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Unlocking Business Value through 
Conversational AI

Jameson Lee
Global Solution Architect | AI Operations
Moveworks
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What is a (large) language model?

How are they changing the world?

Session Objectives

How are they changing the enterprise?

What do CIOs need to know about CAI?

History. Terminology. The AI (Shifting) Landscape.

From Graphical to Conversational Interfaces.

Bot toolkits. Enterprise Context. Use Cases.

Enterprise Readiness Standards. Moveworks.
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Large Language Model

Conceptually massive 
model with many 

parameters…

…that performs language 
tasks, like predicting the 

next word…

…and are meant to mimic 
real-world human behavior 

when given a text input.
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What is 
conversational AI?
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Everyone was skeptical 
about chatbots

2016
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A transformative year 
in the history of NLP

20172016
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Language and chat are 
the most universal 
human interfaces

201820172016
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Virtual assistants start 
gaining traction

2019201820172016
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The pandemic made the 
chatbot the sidekick to 
employee experience

20202019201820172016
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Chatbots and EX became 
a strategic, C-suite 
initiative

202120202019201820172016
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AI performance nears 
baseline across 
generative modalities

202120202019201820172016
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Chatbots and automation 
became a powerful 
deflationary tool

Source: New York 
Times

2022202120102019201820172016
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An explosion of models and 
enabling infrastructure

Megatron-
LM (8.3B)

Turing-
NLG (17B)

Jurassic-1 
(178B)Gopher 

(280B)

Chinchilla 
(70B)

PaLM (540B)MT-NLG 
(530B)

LaMDA 
(137B)

GPT-2 
(1.5B)

RoBERTa 
(354B)

Godel 
(175B)

Stable 
Diffusion YaLM 

(100B)

BigScience 
BLOOM (176B)

OPT-175B 
(175B)

ELMo (94B)

BERT 
(340B)

Transformer 
ELMo (465B)

Whisper

XLM-
RoBERTa

GPT-
3,davinci-002

mBART

ALBERT

DeBER
Ta

m2m100Megatron

T5

Wave2Vec TK 
instruct

MPNet

DistilBERT

2022202120102019201820172016
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ChatGPT showed the 
masses what’s possible 
with chatbots

2022202120102019201820172016
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Chatbots and LLMs are entering 
common vernacular

2023

Cloud Computing LLMsChatbot
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AI has entered the mainstream.
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How are LLMs changing the ?
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How are LLMs changing the world?
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Language is becoming the universal interface

Less natural More naturalContinuum of human-computer interaction

Conversational interface
Navigate applications through 
fluid & effortless conversation

Chat interface
Navigate applications 
through programmed flows

Mobile interface
Navigate applications 
anytime, anywhere

Graphical interface
Navigate applications with access to 
a computer
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How are LLMs changing the ?
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How are LLMs changing the enterprise?
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Bot toolkits are now obsolete.
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Input Text New 
request?

Ye
s

N
o

Hard-coded flow charts are not real AI
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Input Text New 
request?

Ye
s

N
o

Existing 
request?

Contact 
support

?

Ye
s

N
o

Fixed 
dates?

Ye
s

N
o

Round 
trip?

Ye
s

N
o

Ye
s

N
o

Hard-coded flow charts are not real AI
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Input Text New 
request?

Yes

No

Existing 
request?

Contact 
support?

Yes No

Fixed 
dates?

Yes

No

Round 
trip?

Yes

No

Yes

No

Hard-coded flow charts are not real AI
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Input Text New 
request?

Ye
s

N
o

Existing 
request?

Contact 
support

?

Ye
s

N
o

Fixed 
dates?

Ye
s

N
o

Round 
trip?

Ye
s

N
o

Ye
s

N
o

Hard-coded flow charts are not real AI
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Every application will have a conversational UX

IT applications HR applications Finance applications Sales applications
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Generative AI will change the enterprise

Automatically generated and summarized…

Knowledge articles

Forms

Product documentation

REST API documentation

Code

Conversation flows

Employee comms

Ticket descriptions

Ticket solutions

Work notes

Ticket threads

Phone call transcripts

Datasets

Queries

Utterance variations

ense reports Meetin   

 endas Websi  

Emails Banne  

Social media posts
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Press

Recognition

Certifications

Partnerships

Customers

250+
ML Models

200+
Investors
$315 million in funding at a $2.1 billion valuation
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Technology, media & entertainment

Financial services Healthcare & life sciences CPG & Retail

Industrial, manufacturing & energy Public sector Travel, hospitality, & leisure

Services

Real estate

Transportation & logistics
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Enterprise Readiness
Must-Have Capabilities for Conversational AI Solutions
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Attributes of a Best in Class CAI Platform

ML Ops 
Platform

Continuously 
Finetuning

Enterprise 
Grounding

Always 
Configurable

Always 
Secure

Model Requirements?

Platform Level Requirements.
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ML Operations and Fine-tuning
Goal

With rapid advances in language models, it is 
integral to quickly evaluate multiple models, fine 
tune them with enterprise data, and introduce 
them in the platform.

Moveworks solution

● MLOps platform for dataset management, 
evaluating models, serving & monitoring 
infrastructure

● Deep capacity to fine tune and train base 
models to improve performance

● State-of-the-art GPU hardware and hosting 
software to serve fine-tuned LLMs with 
reduced latency and high performance.

Release of LLaMa (65B 
parameter LLM)

Nvidia announces they 
are training their own 

LLMs (NeMO Megatron) 
for public use 

Feb 24th

Release of Google 
Bard in limited beta 
(LLM not public yet)

March 21st

March 21st

LLM Breakthroughs in the last 30 days. The model landscape 
is quickly changing. 
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BERT

Domain and Intent 
Classification

RoBERTa
Multilingual
Classification for 
Triage

GPT-2

Generative model for
Knowledge Writing

TK Instruct
Generative model for 
Business Queries 

Whisper
Multilingual ASR
for Voice

M2M-100

Generative language 
translation for MLS

MPNet

Creates Clusters for 
Knowledge Gap 
Analysis

DeBERTa
Cross Encoder
for Search Ranking

GPT-3.5

In-context language 
understanding and 
generation

GPT-4
Conversational 
Reasoning

H2
2019

H1
2020

H2
2020

H1
2021

H2
2021

H1
2022

H2
2022

H1
2023

Harnessing best-in-class LLMs for their unique strengths
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Our ML Operations 
Pipeline

Annotate

Deploy

TrainMonitor

Serving Infra

Training Infra

Dataset management

Continuous Monitoring

Annotations/quarter 
added to training data

3MM

User interactions/quarter 
added to training data

5MM ML Models (Includes 
proprietary fine-tuned 

models

200+

Model 
updates/quarter

50

Support tickets used 
for training

500MM+
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Enterprise Entity Graph for Grounding
CA

PTURE

Goal

Pretrained LLMs need instructions and context 
that are grounded by enterprise specific data 
to perform well in enterprise settings.

Moveworks solution

● Moveworks Enterprise Entity Graph map 
your organization and employees from 
multiple business systems to create a 
network linking relevant information 

● Moveworks bots use graph to instruct or 
provide examples to LLMs to ensure their 
responses are meaningful. These 
responses are also verified against the 
graph for factualness

Network of 
LLMsBOT
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Integrated with the entire enterprise

Goal

Businesses need a conversational 
system that integrates and 
orchestrates actions across multiple 
enterprise systems

Moveworks solution

Connected to 100+ systems for 
triggering and ingests information, 
permissions, rules, and workflows in 
real-time. Ability to fulfill end to end 
automations, look ups, search across 
all enterprise systems
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Empower service owners to build on LLMs

Goal

Service Owners and developers need 
to exert control on their conversational 
assistant. They need to build customer 
use cases and conversation flows to 
address business users’ currently 
unmet requests. 

Moveworks solution

Provides simple developer interface for 
users to create tailored, company 
specific use cases that bot follows. 
This is all powered by best-in-class 
LLMs grounded by Moveworks 
Enterprise Entity Graph.

One of our three developer tools — Conversations. Others 
include Queries and Events. 

Our idea libraries 
will inspire use 

case ideas
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Certifications

Masking Personally Identifiable Information (PII)

Multi-Tenant Access Control

Encryption & Government Requirements
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Moveworks
The generative conversational AI platform for the entire enterprise

biz rules perms

200+ Models

approvals language

100+ Integrations Enterprise Readiness

Annotate

Deploy

TrainMonitor

Model updates/quarter

50

Dev tools

Language analytics

ROI analytics
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Hearst is a landmark media company that operates more 
than 360 businesses, including Cosmopolitan, Billboard, 
and Esquire.

Challenge
A history of acquisitions created a complex IT environment, filled 
with dozens of disconnected systems that frustrated employees.

Goal
Simplify the support process for hybrid employees — enabling 
them to keep pace with an increasingly rapid news cycle.

Herbie
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Meet employees where they are

Equinix is the world’s largest interconnection and 
colocation platform. Its 248 data centers are spread across 
27 countries on 5 continents.

Goal
Direct employees to a single hub for all IT support issues.

Challenge
Driving global adoption of a new chat platform. 

E-Bot
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Approvals in seconds

loanDepot is the fifth largest mortgage lender in America. 
Since 2009, it has funded nearly $300 billion.

Challenge
Approvals processes take days, impacting employee 
productivity while they wait.

Goal
Use conversational AI to handle the approval process 
instantly and automatically.

Elle-Dee

Hi James,
@Melody is requesting access to Excel.
(Tracked in ITHELP-3513)
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Thank you Jameson Lee
Global Solution Architect

jlee@moveworks.ai
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