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Al Transition Roadmap for SMEs

Introduction

This roadmap provides a structured path and timetable for small and medium-sized
enterprises (SMEs) wishing to adopt artificial intelligence (Al) technologies. It outlines a
five-phase framework, that can be applied across all SMEs:

Assessment and Readiness
Technology Selecting and Planning
Implementation and Integration
Monitoring and Optimisation
Compliance, Ethics, and Scaling

o s wnN e

It is a guide based on the best practices taking into account the regional disparities of Al
adoption across EU analysed in the partner countries France, Spain, Croatia, Austria,
Italy, Ireland: each partner has chosen 3 national and 1 EU example from a country not
represented within the consortium.

The research revealed a list of SME sectors where Al has been applied in various
processes and activities, as follows:

Commerce, Marketing and Sales
Industry and Manufacturing

Digital and Information

Technology Healthcare and Life Sciences
Business and Professional Services
Finance and Fintech

Logistics and Hospitality
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However, we recognise that SMEs may find it challenging to see how these phases apply
in practice to their specific industries. For this reason, the roadmap is organised into two
parts:
1. Core framework : a general transition model applicable to all SMEs.
2. Specific pathways for sectors: subsections that illustrate, with concrete
examples, how the framework can be tailored to different industries identified in
the analysis.

This dual approach ensures that SMEs can benefit from a structured transition model
while also accessing practical, sector-relevant guidance for Al adoption.

The Core Framework

The Core Framework outlines a step-by-step path for small and medium-sized
enterprises (SMEs) to adopt artificial intelligence (Al). It is designed to be applicable to all
types of SMEs, regardless of their sector of activity. The framework is structured in five
progressive stages, each providing practical guidance and key activities.

Phase 1: Assessment and Readiness

In this initial phase, SMEs evaluate their digital maturity, identify operational challenges,
and assess their readiness for Al adoption.

Key activities:

- conduct internal audits to identify inefficiencies and opportunities for Al;

- engage staff to understand digital skill levels and reduce resistance to change;

- explore sector-specific Al applications.

The main goal is to understand where your company stands and where Al can help. This
goal is the strategic starting point for any Al-driven transformation initiative. It means
conducting a realistic and structured analysis of your company’s current situation, and
then identifying exactly where Al can create tangible value.

1. Assessing the current state of your organization
This phase includes:
e business process mapping: identify key workflows and operational procedures,
with particular attention to tasks that are repetitive, manual, or subjects to errors.
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e Digital assessment: evaluate the extent to which digital tools and technologies
are currently adopted and integrated into business operations.

e Data readiness analysis: review the availability, quality, and the accessibility of
data between the different departments to determine whether they are suitable
for Al applications.

e Organisational culture: assess the organisation's openness to innovation and
change, including the level of awareness, enthusiasm or resistance towards the
adoption of Al

2. Identifying Areas Where Al Can Add Value
Once you have a clear understanding of the current state, the next step is to:

e Identify operational critical points: highlight inefficiencies, bottlenecks or high-cost
areas that could benefit from intelligent automation or optimisation.

e Explore Al use cases: identify specific areas where Al could be effectively applied,
such as customer service automation, document processing, predictive analytics, or
personalised marketing.

e Prioritise initiatives : determine which Al interventions can deliver quick, tangible
results and which require long-term investment and change management.

e Align your Al strategy with business objectives: ensure that Al initiatives are
directly aligned with the organisation's broader strategic objectives, such as
improving efficiency, enhancing customer experience, promoting innovation, or
supporting sustainability

To better understand how this objective can be translated into practice, consider the
following examples drawn from the Case Library:

1. InIreland, Profix identified inefficiencies in its quotation process and used this insight
to explore Al solutions.

2. In Norway, Savvie helped small food businesses reduce waste by analysing
real-time sales data, demonstrating how Al can address operational pain points.

Phase 2: Technology Selection and Planning

At this critical stage, SMEs focus on identifying the Al technologies most suited to their
business needs and developing a strategic roadmap for their implementation. The goal is
to align Al capabilities with organisational objectives, ensuring a clear roadmap from
selection to implementation.
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Key activities:

- researching Al tools and platforms;
- defining objectives and KPlIs;

- assessing costs and infrastructure.

To ensure successful Al adoption, SMEs must take a structured and practical approach to
selecting technologies and preparing for their implementation. This phase focuses on
aligning Al capabilities with business needs through collaborative planning and
assessment.

e Organise a technology scouting workshop: bring together managers heads to discuss
critical issues and explore Al solutions. Use this session to gather cross-functional input
and identify priority areas for automation or enhancement.

e Create a requirements checklist: define essential features the Al solution must have,
such as:

a) integration with existing CRM systems;
b) support for multilingual input;
¢) cloud-based deployment options;
d) GDPR compliance
e Compare vendors using a scoring matrix: evaluate shortlisted vendors based on key
criteria:
a) cost (licensing, setup, maintenance);
b) support (availability, responsiveness)
c) scalability (ability to grow with your business)
d) ease of use (user interface, training needs)
e Define KPIs for Al success and implementation: set measurable goals to track
performance, such as:
a) reduce customer response time by 30%;
b) increase lead conversion rate by 20%;
c) automate 50% of routine data entry tasks
Draft a pilot timeline: develop a roadmap for testing the Al solution, including:
a) Key milestones (e.g., tool selection, integration, testing);
b) assigned responsibilities for each phase;
c) feedback for continuous improvement

To better understand how this objective can be translated into practice, consider the
following examples drawn from the Case Library.
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1) In Croatia, Hypefy automated influencer marketing by using Al, streamlining
campaign management and securing significant funding.
2) In France, Galadrim developed custom Al solutions tailored to client needs.

Phase 3: Implementation and Integration

This phase focuses on deploying selected Al tools and embedding them into existing
business workflows. The goal is to ensure smooth adoption, effective usage, and
seamless integration with current systems.

e Pilot Al solutions and iterate based on feedback: launch a pilot project in a
specific department—e.g., using an Al chatbot in customer service. Collect
feedback from users and customers, then refine the chatbot's responses,
interface, or escalation logic based on real-world usage.

e Train staff to use Al tools effectively: organise hands-on training sessions to help
employees understand and use the Al tools. For example:

a) teach sales teams how to interpret Al-generated lead scores;
b) show HR staff how to use Al for CV screening;
c) guide operations teams on how to monitor predictive maintenance alerts.

e Ensure compatibility with existing systems (e.g., CRM, ERP): work with IT to
integrate Al tools with current platforms. This might include:

a) connecting the Al chatbot to the CRM to access customer history;
b) ensuring the Al analytics tool can pull data from the ERP system;
c) testing connections and data flow between Al and legacy software

To better understand how this objective can be translated into practice, consider the
following examples drawn from the Case Library:

1) in Austria, Craftworks implemented predictive maintenance in manufacturing,
reducing downtime.

2) In Croatia, Rimac Technology used Al to monitor machinery and prevent failures,
improving production efficiency.
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Phase 4: Monitoring and Optimisation

In this phase, SMEs focus on tracking the performance of Al tools and continuously
refining them to maximise business impact. The goal is to ensure that Al solutions remain
effective, relevant, and aligned with evolving needs.

e Set-up dashboards to monitor KPls: use tools like Power BI, Google Data
Studio, or Tableau to visualise key metrics such as customer response time, lead
conversion rates, or system uptime. Dashboards help teams quickly identify
trends and issues.

e Schedule periodic review meetings: hold regular meetings with stakeholders to
assess Al performance, discuss results, and decide on necessary adjustments.
Include representatives from operations, IT, and management to ensure a holistic
view.

e Collect user feedback via surveys or interviews: gather insights from
employees and customers who interact with the Al tools. Use short surveys or
one-on-one interviews to understand usability, effectiveness, and areas for
improvement.

e Upgrade Al models with new data every quarter: update machine learning
models using recent data to improve accuracy and relevance. For example,
upgrade a recommendation engine with recent customer behaviour data or
update a predictive maintenance model with new sensor readings.

e Document lessons learned and update internal procedures: keep a record of
what worked, what didnt, and why. Use this documentation to refine internal
workflows, training materials, and future Al implementation strategies.

To better understand how this objective can be translated into practice, consider the
following examples drawn from the Case Library:

1) In Spain, Clictic developed internal Al dashboards and assistants,
continuously improving them based on user input.

2) In Estonia, Lingvist personalised language learning using Al, adapting content
in real-time to user performance.
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Phase 5: Compliance, Ethics and Scaling

In this phase, SMEs focus on ensuring that Al tools are used ethically, legally, and
responsibly, while also preparing for future expansion. The goal is to build trust, reduce
risks, and create a foundation for scalable Al adoption.

e Conduct a GDPR audit using a checklist: review data gathering practices to
ensure compliance with privacy regulations. Use a checklist covering:

a) Data minimisation;

b) explicit user consent;

c) right of access and cancellation ;

d) secure data storage and transfer.

e Draft an Al ethics policy with staff and stakeholder: collaborate with internal
teams to define principles for responsible Al use, such as:

a) transparency in decision-making;

b) fairness and non-discrimination;

c) accountability for automated outcomes.

e Create a risk matrix for Al use cases: identify potential risks and mitigation
strategies. For example:

a) biasin hiring algorithms, implement fairness audits;

b) data leakage in customer analytics, enforce encryption and access controls;

c) over-reliance on automation, maintain human oversight.

e Plan for scaling Al across departments: evaluate which areas could benefit
next from Al, such as:

a) Finance (e.g., fraud detection)

b) Marketing (e.g., campaign optimisation)

c) Logistics (e.g., route planning)

e Engage external experts for validation and certification: consult legal
advisors, data protection officers, or Al ethics consultants to validate your
approach. Consider certifications or third-party audits to build credibility and trust.

To better understand how this objective can be translated into practice, consider the
following example drawn from the Case Library:

1) In ltaly, Exeo Lab used Al to streamline EU project management while
maintaining transparency and accountability.
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Specific Pathways for Sectors
Commerce, Marketing & Sales SMEs

Phase 1: Assessment and Readiness

e Map your processes: draw a simple diagram of your sales funnel, customer
interactions, marketing campaigns, and order handling.

e Identify critical points: note where customers are dropping out of the process
(e.g., abandoned carts, low response rates, high churn).

e Review your digital tools: list what you already use (CRM, e-commerce platform,
social media tools, email marketing).

e Examine your data: check if you collect customer emails, purchase history, web
analytics, and how accessible they are.

Tip: Hold a short team meeting and ask: “Where are we losing the most customers or
sales?”’

Phase 2: Technology Selection and Planning

e Choose a priority area: for example chatbots for customer support, automated
product recommendations, or campaign automation.

e Look for 2-3 tools that fit your size and budget (many SaaS tools are low-cost).

Examples include:
- Chatbots: Tidio, Intercom, Drift
- Recommendations/personalisation: Shopify Al, Clerk.io, Salesforce Einstein
- Campaign automation: HubSpot Al, Mailchimp Al, ActiveCampaign

e Make a checklist: integration with CRM/e-commerce, GDPR compliance, monthly
costs, ease of use.
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e Set clear targets and KPIs: well defined KPIs help SMEs assess if |A is generating
value. These objectives must be specific, realistic and in line with the company's
strategic objectives.

Sales and growth

- Increase online sales by 15% in 6 months

- Improve conversion rate from website visitors by X%

- Grow average order value by Y%

- Expand into one new market segment within 12 months
Customer experience

- Cut customer response times by 30%

- Raise customer satisfaction scores by X points

- Reduce customer complaints by Z%

- Increase customer retention / repeat purchases
Marketing performance

- Boost email open/click-through rates

- Improve return on ad spend by X%

- Achieve Y% more qualified leads from campaigns

- Reduce customer acquisition cost
Operational efficiency

- Automate X% of routine administrative tasks

- Reduce manual data entry errors by Y%

- Lower supply chain or logistics costs by Z%

- Save X hours of staff time per week through Al tools
Innovation and workforce development

- Launch at least one Al-driven service/product within 12 months

- Train 100% of staff in responsible Al use by year-end

- Increase employee productivity by X% through Al assistance

e Plan a pilot on a single channel (website, email, or social media).

Phase 3: Implementation and Integration

e Run your pilot project:
o add a chatbot to your website for frequently asked questions;
o try an artificial intelligence tool for personalised recommendations via email.
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e Train your staff: 1-2 hours to learn how to read dashboards, interact with lead
scores, or edit chatbot scripts.

e Check integrations: ensure the tool connects to your CRM or e-commerce system.
Tools to consider include:

- E-commerce plugins: Shopify Al apps, WooCommerce Al assistants
- Social media Al tools: Meta Ads Manager Al, Google Ads Smart Campaigns
- CRM add-ons: Zoho CRM Al, Pipedrive Insights

Tip: ask staff to use the tool and report what works and what is confusing..

Phase 4: Monitoring and optimisation

e Track your KPIs: monitor conversions, response times and campaign ROl using a
simple dashboard (Google Data Studio, Power Bl).

e Get customer feedback: add a single-question survey after using the chatbot or
email campaigns.

e Update and refine: regularly enter new data into the system (seasonal sales,
customer trends).

Use Expanded KPIs to measure impact, split by sectors, including

Sales and marketing
e ROl per campaign (revenue vs. cost)
e Abandoned cart recovery rate
e Conversion rate from leads to customers
e Email open and click-through rates

Customer service and experience
e Average handling time for queries (Al vs. human support)
First-contact resolution rate (how often issues are solved without escalation)
Promoter score: “Would you recommend us?”
Customer satisfaction after chatbot or support interaction
Percentage of queries successfully handled by Al tools
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Operations and efficiency
e Reduction in manual work hours due to automation
e Error rate before vs. after Al implementation
e Time saved in routine processes (e.g., order handling, reporting)
e Inventory or supply chain optimisation improvements

Retention and growth
e Repeat purchase rate/customer retention rate
e Lifetime customer value
e How many customers stop buying
e New market segments reached (via personalised recommendations)
Add a single-question survey after chatbot interactions or email campaigns (e.g., “Did
this solve your problem?” or “Would you recommend us?”

Expand gradually: if the pilot project works, apply Al to price optimisation, social media
ads or customer loyalty campaigns.

Phase 5: Compliance, Ethics, and Scalability

e Check GDPR compliance: ensure customer data is collected with their consent and
stored securely.

e Be transparent: inform customers when they are talking to a chatbot.
e Avoid bias: verify that Al does not unfairly exclude certain customer groups.

e Plan for scalability:
- Move from a single-channel pilot (e.g., website chatbot) to omnichannel Al
marketing (social media, WhatsApp, in-store kiosks).
- Expand from basic automation to predictive Al (demand forecasting, dynamic
pricing).
- Integrate with loyalty programmes and customer segmentation systems.
- Asthe SME grows, explore data enrichment tools such as Clearbit or Segment.

Example: Scaling Al in a small online retailer
e Pilot: SME starts with a website chatbot to answer FAQs and cut email load.
e Expansion: chatbot is extended to social media and WhatsApp, creating an
omnichannel customer support system.
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e Prediction: Al is then used for demand forecasting and dynamic pricing, helping
the SME stock smartly and adjust discounts in real time.

e Integration: finally, the system connects with the loyalty programme, sending
personalised offers that boost repeat purchases.

Result: A simple pilot evolves into a scalable Al strategy that drives sales growth and
customer retention.

Tip: draft a simple one-page ‘Al Use Policy’ for staff, covering data protection and
customer trust.

Al Toolbox: Commerce, Marketing & Sales

Category Tool Examples Use Case
Chatbots Tidio, Intercom, Drift Customer support, FAQs, lead capture
Recommendations & Shopify Al, Clerk.io, Salesforce  roduct recommendations, tailored emails
Personalisation Einstein

Campaign Automation HubSpot Al, Mailchimp Al, Email marketing, campaign scheduling
ActiveCampaign

Social Media & Ads Meta Ads Manager Al, Google Ads Ad targeting, ROl optimisation
Smart Campaigns

CRM Enhancements  Zoho CRM Al, Pipedrive Insights Lead scoring, sales insights
Data Enrichment & Clearbit, Segment Customer segmentation, scaling
Scaling campaigns
Key points

e Start with a clear sales or marketing problem (e.g., abandoned shopping carts).

e Use simple, low-cost artificial intelligence tools before investing in complex systems.
e Involve sales and marketing staff from the outset.

e Monitor results and expand gradually.

e Keep customers informed and build trust.
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Industry & Manufacturing SMEs

Phase 1: Assessment and Readiness

e Map your processes:
Draw a simple flow diagram of your main operations — raw material intake,
production planning, machining/assembly, quality control, packaging, logistics,
and maintenance.
Clearly mark where delays, waste, or rework occur.

e Identify critical points:

List recurring issues such as:

< Unplanned machine downtime;

< Bottlenecks in production scheduling;

< Quality deviations or high defect rates;

% Excessive energy consumption or material waste;

< Inefficient maintenance cycles.

e Review your digital tools:
Take stock of existing systems and technologies already in use:

ERP (Enterprise Resource Planning)

MES (Manufacturing Execution System)
SCADA or loT sensors

Manual spreadsheets or isolated software

R R
L X 4

R
L X4

R
L X4

Evaluate how well these systems communicate — are they integrated, or are data silos
limiting insights?

e Examine your data:
Determine whether key production data (e.g. machine logs, maintenance records,
defect tracking) are being captured consistently.
Check data accessibility — can information from sensors, machines, and ERP be

INFINITIVITY ( re e ( ﬁ%ﬁsﬁ'p?.‘;! rP ‘ ’
®DES|GN LABS bf9 CALLIDUS BASILICATA ! Perspecive POSTAL 3

Co-funded by Co-Funded by the European Union. Views and opinions expressed are however those of the author(s) only and
the European Union  do not necessarily reflect those of the European Union or European Commission. Neither the European Union nor
the European Commission can be held responsible for them.




Bots4Business

Project number : 2024-1-AT01-KA220-VET-000245796

easily combined?
Assess quality: are data complete, clean, and accurate enough for Al analytics?

e Assess workforce readiness:
Identify digital skills gaps among production and maintenance staff. Hold short
discussions to understand their comfort levels with data tools or automation.
Resistance usually stems from uncertainty, so early engagement is key.

Tip: hold a 1-hour “Al Readiness” workshop asking:

“Where do we lose the most time, material, or predictability — and what data do
we already have that could help fix it?”

Phase 2: Technology Selection and Planning

e Choose a priority area:
Focus on one business-critical area where Al can deliver a visible improvement.
Typical entry points include:

2

< Predictive maintenance: using sensor data to predict when machines will fail;

R

< Quality control: using computer vision to detect product defects;

< Production scheduling: Al-driven planning to optimise shift allocation or job
sequencing;

< Supply chain optimisation: forecasting demand and managing inventory;

R

< Energy management: optimising resource consumption and costs.

e Research 2-3 tools per use case:

Look for modular, SME-friendly platforms that can scale:
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Category Example Tools Typical Benefit

Predictive Maintenance Seebo, Senseye, Uptake, Fiix Al  Reduce downtime and
maintenance costs

Quality Inspection Covision, LandinglLens, Neurala, Improve consistency and reduce
Datagen waste

Production Scheduling Oden Technologies, Tulip, Balance workloads and increase
FlexSim Al throughput

Supply Chain ToolsGroup, Llamasoft, Improve forecast accuracy, reduce

Optimisation ClearMetal stockouts

Energy Optimisation  BrainBox Al, DABBEL, Reduce energy use, support
EnergyHub sustainability

e (reate a requirements checklist:

Integration with existing PLC/ERP/MES systems
GDPR and cybersecurity compliance
On-premise vs cloud option

Ease of deployment (low-code or plug-and-play)
Cost structure (licence, setup, maintenance)

o Set clear targets and KPls:
Establish measurable indicators for success — they should be achievable within
6-12 months.

Production & efficiency

- Increase machine uptime by 15-25%
- Reduce scrap rate by 10%
- Boost overall equipment effectiveness (OEE) by 10%

Maintenance & cost reduction

- Cutunplanned downtime by 20%
- Reduce spare parts inventory by 15%
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- Lower maintenance costs by 10%

Supply chain & energy

- Improve forecast accuracy by X%
- Reduce energy consumption per unit by Y%

Workforce & innovation

- Train all production managers and operators on data literacy by project end
- Launch one Al-assisted production pilot within 12 months

e Plan your pilot:

Select one production line, machine type, or plant section as a contained pilot
area.

Define:

- Key milestones (e.g. data capture setup, pilot start, review meeting)
- Roles and responsibilities (production, IT, management)
- Evaluation criteria for success

Example: a small metal fabrication SME chooses predictive maintenance on CNC
machines to reduce unplanned downtime.

Phase 3: Implementation and Integration

e Run your pilot project:
Start small but structured. For example:

- Install vibration or temperature sensors on key machines;
- Deploy an Al model to analyse real-time sensor data;
- Receive automatic alerts before a fault occurs.

Alternatively, deploy a computer-vision model for visual quality inspection at one
production step.
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e Train staff:
Provide short, hands-on sessions for operators and technicians on how to:

- Read Al dashboards and alerts;
- Validate predictions and report anomalies;
- Adjust production parameters based on Al feedback.

Empower a few “Al Champions” among operators to gather feedback and support
colleagues.

e Integrate with existing systems:

Ensure the Al tool connects with your ERP or MES for smooth data exchange.
For example:

- Link predictive maintenance outputs to maintenance planning in ERP;
- Feed defect detection data into quality management systems;
- Sync production analytics with supply chain planning tools.

Recommended tools:

% Industrial loT platforms: Siemens MindSphere, PTC ThingWorx, Azure loT Hub
* Edge Al devices: Advantech, Dell Edge Gateway, AWS Panorama
% Analytics & dashboards: Power Bl, Grafana, Oden Analytics

Tip: treat the pilot as a learning lab — document each finding, issue, and workaround.
This becomes your playbook for scale-up.

Phase 4: Monitoring and Optimisation

e Track your KPIs continuously:
Use a dashboard (Power BIl, Tableau, Grafana, or Tulip) to visualise progress.
Monitor:
- OEE (availability x performance x quality);
- Mean Time Between Failures (MTBF);
- Mean Time To Repair (MTTR);
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- Energy usage per shift or batch;
- Waste and scrap rate.

e Hold regular review sessions:
Schedule bi-weekly meetings between production, maintenance, and
management teams to:

- Evaluate system alerts and downtime trends;

- Validate the accuracy of Al predictions;

- Decide on process adjustments.

e Collect user feedback:

Ask operators what's working and what's not. Are alerts accurate? Are
dashboards intuitive? Use short forms or WhatsApp-style check-ins to keep
engagement high.

e Optimise continuously:

Retrain models quarterly with new production data to improve accuracy and
reduce false positives.

Use results to tweak preventive maintenance schedules or shift allocations.

Expanded KPlIs for evaluation:
Performance & efficiency

> |Increase OEE by =210%
> Reduce downtime hours per month
Cut scrap rate by =10%

Maintenance

> MTBF increase (%)
> MTTR reduction (%)
> Cost per maintenance incident

Quality & sustainability

> Defect reduction (%)
> Energy per unit (kWh/unit)
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> (COz2 emissions saved per year

Tip: make results visible — display real-time dashboards in the workshop to build trust
and ownership.

Phase 5: Compliance, Ethics, and Scalability

e Ensure data compliance and security:
Verify that all collected data (especially employee or production logs) comply
with GDPR and local privacy laws.
Implement secure storage, restricted access, and encryption for sensitive data.

e Develop an internal Al ethics policy:
Work with managers and staff to create clear principles for:

- Human oversight (Al supports decisions, doesn’t replace them);

- Transparency (explainable results and decisions);

- Accountability (responsibility for outcomes remains with management);
- Fairness (no bias in performance assessment or scheduling).

e Plan for scaling:
Once the pilot demonstrates measurable gains:

1. Extend to additional lines or factories;

2. Integrate with procurement and logistics for full visibility;
3. Connect Al insights with digital twins to simulate future production scenarios;
4. Explore cross-site benchmarking and predictive scheduling.

e Engage external experts:
Consult industrial Al specialists for validation, model auditing, or cybersecurity
assessments.
Consider certifications such as ISO/IEC 42001 (Al management systems) once
systems mature.

Example: Scaling Al in a small precision engineering SME

INFINITIVITY ( re G -‘ ﬁ%ﬁ‘sﬁ'p?.‘;! rP ‘ ’
moesmN LABS bfl) CALLIDUS BASLICATA ! Perspecive POSTAL 3

Co-funded by Co-Funded by the European Union. Views and opinions expressed are however those of the author(s) only and
the European Union  do not necessarily reflect those of the European Union or European Commission. Neither the European Union nor
the European Commission can be held responsible for them.




Bots4Business

Project number : 2024-1-AT01-KA220-VET-000245796

>

Pilot: Al-based vibration monitoring reduces unplanned CNC downtime by 25%.

Expansion: integrated across all machines, automating spare-part ordering via

ERP.

- Prediction: energy-use Al optimises shift scheduling to reduce electricity costs by
12%.

- |Integration: digital twin of production line allows simulation of new orders before
physical changeovers.

- Result: output rises, costs fall, and the workforce actively uses Al insights daily.

\

Tip: draft a one-page “Responsible Al in Manufacturing” policy outlining principles for
safe data use, model transparency, and human oversight.

Al Toolbox: Industry & Manufacturing

Category Tool Examples Use Case

Predictive
Maintenance

Senseye, Seebo, Fiix Al, Uptake Anticipate equipment failures,

optimise maintenance scheduling

Quality Control Covision, LandingLens, Neurala,

Viso Suite

Automate defect detection via
computer vision

Process
Optimisation

Oden Technologies, Tulip,
Braincube

Analyse live production data for
efficiency gains

Supply Chain &
Inventory

Digital Twins &
Simulation

Energy
Management

Worker Safety &

Ergonomics

m INFINITIVITY
DESIGN LABS

Co-funded by

&r>

the European Union

ToolsGroup, ClearMetal, Llamasoft Forecast demand, manage raw

material flow

Siemens MindSphere, PTC
ThingWorx, Ansys Twin Builder

Model production systems and test
scenarios

BrainBox Al, DABBEL, EnergyHub Reduce consumption, manage

emissions

ProGlove, Soter Analytics Monitor worker posture, reduce

accidents
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Key Points

< Start with one visible, measurable pain point — e.g., downtime, scrap rate, or
maintenance inefficiency.
Choose modular, cloud-based Al tools that integrate with your current systems.

< Involve operators and technicians early — they hold the process knowledge Al
needs.

< Build trust by showing results visually and keeping humans in control.

% Scale gradually, documenting lessons learned at each step.

< Embed responsible Al use into daily operations — compliance and transparency

build long-term resilience.

Digital and information

Phase 1: Assessment and Readiness
Map your digital ecosystem

Create a simple diagram of how your business manages information, develops or
delivers digital products, and interacts with clients. Include:

e Data collection, storage, and sharing points
e Software development lifecycle or content creation processes
e (Customer support and communication channels

e Project management and reporting systems
Identify critical points

Note where your digital workflows face delays, inefficiencies, or data quality issues, such
as:

e Manual coding or testing tasks

e Redundant content creation
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e Sijloed data between teams

e Slow response to client tickets or bug reports

Review your digital tools
List tools already in use (CMS, Git repositories, ticketing systems, cloud storage, CRM,
project management, analytics).

Assess data readiness
Check whether your business collects structured data that could power Al models—such
as user behaviour logs, system usage reports, or project metrics.

Evaluate staff readiness and skills
Survey teams to identify comfort levels with automation tools, data literacy, and Al
awareness.

Tip: Ask, “Which tasks do you find most repetitive or time-consuming?” — these often
reveal early Al opportunities.

Phase 2: Technology Selection and Planning

Choose a priority area
Select a high-impact process where Al can deliver immediate value. Examples:

e Web/digital agencies: automated content generation, image tagging, or SEO
optimisation.

e |T/data services: anomaly detection, predictive maintenance for servers,
automated ticket routing.

e Software SMEs: Al-assisted coding, automated testing, and documentation
generation.

Scout and evaluate Al tools
Look for tools that align with your business size and technical capacity:
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e Low-code/no-code automation: Zapier Al, Make.com, Microsoft Power Automate.
e Al analytics: Power Bl with Copilot, Tableau GPT, Google Cloud Vertex Al.

e Development assistance: GitHub Copilot, Tabnine, Amazon CodeWhisperer.

e Customer and support: Zendesk Al, Freshdesk Al, Intercom Fin.

e Cybersecurity: Darktrace, CrowdStrike Falcon, SentinelOne.

e Content & design: Jasper, Canva Magic Studio, Runway ML.

Define success metrics (KPls)
Set clear, measurable goals linked to productivity and quality:

e Reduce average issue resolution time by 30%
e Automate 40% of report generation
e Improve code review turnaround by 20%

e Increase client satisfaction or project delivery speed

Plan a pilot project
Start with one department or workflow (e.g., automated testing or Al content assistant)
and set a 2—-3 month pilot period with feedback checkpoints.

Phase 3: Implementation and Integration

Run your pilot
Deploy the chosen Al tool in a real operational setting:

e \Web agency: Al for content briefs, translation, or keyword suggestions.
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e [T service: anomaly detection dashboard or Al-assisted ticket triage.

e Software developer: code generation assistant or bug prediction model.

Train your team
Organise 1-2 short workshops:

e Demonstrate how Al integrates into current tools (GitHub, Jira, Notion, etc.)
e Explain how to interpret Al outputs and validate results.

e (ollect feedback on usability and accuracy.

Check integration and data flow
Ensure that Al systems work smoothly with existing platforms:

e (CRM « project management tools
e (CMS < analytics dashboards

e Development environment «» version control
Tip: involve both IT and business staff in integration testing to reduce friction.

Phase 4: Monitoring and optimisation

Track performance via dashboards

Use tools like Power BI, Notion Al analytics, or internal dashboards to visualise KPIs
such as:

e Tickets resolved per day
e Build/test success rate

e Content turnaround time
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e Code quality or bug recurrence

Gather user and team feedback
Collect feedback through quick surveys or retrospective meetings. Ask:

e Did Al tools save time or improve quality?
e What errors or limitations did you encounter?

e How confident are users in relying on Al output?

Iterate and improve

Update Al models or adjust workflows quarterly. Feed new data (recent client projects,
updated language datasets, or error logs) into the Al system to increase accuracy.

Benchmark success
Compare pre- and post-implementation metrics:

e Time to deliver a client project
e Number of support tickets handled per day

e Percentage of tasks automated or accelerated

Phase 5: Compliance, Ethics, and Scalability

Ensure data protection and privacy
Perform a GDPR compliance check, focusing on:

e How client data is used in training models
e \Where and how data is stored

e \Whether users are informed about Al involvement
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Draft internal Al policies
Create a short document covering:

e FEthical use (no plagiarism or biased data)

e Validation and human oversight requirements

e Transparency with clients when Al-generated output is used

Plan for scalability
Expand Al integration to new domains:

e Digital agencies: from SEO automation to Al-driven campaign performance
prediction.

e [T services: from anomaly detection to proactive infrastructure optimisation.

[ ]

Software SMEs: from Al-assisted coding to autonomous testing and deployment.

Engage external validation

Consult cybersecurity or Al ethics specialists for audits and certifications to enhance trust
with clients and partners.
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Al Toolbox: Digital and information

Category Tool Examples Use Case

A

Al Development &  GitHub Copilot, Tabnine, Power Automate, Code completion, workflow

Automation Zapier Al automation

Data Analytics & ower Bl Copilot, Tableau GPT, Google Cloud Predictive analytics, data
Insights Vertex Al visualisation

Cybersecurity Darktrace, CrowdStrike, SentinelOne ‘hreat detection, anomaly alerts

Customer & Project Intercom Fin, Zendesk Al, Notion Al, Asana Smart task management,
Management Intelligence auto-ticket responses

Content & Design Jasper, Canva Magic Studio, Runway ML  Zopywriting, image generation,

video editing

Key points

e Start with a clear sales or marketing problem (e.g., abandoned shopping carts).

e Use simple, low-cost artificial intelligence tools before investing in complex systems.
e Involve sales and marketing staff from the outset.

e Monitor results and expand gradually.

e Keep customers informed and build trust.

Technology Healthcare and Sciences

Phase 1: Assessment and Readiness

e Map clinical workflows: draw a simple flow chart of your current process (from
patient reception — diagnostic tests — reporting).

e Audit current digital tools: list the digital tools currently in use (EHR, lab software,
imaging systems).
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e Assess data availability: mark the points where delays, errors or high costs occur
(e.g. long reporting times, repeated tests).

e Identify critical points: highlight 1-2 areas where Al could contribute to
improvement (e.g., automation of report generation, predictive planning).

Tip: involve doctors or lab-technician for mapping ‘critical points’ clearly identified as
potential entry points for Al

Phase 2: Technology Selection and Planning
e Organise a workshop with medical staff to discuss Al solutions.

e Compare vendors : list 2-3 Al tools or platforms relevant to your needs (e.g.,
imaging analysis, patient scheduling, data management). For each tool, evaluate
against these criteria:

- Cost & scalability (fits SME budget, room to grow)

- Compliance (GDPR/HIPAA ready)

- Ease of integration (works with existing EHR, lab systems)

- Expected impact (time saved, error reduction, patient outcomes)

Assign a simple score (1-5) for each criterion and identify which tool has the highest

overall score.

e Define KPIs

- Clinical efficiency and diagnosis turnaround time — Average time from test
completion to report delivered.

o Example: reduced from 72 hours to 48 hours.

e Number of patients treated — Number of patients processed per day/week.
o Example: increase from 30 patients/day to 40 patients/day.

e First-time accuracy — Percentage of reports/tests without need for re-check.
o Example: Increase from 85% to 95%.

e Patient satisfaction score — Surveys post-visit (1-5 scale).
o Example: raise satisfaction from 3.8 to 4.5.

e Waiting time — Time from patient registration to consultation.
o Example: Reduced from 50 min to 30 min.

e Error complaints — Number of reported errors/misdiagnoses.
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o Example: decrease by 20%.
e Staff Productivity — Hours saved by Al automation.
o Example: radiologists save 4 hours/week on manual reporting.
e Adoption rate — Percentage of staff using Al tool correctly.
o Example: 90% trained staff using tool daily after 3 months.
e Task automation ratio — % of routine tasks handled by Al.
o Example: 40% of scheduling automated.
e Data Completeness — % of records fully digitised and Al-ready.
o Example: increase from 60% to 90%.
GDPR/HIPAA Compliance Audits Passed — Number of successful checks.
o Example: 100% compliance across all datasets.

Al Platforms: Aidoc (radiology), Google Cloud Healthcare API, IBM Watson Health,
Google Health, Google Deep Mind.

Phase 3: Implementation and Integration

e Pilot in a Controlled Environment: e.g., an Al scheduling assistant tested in one
department.

e Staff training: short workshops to learn to use the new system (Al note-taking or
patient triage tools).

e Integration: connect the tool to existing software (e.g., EHR, lab systems).

e Role adaptation: reassign staff to tasks requiring human judgment.

Feedback: regular check-ins on usability and satisfaction.

Suggestion staff act out a typical day using the Al tool (e.g., scheduling, documentation).
They note what works and what doesn'’t.
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Phase 4 — Monitoring & Optimisation

e Measure time saved and accuracy improvements.

e Collect user satisfaction and usability feedback.

e Adjust workflows or tool parameters.

e Update models with new or corrected data.
Suggestions: staff or managers record weekly performance metrics (e.g., time per task,
number of errors, patient satisfaction) to evaluate whether the Al system meets Phase 2
targets. Small-group discussion where users share benefits and frustrations to gather

qualitative feedback for iterative improvement. To improve understanding of Al
limitations and ethical implications staff analyse anonymised Al errors or mismatches.

Phase 5 — Compliance, Ethics & Scaling
e Conduct compliance audits (GDPR, medical data).
e Develop an internal Al ethics policy.
e Plan for cross-department adoption.

e Maintain transparency with staff and patients.

Suggestions: teams identify potential ethical issues (e.g., bias, privacy) in their Al tool and
propose mitigation actions to build ethical awareness and responsibility.
Staff complete a checklist to verify data protection and transparency requirements.

Each team drafts a short plan for scaling the Al system to another department.
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Al Toolbox: Technology Healthcare and Life Sciences

Category Example Tools / Platforms  Use Case / Benefit
A . —taki .
Clinical Nuance Dragon Medical, Suk utoma‘te medical notfe taking during
. . consultations — saves time for doctors &
Documentation Al, DeepScribe

nurses.

Diagnostic Support Aidoc, [BM Watson Health, intefsrzifitwra:i(;ff;srfz/r’z::so:girsets L?ckl
9 PP Siemens Al-Rad Companion P 9 d )
and accurately.

Scheduling & Qventus, LeanTaa$S iQueue,

Optimise staff schedules, patient
Workflow Olive Al

appointments, and resource allocation.

Patient Engacemen Babylon Health, Ada Health, Chatbots and apps for patient symptom
9ag Buoy Health checking, triage, and 24/7 support.

G le Cloud Health API
Data Management ¢ 009 e. oue meattheare Integrate EHR, lab results, and imaging
Interoperabilit Microsoft Azure for data in a secure, compliant wa
P 4 Healthcare, Redox ' P y-

Health Catalyst, SAS

F t patient flow, d df
Predictive Analytics Healthcare Analytics, oreca.s patien OVY 'ema.n or
services, or readmission risks.
MDClone
Training & FundamentalVR, Body Al-powered simulation tools for staff
Simulation

Interact training (surgical, clinical scenarios).

. . . . Monitor Al fairness, transparency, and
Ethics & Compliance Monitaur, Truera, Fairlearn P Y

compliance with GDPR/HIPAA.
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Key Points

e Start with a clear assessment: map workflows, data readiness, and staff skills
before introducing Al.

e Select tools strategically: choose solutions aligned with business goals, budget,
and compliance needs.

e Train and involve staff: successful Al adoption depends on people's
understanding and trust.

e Monitor and refine continuously: track KPIs, collect feedback, and improve both
processes and models.

e Ensure ethics and compliance: apply fairness, transparency, and GDPR principles
from day one.

e Scale responsibly: expand Al use gradually, maintaining human oversight and
sustainable impact.

Business and Professional Services Sector

Introduction

The business and professional services sector includes a wide range of activities such
as consulting, accounting, marketing, legal, and administrative support. These services
depend heavily on data, expertise, and client relationships — making them particularly
suited for Al-driven transformation.

Artificial Intelligence (Al) helps SMEs automate repetitive tasks, improve
decision-making, and offer personalised services. However, to benefit from Al, SMEs
must approach adoption step by step — starting with readiness and ending with
responsible scaling.

This Transition Pathway offers a practical roadmap for SMEs to follow the five key
phases of the B4B Al Transition Roadmap, adapted to the specific realities of the
business and professional services sector.
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Phase 1: Assessment and Readiness

Understanding your current state and identifying where Al can
bring value

Objective:
To analyse your organisation’s digital maturity, data readiness, and identify where Al can
add the most value.

Key Activities:

e Map your main workflows (client management, billing, marketing, HR).

e |dentify processes that are repetitive, time-consuming, or prone to errors (e.g.,
document review, data entry, scheduling).

e Assess what digital tools you already use (CRM, invoicing, project management).

e Review data quality and availability: are client records and analytics
well-organised?

e Evaluate employee readiness for new technologies.

Al in Practice:
e Al-powered document analysis tools can automate legal reviews or contract
summaries.

e Chatbots can manage initial client communication or appointment scheduling.
e Al analytics can provide insights into client trends or performance.

Tip:
Ask your team: “What takes the most time each week — and could Al help us do it faster?”

Example from Case Library:

In Ireland, Profix used Al to optimise quotation processes, showing how simple
automation can quickly improve service speed and accuracy.

KPlIs:
e 9% of digitalised processes
e Data readiness and quality score
e Employee openness to digital change
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Phase 2: Technology Selection and Planning

Choosing the right Al tools and creating a clear roadmap

Objective:
To identify Al solutions that address your most important challenges and prepare a realistic
implementation plan.

Key Activities:

e Define business goals such as: “reduce admin time by 25%" or “increase client
retention by 15%.”

e Hold a short technology scouting session to explore Al tools relevant to your
sector.

e Make a checklist for tool selection: cost, ease of use, GDPR compliance,
integration, and training.

e Compare several Al tools using a simple scoring table.

e Define KPIs to measure success.

e Develop atimeline for a pilot implementation.

Al in Practice:
e Accounting firms can use Al for invoice recognition and automated reporting.
e Marketing agencies can apply Al tools for content creation or campaign
targeting.
e HR and consulting firms can use Al for talent matching and predictive workforce
analytics.

Tools to Explore:
e Microsoft Power Automate, Jasper, Xero Analytics, Notion Al, Zoho Al, Salesforce
Einstein.

Example from Case Library:

In France, Galadrim designed tailored Al solutions for clients — a reminder that SMEs can
adapt existing tools to their specific workflow needs.

KPls:
e ROl of selected Al tools
e Number of processes prepared for automation
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e Training completion rate among employees

Phase 3: Implementation and Integration

Testing, training, and embedding Al into everyday work

Objective:
To implement selected Al tools in small steps, ensuring usability, efficiency, and staff
engagement.

Key Activities:

e Start with a pilot project (e.g., automating client onboarding or creating
Al-assisted reports).

e Collect user feedback from staff and clients.

e Integrate the Al solution with existing systems (CRM, project management,
accounting).

e Provide short, practical training sessions for staff.

e Adjust workflows to include the Al tool effectively.

Al in Practice:
e Al assistants can help consultants prepare proposals faster.
e Predictive analytics can identify trends in client engagement.
e Al-based chatbots can handle customer inquiries, freeing employees for
strategic work.
Tip:
Keep pilots simple — success in one small area builds confidence for larger Al adoption.

Tools to Explore:
ChatGPT Enterprise, Zapier Al, Canva Magic Write, Trello Automation, Power BI.

Example from Case Library:

In Austria, Craftworks applied predictive analytics in manufacturing — proving that gradual,
test-based Al use can deliver clear results even in complex sectors.
KPlIs:
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Pilot success rate

Reduction in manual work hours
Increase in task completion speed
User satisfaction rate

Phase 4: Monitoring and Optimisation

Tracking performance and refining Al solutions

Objective:
To evaluate Al results, identify improvement areas, and ensure continuous performance
optimisation.

Key Activities:
e Set up dashboards to monitor performance (e.g., Power BIl, Tableau, Zoho
Analytics).

Review results in regular team meetings.

Gather feedback from employees and clients.

Update data inputs regularly to improve accuracy.

Document what worked well and what should change next time.

Al in Practice:
e Law or consulting firms can use Al analytics dashboards to visualise project
progress or client satisfaction.
e Marketing firms can apply sentiment analysis to track feedback and brand
perception.

Example from Case Library:

In Spain, Clictic improved its Al dashboards continuously based on user feedback — a good
model for iterative improvement.

Tip:
Review your results quarterly, not yearly. Small adjustments lead to steady improvement.

KPls:
e % increase in productivity
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e Decrease in administrative errors
e (lient satisfaction improvement
e Time saved per employee

Phase 5: Compliance, Ethics, and Scaling

Ensuring responsible Al use and expanding adoption

Objective:
To ensure your Al solutions comply with ethical and legal standards and to prepare for
expansion into other departments or services.

Key Activities:
e Conduct a GDPR audit for data privacy and client consent.
e Draft a short Al Ethics Policy promoting transparency, fairness, and
accountability.
e Define human oversight roles for all Al-based outputs.
e Plan to scale Al tools across departments or projects.
e Explore collaborations with Al vendors, universities, or other SMEs.

Al in Practice:
e [egalfirms can use Al document automation while ensuring data confidentiality.
e Accounting firms can scale Al-driven forecasting to new clients or service areas.
e Marketing agencies can expand Al analytics tools for multi-client portfolio
management.

Example from Case Library:

In Italy, Exeo Lab integrated Al to streamline EU project management — ensuring both
transparency and ethical oversight in automation.

Tip:
Create a short “Al Use Guide” for your team covering privacy, fairness, and responsible
automation principles.
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KPls:
e 9% of Al tools reviewed for compliance
e Number of departments using Al
e Reduction in data-related risks
e New Al-based services developed
Conclusion

For SMEs in the business and professional services sector, Al adoption is about
working smarter, not harder. The transition should focus on automating low-value
tasks, improving insights, and enhancing client experiences.

Following this pathway allows companies to move from exploration to ethical scaling
— building confidence, efficiency, and innovation at every stage.

Al is not replacing expertise; it's amplifying it. By starting small, measuring progress,
and maintaining transparency, SMEs can unlock Al's potential responsibly and
sustainably.

Recommendations for Improvement
To strengthen the long-term impact and practical usability of this Transition Pathway,
several enhancements can be considered:
Introduce a continuous feedback loop:
Establish a structured mechanism that gathers insights from pilot implementations and
feeds them back into the Transition Pathway design. This ensures that the roadmap
remains adaptable, evidence-based, and responsive to real-world challenges faced by
SMEs.
e [Enhance collaboration mechanisms:
Strengthen cooperation between project partners, SMEs, and VET professionals
across all phases. Continuous exchange of experiences and resources can improve
knowledge transfer, problem-solving, and practical implementation support.
e |ntegrate digital platforms for learning and monitoring:
Incorporate accessible online tools to facilitate ongoing training, self-assessment,
and communication around Al adoption. This would enable both SMEs and trainers
to share progress, best practices, and lessons learned in real time.

These improvements would help ensure that the Transition Pathway remains dynamic,
inclusive, and highly applicable to the evolving needs of SMEs and their trainers, supporting
sustainable digital transformation across sectors.
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Finance and Fintech

Introduction

The finance and fintech sector encompasses activities such as banking, lending,
payments, insurance, investment services, and financial technology solutions. These
services rely heavily on accurate data, risk assessment, compliance, and customer trust
— making them particularly suitable for Al-driven transformation.

Artificial Intelligence (Al) can help SMEs in finance and fintech automate repetitive tasks,
enhance decision-making, detect fraud, optimise risk management, and provide
personalised financial services. However, to gain tangible benefits, SMEs must adopt Al
step by step, starting with assessing readiness and ending with responsible scaling.

This Transition Pathway provides a practical roadmap for SMEs to follow the five key
phases of the B4B Al Transition Roadmap, tailored to the specific operational realities
and strategic goals of finance and fintech companies.

Phase 1: Assessment and Readiness

Objective: Evaluate digital maturity, operational challenges, and readiness for Al
adoption in financial services. This phase sets the strategic foundation for Al integration,
ensuring that the organization fully understands its current capabilities, limitations, and
potential areas of value creation.

e Map your processes: Diagram all core workflows, including loan approvals,
payments processing, fraud detection, customer onboarding, investment advisory,
accounting, and reporting. For each workflow:

- ldentify sub-processes and handoffs between teams or systems.

- Note repetitive, manual, or rule-based tasks suitable for automation.

- Highlight decision points where Al could enhance speed, accuracy, or
predictive capability.

- Capture process variants across different product lines (e.g., retail banking vs.
corporate banking).

e Identify critical points: Highlight areas with inefficiencies, errors, long processing
times, high operational costs, or compliance bottlenecks. For each critical point:

- Quantify the impact in terms of cost, time, or risk exposure.
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- ldentify root causes (manual interventions, legacy systems, siloed data,
regulatory constraints).

- Classify issues as short-term wins (quick fixes via Al) versus long-term
initiatives (requiring infrastructure or cultural changes).

- Consider interdependencies between processes, delays in one step may
propagate downstream, affecting multiple operations.

e Review your digital tools: Assess the capabilities and limitations of your existing
technology stack:

- CRM and customer management systems: How well do they capture client
interactions and preferences? Are insights actionable?

- Core banking systems and payment platforms: Evaluate integration
capabilities, real-time transaction processing, and scalability.

- Accounting and financial reporting software: Assess automation potential for
reconciliations, reporting, and compliance checks.

- Analytics and risk platforms: Check data connectivity, model performance,
and usability for decision-making.

- ldentify gaps where Al could enhance capabilities, such as predictive risk
scoring, anomaly detection, or personalized advisory.

e Examine your data: Evaluate availability, quality, and accessibility of critical
datasets:

- Transaction records: Completeness, timeliness, and structured formats.

- Customer data: Accuracy, segmentation, and consent management (GDPR
compliance).

- Risk models and historical financial datasets: Evaluate relevance, update
frequency, and coverage for Al applications.

- Check data interoperability across departments and systems — fragmented
or siloed data can severely limit Al effectiveness.

- ldentify areas needing data cleaning, enrichment, or standardization to
support reliable Al outputs.

e Assess workforce readiness: Survey staff for Al and data literacy, identify
knowledge gaps, and engage teams early to reduce resistance. Consider:

- Conducting structured interviews or surveys to map skills and attitudes
toward Al adoption.
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- ldentifying potential “Al champions” within departments to lead initiatives and
provide peer support.

- Offering preliminary training or awareness sessions to familiarize staff with Al
concepts and expected benefits.

- Addressing cultural or organizational barriers that could hinder adoption, such
as fear of job displacement or lack of trust in automated recommendations.

Tip:

Hold a 1-hour workshop asking:

“Where are we losing time, accuracy, or revenue — and what data do we already have to
improve this?”. Document insights thoroughly — this session will provide a baseline for
prioritizing Al interventions and align your team around key objectives.

Phase 2: Technology Selection and Planning

Objective: Select Al technologies suited to financial processes and create an
implementation roadmap. This phase ensures that Al capabilities are aligned with
organizational objectives and practical needs, establishing a clear path from selection to
pilot testing.

e Choose a priority area: Identify one or two business-critical workflows where Al
can deliver immediate, measurable impact. Common entry points in Finance &
Fintech include:

- Fraud detection: real-time monitoring of transactions to detect anomalies and
prevent losses.

- Credit scoring and risk assessment: Al models to evaluate borrower risk,
automate loan approvals, and improve portfolio quality.

- Algorithmic trading and investment advisory: predictive analytics to optimize
trading decisions or personalized investment recommendations.

- Customer service chatbots: Al-driven support for inquiries, account
management, and onboarding, reducing manual workload.

- Financial forecasting and predictive analytics: cash flow, revenue, and market
performance predictions to support strategic decision-making.

e When selecting a priority area:
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- Assess potential ROI, impact on operational efficiency, and risk reduction.
- Consider data availability and quality required to support Al models.
- Factor in regulatory requirements, integration needs, and workforce readiness.

e Research 2-3 tools per use case: Select SME-friendly, scalable platforms with a
track record in financial services. Evaluate each tool based on:

- Ease of deployment (plug-and-play or low-code options)

- Integration with core systems (CRM, core banking, ERP)

- Compliance and security features (GDPR, PCI DSS, AML/KYC)
- Vendor support and scalability

Category Example Tools Typical Benefit

Detect anomalies,

Fraud Detection Darktrace, Kount, Feedzai
reduce fraud losses

Automate scoring,
Credit Scoring & Risk Zest Al, FICO, Upstart improve lending

decisions

. Automate inquiries,
Customer Service

Intercom, Drift, Finn Al onboarding, account
Chatbots
support
F t cash flow,
Predictive Analytics / DataRobot, H20.ai, orecas ,Cas ow
. revenue, investment
Forecasting Alteryx
performance
Aut t
Regulatory & Avyasdi, Theta Lake, com l;:gzacsecks
Compliance ComplyAdvantage b '

KYC, AML monitoring

e Create a requirements checklist: Ensure that selected technologies meet your
operational, technical, and regulatory needs. Consider:

o Integration: seamless connection with core banking, CRM, accounting, and
payment systems.
Regulations: GDPR, financial regulations (AML, KYC), reporting standards.
o Deployment: cloud-based vs. on-premise, depending on security and data
residency requirements.
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o Security: encryption, access controls, audit trails, and cybersecurity
compliance.

o Cost structure: licensing, setup, maintenance, and scalability costs.

Define KPIs aligned with business goals: Establish measurable indicators to track
success and ROI. For Finance & Fintech SMEs, KPIs can be grouped as:

o Operational Efficiency:

Reduce manual transaction errors by X%

Cut processing time per loan, payment, or account request by Y%
Increase workflow automation rate in targeted processes

o Revenue & Growth:

= Increase cross-selling or upselling by X%

Improve customer retention or repeat account usage by Y%
Boost revenue from Al-assisted product recommendations

o Risk & Compliance:

Reduce fraud incidents by X%

Improve accuracy and timeliness of regulatory reporting to >99%
Ensure Al models comply with internal risk and audit standards

o Workforce & Innovation:

Train 100% of relevant staff on Al-assisted tools and workflows
Launch at least one Al-powered pilot project within 12 months
Foster a culture of Al adoption and continuous improvement

e Plan your pilot: Select a contained workflow as a testbed for Al deployment.
Examples include:

o Fraud detection for online payments or card transactions

o Al-assisted credit scoring for a specific segment of loan applications
o Predictive cash flow modeling for a subset of clients

For the pilot:

o Define key milestones (tool deployment, integration, testing, review)

o Assign roles and responsibilities across operations, IT, compliance, and
management
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o Establish evaluation criteria to measure success, including process
efficiency, accuracy, cost savings, and customer impact

Example:

A small fintech focuses first on automating credit scoring for SME loans to reduce
processing time, improve approval accuracy, and minimize default risk. Feedback from the
pilot informs full-scale implementation and fine-tuning of Al models.

Phase 3: Implementation and Integration

Objective: Deploy selected Al tools and integrate them into existing financial workflows
to ensure effective usage, seamless operation, and measurable business impact. This
phase turns planning into practice, emphasizing real-world testing and staff adoption.

e Run your pilot project: Start with the selected workflow or priority area identified
in Phase 2. Examples include:

- Fraud detection: deploy Al to monitor online transactions in real-time,
generate alerts for suspicious activity, and flag high-risk accounts for review.

- Credit scoring: implement Al to automatically evaluate loan applications for a
specific segment of clients, providing risk scores and recommendations to
underwriters.

- Customer service chatbots: integrate Al-driven chatbots to handle routine
inquiries, onboarding requests, and account support for a subset of clients.

- Predictive analytics/forecasting: apply Al models to generate cash flow or
revenue forecasts for a specific client portfolio or product line.

e Train staff effectively: short hands-on sessions for finance officers, customer
service, and risk analysts to interpret dashboards and act on Al outputs.

- Conduct hands-on sessions for employees on interacting with Al dashboards,
interpreting alerts, and responding to Al recommendations.
- Provide role-specific guidance:
o Risk & compliance teams: understanding Al-generated risk scores and
audit trails.
o Operations and processing teams: acting on Al alerts or workflow
recommendations.
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o Customer support: managing chatbot handoffs and escalation
procedures.
- Appoint Al champions within departments to collect feedback, support
colleagues, and help troubleshoot issues.

e Ensure compatibility and integration:

- Connect Al tools with core banking systems, CRM, accounting platforms, and
payment gateways to allow seamless data flow.

- Verify integration points to avoid duplicated work or gaps in reporting.

- Consider using middleware or APIs for connecting cloud-based Al tools with
on-premise systems.

- Conduct thorough testing of workflows to confirm the Al system correctly
triggers alerts, recommendations, or automated actions without interrupting
critical financial operations.

e Recommended tools and platforms:

- Fraud detection: Darktrace, Feedzai, Kount

- Credit scoring & risk assessment: Zest Al, FICO, Upstart

- Customer service chatbots: Intercom, Drift, Finn Al

- Predictive analytics / forecasting: DataRobot, H20.ai, Alteryx

- Integration & dashboarding: Power Bl, Tableau, Google Data Studio

Tip:

Treat the pilot as a learning laboratory: document successes, errors, and workarounds.
This documentation will become your blueprint for scaling and refining Al processes
across the organization.

Example:
A fintech launches an Al-assisted credit scoring pilot for SME loans:

o Deployment: Al models analyze historical loan applications and predict default
risk.

o Integration: Results feed into underwriting workflows in the core banking
system.

o Training: Underwriters learn to interpret Al-generated risk scores and override
recommendations when necessary.

o Feedback loop: Staff provide input on model outputs and suggest adjustments.
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o Qutcome: Approval times drop, risk-adjusted lending improves, and the pilot
informs full-scale deployment across multiple loan products.

Phase 4: Monitoring and Optimisation

Objective: Continuously track Al tool performance, refine models, and ensure that Al
solutions remain effective, relevant, and aligned with financial business goals. This phase
ensures measurable impact and sustainable adoption.

e Set up dashboards to monitor KPlIs:

- Use visualization tools (Power BI, Tableau, Google Data Studio) to track
metrics in real-time.

- Key operational metrics include:

Transactions processed per hour/day with Al assistance

Loan approval cycle time before and after Al implementation

Fraud detection rate and number of false positives

Customer service KPls: response times, first-contact resolution,

customer satisfaction scores

- Ensure dashboards are accessible to relevant teams (operations, compliance,
risk, customer service) for immediate insight and action.

O O O O

e Schedule periodic review meetings:

- Conduct weekly or bi-weekly meetings with cross-functional teams
(operations, risk, IT, compliance).

- Review system alerts, workflow bottlenecks, and accuracy of Al predictions.

- Discuss unexpected outcomes and decide on adjustments to processes or
models.

- Align observations with business objectives to prioritize refinements.

e Collect user feedback:

- Gather input from employees interacting with Al tools: are predictions
accurate, dashboards intuitive, and recommendations actionable?

- Solicit customer feedback for services affected by Al such as chatbot
interactions or automated credit approvals.

- Use surveys, interviews, or short forms for continuous feedback loops.
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e Upgrade Al models with new data:

- Retrain machine learning models regularly (e.g., quarterly) with updated
transactional, risk, or customer datasets.

- Incorporate seasonality, market trends, or new regulatory rules into predictive
models.

- Evaluate improvements in performance metrics after each retraining cycle.
e Document lessons learned and update internal procedures:

- Maintain a log of successes, errors, and process adjustments.

- Update training materials and standard operating procedures (SOPs) to
reflect Al-driven changes.

- Create a knowledge repository for future scaling efforts.
e Expanded KPIs for evaluation:

- Operational efficiency:
o Reduction in manual transaction errors (%)
o Decrease in processing time per loan, payment, or account request (%)
o Automation coverage for key workflows (%)
- Revenue & growth:
o Increased cross-selling / upselling performance (%)
o Customer retention or repeat usage (%)
- Risk & compliance:
o Fraud detection accuracy (%)
o Regulatory reporting compliance (%)
- Workforce & innovation:
o Staff adoption rate for Al tools (%)
o Number of Al-driven process improvements implemented

Tip:
Make results visible and actionable. Display real-time dashboards in relevant team areas

and share periodic summaries with management to build trust and ownership. Use
insights from monitoring to iteratively refine Al processes.

Example:
A fintech monitors its Al-assisted fraud detection system:
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e \Weekly meetings review system alerts and adjust thresholds to minimize false
positives without missing true fraud.

e Quarterly retraining improves the Al model's accuracy using the latest
transactional data.

e QOutcome: fraud losses decrease, processing efficiency improves, and staff
confidence in Al-supported decisions grows.

Phase 5: Compliance, Ethics, and Scaling

Objective: Ensure Al tools are used responsibly, ethically, and in compliance with
financial regulations, while preparing for scalable adoption across the organization. This
phase builds trust, mitigates risks, and creates a foundation for sustainable Al integration.

e Conduct regulatory and data compliance checks:

- Verify all Al systems comply with GDPR, financial regulations (AML, KYC),
and local laws regarding data privacy and financial reporting.

- Ensure secure storage of sensitive customer and transactional data, with
encryption, access controls, and audit trails.

- Conduct internal audits for Al-assisted workflows, particularly for credit
scoring, fraud detection, and automated reporting.

e Develop an internal Al ethics policy:

- Collaborate with managers, compliance officers, and staff to define principles
for responsible Al use. Include:

o Transparency: explain Al-driven decisions to internal teams and
customers.

o Human oversight: ensure Al supports decisions rather than replacing
judgment, especially in lending or compliance.

o Accountability: management retains responsibility for outcomes;
define escalation procedures for Al recommendations.

o Fairness: prevent bias in credit scoring, fraud alerts, or customer
service responses.

o Security: enforce strict measures to protect sensitive financial data.

e Create a risk matrix for Al use cases:

INFINITIVITY ( re G -‘ ﬁ%ﬁ‘sﬁ'p?.‘;! rP ‘ ’
moesmN LABS bfl) CALLIDUS BASLICATA ! Perspecive POSTAL 3

Co-funded by Co-Funded by the European Union. Views and opinions expressed are however those of the author(s) only and
the European Union  do not necessarily reflect those of the European Union or European Commission. Neither the European Union nor
the European Commission can be held responsible for them.




Bots4Business

Project number : 2024-1-AT01-KA220-VET-000245796

- ldentify potential risks and mitigation strategies for each Al application:

o Credit scoring: model bias or inaccurate predictions; implement
periodic fairness audits.

o Fraud detection: false positives or missed fraud; refine thresholds and
retrain models regularly.

o Customer service chatbots: miscommunication or privacy breaches;
monitor interactions and enable human handoff.

o Financial forecasting: inaccurate predictions affecting strategic
decisions; maintain scenario analysis and human review.

e Plan for scaling Al across departments:

- Evaluate which additional workflows or products could benefit next from Al:
o Lending: expand Al credit scoring to new segments or products.
o Payments: scale fraud detection to card, ACH, or cross-border
payments.
o Investment advisory: broaden predictive analytics to portfolios or new
asset classes.
- Integrate Al insights with business intelligence tools, dashboards, and risk
management systems to support strategic decision-making.
- Standardize best practices, pilot learnings, and retraining procedures for
organization-wide adoption.

e Engage external experts for validation and certification:

- Consult regulatory advisors, auditors, or Al ethics specialists to validate
approach and ensure compliance.

- Consider certifications such as ISO/IEC 42001 (Al management systems) or
industry-specific Al compliance frameworks.

- Engage third-party testing for fraud detection, credit scoring accuracy, and
cybersecurity resilience.

Example: Scaling Al in a small fintech

e Pilot: Al-assisted credit scoring reduces loan processing time by 30% and default risk
by 15%.

e Expansion: predictive fraud detection is applied to all payment channels, reducing
losses and false positives.
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e Integration: Al insights are integrated into dashboards used by risk, compliance, and
operations teams for strategic decision-making.

e Prediction & monitoring: Al-assisted investment advisory tools provide portfolio
recommendations with ongoing human validation.

e Result: Scalable Al adoption enhances operational efficiency, reduces risk, improves
customer experience, and supports data-driven decision-making across the
organization.

Tip:

Draft a one-page “Responsible Al in Finance” policy for staff, outlining data protection,
model transparency, human oversight, and ethical decision-making. Use this as a reference
for onboarding, audits, and ongoing Al management.

Al Toolbox: Finance & Fintech SMEs

Category Tool Examples Use Case
Detect lies, t
Fraud Detection Darktrace, Kount, Feedzai erect anomaties, preven
fraud
Aut t ing, red
Credit Scoring & Risk Zest Al, FICO, Upstart HEomste seoring, reduce
defaults
Cust Servi Onboarding, FAQs,
ustomer Service Intercom. Drift. Finn Al nboarding, FAQs
Chatbots support
Predictive Analytics / DataRobot, H20.ai, Cash flow, revenue,
Forecasting Alteryx investment forecasts
Regulatory & Avyasdi, Theta Lake, Automate KYC/AML,
Compliance ComplyAdvantage regulatory reporting
Key Points

7

< Start with a clear, measurable problem (e.g., loan processing delays, fraud risk).

R
%

Use SME-friendly, modular Al tools before investing in complex systems.

R
%

Involve staff early — their expertise ensures Al adds value.

R
L4

Monitor KPIs and expand gradually.

R
%

Maintain transparency and regulatory compliance to build customer trust.
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Logistics and Hospitality sectors

Introduction

The logistics and hospitality sectors are two of the most dynamic and service-oriented
areas of the economy. For small and medium-sized enterprises (SMEs), adopting
Artificial Intelligence (Al) represents a unique opportunity to streamline operations,
improve efficiency, and deliver better customer experiences.

This Transition Pathway provides a practical, step-by-step guide for SMEs in logistics
and hospitality to understand how they can integrate Al into their operations. It follows
the five phases of the B4B Al Transition Roadmap, combining structured activities with
sector-specific examples and tools.

Phase 1: Assessment and Readiness

Understanding your current state and identifying where Al can
help

Objective:
To evaluate your business’s digital maturity, data readiness, and capacity for Al adoption.

Key Activities:

e Map your main business processes, such as inventory management, bookings,
deliveries, or customer service.

e |dentify pain points: where are delays, errors, or high costs occurring?

e Review what digital tools you already use (e.g., POS systems, delivery apps,
reservation platforms).

e Assess your data: what kind of information do you collect (orders, feedback, GPS
tracking, guest preferences)?

e Evaluate employee readiness and skills for digital change.

Al in Practice:
e In logistics: Al-powered route optimisation tools can reduce delivery times and
fuel costs.

e In hospitality: Al chatbots can handle bookings and customer questions 24/7,
freeing staff for higher-value tasks.
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e Al demand forecasting helps hotels and restaurants plan inventory and staffing
more efficiently.

Tip:
Hold a short team meeting and ask: “Which parts of our daily work are repetitive or
time-consuming?” These areas often offer the best Al opportunities.

Example from Case Library:
In Norway, Savvie used Al to help small food businesses reduce waste by analysing
sales data. This same approach can help hospitality SMEs optimise stock and cut food
waste.

KPls:
e % of processes already digitalised

e Data quality and accessibility score
e Employee digital readiness

Phase 2: Technology Selection and Planning

Choosing the right Al tools and preparing your roadmap

Objective:
To select suitable Al tools and create a clear plan for implementation.

Key Activities:
e Define specific goals, e.g., “reduce delivery costs by 15%" or “increase occupancy
by 10%".

e Organise a short technology scouting workshop to review available Al tools.

e Create a requirements checklist (integration, cost, GDPR compliance, ease of use).

e Compare 2-3 vendors or platforms using a simple scoring matrix (price, support,
scalability).

e Setclear KPIs and prepare a pilot timeline.

Al in Practice:
e Logistics SMEs can use predictive analytics for demand forecasting and vehicle
maintenance.
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e Hotels can apply Al pricing engines to automatically adjust room rates based on
seasonality and demand.
e Restaurants can use Al-powered ordering systems to optimise menu planning.

Tools to Explore:
e Route4Me, ChatGPT API, HotellQ, Peltarion, DataRobot, Zoho Analytics.

Example from Case Library:

In Croatia, Hypefy automated influencer marketing using Al — an example of how SMEs
can benefit from focused Al pilots with measurable results.

KPIs:
e ROl from pilot projects
e Number of staff trained in Al tools
e 9% of tasks selected for automation

Phase 3: Implementation and Integration

Testing and embedding Al into daily operations

Objective:
To pilot Al tools in real workflows, gather feedback, and ensure successful integration.

Key Activities:

e Start with a small pilot (e.g., one delivery route, one restaurant process).
Test the Al system and collect feedback from employees and customers.
Adjust settings, dashboards, or interfaces based on real use.
Integrate Al with existing tools (POS, booking system, CRM, delivery tracking).
Train staff through short sessions or online tutorials.

Al in Practice:
e [ogistics: Real-time fleet management systems use Al to track deliveries and
predict maintenance needs.
e Hospitality: Al virtual assistants automate check-ins or manage guest
communication.
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e Tourism: Al review sentiment analysis helps identify service gaps from online
reviews.

Tools to Explore:
e Salesforce Einstein, TensorFlow, Amazon Al, ChatGPT Enterprise, Hotelogix, Al
Fleet Manager.

Tip:
Ask your team: “What's working well with this new system, and what isn’t?” Early
feedback helps ensure success before scaling.

KPIs:
e Pilot project success rate
e Reduction in operational costs or delays
e Customer satisfaction and feedback scores

Phase 4: Monitoring and Optimisation

Tracking performance and making improvements

Objective:
To monitor the performance of Al solutions and improve their effectiveness over time.

Key Activities:
e Setup a simple dashboard (e.g., Power Bl, Google Looker Studio) to track KPIs.
Schedule monthly review meetings to assess Al results.
Gather feedback from employees and clients.
Update models and inputs regularly to improve accuracy.
Document lessons learned to guide future Al projects.

Al in Practice:
e [ogistics: Al can forecast demand spikes, helping SMEs plan routes and staffing
efficiently.
e Hospitality: Al can track review trends and adjust services or promotions
accordingly.
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Example from Case Library:

In Spain, Clictic developed internal Al dashboards and continuously refined them based
on user feedback — an excellent model for SMEs improving their Al performance.

KPls:

Reduction in manual tasks

Efficiency gains per month

Increase in repeat bookings or successful deliveries
Staff engagement with Al tools

Phase 5: Compliance, Ethics, and Scaling

Ensuring responsible Al use and expanding success

Objective:
To ensure Al tools are compliant with ethical and legal standards and ready for broader
use across the company.

Key Activities:

e Conduct a GDPR audit using a checklist (data consent, storage, deletion rights).
Draft a simple Al Ethics Policy defining transparency and fairness.
Maintain human oversight on automated decisions (e.g., pricing, scheduling).
Plan for scaling Al tools across new departments or locations.
Seek partnerships with Al vendors or educational institutions for continuous
improvement.

Al in Practice:
e [ogistics: SMEs can expand from single-route optimisation to company-wide Al
logistics planning.
e Hospitality: Hotels can connect Al pricing tools with marketing platforms for
integrated yield management.
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Example from Case Library:

In ltaly, Exeo Lab used Al to manage EU projects transparently — showing how responsible
Al can improve both efficiency and trust.

Tip:
Create a one-page “Al Use Policy” for your team covering data protection, ethics, and
customer transparency.

KPls:
e % of Al tools reviewed for compliance
e Number of departments using Al
e Data protection audit results
e New Al collaborations or certifications
Conclusion

Al adoption in logistics and hospitality is not a one-time action but a step-by-step
transformation. By following this pathway, SMEs can gradually move from assessing
readiness to scaling Al solutions responsibly.

Start small, focus on measurable improvements, and build confidence among your team.
With the right approach, Al can help your business save time, cut costs, and deliver
outstanding customer experiences — all while staying compliant and future-ready.

Recommendations for Improvement

To strengthen the long-term impact and practical usability of this Transition Pathway,

several enhancements can be considered:

e Introduce a continuous feedback loop:
Establish a structured mechanism that gathers insights from pilot implementations
and feeds them back into the Transition Pathway design. This ensures that the
roadmap remains adaptable, evidence-based, and responsive to real-world
challenges faced by SMEs.

e Enhance collaboration mechanisms:
Strengthen cooperation between project partners, SMEs, and VET professionals
across all phases. Continuous exchange of experiences and resources can improve
knowledge transfer, problem-solving, and practical implementation support.
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e Integrate digital platforms for learning and monitoring:
Incorporate accessible online tools to facilitate ongoing training, self-assessment,

and communication around Al adoption. This would enable both SMEs and trainers
to share progress, best practices, and lessons learned in real time.

These improvements would help ensure that the Transition Pathway remains dynamic,

inclusive, and highly applicable to the evolving needs of SMEs and their trainers,
supporting sustainable digital transformation across sectors.
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