weeks
•	 Full productivity immediately
•	 Variable monthly cost
•	 Scale up or down instantly

Scenario: New Market Opportunity

The Strategic Flexibility Advantage

Traditional Business:

AI-First Business:

“Should we enter the German market?” → Need German-speaking sales team → 6-month 
hiring process → Significant investment before first sale → High risk if market doesn’t work → 
Decision: Wait and see

“Should we enter the German market?” → Need German-speaking sales team → 6-month 
hiring process → Significant investment before first sale → High risk if market doesn’t work 
→ Decision: Wait and see
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Scenario: Competitive Response

Scenario: Scaling Revenue

When you have AIOS, you can deploy:

Each function: Deployed in weeks instead of months to hire.

Revenue Functions: Sales Development, Lead Qualification, Appointment Setting, Account 
Research, Proposal Generation, Follow-up Automation

Customer Success: Onboarding automation, Health score monitoring, Upsell identification, 
Renewal management, Support triage, Ticket resolution

Operations: Credit control & collections, Invoice processing, Data entry & validation, Document 
processing, Compliance monitoring, Quality assurance

Intelligence: Market research, Competitor monitoring, Customer insight analysis, Performance 
analytics, Trend identification, Reporting automation

Traditional Business:

Traditional Business:

AI-First Business:

AI-First Business:

“Competitor launched 24/7 support” → Need to hire night shift → 3 months to recruit → 
Double payroll costs → Can’t respond quickly → Lose customers during gap

“Revenue up 100%, need to scale operations” → Hire 20 more people → 12 months to 
recruit and train → Significant additional payroll → Quality varies during ramp → Growth 
bottlenecked by hiring

“Competitor launched 24/7 support” → Deploy support agents →  3-12 week deployment→ 
Marginal cost increase → Match competitor rapidly → Maintain competitive position

“Revenue up 100%, need to scale operations” → Deploy additional agent capacity → 4-week 
scaling → Modest additional monthly cost → Quality stays consistent → Growth happens 
immediately

The company that can respond faster wins.

The company that can scale faster wins.

Your Deployment Library
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You don’t buy individual apps. You buy 
an operating system.

•	 Windows/Mac runs all your software
•	 iOS/Android runs all your apps
•	 AIOS runs all your AI agents

6.2 WHAT AIOS IS (AND WHY IT MATTERS)

Your AI Operating System

•	 Single platform, unlimited agents
•	 Everything integrated natively
•	 Configure once, deploy anywhere
•	 Unified data layer
•	 Central oversight dashboard
•	 Built for scale from day 1

With AIOS:

•	 Multiple different AI subscriptions
•	 No integration between them
•	 No end-to-end support or SLA
•	 Each needs separate configuration
•	 Data siloed across tools
•	 No unified oversight
•	 Technical debt nightmare

Without AIOS (Buying individual AI tools):
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Sales agent finds opportunity → Research agent enriches data → CRM agent updates records → 
Communication agent sends outreach → Task agent assigns follow-up

10 customers → 1,000 customers? Same infrastructure. Instant scaling.

Cost increases linearly. Capacity increases exponentially.

Traditional hiring: Can’t keep up
AIOS: Already ready

All automatic. All integrated. All working together.

See Part 5: Agent Teams for complete workflow examples.

6.3 THE PLATFORM ADVANTAGE
1. DEPLOY ANY CAPABILITY

2. AGENT TEAMS COLLABORATE

3. SCALE INFINITELY

Need credit control? →  Deploy agents (3-12 weeks)
Need customer success? →   Deploy agents (3-12 weeks)
Need market research? →   Deploy agents (3-12 weeks)

Difference:
Months faster to value

Traditional: 6 months hiringAIOS: 3-12 weeks deployment
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6.4 THE 5 CRITICAL LAYERS THAT MAKE 
IT WORK
Most AI vendors give you tokens, tools and hope. We provide you with digital workers and 
productive capacity.

Here’s how we transform AI from buzzword to business outcomes through 5 critical engineering 
layers.

LAYER 1: CAPACITY ARCHITECTURE
Breaking roles into measurable productive units

•	 We map your roles to specific tasks
•	 Tasks become productive units
•	 Units are measurable and scalable
•	 You see exactly what capacity you're buying

Why It Matters: You're not buying "AI"—you're buying "ability to handle 1,000 leads/month"

Every agent learns from every interaction. Your workforce gets smarter over time.

Competitors using static tools fall behind.

4. CONTINUOUS IMPROVEMENT

Year 1

Year 2

Year 3

Working well

Working better

Working perfectly

See Section 6.6: Understanding Productive Capacity Units (PCU) for detailed capacity economics.



Page 54

LAYER 2: INTEGRATION ENGINE (600+ Connections)
Connecting CRM, ERP, databases, tools

Pre-Built Integrations Include:

For complete list, see Appendix A: Complete Software Integration List.

Why It Matters: “We don’t change your CRM, we add to it.” This is the layer that makes it true.

CRM & Sales: Salesforce, HubSpot, Pipedrive, Zoho CRM, 

Microsoft Dynamics

Communication: Gmail/Google Workspace, Outlook/

Microsoft 365, Slack, Teams, WhatsApp Business

Finance & Accounting: Xero, QuickBooks, Sage, FreshBooks, 

Wave

Project Management: Asana, Monday.com, Trello, Jira, 

ClickUp

Support & Helpdesk: Zendesk, Freshdesk, Intercom, Help 

Scout, Front

LAYER 3: QUALITY ASSURANCE (3-Layer QA Framework)

Targeting 95%+ accuracy through automatic verification

Enterprise-grade quality validation built into every agent. Our 3-layer framework is designed to 
catch 95%+ of potential errors before you see them.

See Section 6.5: How We Solve the Hallucination Problem for complete QA methodology.

How It Works:

•	 Your systems stay in place
•	 Data flows automatically
•	 No manual data entry
•	 Near real-time synchronisation

For technical integration details, see Section 11.2: For the CTO—Technical Architecture.

https://Monday.com
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Tracking actual productive work completed

•	 Real-time dashboards
•	 Outcome tracking (not just activity)
•	 ROI measurement
•	 Bottleneck identification

•	 Role-based access control (RBAC)
•	 Approval workflows where needed
•	 Complete audit trails
•	 Enterprise security (built on Cyber Essentials, ISO 27001 and GDPR compliant infrastructure, 

see Section 11.2 for details)

LAYER 5: GOVERNANCE & SECURITY

Enterprise control and compliance

Why It Matters: Your compliance team will approve this.

For complete security architecture and compliance details, see Section 11.2: For the CTO—
Technical Architecture.

6.5 HOW WE SOLVE THE HALLUCINATION 
PROBLEM
The Problem Everyone Knows
AI can make things up. Sounds confident, but can be wrong.
We don’t pretend AI is perfect. We build verification into every agent.
Compare AI to the human alternative. Not perfection

Our Solution: 3-Layer QA Framework

Our Target: Designed to achieve 95%+ accuracy through our 3-layer QA validation framework, 
with full transparency when confidence is low or when the agent isn't certain.

LAYER 4: PERFORMANCE MONITORING

Why It Matters: You see exactly what value you’re getting, measured in business outcomes.
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Without Validation:

How It Works: Show, Don't Tell
Example: Research Agent Finding Contact Information

Agent says: "Lucy Jones is a dentist at Main Street Dental"  
You don't know: Is this real or hallucinated?

You See: “     Could not verify Lucy Jones’ role with confidence. Manual review needed.”

→ Finds “Lucy Jones” listed
→ Finds title “Office Manager” (NOT dentist)
→ MISMATCH DETECTED

1. Agent Output: "Lucy Jones is a dentist at Main Street Dental"

2. Automatic Verification: Searches website source code

3. Confidence Score: LOW → Flagged for human review

The Three Layers Explained

LAYER 1: DESIGN & PROMPT ENGINEERING

What We Do:

Bad Prompt: "Research this company"
Good Prompt: "Find the company's revenue from their latest financial statement. If no 
financial statement is available, state 'Financial information not publicly available'—DO NOT 
estimate or guess"

Result: Reduces hallucination potential by 70-80%

•	 Tightly scope agents (less room for error)
•	 Define explicit constraints and guardrails
•	 Provide clear examples of acceptable outputs
•	 Build in fact-checking requirements

With AIOS (Buying individual AI tools):

Example:



Page 57

How It Works:

Agent Output → Verification Agent → Validation Check → Confidence Score

Technologies Used:

Confidence Scoring:

LAYER 3: HUMAN OVERSIGHT DASHBOARD

What You Get:

•	 Full transparency into agent decisions
•	 Compliance-ready audit trails
•	 Governance frameworks built in
•	 Human-in-the-loop when needed
•	 Continuous improvement feedback

LAYER 2: VALIDATION STEP (Built into EVERY agent)

•	 Traditional scraping for verification
•	 Database lookups for cross-reference
•	 API calls to authoritative sources
•	 Pattern matching for consistency

•	 HIGH: Verified against authoritative source
•	 MEDIUM: Partially verified, some assumptions
•	 LOW: Cannot verify, flag for human review

Result: Catches Designed to detect 95%+ of hallucinations before you see them in typical 
operation

•	 Real-time monitoring: See agent outputs as they happen
•	 Spot-check capability: Review any output anytime
•	 Anomaly detection: Automatic flags for unusual patterns
•	 Audit trails: Complete record for compliance
•	 Quick corrections: Fix issues and agent learns

Example Dashboard Views:

Enterprise Benefits:

1,247 1,189 52 6
tasks completed today HIGH confidence (95.3%) MEDIUM confidence (4.2%) 

Reviewed

LOW confidence (0.5%)  
Flagged for review
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Our Quality Commitments

Accuracy:

Reliability:

Compliance:

•	 Target 95%+ accuracy with our 3-layer QA validation framework
•	 Typically Sub-1% error rates typical on structured data processing
•	 Human review for edge cases
•	 Continuous improvement over time

•	 Designed for high availability on enterprise-tier Azure infrastructure
•	 <Sub-second response times for typical queries
•	 Automatic failover systems
•	 24/7 monitoring

•	 Built on SOC 2 Type II certified infrastructure
•	 GDPR compliant
•	 HIPAA ready (BAA available)
•	 Complete audit trails

For complete security and compliance details, see Section 11.2: For the CTO.

NO EXTRA COST
This QA process is included in every agent. It’s not an add-on. It’s how we build so that you can 
be confident.

See Section 8.2: What's Included in Your Subscription for complete list of included services.
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Human Sales Rep Making Calls AI Agent Making Calls

Goal: 
60 minutes of actual customer conversations

Time Required: 
4.4 hours (263 minutes)

Why so long?
•	 53 minutes dialing sequentially (listening 

to rings, voicemails)
•	 60 minutes actual calls
•	 60 minutes data entry after calls
•	 40 minutes email/admin
•	 30 minutes breaks
•	 20 minutes meetings

Productivity Rate: 
23% (only 60 minutes productive out of 263)

Goal: 
Same 60 minutes of customer conversations

Time Required: 
6 minutes total

Why so fast?
•	 Dials 10 numbers simultaneously
•	 No-answers take zero time (instant 

disconnect and redial)
•	 120 failed attempts = 0 time wasted
•	 Only successful connections consume time
•	 Automatic data logging in real-time

Productivity Rate: 
100% (all time is productive)

6.6 UNDERSTANDING PRODUCTIVE CAPACITY 
UNITS (PCU) – THE NEW WORKFORCE METRIC
The 44x Advantage: Why AI Capacity Is Different
Here's the fundamental difference between human capacity and AI capacity, shown through a real-
world example:

Result: 1 AI agent delivers in 6 minutes what takes a human 263 minutes.

That's 44x faster. Not 44% faster. 44 TIMES faster.
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Why This Happens: The Fundamental Economics Shift

What This Means for Your Business

Traditional Hiring Buys TIME (hoping for productivity):

Scenario: Need 20,000 completed customer calls this month

•	 Pay for 40 hours/week contracted time
•	 Get ~20 hours of productive work (50% efficiency)
•	 Rest disappears into meetings, breaks, email, admin, coordination

AI Agents Deliver PRODUCTIVE CAPACITY:

Traditional Approach:

AI Agent Approach:

The Difference:

•	 Pay for completed work units
•	 Get 100% productive time, every time
•	 Zero time wasted on failed attempts
•	 Parallel processing where humans work sequentially

•	 Hire 5 people
•	 860 total hours worked, ~198 hours productive (23%)
•	 Annual cost: £60-90K per person = £300-450K total

•	 1 agent working 50 hours total (50 hours productive = 100%)
•	 Monthly cost: Fraction of traditional approach
•	 Can scale instantly: Need 40,000 calls? Run for 100 hours.

•	 810 hours of wasted time eliminated
•	 70-85% cost savings
•	 Instant scalability without hiring
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The Capacity Matrix: Different Tasks, Different Multipliers

Agent Type Task Unit AI Time Human Time Multiplier 

Sales Call Agent 1 completed call 0.15 mins 6.6 mins 44x faster 

Call Analyst 1 analysed call 0.5 mins 10 mins 20x faster 

Support Agent 1 handled ticket 2 mins 12 mins 6x faster 

Computer Use Agent 1 completed task 1 min 8 mins 8x faster 

The Four Dimensions of Capacity Advantage

Sarah’s Current Capacity:

Adding AI Capacity:

The Augmentation Model: Sarah + AI

Key Insight: Speed advantage varies by task complexity, but 100% productivity is universal—
agents deliver productive time, every time.

1.	 Time Capacity: 24/7/365 operation—nights, weekends, holidays, global coverage
2.	 Volume Capacity: Handle 10x activity without hiring—process spikes instantly, 

clear backlogs in hours
3.	 Precision Capacity: Consistent quality—zero variance, perfect adherence, 

consistent brand voice
4.	 Intelligence Capacity: Capture and analyse 100% of interactions—every call 

recorded, every pattern detected

•	 2,000 hours contracted, ~1,000 productive (50%)
•	 Makes 20,000 dials/year
•	 Achieves 5,000 completed conversations
•	 True productivity: 25%

•	 AI delivers 40,000 completed conversations annually
•	 Works when Sarah doesn’t (evenings, weekends, holidays)
•	 Handles initial prospecting and qualification
•	 Warms leads before Sarah engages
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Sarah’s Role Transforms:

Combined Capacity:

In Essence:

•	 Stops: Cold prospecting, dialing, data entry
•	 Starts: Strategic relationships, complex deals, account planning
•	 Focus: The 20% of leads that convert to 80% of revenue

•	 Sarah: 5,000 high-quality conversations with warm leads
•	 AI: 40,000 initial prospecting conversations
•	 Total: 45,000 conversations (9x increase)
•	 Cost: Significantly lower than hiring 5 FTEs

•	 1 FTE = 0.5 PCU of actual productive output
•	 1 PCU = 2-44 FTEs depending on task complexity

Team capacity increased 9x without adding headcount.

FTE vs PCU: The Core Difference

Aspect FTE PCU 

What You Buy Time (hope for productivity) 
Output (guaranteed 
productivity) 

Productivity Rate ~50% 100% 

Deployment Speed 18-23 weeks 6-12 weeks 

Scalability Linear Exponential 

Clock Time Efficiency 1x (sequential) 
6-44x (parallel where 
applicable) 

Quality Variance High Zero 

Operating Hours 40/week 168/week 
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The Implement AI Solutions Team

6.7 YOUR SOLUTIONS TEAM – THE PEOPLE 
BEHIND THE PLATFORM

The Bottom Line

Workforce planning in the AI era isn't about maximising headcount—it's about optimising 
productive capacity.

Your team now includes digital capacity that:

You tell us the role or job you need doing. We make it happen.

No technical jargon. No complex configuration. No ‘no-code’ platform to figure out. No “figure it 
out yourself” documentation.

Works continuously (168 hours/week vs 40)

Scales instantly (add capacity on demand)

Measures productivity transparently (100% vs ~50%)

Costs a fraction of traditional FTE models

Eliminates wasted time (parallel processing, zero failed-attempt cost)

Delivers consistent quality (every time, no variance)

Stop thinking in headcount. Start planning capacity.

For complete ROI calculations and cost comparisons, see Section 8.3: ROI Framework.

You’re not buying software and figuring it out yourself. You’re gaining a dedicated team that 
makes AI work for your business.
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Your Two-Part Solutions Team

CUSTOMER SOLUTIONS ASSOCIATES

Your strategic AI partners who understand your business

•	 Understand your processes, challenges, and goals
•	 Design agent solutions mapped to your needs
•	 Own implementation from discovery to go-live
•	 Continuously optimise as your business evolves
•	 Advise on best practices and expansion opportunities

Think of Them As: Your AI business consultant who speaks your language

SOLUTIONS ENGINEERS

The technical experts who build and deploy your agents

•	 Configure agents to specification
•	 Handle all system integrations
•	 Test and validate before go-live
•	 Troubleshoot issues quickly
•	 Maintain ongoing performance

Think of Them As: Your dedicated AI development team (without hiring developers)

What This Means for You

•	 We learn YOUR business, not vice versa
•	 We handle all technical work
•	 We solve problems immediately
•	 We guarantee it’s done right

WITH OUR SOLUTIONS TEAM:

•	 Spend months learning AI platforms
•	 Hire expensive AI developers
•	 Struggle with technical integration
•	 Debug issues yourself

WITHOUT A SOLUTIONS TEAM:
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The "Heavy Lifting" We Do
What You Provide:

What We Provide:

1.	Business Analysis  – Understand your business and its objectives
2.	Knowledge of Your Process – “Here’s how we handle customer enquiries...”
3.	Access to Your Systems – Login credentials, API keys
4.	Definition of Success – “Respond within 2 hours, handle 200 tickets/day”
5.	Decision-Making – Approve specifications, review outputs

•	 Continuous performance monitoring
•	 Proactive optimisation recommendations
•	 Additional agent deployment
•	 Rapid response to issues
•	 Regular strategic reviews

Your Ongoing Partnership

Why This Model Works

Our Solutions Team doesn’t disappear after deployment. They provide:

Everything else – agent design, integration, configuration, testing, deployment, monitoring, 
optimisation, support, strategic guidance.

For complete breakdown of time investment required from you, see Section 9.7: Total Time 
Investment From You.

Support SLAs and contact channels are detailed in Section 8.2: What’s Included in Your 
Subscription.

No Hiring Required: You get the entire team for your monthly subscription—no recruiting, 
training, or overhead.

Expert Knowledge Included: Our team has deployed hundreds of agents. You benefit from all 
that experience immediately.

Continuous Improvement: Unlike developers who build and leave, your Solutions Team stays 
with you, continuously optimising.

Easy Scalability: Need more agents? Same process. Tell us what you need, we deploy rapidly.

True Partnership: We succeed when you succeed. Your results are our measure of success.
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The Bottom Line

You don't need to become an AI expert.

You need to partner with AI experts with a platform  who understand your business.

Every customer gets a dedicatedgets dedicated Solutions Associate, access to Solutions 
Engineering team, white-glove implementation, ongoing optimisation, and regular strategy 
reviews.

No extra fees. No hidden costs. No “professional services” surprise bills.

This is the Implement AI model: Platform + People = Results

•	 Tell us the role: “We need credit control”
•	 We make it happen: Agents deployed rapidly
•	 We ensure success: Ongoing optimisation and support
•	 We grow with you: Add capabilities as you scale

6.8 EXAMPLE DEPLOYMENT: CREDIT CONTROL 
DEPARTMENT

The Traditional Way:

The AIOS Way:

•	 Define role (weeks)
•	 Post job (weeks)
•	 Interview (weeks)
•	 Hire & onboard (weeks)
•	 Train (weeks)
•	 Full productivity (months)

“We need a credit control department”

“We need a credit control department”

TOTAL: 32 weeks typically, significant investment (3 FTEs minimum)

TOTAL: 4-8 weeks typically (depending on complexity), variable monthly cost

•	 Choose agents
•	 Configure systems
•	 Test & refine
•	 Deploy
•	 Optimise
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Agents Deployed:

Connects To:

Result:

1. Invoice Monitoring Agent (Standard)

•	 Tracks overdue invoices
•	 Prioritises by amount and age
•	 Alerts when thresholds hit

2. Collections Communication Agent (Advanced)

•	 Sends reminder sequences
•	 Escalates tone appropriately
•	 Logs all communications

3. Escalation Management Agent (Standard)

•	 Prioritises high-risk accounts
•	 Routes to human collectors
•	 Tracks resolution

4. Payment Reconciliation Agent (Standard)

•	 Matches payments to invoices
•	 Updates accounting system
•	 Flags discrepancies

5. Credit Risk Analysis Agent (Advanced)

•	 Analyses payment patterns
•	 Flags high-risk customers
•	 Recommends credit limits

For explanation of Standard vs Advanced agent tiers, see Section 8.1: Agent Tiers Explained.

Accounting system (Xero/QuickBooks)
CRM (customer history)
Email (communications)
Phone (calls if needed)

•	 95% of collections automated
•	 Days Sales Outstanding (DSO) reduced 40%
•	 Zero new hires needed
•	 Scales with revenue
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Optimise:

The Pattern:

•	 New technological capabilities

1.	 Identify business need
2.	Select relevant agents from library
3.	Connect to your existing systems (we do this)
4.	Configure workflows (we do this)
5.	Test and refine (together)
6.	Deploy and monitor
7.	Optimise and add more agents

TIME: 4-8 weeks typically (varies by complexity)
COST: Variable monthly (vs significant annual cost for human team)
SCALING: Instant

For complete implementation timeline, see Part 9: Your Implementation Journey.
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PART 7: HOW AI AGENTS 
ACTUALLY WORK

Agents come in three types—Interactive (conversations), Action (tasks), and Analyst (research). 
See Section 4.2: The Three Types of AI Agents for complete descriptions and examples.

Here we’ll focus on HOW these agents connect to your systems technically:

7.1 TECHNICAL OVERVIEW: COMPUTER USE VS 
API INTEGRATION

Traditional Automation vs AI Workers

Old-School Automation (RPA) Implement AI Agents 

Needs APIs and technical integration 
Uses software like a human—clicks, types, 
navigates 

Breaks when software updates Adapts to interface changes automatically 

Only works with specific software Works with ANY software you use 

Requires IT team to set up Can be trained by showing, not coding 

How Computer Use Actually Works:

Think of computer use as giving the AI agent eyes and hands to use the same input/output tools 
humans (e.g. mouse, keyboard and screen):

This means: If a human can do it on a computer, an AI agent can learn to do it.

1.	The Agent Sees Your Screen – Just like a human employee looking at their monitor
2.	The Agent Understands Context – Reads buttons, forms, data fields, emails, documents
3.	The Agent Takes Actions – Clicks buttons, fills forms, types responses, navigates between tabs
4.	The Agent Completes Workflows – Chains multiple actions together to complete full tasks
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How Computer Use Actually Works:

Approach 1: Task Agents via Native API Integration (Fastest & Most Reliable)
•	 Direct API connection (milliseconds)
•	 Designed for high availability on enterprise-tier Azure infrastructure
•	 Near real-time synchronisation
•	 Best for: CRM systems, email platforms, accounting software with robust APIs

Approach 2: Computer Use Integration (Works with Anything)
•	 Sees the screen like a human would
•	 Uses mouse and keyboard to navigate
•	 Works with any software (application or in-browser) a human can use
•	 Best for: Legacy systems, custom tools, software without APIs

Approach 3: Hybrid (Best of Both)
•	 Use APIs where available (speed + reliability)
•	 Use Computer Use to fill gaps
•	 Create unified workflows across all systems

For complete technical architecture and integration details, see Section 11.2: For the CTO—
Technical Architecture.

7.2 WATCH AN AGENT WORK: CUSTOMER 
SUPPORT EXAMPLE

The Human Process (Before AI)

Sarah, Customer Support Representative:

•	 Checks shared inbox every 30 minutes
•	 Reads new ticket: "My invoice is wrong"
•	 Opens customer account in CRM (Salesforce)
•	 Checks order history
•	 Reviews invoice in accounting system (Xero)
•	 Identifies billing error
•	 Calculates correction
•	 Drafts apology email with corrected invoice
•	 Sends email
•	 Updates ticket status to "Resolved"
•	 Logs interaction in CRM

Time: 12 minutes per ticket
Capacity: ~30 tickets per day
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The AI Process (With Implement AI)

→ Agent checks shared inbox (Gmail/Zendesk)
→ New ticket detected from john.smith@acmecorp.com
→ Subject: “Invoice #12345 shows wrong amount”
→ Priority: Medium

→ Agent reads email content
→ Identifies: Billing issue, invoice query
→ Extracts: Invoice #12345, customer email
→ Intent: Customer dispute, needs resolution

9:23 AM

9:23 AM

New ticket arrives
STEP 1: Monitor Inbox

STEP 2: Read & Understand

5 seconds later

AI Support Agent – Digital Worker:

→ Opens CRM (Salesforce)
→ Searches: john.smith@acmecorp.com
→ Retrieves: Account history, previous tickets, subscription details
→ Notes: VIP customer, been with company 3 years

→ Opens accounting system (Xero)
→ Navigates to invoice #12345
→ Cross-references with order history
→ Identifies discrepancy: Discount code not applied
→ Calculates correct amount

→ Reviews company policy on billing errors
→ Checks approval thresholds (within authority limits)
→ Decision: Issue credit note and apologise
→ Escalation: Not needed

9:23 AM

9:23 AM

9:23 AM

8 seconds later

12 seconds later

15 seconds later

STEP 3: Access Customer Context

STEP 4: Investigate Issue

STEP 5: Determine Action
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→ Creates credit note in Xero
→ Generates corrected invoice
→ Saves both as PDFs

•	 Acknowledges error with sincere apology
•	 Explains what happened (discount code issue)
•	 Attaches corrected invoice and credit note
•	 Confirms no payment needed for difference
•	 Offers goodwill gesture

→ Writes personalised email:

→ Tone: Professional, empathetic, solution-focused

9:23 AM

9:24 AM

25 seconds later

35 seconds later

STEP 6: Generate Credit & Corrected Invoice

STEP 7: Draft Response

→ Reviews email for accuracy
→ Verifies attachments are correct
→ Sends email from support@company.com
→ Updates ticket status to “Resolved”
→ Logs interaction in CRM with full details
→ Triggers satisfaction survey

→ Records resolution in knowledge base
→ Notifies finance team of credit issued (Slack message)
→ Updates customer happiness score in CRM

9:24 AM

9:24 AM

45 seconds later

50 seconds later

STEP 8: Quality Check & Send

STEP 9: Document & Learn

Total Time: 90 seconds
Capacity: Typical capacity 200+ tickets per day

For detailed quality assurance process, see Section 6.5: How We Solve the Hallucination Problem.
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7.3 SIDE-BY-SIDE: HUMAN VS AI WORKER
What They Both See (Same Screen)
Customer Support Dashboard:

Both the human CSR and AI agent:

•	 See the same ticket
•	 Click the same "[Open Ticket]" button
•	 Read the same customer message
•	 Access the same tools (CRM, accounting, email)

The difference:

Human: Gets tired, takes breaks, handles ~3 tickets/hour
AI: Never tires, works 24/7, handles ~12 tickets/hour

7.4 HOW AGENTS LEARN YOUR PROCESSES
Step 1: We Observe Your Workflow

You (or your team) show us how you currently complete do a task. We record which software you 
open, what fields you fill, what decisions you make (and why), and which what exceptions require 
human judgement.

Step 2: We Build the Agent Workflow

Our team translates your human process into agent instructions, mapping each step, identifying 
decision trees, setting up approvals and escalations, and adding quality checks.

Step 3: We Test in Sandbox

The agent practises in a test environment using dummy data. We identify edge cases and 
exceptions, then refine decision-making logic.
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Step 4: Human-in-the-Loop Training

Initial live deployment with training wheels—agent completes tasks but doesn’t send/submit. 
Human reviews every action. We capture feedback and refine. Agent learns from corrections.

Step 5: Graduated Autonomy

Progressive levels of independence:

•	 Initial Phase: Agent drafts, human approves everything
•	 Mid Phase: Agent handles simple tasks autonomously, flags complex ones
•	 Mature Phase: Agent fully autonomous within defined parameters, escalates exceptions

Timeline: Most agents are fully trained and autonomous within 4-6 weeks.
For complete implementation timeline, see Part 9: Your Implementation Journey.
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7.5 WHAT TASKS CAN AI AGENTS DO?

FULLY AUTONOMOUS (Human Recommended)

NOT RECOMMENDED (Human-Only) 

HYBRID (AI + Human Collaboration)

Data Entry & Processing: Invoice processing, lead enrichment, CRM updates, PDF extraction, 
document filing

Research & Information Gathering: Lead qualification, competitive intelligence, market 
research, vendor verification, company background research

Routine Communication: Common customer queries, meeting scheduling, standard follow-
ups, order confirmations, payment reminders

Monitoring & Alerting: Trigger detection, anomaly flagging, SLA monitoring, inventory 
tracking, competitor pricing

Reporting & Analytics: Weekly/monthly reports, multi-system data pulling, dashboard 
creation, KPI calculation, trend analysis

Content Creation: AI drafts, human edits and approves—blog posts, social media, email 
campaigns, proposals, presentations

Complex Customer Support: AI handles tier 1, escalates tier 2/3—technical troubleshooting, 
complaints requiring empathy, refund/policy decisions

Sales & Negotiations: AI qualifies and nurtures, human closes—pricing discussions, contract 
negotiations, key account relationships

Financial Decision-Making: AI analyses data, human approves transactions—large payments 
(over threshold), budget reallocation, investment recommendations

Hiring & HR: AI screens CVs, human interviews—initial candidate outreach, reference checks, 
onboarding coordination

Strategic Decision-Making: Company direction, major financial commitments, organisational 
restructuring, M&A decisions

High-Stakes Creativity: Brand identity, major campaign creative, product innovation, crisis 
communication

Relationship-Critical Interactions: Key account relationships, board presentations, 
partnership negotiations, high-value sales closing

Regulatory & Legal: Legal compliance interpretation, contract law decisions, regulatory 
submissions (agent can prepare, human must sign), medical diagnoses

Ethical Judgement: Employee disciplinary actions, whistleblower investigations, bias-
sensitive decisions, situations requiring human empathy at scale

High variability: Employee role involves multiple tasks or steps that are not clearly related, or 
which do not form a clear workflow. 
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PART 8: UNDERSTANDING YOUR 
INVESTMENT

8.1 AGENT TIERS EXPLAINED

STANDARD AGENT
Single system, one primary function

Core Features:

Example:
Inbound Voice Agent answers calls → uses knowledge base → logs to Portal

Typical Use Cases:
Phone answering, data entry, appointment reminders, basic research, FAQ responses

•	 Single system connection
•	 Executes one primary function
•	 Logs activity to Portal
•	 Manual trigger or simple automation

+ ADVANCED ACTIONS
Add capabilities to any Standard agent:

Additional Actions Available:
Update CRM, create task, send notification, assign work, update records, route items

Example:
Call Recording Analyst (Standard) + Advanced Actions creates follow-up tasks in CRM 
and updates deal records with insights
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ADVANCED AGENT
Multiple systems, intelligent workflows

Core Features:

CHOOSING YOUR TIER

Example:
Monitors usage data + purchase history → identifies upgrade opportunities → scores 
priorities → creates targeted upsell list

Typical Use Cases:
Research + CRM update + email generation, call handling + document creation + multi-
channel distribution, data analysis + scoring + opportunity creation

•	 2-5 system connections
•	 Executes 2+ primary functions
•	 Scheduled monitoring & alerts
•	 Multi-system analysis
•	 Smart scoring & prioritisation

START WITH STANDARD when: Single, repetitive task; one system is enough; want to prove 
ROI quickly; manual trigger works

CHOOSE ADVANCED when: Multiple systems involved; need smart prioritisation; scheduled 
monitoring needed; complex decision-making

ADD ACTIONS when: Need CRM updates; want task creation; need assignments; want 
notifications
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UPGRADE PATH

Phase 1: Start with Standard → Prove value, build confidence, identify additional needs

Phase 2: Add Advanced Actions → Increase capability, connect more systems, automate 		
               more steps

Phase 3: Upgrade to Advanced → Full complexity, complete workflows, maximum automation

OR Phase 1: Start with Advanced → Complete solution immediately, full value from day 1

8.2 WHAT'S INCLUDED IN YOUR SUBSCRIPTION

You're not buying software. You're buying productive capacity.

INCLUDED IN EVERY SUBSCRIPTION:

Full white-glove configuration

System integrations setup (600+ pre-built connectors—see Appendix A)

Quality assurance and validation (our 3-layer QA framework—see Section 6.5)

Testing and refinement

Training and support

Ongoing monitoring and optimisation

Updates and improvements

Performance dashboards

24/7 technical support

Dedicated success manager (your Solutions Team—see Section 6.7)

Regular performance reviews

Quarterly optimisation sessions

Enterprise security (built on SOC 2 certified infrastructure, GDPR compliant—see Section 11.2  

for details)

NO HIDDEN FEES. NO SURPRISE COSTS.

What's NOT Included: Custom development for highly specialised workflows, on-premise 
deployment (available as add-on), third-party software subscriptions (you maintain existing tools)
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8.3 ROI FRAMEWORK: HOW TO CALCULATE 
VALUE

EXAMPLE 1: SALES DEVELOPMENT ROLE

EXAMPLE 2: CUSTOMER SUPPORT SPECIALIST

FTE Total Cost Calculation:

FTE Total Cost Calculation:

Base Salary: £35,000

Base Salary: £28,000

Total Year 1 Cost: £66,180 
 
Ongoing Annual Cost: £57,280

Total Year 1 Cost: £52,134 
 
Ongoing Annual Cost: £46,104

•	 Benefits & Pension (28%): £9,800
•	 Employer National Insurance (13.8%): £4,830
•	 Recruitment costs: £3,500
•	 Onboarding/Training (8 weeks): £5,400
•	 Overhead (desk, laptop, software): £2,400
•	 Manager time (15%): £5,250

•	 Benefits & Pension (28%): £7,840
•	 Employer National Insurance (13.8%): £3,864
•	 Recruitment costs: £2,800
•	 Onboarding/Training (6 weeks): £3,230
•	 Overhead (desk, systems access): £2,200
•	 Manager time (15%): £4,200
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CAPACITY & QUALITY COMPARISON:

Metric FTE AI Agent Advantage 

Availability 40 hrs/week 168 hrs/week 4.2x 

Processing Speed 1x baseline 10-20x faster 10-20x 

Error Rate 3-5% Typically <1% 75% reduction 

EXAMPLE 3: FINANCE/OPERATIONS COORDINATOR

FTE Total Cost Calculation:

Base Salary: £32,000

Total Year 1 Cost: £62,396  
 
Ongoing Annual Cost: £54,276 

•	 Benefits & Pension (30%): £9,600
•	 Employer National Insurance (13.8%): £4,416
•	 Recruitment costs: £3,200
•	 Onboarding/Training (8 weeks): £4,920
•	 Overhead (desk, accounting software): £2,500
•	 Manager time (18%): £5,760

For detailed capacity economics explanation, see Section 6.6: Understanding Productive 
Capacity Units (PCU).
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FTE Approach Over 3 Years:

Agent Approach Over 3 Years:

Agent Approach Over 3 Years:

3-Year Total: £1,969,752

Cost Savings: 70-85% reduction over 3 years

3-Year Total for Equivalent Capacity: £295,000–£590,000

Net Savings: £1,380,000–£1,675,000

Year 1: £661,800 (10 FTEs @ £66,180 each)

Year 2: £601,440 (ongoing cost + 5% increase)

Year 3: £631,512 (ongoing cost + 5% increase)

Plus: Turnover replacement costs (15% annual rate) ≈ £75,000

AI agent subscription costs scale based on configuration and volume but typically deliver:

3-YEAR TOTAL COST OF OWNERSHIP: SALES TEAM EXAMPLE

SUPPORT TEAM EXAMPLE: 10 FTE Capacity

Scenario: Building capacity equivalent to 10 sales development reps

Traditional Hiring (3-Year Total):

Base Salary: £32,000

3-Year Total: £1,578,729

Cost Savings: 75-83% reduction

3-Year Total: £270,000–£395,000

Net Savings: £1,183,000–£1,309,000

Year 1: £521,340 (10 support specialists)

Year 2: £484,092 (ongoing + 5% increase)

Year 3: £508,297 (ongoing + 5% increase)

Turnover costs: £65,000
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WHY THE RANGE?
Agent costs depend on:

•	 Agent complexity (Standard vs Advanced)
•	 Number of system integrations
•	 Volume of work processed
•	 Support requirements
•	 Contract term

Agent Approach:

OPERATIONS TEAM EXAMPLE: 10 FTE Capacity

Traditional Hiring (3-Year Total):

Base Salary: £32,000

3-Year Total: £1,862,251

Cost Savings: 77-84% reduction

3-Year Total: £298,000–£428,000

Net Savings: £1,434,000–£1,564,000

Year 1: £623,960 (10 coordinators)

Year 2: £569,898 (ongoing + 5% increase)

Year 3: £598,393 (ongoing + 5% increase)

Turnover costs: £70,000

Get in touch to see your specific 
pricing based on your use case.

www.implementai.io
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Scaling Advantage:

•	 Cost Savings: 77-84% in Year 1
•	 Time Savings: 10–16 months faster to full capacity
•	 Quality: Zero variance, no learning curve
•	 Flexibility: Scale down instantly if demand drops

SCALING ECONOMICS: SUPPORT EXAMPLE

Scenario: Growing from 250 → 2,500 tickets/month

FTE Approach:

Agent Approach:

•	 Current: 1 FTE handling 250 tickets/month (£52,134 Year 1)
•	 Target: 10 FTEs for 2,500 tickets/month (£521,340 Year 1)
•	 Timeline to Full Capacity: 12–18 months
•	 Quality During Ramp: Inconsistent (new hires learning)
•	 Risk: 20–30% chance of hiring wrong people

•	 Current: 1 Agent handling 1,000 tickets/month
•	 Target: 3 Agents for 3,000 tickets/month
•	 Timeline to Full Capacity: 4–8 weeks
•	 Quality During Ramp: Consistent from day 1

RISK-ADJUSTED ANALYSIS
Traditional Hiring Risks:

Hiring Risk (20% probability): Wrong candidate selected—cost: full hiring cost + re-recruitment, 
time: 6 additional months lost

Turnover Risk (15% annual): Employee leaves—cost: 50-75% of annual salary to replace, time: 3+ 
months gap in productivity

Performance Risk (30% probability): Below-target performance—cost: 20-40% productivity loss, 
impact: ongoing until addressed

Total Risk-Adjusted FTE Cost: +15-25% on base calculation
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AI Agent Risks:

Implementation Risk (10% probability): Longer configuration needed—cost: additional time 
required, time: minimal delay

Performance Risk (5% probability): Agent needs optimisation—cost: included in subscription, 
impact: resolved quickly

Total Risk-Adjusted Agent Cost: +2-5% on base calculation

TIME-TO-VALUE CONSIDERATIONS

Milestone FTE Timeline Agent Timeline Advantage 

Sourcing 2-4 weeks 0 days Instant 

Selection 3-6 weeks 1 week 4x faster 

Onboarding 2-4 weeks 0 days Immediate 

Training 6-12 weeks 4-8 weeks Faster 

Productivity 3-6 months 6-12 weeks Significantly faster 

Revenue Impact:

•	 FTE at 50% productivity: Month 3
•	 FTE at 100% productivity: Month 6
•	 Agent at 100% productivity: Weeks

Lost Opportunity Cost: Months of sub-optimal performance with FTE approach

For CFO-specific strategic financial analysis, see Section 11.3: For the CFO—Financial Analysis.

8.4 MAKING THE BUSINESS CASE
FINANCIAL BENEFITS TO MEASURE:
Direct Cost Savings: Labour cost reduction (70-85%), recruitment cost elimination, training cost 
reduction, overhead cost reduction, turnover cost elimination
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Capacity Gains: 3-5x processing volume, 24/7 availability (vs 40 hrs/week), instant scaling 
capability, zero ramp-up time for growth

Quality Improvements: 75% error reduction, 100% consistency, complete audit trails, improved 
compliance

Speed Advantages: 10-20x processing speed, <Sub-second response times for typical queriess, 
real-time updates, instant customer responses

NON-FINANCIAL BENEFITS TO CONSIDER:
Strategic Advantages: Test new markets without hiring risk, respond to competitors in weeks, 
launch new products faster, geographic expansion simplified

Operational Benefits: No sick days or holidays, no training required for process changes, scales up 
or down instantly, works in any timezone

Team Benefits: Humans focus on high-value work, reduced burnout from repetitive tasks, better 
job satisfaction, more strategic roles

Customer Benefits: Faster response times, 24/7 availability, consistent quality, improved 
experience

RISK MITIGATION APPROACH:
Start Small: Deploy 1 agent for 1 high-impact workflow, prove ROI before larger investment, build 
internal confidence, develop best practices

Grow Incrementally: Add agents based on proven success, expand to adjacent workflows, scale 
based on business case, maintain control and visibility

Flexibility: Monthly contracts available, no long-term lock-in, scale up or down as needed, pause 
or cancel if required

BUDGET PLANNING CONSIDERATIONS:
OpEx vs CapEx:

•	 Agents are OpEx (operating expense)
•	 Fully tax-deductible in year incurred
•	 No upfront capital investment
•	 Preserves cash for strategic investments

Predictable Costs: Fixed monthly subscription, no variable usage fees, no surprise professional 
services, no hidden costs

Budget Flexibility: Variable cost structure, scales with business needs, easy to forecast, simple to 
model
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8.5 NEXT STEP: SEE YOUR CUSTOM PRICING
Your investment depends on: Number of agents, agent complexity (Standard vs Advanced), 
system integrations required, support level needed, contract term (monthly vs annual)

To see your custom pricing:

Get in touch to speak with our AI agents and schedule a meeting with the team to discuss your 
specific needs and see custom pricing. Visit: www.implementai.io

What influences your pricing: Agent selection, customisation needs, volume requirements, 
timeline, support level

https://www.implementai.io
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PART 9: YOUR IMPLEMENTATION 
JOURNEY
Clear process. Clear timelines. Clear expectations.

The journey from "I'm interested" to "agents working" typically takes 6-16 weeks, 
depending on complexity.

9.1 THE 4 PHASES OVERVIEW
Your Total Time Investment: 15-25 hours over first 8-16 weeks  
What You Get: Fully working agents saving 10-20 hours/week

Translation: Every hour you invest returns 10-20 hours per week forever.

Week 1-2: WELCOME & DISCOVERY

Your time: 3-5 hours (test agents, define use case)
Our work: Portal setup, demo preparation, roadmap creation
Output: Approved project plan

Week 3-4: SPECIFICATION

Week 5-10: CONFIGURATION

Your time: 5-8 hours (explain your process, review spec)  
Our work: Document workflow, map integrations  
Output: Signed specification (nothing built until you approve)

Your time: 3-6 hours (answer questions, test in staging)  
Our work: Build agents, connect systems, validate quality  
Output: Tested agent ready for production

Week 11-16: GO-LIVE

Your time: 2-4 hours (monitor first week, 30-day review)  
Our work: Deploy, monitor closely, optimize performance  
Output: Working agent, measurable ROI

After Week 16: <1 hour/week ongoing (mostly monitoring)
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What Makes This Fast:

We've done this → Proven process

Pre-built integrations (600+) → No custom development

White-glove service → We do the technical work

Clear gates → Nothing proceeds without your approval

What Could Slow It Down:

Delayed system access → Add 1-2 weeks

Unclear process documentation → Add 1-2 weeks

Slow approval cycles → Add time per delay

Scope changes mid-build → Restart configuration phase

9.2 PHASE 1: WELCOME & DISCOVERY
What Happens:

Welcome call scheduled within 24-48 hours

Portal access provided following meeting

3 test agents ready for you to try

Live demo during welcome call

Initial project roadmap created

What We Need From You:

1-2 hours: Welcome call (your primary use case, current pain points, success criteria, team 
involved)

1-2 hours: Test the 3 demo agents (try them yourself, share with team, note what works/
doesn’t)

1 hour: Review agent blueprint library (browse available agents, identify 2-3 potential fits)

Identify team members (who will use the agents, who needs to be involved in spec, who has 
system access)

Deliverable: Project roadmap including agent(s) selected, systems to connect, success metrics, 
and timeline.

For welcome call agenda details, see Section 10.2: Your Welcome Call Agenda.
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Detailed specification meeting

Process documentation review

System connection mapping

Script and workflow definition

Specification document created for your approval

9.3 PHASE 2: SPECIFICATION
What Happens:

CRITICAL: Nothing gets built until you approve the specification.

What We Need From You:

2-3 hours: Spec collection meeting (walk us through current process step-by-step, edge cases 
and exceptions, decision criteria, desired outcomes)

1-2 hours: Process documentation (provide ONE of these: Loom video recording yourself 
doing the task [PREFERRED], process diagram/flowchart, written steps, or example scripts)

1-2 hours: Review specification document (approve or request changes, clarify any questions, 
sign off when ready)

1 hour: Provide system access (credentials for integrations, API keys if needed, test 
environment access)

Deliverable: 
Signed-off specification document—nothing proceeds until approved.

Specification Document Includes:

Timeline:

1.	Agent Overview (purpose, value, success criteria)
2.	Workflow Detail (step-by-step, decision logic, edge cases)
3.	System Connections (integrations, data flow, permissions)
4.	Scripts & Templates (communication, output formats)
5.	Testing Criteria (scenarios, expected outcomes)

•	 Standard Agents: 1-2 weeks to spec
•	 Advanced Agents: 2-3 weeks to spec
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9.4 PHASE 3: CONFIGURATION

Agent configuration begins

System integrations connected (600+ pre-built—see Appendix A)

Internal technical testing

Quality assurance validation (our 3-layer QA framework—see Section 6.5)

Client testing environment prepared

You test and provide feedback

Refinements made

Final approval granted

What Happens:

Fully tested agent ready for production with all systems connected and workflow validated.

For detailed QA framework, see Section 6.5: How We Solve the Hallucination Problem.

1.	Technical Testing: Connections working? Data flowing correctly? API calls succeeding?
2.	Functional Testing: Agent performs core function? Workflow executes end-to-end? Edge cases 

handled?
3.	Quality Testing: Output accuracy >95%? Response time <target? Error rate Typically <1%?
4.	Performance Testing: Handles expected volume? Response times consistent? Cost per unit 

acceptable?

What We Need From You:

Quality Assurance Process:

Timeline:

Deliverable: 

30-60 min: Quick responses to clarification questions ("Should the agent do X or Y when Z 
happens?")

1-2 hours: Test agent in staging environment (run through test scenarios, try edge cases, 
verify outputs, check system updates)

1-2 hours: Provide feedback on performance (what works well, what needs adjustment, any 
edge cases missed)

30-60 min: Final approval to go live (review testing results, confirm ready for production, sign 
off on deployment)

•	 Standard agents: 2-3 weeks configuration
•	 Advanced agents: 3-6 weeks configuration
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9.5 PHASE 4: GO-LIVE & OPTIMISATION

Agent deployed to production

First week close monitoring

Performance tracking begins

30-day performance review

What Happens:

Agent working in production, meeting success criteria, team trained, 30-day results documented, 
roadmap for next agents.

What We Need From You:

The Critical First Week:

You'll Receive:

30-60 min: Monitor agent first few days (are outputs what you expected, any edge cases 
appearing, system updates working, team adapting well)

30 min: Report any issues immediately (contact via Slack/Email/Phone/Portal)

30-60 min: 30-day review call (performance against KPIs, optimisation opportunities, team 
feedback, next agents in roadmap)

Days 1-2: Heavy monitoring, daily check-ins, quick fixes  
Days 3-5: Stabilisation, edge cases resolved, team adapting  
Days 6-7: Confidence building, agent running smoothly, ready to scale

•	 Agent Usage Guide
•	 Dashboard Access (real-time metrics)
•	 Direct Support Line (Slack/Email/Phone)

Success Measurement:

•	 Volume Metrics: Tasks completed, items processed
•	 Quality Metrics: Accuracy rate, error rate, confidence scores
•	 Business Impact: Time saved, revenue influenced, costs reduced

Deliverable: 

9.6 WHAT WE DO VS WHAT YOU DO
We Do: You Do:

Configure agents, connect systems, 
test functionality, validate quality, 
deploy to production, monitor 
performance, optimise workflows, 
provide support

Define use case, provide process documentation, 
test in staging, approve specifications, train your 
team, monitor outcomes, request adjustments

For details on the Solutions Team that supports 
you, see Section 6.7: Your Solutions Team.
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•	 Weekly: <30 minutes monitoring
•	 Monthly: 30-60 min performance review
•	 Quarterly: 1-2 hour optimisation session

9.7 TOTAL TIME INVESTMENT FROM YOU

First 8-16 Weeks Breakdown:

Ongoing (After Initial Period):

TOTAL: <1 hour/week ongoing

Phase 1 (Discovery): 3-5 hours

•	 1-2 hour welcome call
•	 1-2 hours testing demos
•	 1 hour reviewing library

Phase 2 (Specification): 5-8 hours

•	 2-3 hours spec meeting
•	 1-2 hours documentation
•	 1-2 hours review
•	 1 hour system access

Phase 3 (Configuration): 3-6 hours

•	 30-60 min clarifications
•	 1-2 hours testing
•	 1-2 hours feedback
•	 30-60 min final approval

Phase 4 (Go-Live): 2-4 hours

•	 1-2 hours first week monitoring
•	 30 min issue reporting
•	 30-60 min 30-day review

TOTAL: ~15-25 hours over first 8-16 weeks
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ONGOING SUPPORT INCLUDED: 
Performance monitoring, optimisation recommendations, system updates, feature improvements, 
quarterly business reviews, priority support

For complete list of included services, see Section 8.2: What's Included in Your Subscription.

As you scale: 
Additional agents deploy faster (lessons learned), best practices transfer, team becomes more 
proficient, ROI compounds

Return On Your Time Investment:

•	 Agent saves: 10-20 hours/week
•	 You invest: 15-25 hours setup + <1 hour/week ongoing
•	 ROI on time: 10-20x return in first month, continuing thereafter
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PART 10: GETTING STARTED

10.1 BEFORE YOUR WELCOME CALL: WHAT TO 
GATHER

Your Primary Use Case

Team Members Involved

What's the biggest pain point? What manual process takes most time? What would create 
immediate impact?

Who will use the agents? End users (sales team, support team, etc.)

Who understands the process? Subject matter expert

Who has system access? IT or admin contact

Who makes decisions? Budget approver

Example: "We're spending 20 hours/week manually qualifying leads and they're not followed 
up consistently"

High-Level Process Overview

Don't need detailed documentation yet. Just be able to explain: "Here's roughly how we do this 
today..." We'll detail it in Phase 2 (Specification)

Questions About Specific Capabilities

"Can it integrate with X?" "How does it handle Y?" "What about Z edge case?" Write them 
down, we'll answer everything.
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DON'T WORRY ABOUT:

Having complete documentation (we'll help create it)

Knowing technical requirements (we'll figure it out)

Understanding AI technology (we'll guide you)

Having perfect processes (we'll optimise together)

JUST COME WITH:

Clear business outcome you want

Willingness to test agents

Openness to showing us your process

10.2 YOUR WELCOME CALL AGENDA

1. Quick Intro
Meet your team, review agenda, set expectations

2. Your Goals & Challenges
You share: Primary use case/pain point, current process (high-level), team involved, success 
criteria, timeline preferences

This is hands-on, not PowerPoint

3. Live Demo—You Test Agents
Voice Agent: "Call this number and ask about your business"  
Research Agent: "Give me a company name, watch it gather intelligence"  
Task Agent: "See it update your CRM in real-time"
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4. Next Steps & Timeline

We'll recommend specific agents for your use case and map out your implementation timeline. 
Most deployments follow our proven 4-phase process from discovery to go-live.

Typical timeline: 
6-16 weeks to first working agent, requiring 15-25 hours of your time total.

See Part 9: Your Implementation Journey for the complete phase-by-phase breakdown.

You'll Walk Away With:

Recommended agents for your use case

Custom timeline estimate based on complexity

Clear next steps and your time commitment

Portal access to test agents immediately

Answers to your specific questions

10.3 NEXT STEPS AFTER THE CALL

NO PRESSURE. NO COMMITMENT.

If after the welcome call you decide it's not right: no hard feelings, keep the portal access, we part 
as friends.

But the vast majority of people who do the welcome call proceed to Phase 2. Because once 
you've actually tested an agent, you get it.

10.4 READY TO GET STARTED?
Get in touch to speak with our AI agents and schedule a meeting with the team.

Visit: www.implementai.io

Experience live agents, ask questions in real-time, and explore how AIOS can transform your 
business.
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WHY IMPLEMENT AI?
Extensive pre-built agent library ready to deploy

600+ integrations pre-configured

White-glove configuration included

Rapid deployment (weeks, not months)

3-layer QA framework built in (see Section 6.5)

Transparent pricing, no surprises

Proven results across hundreds of deployments

"The key to scale this business is the spec collection process and documentation."

We've figured it out. Now we help you scale yours.
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THE ANSWER

AI agents create three strategic advantages that compound over time:

1. SPEED ADVANTAGE

Your company responds in seconds whilst competitors take hours/days

2. SCALE ADVANTAGE

You handle 10x volume without 10x headcount

3. INTELLIGENCE ADVANTAGE

You capture insights from every interaction whilst competitors guess

These advantages compound. Early movers in your industry will pull away.

THE COMPETITIVE LANDSCAPE IS CHANGING

Traditional Model:

AI-Enabled Model:

•	 Labour-intensive operations
•	 Linear relationship: more revenue = more headcount
•	 Response times measured in hours/days
•	 Quality depends on individual performance
•	 Scaling requires hiring, training, managing

•	 Capacity-intensive operations
•	 Exponential relationship: more revenue ≠ more headcount
•	 Response times measured in seconds/minutes
•	 Quality standardised and continuously improving
•	 Scaling is instant and costless

11.1 FOR THE CEO: STRATEGIC IMPACT
The Strategic Question: "Will implementing AI agents make my business fundamentally more 
competitive, or am I just digitising the status quo?"

PART 11: ROLE-SPECIFIC DEEP DIVES
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STRATEGIC RISK VS STRATEGIC OPPORTUNITY

THE STRATEGIC RISK

If your competitors deploy AI agents before you:

•	 They respond faster (customer expectations reset)
•	 They operate leaner (price pressure increases)
•	 They scale faster (market share shifts)
•	 They learn faster (data advantage grows)

Recovery time: 18-24 months minimum

THE STRATEGIC OPPORTUNITY

If you deploy AI agents before competitors:

•	 You set customer expectations (they respond faster)
•	 You have margin advantage (reinvest or win on price)
•	 You capture market share (serve more customers better)
•	 You build data moat (insights drive next innovation)

First-mover advantage: 12-18 months minimum
For detailed market timing analysis, see Part 2: The Strategic Opportunity.



Page 100

HOW AI AGENTS DRIVE REVENUE GROWTH

DIRECT REVENUE IMPACT:

1. Capacity Expansion
Current: 10 salespeople handle 500 leads/month  
With Agents: Same 10 people handle 2,000 leads/month  
Impact: 4x pipeline without hiring

2. Speed to Response
Current: Average lead response time = 4 hours  
With Agents: Average lead response time = 30 seconds  
Impact: 400% increase in conversion rate

3. 24/7 Availability
Current: Operating hours = 40 hours/week  
With Agents: Operating hours = 168 hours/week  
Impact: Capture after-hours demand (typically 30% of total)

4. Consistent Quality
Current: Conversion varies by rep (20% to 60%)  
With Agents: Conversion standardised (top performer methodology)  
Impact: Bottom 50% of performers improved by 40%

For detailed capacity economics, see Section 6.6: Understanding Productive Capacity Units (PCU).

STRATEGIC REVENUE IMPLICATIONS:

This isn't automation. This is business model transformation.

Year 1

Year 2

Year 3

15-25% revenue increase (same headcount)

30-50% revenue increase (modest headcount growth)

2-3x revenue (strategic reinvestment of margin gains)
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DE-RISKING AI ADOPTION

YOU'VE BEEN BURNED BEFORE

Common AI Failure Patterns: Pilot projects that never scale, "transformative" tools that sit unused, 
vendors who overpromise and underdeliver, implementation costs multiply beyond initial quote, IT 
projects that drag for 12+ months

HOW WE'RE DIFFERENT:

PROVEN AGENTS (Not Experiments): Extensive pre-built agent library deployed hundreds of 
times—your use case isn't new to us

WHITE-GLOVE DELIVERY (Not DIY): Solutions team included (see Section 6.7)—we 
configure, test, and optimise for you

FAST TIME-TO-VALUE (Not Long Projects): Deployment measured in weeks (see Part 9)—
prove ROI before major investment

TRANSPARENT PRICING (Not Surprise Costs): All-inclusive subscription (see Section 8.2)—
no hidden professional services fees

REVERSIBLE DECISIONS (Not Lock-In): Monthly contracts available—no multi-year 
commitments required—we earn your business every month

RISK MITIGATION STRATEGY

Single Use Case (1 agent)Phase 1 

Phase 2 

Phase 3

Prove ROI with minimal investment, build internal confidence, identify 
expansion opportunities

Show cross-functional impact, develop best practices, calculate strategic ROI

Transform operations, realise competitive advantage, build market leadership

You control the pace. We control the delivery.

For complete implementation timeline, see Part 9: Your Implementation Journey.

Department Expansion (3-5 agents)

Enterprise Rollout (10+ agents)

1

2

3

4

5
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BUILDING STRATEGIC OPTIONALITY

Unlike hiring (which creates fixed costs and rigidity), AI agents give you optionality:

MARKET EXPANSION:

Want to test new market? Deploy agents. No hiring risk, fast market entry, learn quickly, pivot 
easily.

BUSINESS MODEL INNOVATION:

Want to offer new service? Deploy agents. No new department needed, test viability quickly, scale 
winners, shut down losers.

COMPETITIVE RESPONSE:

Competitor launches new offering? Deploy agents. Respond in weeks, not quarters, match or 
exceed their capability, maintain competitive position.

M&A INTEGRATION:

Acquiring company? Deploy agents. Standardise processes quickly, capture integration synergies, 
maintain service levels during transition.

ECONOMIC DOWNTURN:

Market softens? Adjust agent capacity. Variable cost structure, maintain service quality, preserve 
optionality for recovery.

THE STRATEGIC ASSET

AI agents aren't just operational tools. They're strategic infrastructure that gives you:

•	 Faster response to market changes
•	 Lower risk in testing new initiatives
•	 Greater flexibility in resource allocation
•	 Better resilience in uncertainty

In volatile markets, flexibility is competitive advantage.
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THE BOARD CONVERSATION

Here's what you tell your board:

"We're making a strategic investment in AI infrastructure that will give us 
3 competitive advantages:

1.	Speed: We'll respond 100x faster than competitors
2.	Scale: We'll handle 10x volume without 10x cost
3.	Intelligence: We'll capture insights competitors miss

This compounds over time. Early movers become category leaders.

The investment is modest with significant ROI in Year 1.

The risk of NOT doing this is losing market position permanently.

I recommend we proceed immediately."

For complete financial analysis to support your board conversation, see Section 11.3: For the 
CFO—Financial Analysis.

Ready to discuss category 
leadership strategy?

www.implementai.io

Get in touch to speak with our AI agents and 
schedule a meeting with the team.
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11.2 FOR THE CTO: TECHNICAL ARCHITECTURE

ARCHITECTURE OVERVIEW

THE IMPLEMENT AI TECHNICAL STACK

Layer 1: Foundation Models – Multiple LLM providers (OpenAI, Anthropic, Google), model 
selection optimised per use case, automatic failover between providers, cost optimisation engine

Layer 2: Agent Framework – Custom agent orchestration layer, multi-agent coordination 
protocols, state management across conversations, context window optimisation

Layer 3: Integration Engine – 600+ pre-built connectors, universal API abstraction layer, near real-
time data synchronisation, event-driven architecture

Layer 4: Quality & Governance – 3-layer validation framework (see Section 6.5), confidence 
scoring system, audit trail generation, compliance enforcement

Layer 5: Deployment & Operations – Multi-region infrastructure, auto-scaling capabilities, 
performance monitoring, incident response automation

INTEGRATION CAPABILITIES

AUTHENTICATION METHODS SUPPORTED:
OAuth 2.0/1.0, API Keys, Basic Authentication, JWT Tokens, SAML, custom authentication 
protocols

API STANDARDS:
RESTful APIs, GraphQL, SOAP (legacy), Webhooks, WebSockets (real-time)

DATA FORMATS:
JSON, XML, CSV, custom formats via transformation layer
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INTEGRATION PATTERNS:

Real-Time Sync: Webhook-driven updates, <1 second latency, bidirectional data flow, event-
driven triggers

Scheduled Sync: Batch processing, configurable intervals, optimised for bulk operations, 
efficient resource usage

On-Demand Queries: Agent-initiated lookups, just-in-time data retrieval, minimised data 
storage, privacy-optimised

SECURITY & COMPLIANCE

DATA SECURITY

1

2

3

For complete list of 600+ pre-built integrations, see Appendix A: Complete Software 
Integration List.

Encryption:

•	 Data in transit: TLS 1.3
•	 Data at rest: AES-256
•	 End-to-end encryption option available
•	 Enterprise key management available via Azure Key Vault

Access Control:

•	 Role-based access control (RBAC)
•	 Principle of least privilege
•	 Multi-factor authentication
•	 Single sign-on (SSO) integration

Network Security:

•	 VPC isolation
•	 Private connectivity options
•	 IP whitelisting
•	 DDoS protection
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COMPLIANCE CERTIFICATIONS

Infrastructure Security:

•	 Built on SOC 2 Type II certified infrastructure (Azure UK)
•	 GDPR compliant operations and data handling
•	 HIPAA-ready architecture (BAA available upon request)
•	 Cyber Essentials (application submitted)
•	 ISO 27001 (targeted completion 2026)

Data Residency:

•	 UK data centres available
•	 EU data centres available
•	 Custom residency options for enterprise

Audit Capabilities:

•	 Complete audit logs
•	 Immutable audit trail
•	 Compliance reporting tools
•	 Data lineage tracking

DATA GOVERNANCE

Data Retention:

•	 Configurable retention policies
•	 Automatic data deletion
•	 Backup and recovery procedures
•	 Data export capabilities

Privacy Controls:

•	 PII detection and masking
•	 Right to erasure (GDPR)
•	 Data subject access requests
•	 Consent management
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SCALABILITY & PERFORMANCE

INFRASTRUCTURE

Compute:

•	 Auto-scaling based on demand
•	 Serverless architecture where appropriate
•	 GPU acceleration for intensive tasks
•	 Edge computing for latency-sensitive operations

Storage:

•	 Distributed database architecture
•	 Hot/warm/cold data tiering
•	 Automatic data archival
•	 Enterprise-grade storage systems leveraging Azure's durability architecture with automated 

backup and geographic redundancy

Network:

•	 Global CDN for low latency
•	 Multi-region deployment
•	 Automatic failover
•	 Load balancing

PERFORMANCE METRICS

Response Times:

•	 Simple queries: <100ms average
•	 Complex workflows: <1s average
•	 Batch operations: configurable based on requirements
•	 Real-time streams: typically <50ms latency

Performance may vary based on query complexity, data volume, and third-party system response 
times.

Throughput:

•	 Designed to handle high-volume operations
•	 Linear scaling with demand
•	 Consistent performance under load through load-balanced architecture
•	 Predictable performance
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RELIABILITY & MONITORING
SYSTEM MONITORING

Real-Time Metrics:

•	 Agent performance dashboards
•	 System health indicators
•	 Error rate tracking
•	 Cost monitoring

Alerting:

•	 Configurable alert thresholds
•	 Multiple notification channels
•	 Escalation policies
•	 Incident management integration

Logging:

•	 Centralised log aggregation
•	 Structured logging format
•	 Log retention policies
•	 Search and analysis tools

Availability:

•	 Designed for high availability on enterprise-tier Azure infrastructure (standard)
•	 Designed for high availability on enterprise-tier Azure infrastructure
•	 Response times vary by service tier and are defined in service agreements with 24/7 monitoring 

and alerting
•	 Automated recovery procedures

DISASTER RECOVERY
Backup Strategy:

•	 Continuous data replication across Azure regions
•	 Point-in-time recovery capabilities
•	 Cross-region backups architecture
•	 Target recovery time objectives defined per service tier
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TECHNICAL ROADMAP
CURRENT CAPABILITIES

600+ integrations

Multi-model support

Real-time processing

Advanced QA framework (see Section 6.5)

Enterprise security

Business Continuity:

•	 Multi-region active-active
•	 Automatic failover
•	 Designed for zero data loss through multi-region replication and point-in-time recovery
•	 Tested recovery procedures

Q4 2025

Advanced computer use capabilities, enhanced multi-agent coordination, agent blueprints, AI 
guided agent configuration

KEY TECHNICAL QUESTIONS ANSWERED
"How do you handle rate limits from third-party APIs?"

We implement intelligent retry logic with exponential backoff, request queuing, and automatic 
failover to alternative data sources where available. Enterprise customers can configure custom 
rate limit policies.

"What happens if your service goes down?"

Multi-region active-active deployment means automatic failover designed for zero data loss. 
Critical workflows can be configured with graceful degradation. Designed for high availability 
on enterprise-tier Azure infrastructure with Rapid incident response with 24/7 monitoring and 
alerting.
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"Can we run this on-premise?"

No this is a cloud based solution.

"How do you prevent data leakage between customers?"

Complete tenant isolation at the database, compute, and network layers. Each customer's data is 
encrypted with unique keys. No shared resources that could leak data between tenants. Built on 
SOC 2 Type II certified infrastructure.

"What's your approach to model versioning?"

We maintain stable API contracts whilst upgrading underlying models. Agents are tested 
against new model versions before deployment. Rollback capability if new versions cause issues. 
Enterprise customers can pin to specific model versions.

"How do you handle PII and sensitive data?"

PII detection and masking built into the platform. Configurable data retention policies. Encryption 
at rest and in transit. GDPR-compliant data handling including right to erasure. HIPAA-ready with 
BAA available.

Implement AI is built on Microsoft Azure UK infrastructure. Where we reference security 
certifications, compliance standards, and infrastructure capabilities in this section, these reflect 
the underlying Azure platform unless specifically noted as Implement AI certifications. Our 
security posture inherits from Azure's enterprise-grade infrastructure while we pursue our 
own independent certifications. Specific performance characteristics, availability targets, and 
compliance evidence are provided during technical due diligence.

Want to dive deeper into the 
technical architecture?

www.implementai.io

Get in touch to speak with our AI agents and 
schedule a meeting with the team.
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11.3 FOR THE CFO: STRATEGIC FINANCIAL 
ANALYSIS
The Financial Question You're Asking:
"Is this a legitimate operational efficiency or just trading one cost for another?"

The Answer:
This is structural cost advantage with strategic flexibility benefits. See Section 8.3: ROI Framework 
for detailed calculations. Here's the strategic context:

WHY THIS ISN'T JUST COST SWAPPING

Traditional Hiring = Fixed Cost Infrastructure:

Traditional Growth Scenario:

AI Agents = Variable Capacity Economics:

•	 Committed before revenue materializes
•	 Can't scale down without severance
•	 3-6 month productivity ramp
•	 Risk-adjusted cost: +15-25% (turnover, wrong hires)

•	 Months 1-6: Heavy cash outflow (hiring, training) 
•	 Months 7-12: Ongoing fixed costs 
•	 Revenue impact: Delayed 
•	 Time to positive cash flow: 18+ months

•	 Deploy only when needed
•	 Scale instantly with demand
•	 100% productive from day 1
•	 Minimal implementation risk

For detailed capacity economics, see Section 6.6: Understanding Productive Capacity Units (PCU).

CASH FLOW IMPLICATIONS
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Net working capital advantage: ~15 months of preserved cash

THE BOARD NARRATIVE

AI Agent Growth Scenario:

•	 Month 1: Configuration investment 
•	 Month 2+: Subscription costs 
•	 Revenue impact: Immediate 
•	 Time to positive cash flow: 3-4 months typical

What You Tell the Board:

"We're deploying AI capacity that delivers 70-85% cost savings vs traditional hiring while giving 
us strategic flexibility to respond to market changes in weeks instead of quarters. The pilot proves 
ROI in Month 1. Risk is contained through monthly contracts."

The Ask:

[Specific budget approval language]

Expected Questions:

Q: "What if it doesn't work?"

A: "Monthly contract, cancel anytime. We'll know within 4-8 weeks."

Q: "What's the hidden cost?"

A: "15-25 hours of management time over first 8 weeks. That's it."

Q: "How does this scale?"

A: "Linear cost increase, exponential capacity increase. See Section 8.3 for scaling economics."

OPEX VS CAPEX IMPLICATIONS

AI Agents = OPEX Traditional Hiring = Fixed OPEX

•	 No upfront capital investment
•	 Fully tax-deductible in year incurred
•	 Preserves cash for strategic investments
•	 Scales with revenue (variable cost)
•	 Easy to model and forecast

•	 Fixed costs regardless of revenue
•	 Severance costs if scaling down
•	 Less financial flexibility
•	 Higher risk in uncertain markets
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FINANCIAL RECOMMENDATION

Proceed with:

•	 Single agent pilot (Month 1)
•	 Measure results (Month 2)
•	 Scale based on ROI (Month 3+)

Expected Outcome:

•	 Positive ROI in initial months
•	 Break-even rapidly
•	 Significant savings Year 1+

Alternative Cost (Do Nothing):

•	 Hire FTEs: substantial annual investment
•	 Plus recruitment, training, management
•	 Fixed costs, low flexibility
•	 Months delay to productivity

Recommendation: Approve pilot immediately

Alternative cost of waiting: Competitors deploy first, establish margin advantage, force defensive 
investment later at worse economics.

For complete ROI calculations, cost comparisons, and scaling models, see Section 8.3: ROI 
Framework.

Need a custom financial 
analysis for your board?

www.implementai.io

Get in touch to speak with our AI agents and 
schedule a meeting with the team.
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IMPLEMENTATION ROADMAP

For complete phase-by-phase timeline, see Part 9: Your Implementation Journey. Here's the 
operational overview:

INITIAL PERIOD: FOUNDATION (Weeks 1-8)

•	 Identify highest-impact use case
•	 Test demo agents
•	 Select first agent to deploy
•	 Define success metrics

Deliverable: 1 agent live in production

EXPANSION: BUILDING CAPABILITY (Weeks 9-24)

•	 Deploy agents 2-3
•	 Select next use cases
•	 Begin team training
•	 Monitor and optimise

Deliverable: Multiple agents working, team trained

SCALING: FULL DEPLOYMENT (Months 6-12)

•	 Expand to adjacent workflows
•	 Deploy additional agents
•	 Agent teams coordination (see Part 5: Agent Teams)
•	 Process optimisation

Deliverable: Comprehensive agent deployment, documented best practices

CHANGE MANAGEMENT: BRINGING YOUR TEAM ALONG

PHASE 1: AWARENESS

Communicate the "why", address concerns openly, show don't just tell, let them test agents

11.4 FOR THE COO: OPERATIONAL 
EXCELLENCE

PHASE 2: TRAINING

Hands-on workshops, role-specific training, champions programme, office hours for questions
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PHASE 3: ADOPTION

Start with volunteers, celebrate early wins, share success stories, continuous feedback

PHASE 4: OPTIMISATION

Gather improvement ideas, iterate on workflows, expand use cases, build internal expertise

COMMON CONCERNS & RESPONSES
"Will this replace me?" 
No. Agents handle repetitive tasks so you can focus on complex, strategic work. Show the "before/
after" where their role becomes more valuable.

"I don't trust AI" 
Fair. That's why we have a 3-layer QA framework (see Section 6.5). You can review any output 
anytime. Let them test it and see the validation process.

"This seems complicated" 
It's actually simpler than your current tools. We provide training and support (see Section 6.7: 
Solutions Team). Most people are fully productive in a few days.

"What if it makes a mistake?" 
The QA system is designed to catch 95%+ of errors in typical structured data scenarios. Actual 
accuracy varies by use case complexity. You have oversight dashboard for monitoring. Quick 
corrections improve the system.

OPERATIONAL INTEGRATION: DAY-TO-DAY OPERATIONS

Morning Routine:

Check agent dashboard, review overnight activity, address any flagged items, prioritise 
human work

Throughout Day:

Agents work continuously, human team handles escalations, complex work gets full attention, 
monitor performance metrics

End of Day:

Review completion rates, note optimisation opportunities, celebrate wins, plan tomorrow
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TEAM STRUCTURE EVOLUTION

Before Agents:
Team doing repetitive work, limited capacity for complex work, manager firefighting

With Agents (Initial Period):
Agents doing repetitive work, team members learning new skills, knowledge transfer 
happening, manager optimising

Mature State (6+ Months):
Agents handling majority of volume, team doing high-value work, manager focused on strategy, 
team more satisfied

PERFORMANCE MONITORING

KEY METRICS TO TRACK

Volume Metrics: Tasks completed, response times, processing speed, capacity utilisation

Quality Metrics: Accuracy rates, error rates, confidence scores, customer satisfaction

Business Impact: Cost per unit, time saved, revenue influenced, ROI

DASHBOARD VIEWS

Executive Dashboard: High-level KPIs, ROI tracking, strategic metrics, trend analysis

Manager Dashboard: Team performance, agent performance, workflow efficiency, optimisation 
opportunities

Operator Dashboard: Real-time activity, queue status, escalations, task assignment

SUCCESS METRICS: WHAT GOOD LOOKS LIKE

Initial Phase:
Agent deployed, team trained, initial results positive, minor tweaks needed

First Month:
Agent stable, ROI visible, team confident, planning agent #2

Three Months:
Multiple agents working, clear ROI demonstrated, best practices documented, 
expansion planned

Six Months:
Multiple agents deployed, business transformation visible, team fully capable, category 
leadership emerging



Page 117

OPERATIONAL BEST PRACTICES

DO'S: DON’TS:

Start with high-impact use cases

Involve end users early

Celebrate quick wins

Document learnings

Share success stories

Iterate continuously

Monitor closely at first

Build internal expertise

Try to automate everything at once

Skip the specification phase

Ignore team concerns

Set unrealistic expectations

Forget about change management

Stop after first agent

Hide mistakes

Treat it as “IT project”

CONTINUOUS IMPROVEMENT: THE FLYWHEEL

Deploy → Monitor → Learn → Optimise → Deploy More

Initial Period: Learn the system
  
Months 4-6: Optimise workflows  

Months 7-12: Scale across organisation  

Year 2: Become AI-first leader

LONG-TERM OPERATIONAL VISION

WHERE THIS LEADS:

Year 1: Agents handle routine work, humans handle complex work, clear role separation, 
productivity up 40%

Year 2: Agent teams coordinate (see Part 5), humans orchestrate, integrated workforce, 
productivity up 100%

Year 3: AI-first operations, humans focus on strategy, competitive advantage established, industry 
leadership
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EXAMPLE: CUSTOMER SUPPORT TRANSFORMATION
Before:

•	 5 support agents
•	 8am-6pm coverage
•	 200 tickets/day capacity
•	 24-hour average response time
•	 Quality varies by agent

After (Several Months):

•	 5 support agents + 4 AI agents
•	 24/7 coverage
•	 800 tickets/day capacity
•	 30-minute average response time
•	 Consistent quality

Workflow:

AI Triage Agent (Standard): Routes incoming tickets, categorises by urgency/type, assigns to 
specialist
AI Resolution Agent (Advanced): Handles tier 1 issues, answers common questions, updates 
knowledge base
AI Escalation Agent (Standard): Identifies complex issues, routes to human specialists, provides 
context
Human Specialists (5 people): Handle complex issues, build customer relationships, continuous 
improvement

Results:

•	 70% tickets resolved by AI
•	 Human agents handle 30% (complex only)
•	 Customer satisfaction up 25%
•	 Team job satisfaction up 40%
•	 Cost per ticket down 60%

For agent tier explanations, see Section 8.1: Agent Tiers Explained.

Ready to plan your 
implementation roadmap?

www.implementai.io

Get in touch to speak with our AI agents and 
schedule a meeting with the team.
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APPENDICES

APPENDIX A: COMPLETE SOFTWARE 
INTEGRATION LIST
Available on request

600+ pre-built integrations across:

•	 CRM & Sales
•	 Communication Platforms
•	 Finance & Accounting
•	 Project Management
•	 Support & Helpdesk
•	 Marketing Automation
•	 E-commerce Platforms
•	 HR & Recruitment
•	 Data & Analytics
•	 Development Tools

For technical integration details, see Section 11.2: For the CTO—Technical Architecture.

APPENDIX B: GLOSSARY OF TERMS
AI Agent: Autonomous software that performs tasks, communicates, or analyses data using 
artificial intelligence

AIOS (AI Operating System): Platform infrastructure that deploys and manages multiple AI agents

Computer Use: Technology allowing agents to interact with software visually (see Section 7.1)

PCU (Productive Capacity Unit): Measure of guaranteed productive work output (see Section 6.6)

Interactive Agent: Communicates with people via chat, email, or voice (see Section 4.2)

Action Agent: Executes tasks and workflows across systems (see Section 4.2)

Analyst Agent: Gathers information and generates insights (see Section 4.2)

Agent Team: Multiple coordinated agents working together on complex workflows (see Part 5)

3-Layer QA Framework: Quality assurance system targeting 95%+ accuracy (see Section 6.5)

Solutions Team: Dedicated team that configures and supports your agents (see Section 6.7)
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APPENDIX C: FAQs ABOUT AI WORKERS
Q: Do agents replace human workers?
A: No. Agents handle repetitive tasks so humans focus on complex, strategic work. See Section 4.1 
for the augmentation model.

Q: What if the agent makes a mistake?
A: Our 3-layer QA framework is designed to catch 95%+ of errors before you see them. See 
Section 6.5 for complete details.

Q: How long does implementation take?
A: Typically 6-16 weeks for first agent, requiring 15-25 hours of your time total. See Part 9 for 
phase-by-phase breakdown.

Q: What does it cost?
A: Depends on agent complexity and volume. Typical result: 70-85% cost savings vs hiring. See 
Section 8.3 for ROI framework and Section 8.5 for pricing.

Q: Can agents integrate with our systems?
A: We have 600+ pre-built integrations. If your system isn’t listed, we can use Computer Use 
technology to work with any software. See Section 7.1 and Appendix A.

Q: Is our data secure?
A: Yes. Built on SOC 2 Type II certified infrastructure, GDPR compliant, enterprise-grade 
encryption. See Section 11.2 for complete security architecture.

Q: What if we want to cancel?
A: Monthly contracts available. No long-term lock-in. Cancel anytime.

Q: How do we measure success?
A: Volume metrics (tasks completed), quality metrics (accuracy rate), business impact (time/cost 
saved, revenue influenced). See Section 9.5 for success measurement framework.

APPENDIX D: DETAILED TASK EXAMPLES
Available on request

Comprehensive task examples across:

•	 Sales & Business Development
•	 Customer Support & Success
•	 Finance & Accounting Operations
•	 Marketing & Content
•	 HR & Recruitment
•	 Operations & Administration

Each example includes:

•	 Current manual process
•	 Agent-powered process
•	 Time savings calculation
•	 Implementation complexity
•	 Recommended agent type
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APPENDIX E: ADDITIONAL RESOURCES
Video Demos: Watch agents working in real-time  
Case Studies: Customer success stories with metrics  
White Papers: Technical deep-dives and research  
Webinars: Live Q&A and demos  
Implementation Guides: Step-by-step walkthroughs

Performance Expectations: All performance metrics, response times, accuracy rates, and capacity 
figures mentioned in this document represent typical results under standard operating conditions. 
Actual performance may vary based on use case complexity, data volume, system integrations, 
and external dependencies. Specific performance commitments are defined in individual customer 
agreements.

Technical Specifications: Performance metrics, response times, and availability figures mentioned 
in this guide represent typical results under standard operating conditions. Actual performance 
may vary based on query complexity, data volume, system integrations, and third-party service 
dependencies. Specific performance commitments are defined in individual service agreements.

Security & Compliance: Infrastructure-level security certifications (such as SOC 2 Type II, 
ISO 27001) refer to our underlying Microsoft Azure UK platform. Implement AI inherits these 
enterprise-grade security controls while pursuing our own independent certifications. Our current 
certification roadmap is available upon request. 

Security and compliance capabilities described in this document reflect the combined capabilities 
of our application layer and Azure infrastructure. Specific compliance requirements and evidence 
are addressed during the contracting process.

Service Level Commitments: References to availability, uptime, response times, and support 
response commitments represent design targets. Contractual service level agreements (SLAs) are 
defined in individual customer agreements based on selected service tier and requirements.

Document Version 12.5 

Last Updated: March 2026

© 2026 Implement AI. All rights reserved.
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