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The Role of Search and Employee
Productivity

Born out of a need to digitize the workplace, employees
found themselves in a sea of apps and systems seemingly
overnight. Log in here for your benefits information. Use this
app to access your time off. Implemented with the best
intentions, suddenly the tech stack became a hindrance
rather than helpful to employees. The result is wasted time
context switching and a frustrating employee experience.
Assistants began to boom in conjunction with remote work
and as a solution to the digital friction arising from digital
transformation. Without the water-cooler conversations or
cross-cubicle collaboration, employees needed a resource to
help point them in the right direction toward the information
they needed.

Traditional search experiences rely heavily on keyword-based
search and typically result in a lengthy listing of links which
employees then have to spend time reading through to find
an answer to their question. In other cases, information is
housed in different places so employees must first try to
locate the correct system or file location to even begin their
search.

Information silos arise naturally as various teams and
departments own processes and systems. For example, an
employee needs to submit an expense approval. The finance
team owns the software, but IT owns access to the system.
HR provides the approval policies in a PDF document, but the
Internal Comms team hosts this on the company intranet.
The employee works in Marketing, and their manager must
approve the expense. Five different departments are
responsible for unique parts of the process for the employee
to complete one simple task, leading to a complicated and
confusing experience.

Digital assistants, and their logic-based employee chatbot
features, provided workplaces with the first steps toward a
better employee experience. But the Al boom brings with it
the opportunity for even more intelligent enterprise solutions.
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keyword-based indexing. But even if more
advanced semantic search systems are being
deployed, employees still need to know which
system to search in — whether it be intranets,
knowledge bases, applications, or even email.
This results in wasted time sifting through
irrelevant search results and multiple clicks to find
what they're looking for.
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The traditional notion of work - infinite repetitive
tasks, endless meetings, and aging technology - is
in its final days.

With the rise of Al, what we're witnessing today is
nothing short of a transformation akin to the
industrial revolution. However, Al is irrelevant if it is
not operationalized and put into the service of
employees.

Thankfully, there are Al Assistants.
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The Emergence of Al Assistants
in the Workplace

A conversational Al Assistant solves digital friction in the same
way a digital assistant or virtual assistant might by helping direct
employees to the information they seek out. But in addition to this
core functionality, an Al Assistant can incorporate conversational
Al features to handle more complex queries. Using natural
language processing (NLP), conversational Al Assistants can
search for data using APIs across multiple sources at once leading
to more accurate, contextual information, with answers provided in
a cohesive response.

Key features of Al Assistants in the Workplace

« Unified experience that connects across your systems,
documents, and knowledge sources, leveraging Retrieval
Augmented Generation and Natural Language Processing to
accurately respond to employee requests

o Proactive alerts nudge employees with system-based tasks
and information including tailored, context-based
recommendations and suggestions

« Maximized efficiency by simplifying access to systems
through integrations and conversation-based triggers that
allow employees to complete an array of tasks from expense
approvals to ticket submissions in one unified experience

o Increased security and minimized phishing attempts by
integrating directly with business systems and reducing the
likelihood of employees clicking on a scam email

« Regulated access to Al by providing an enterprise Al solution
that delivers experiences employees are looking for under the
guardrails of IT regulations.
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The Integration of Al
Technology in Search
Functions

Conversational Al is the term used to describe a range
of machine learning and Al capabilities that enables
users to have a conversation with their data and
systems. NLP and NLU have driven chatbot
development for years, but more recent advances with
LLMs have enabled a much more dynamic and
intelligent experience. Essentially making it possible to
take any casual or colloquial language and understand
the users intent to deliver that meaningful response.

Example question — “How much PTO do | have?”

In this scenario multiple capabilities are used to
evaluate the prompt and discern the correct response
including:

Intent recognition — identify information that
could be in system (how much time have | used?)
and policy-based question (how much time am |
allowed to take?)

Entity Extraction — understanding that the query is

about a person (how much PTO do | specifically
have?)

Enterprise context — information is in a system,
which one is it?

RAG - extract a direct answer from multiple
sources to the question
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Conversational Al can interpret natural language queries and generate dynamic responses
offering a more interactive and tailored knowledge retrieval experience. It expands the collection
of answerable questions from basic FAQs to much more complex queries that require data
reasoning and optimizes knowledge retrieval by extracting data across multiple sources.
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Benefits of Making Al an Integral
Part of the Modern Workplace

Al assistants are revolutionizing operational models and offering
unprecedented efficiencies. For ClOs and Digital Workplace
leaders, this isn't a trend to sit back and observe - it's a call to
action. Welcome to a pivotal moment in the evolution of work.

2%

effective search and information discovery
tools can increase productivity by up to 35%

(McKinsey & Company, “Digital America: A Tale of the Haves and Have-Mores”)

0%

studies suggest that enhancing the accuracy
of search tools can improve decision-making
efficiency by 20-25%

(Harvard Business Review, “What's Your Data Strategy”)

0%

adopting advanced technologies like NLP can
enhance search functionality reducing search times
by up to 50%

(Gartner, “Predicts 2017: Artificial Intelligence”)




Enhancing Workplace Efficiency

Searching for information online is
commonplace in our life. Buying a new
house? Open the Zillow app. Need to find
dinner? Ask Google for restaurants near
me. Looking for your latest bank
statement? There is an app for that too.
In the workplace, we're also accustomed
to searching for the information we need.
The problem is, where that information
lives is not always intuitive or easy to get
to.

Pairing Al alongside enterprise search
removes the guess work out of the
scenario. Employees don't have to
wonder things like: is this the right folder?
Do | have access to this system? Which
of these search result links is the right
one? Instead, the technology does the
legwork, using natural language to
understand the intent, searching across
multiple sources, and ultimately providing
a summarized and contextual answer.
Instead of spending hours navigating
through documents and systems to find
information — which can be an average of
2.5 hours per day, or roughly 30% of the
workday, according to IDC — employees
can find what they're looking for and get
back to meaningful work.

Chatbots are a type of conversational Al
but not all chatbots are conversational Al.
Rule based chatbots use keywords and
other language identifiers to trigger pre-
written responses and are not built on
conversational Al technology. This
means these types of chatbots are
limited in response to what has been
added into the chatbot'’s rules. Non-
conversational Al chatbots require
continual maintenance with text-only
commands and inputs to remain up to
date and effective, while conversational
Al uses inputs and sources such as
websites, databases, and APIs to learn.

Al also provides an optimized experience
by adding an intelligent layer to
responses. Functions like enterprise and
session context, intent recognition, and
sentiment analysis enable conversational
Al searches to create a better relationship
between a user's intent and the results.
By leveraging advanced NLP capabilities
and artificial intelligence, conversational
Al assistants essentially have a memory
and can respond much more contextually
in comparison to the historical chatbot
experiences of the past.
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Proactive vs Reactive Chat

As is relates to search, traditional bots wait for user
input, responding to questions only when prompted.
Sure, they can be useful, but this type of bot is
hardly transformative. In the modern work
environment, these deployments end up being
another place to go — adding to mounting digital
friction. Thus, reactive chats end up failing to
improve the employee experience and instead
adding to the digital friction already burdening many
organizations.

On the other hand, an Al-powered chatbot,
increasingly referred to as an "enterprise copilot," is
a paradigm shift in the relationship between the
worker and technology. These digital virtuosos
actively read the room—your schedules, priorities,
and backend workflows—and nudge you with timely
insights, tasks, and suggestions.

They don't merely sit around waiting for you to
come to them to ask questions; they foresee your
needs. They guide your attention where it matters
most, streamlining your tasks and preventing
potential bottlenecks. In doing so, this is an
evolution of being a simple tool to becoming
intelligent collaborators.




Contextual Understanding and
Intelligent Search Suggestions

Traditional search results often are a jumping-off
point for the next step — a link to a file, a list of
related documents, or a link to another system.
But, in most instances, if you are searching for
something, you likely want to DO something.

With Al Assistants, the knowledge retrieval
experience gets a lot more interactive. With
integrations to enterprise systems, not only can
these assistants deliver real-time data, they can
also perform tasks on a user's behalf such as
form filling, ordering, or completing approvals. In
addition to these types of integrations, Al
Assistants create a more interactive user
experience with multimedia integrations,
clickable buttons, and contextual understanding.

The following capabilities are just a few
examples of how Al can optimize the search
experience:

¢ Contraction and Expansion: Take for
example the current experience with Google
Search. If a user is looking for a restaurant,
they are presented with the option to make a
reservation. The ability to combine
information with a transaction is also
possible in the workplace. If an employee
asks an assistant how to order a new
computer, they should be directed to place
the order instead of being handed a list of
employee policy documents to search
through.

» Keyword and Semantic Search: Capabilities
like keyword and semantic search combine
to return results across documents and
connected knowledge sources. Once results
are returned reranking and reordering is
performed based on question and possible
responses returned. Removing irrelevant
answers so employees see only exactly what
they're looking for.
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The Evolution of Al Assistants and
Search Capabilities

One important distinction between chatbots and
conversational Al lies in how they acquire
knowledge.

Learning chatbots are designed to improve their
performance over time continuously. They utilize
machine learning algorithms to analyze and
understand user input, allowing them to adapt their
responses accordingly. These chatbots employ
natural language processing techniques to generate
meaningful responses. By gathering data from user
interactions, they enhance their knowledge and
conversational abilities.

In contrast, functional chatbots are focused on
completing specific tasks or achieving particular
goals. They operate using decision-tree logic and
are equipped with predefined algorithms and rules
to handle user queries. Their primary purpose is to
provide accurate and relevant answers or perform
specific tasks, such as customer support, order
tracking, or FAQs. Unlike learning chatbots,
functional chatbots may not have the ability to learn
or adapt their responses based on user interactions.
They often require more manual management from
the product owner.

As chatbots evolve they will increasingly lean on
technologies such as machine learning to deliver
more enhanced user experiences.




Integrating External Data
Sources for More
Comprehensive Results

A powerful feature of Al-integrated knowledge discovery is the use of Retrieval Augmented
Generation (RAG). When a user enters a prompt, such as a question about employee benefits,
the prompt goes through various processes to deliver the optimum results. This includes
augmenting the prompt with context and relevant information before passing it to an LLM.
The role of the LLM is to generate a response for the user by synthesizing information from
multiple sources — including external sources such as policy documents, employee manuals,
and business systems like payroll. Ranking information from the varying sources, the RAG
process generates one coherent response to send to the user.

For example, an employee asks what eye care benefits are available. While this question
seems fairly straightforward, the query could actually be quite complex. A traditional
knowledgebase search might return links to the benefits portal, the employee manual, and an
outdated announcement about in-office eye exam. While the employee may find what they're
looking for buried in these links, an Al Assistant can process the question and synthesize an
accurate response.

Perhaps the company has offices across the United States and Canada — the correct
response to this employee will rely on their location. Perhaps as well there are different types
of benefits for salaried and hourly employees. This is a piece of information that may live in a
business system rather than a policy document. Additionally, the inquiry may be coming from
a new hire, who is actively eligible for benefits enrollment — which may justify a slightly
different response than if it were an existing employee.
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The Future of
Search in the
Workplace and Its
Impact on
Productivity

With the ability to connect and source
information from across the workplace,
the future of search in the workplace is
one that is more intelligent, and more
personalized than ever before. With
better understanding of the initial
question, and more accurate
interpretations of the possible answers,
employees will be able to find
information and act quickly — ultimately
resulting in better productivity and more
time spent on high value work.

The evolution of Al assistants will
continue to play a role in revolutionizing
workplaces from knowledge discovery
to the overall employee experience. As
workplaces continue to embrace digital
platforms, and new technologies are
introduced, it's more important than
ever that employees are informed with
correct and contextual information that
helps them get work done.
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Want to learn more?

Explore how the Workgrid Al Assistant is bringing Al to the
employee experience.

Request a Demo
See Workgrid in Action Video



https://workgrid.com/schedule-demo
https://workgrid.com/resource/video/browser-extension-demo

