Capability Maturity Model
for Conversational Al Adoption in Enterprise

Initial Awareness and Exploration
LEVELO

At this level, the organization is just beginning to recognize the potential of conversational Al. There's
no formal strategy or implementation, but individual employees may experiment with publicly
available Al tools.

Key Characteristics Benefits
e Ad-hoc use of public Al tools like ChatGPT * Increased awareness of Al potential
¢ Informal discussions about Al potential within teams e Stimulation of innovative thinking among employees
e Limited understanding of Al capabilities and limitations

¢ No official Al policies or guidelines in place Challenges

e Lack of direction and coordination in Al efforts
e Potential security and privacy risks from uncontrolled Al use

Natural Language Interaction with Documents

LEVEL 1 The organization implements basic conversational Al capabilities focused on interacting with
documents. This allows employees to query and extract information from various document types
using natural language.

Key Characteristics Benefits

¢ Implementation of Al-powered document search and retrieval e Improved efficiency in document-related tasks

e Natural language querying of document content e Enhanced information accessibility across the organization

e Basic integration with document management systems Challenges

e Initial training for employees on using Al for document interaction ge:

. X . . e Ensuring accuracy and relevance of Al-generated responses
e Pilot projects in departments with document-heavy processes . . . s
* Managing user expectations regarding Al capabilities
Natural Language Bridges to Dedicated Systems APIs
At this level, the organization expands its conversational Al capabilities to create natural language
interfaces for various internal systems and APIs. This allows for more seamless interaction with
dedicated enterprise systems.
Key Characteristics Benefits
e Development of Al-powered interfaces for key enterprise systems e Streamlined access to multiple enterprise systems
(e.g., CRM, ERP) ® Reduced learning curve for complex enterprise software
e Integration of conversational Al with internal APIs
. Challenges
e Creation of natural language command systems for common tasks ; . .
X . . e Ensuring security and appropriate access controls
e Establishment of a governance framework for Al-system interactions o . ) ;
. * Maintaining consistency across different system interfaces

Comprehensive training program for employees on new Al interfaces

Natural Language Interface to Enterprise Data Lake

The organization implements a sophisticated conversational Al interface that provides natural
language access to the entire enterprise data lake. This allows for complex queries and analytics

. across all organizational data.

Key Characteristics Benefits
¢ Implementation of a unified Al interface for the enterprise data lake e Democratization of data access across the organization
e Advanced natural language processing for complex data queries e Enhanced decision-making through easier access to insights
o Real—tlm_e datfa anal){ms and v_|sua||zat|onfcapabdf_ue; 4 Challenges
¢ Integration of machine learning models for predictive analytics « Ensuring data quality and consistency across the data lake
L]

Robust data governance and privacy protection measures ¢ Managing complex queries and preventing misinterpretation of results

e Maintaining consistency across different system interfaces

Al-Driven Transformation

At this highest level, conversational Al becomes a core driver of business transformation. The
organization leverages Al to create new business models, products, and services, fundamentally

v changing how it operate.

Key Characteristics Benefits
e Al-first approach to new product and service development e Competitive advantage through Al-driven innovation
e Use of Al for strategic decision-making at all levels e Agility in responding to market changes and opportunities
e Creation of new revenue streams enabled by Al capabilities
e Establishment of the organization as an Al thought leader in its industry  Challenges
¢ Continuous exploration of cutting-edge Al technologies * Maintaining ethical Al use while pushing boundaries

e Attracting and retaining top Al talent in a competitive market
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