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Natural Language 
Understanding (NLU) -

based conversation 
handler, comprehension 

and prompt module

User-Centric help 
articles. Templates 

dynamically filled from 
rule engine and sources 

of truth data.

Natural Language 
Generation (NLG) –

Used to provide 
personalised and 

definitive answers in a 
conversational way.

Context-rich Prompt

GenAI response
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I’m based in Seoul, what’s the 
limit on my credit card?

How much can I spend 
on my credit card?

What is the maximum amount 
I'm allowed to spend on my 

credit card?

Credit limit on card?

Band 1 credit card 
cap?

I’m based in Aus, what’s the limit 
on my credit card?

Could you please confirm what 
my current credit card limit is?

I'd like to inquire about my 
credit card limit. Is there a way 

to check that?

What is the maximum amount 
I'm allowed to spend on my 

credit card?

Could you provide 
information on the credit 

limit for my card?

I'd like to verify the credit 
limit associated with my 

card.

How much can I spend 
on my credit card?

I’m based in Aus, 
what’s the limit on my 

credit card?

What is my 
credit card 

limit?

Credit card limit

What is the max 
spend on my card?
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- ~16.4k unique users p.a.

– ~42k conversations p.a

- Enhanced operating model 
- Increase digital self-service
- Decrease # of tickets + average 
handling time
- Reduces Risk

- 36% say something that requires 
probing questions (“my pay is 
wrong”)
- 5.5% users w/ single word noun 
or noun phrase (“long service leave”)

.
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Increased productivity by removing effort, simplified 
employee experience, remove need to change employee 
behaviour

Increase employee digital self service, reduce operational 
costs of support operations, create capacity for humans to 
work on the more complex, reduce risk of disinformation

Scalable to any internal or external audience - Customer 
Service, IT Helpdesk and other use cases
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