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Executive summary
New Zealand organisations are under pressure to serve customers faster, across more
channels and for more hours, while labour remains scarce and costly. AI automation has
moved beyond scripted chatbots: modern Digital AI Employees can hold natural
conversations, use business systems, complete tasks and hand over to people with full
context.

This paper explains what AIIT's Super Agent Model (SAM) is, what it can and cannot do,
how it is governed, and how to estimate its return on investment using your own
numbers. The ROI examples are modelled scenarios with stated assumptions, not
reported client results. AIIT recommends validating every estimate through a measured
pilot.

1. Why AI automation, why now
Customer expectations have shifted to immediate, always-available service. At the same
time, many New Zealand businesses operate with lean teams, and the cost of hiring,
training and retaining front-line staff continues to rise. Calls and messages that arrive
after hours, during peaks or while staff are busy often go unanswered, and each missed
enquiry is a potential lost customer.

Advances in speech recognition, large language models and orchestration now allow AI
to understand natural language, follow business rules and act inside connected systems.
The practical result is an AI worker that can take on repetitive, rules-based conversations
and tasks consistently, at any hour, while people focus on complex, relationship-driven
and judgement-heavy work.

2. What a Super Agent Model is
A SAM is a Digital AI Employee: an AI worker with a defined role, a voice and personality,
access to approved knowledge and systems, and explicit rules about what it may decide
and what it must refer. ANNA is the name AIIT gives to its conversational AI persona.
Unlike a single-purpose chatbot, a SAM coordinates several capabilities: understanding,
retrieval of knowledge, actions through integrations, memory of the conversation and
escalation.

A SAM works across voice calls, web chat, SMS, email and messaging channels such as
WhatsApp, Facebook Messenger and Instagram, keeping one consistent identity and
context. It can answer questions, qualify enquiries, book and reschedule appointments,
collect documents, check status, create cases and follow up, all within the boundaries
configured for each journey.

3. Core capabilities
• Natural voice conversations on real phone numbers, with interruption handling and

New Zealand voices
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• Omnichannel digital service across chat, SMS, email and social messaging

• Knowledge grounded in approved sources, with access-aware boundaries

• Actions in CRM, booking, ecommerce, policy and case-management systems

• Warm handover to people with summaries and structured data

• Outbound reminders, confirmations and follow-up within consent rules

• Agent Assist for live staff guidance and automated after-call notes

• AI Agent Studio for visual design, testing, versioning and controlled release

• Automotive AI Studio for vehicle merchandising media in dealership deployments

4. Governance, privacy and trust
Every AIIT deployment defines what the AI may do, what it must never do and when it
must hand over. Access to systems is scoped to the minimum required, sensitive fields
can be masked or excluded, and actions are logged. Changes move through testing and
approval, and previous versions can be restored.

AIIT works with each client to align deployments with the Privacy Act 2020 and the
client's own security, retention and industry obligations. Decisions that require
professional authority, such as lending, underwriting, clinical or legal judgements,
remain with qualified people. AI is presented honestly to customers, who can always ask
for a person.

5. Estimating return on investment
ROI depends on your volumes, costs, operating hours and how much of your demand is
routine. AIIT uses a simple, transparent model: value = staff time released + additional
revenue from enquiries that would otherwise be missed, minus the cost of the AI service.
The scenarios below are illustrative. Every input is an assumption that should be
replaced with your own data.

Assumption Small business Medium company Enterprise team

Inbound contacts per month 400 3,000 25,000

Share suitable for AI resolution 50% 45% 40%

Average handling minutes per contact 5 6 7

Loaded staff cost per hour (NZD) $35 $40 $45

Staff hours released per month 17 135 1,167

Value of released time per month $583 $5,400 $52,500

Missed enquiries recovered per month 20 60 200

Assumed value per recovered enquiry $150 $200 $120

Recovered enquiry value per month $3,000 $12,000 $24,000
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Released time is calculated as contacts x suitable share x handling minutes / 60.
Recovered enquiry value applies only where calls or messages are currently missed, for
example after hours or at peak times. Subtract the quoted AIIT service cost for your
scope to reach net monthly value.

These figures are modelled scenarios, not guarantees or reported client outcomes.
Actual results vary with journey design, integration depth, customer behaviour and
adoption. AIIT recommends capturing a baseline before a pilot and measuring the same
indicators afterwards.

6. Where value typically appears
• Trades and services: capturing and booking jobs while the team is on site

• Healthcare administration: appointment booking, reminders and rescheduling

• Insurance: first notification of loss, document capture and claim status

• Banking and lending: application intake, document chasing and servicing enquiries

• Ecommerce: order status, returns and product questions across channels

• Automotive: vehicle enquiries, test drives, service bookings and merchandising

• Contact centres: after-hours coverage, overflow and live agent assistance

7. A practical path to adoption
Start with discovery: map the highest-volume or most frustrating journeys, the systems
involved and the measures that matter. Run a focused pilot on a small number of
journeys, with frontline staff reviewing real interactions and refining rules and wording.
Measure against the baseline, then expand to new channels and departments using the
same governed foundations.

AIIT supports each stage from Auckland, providing design, integration, monitoring and
continuous improvement, so New Zealand organisations have a local partner who
understands how their customers speak and what they expect.

Talk to AIIT about a discovery session: www.aiit.co.nz


