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Al MATURITY IS A MOVING TARGET —

AND THAT MAKES SELECTING TRUSTWORTHY Al PARTNERS A CHALLENGING TASK.
Some types of Al, such as rule-based Al and predictive Al, have been leveraged in real-world
applications with reliable ROI for two decades. Generative Al ancestors date back 70 years?, but

leaps in training scalability in the 2010s brought Gen Al to its current ubiquitous state. Agentic Al

also has conceptual roots going back decades, but reached large-scale operational viability in 2025,
enabling businesses to automate complex workflows with networks of autonomous Al agents that can
communicate and make decisions to accomplish tasks.

Al’s rapid evolution, complexity, and the technology itself makes it stand apart from other recent
transformational shifts, such as cloud and mobile.

Al uniquely leverages a virtuous upward spiral, meaning that today’s improvements enable the next
generation of Al to be developed faster, cheaper, and more powerfully. Unlike software, the results
aren’t deterministic (i.e., the same input always causes the same output), which leads to a greater need
for human oversight. Finally, Gen Al and agentic Al are black-box technologies. LLMs are trained on
trillions of data points, making it difficult to explain why a model makes a particular decision.

1 National Science Review, “Generative artificial

intelligence: A historical Perspective,” May 2025
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This opacity and complexity demands a great deal of trust in Al
partners. Combined with the intense hype and market growth
— Gartner forecasts $6.08 trillion will be spent on Al in 20262
— it’s unsurprising that it's become more difficult to vet Al
solutions. Is the technology as powerful as vendors say? How
does the vendor avoid headline-grabbing errors and bias? How
will the Al be trained safely on your company data? How will
end users and customers be affected by the solution? Will the
vendor be around for the long haul? What is the real ROI?

Business leaders tasked with finding trustworthy Al solutions
that will bring their organizations rapid gains in efficiency,
productivity, and scalability must navigate unprecedented
hype, risk, and complexity. It’s a tough position: You must forge
ahead to avoid being left behind, yet proceed cautiously to
mitigate risk.

There is a solution to this technology
dilemma. “What is often missing from the
conversations around Al trust and hype is the
role of humans,” says Dr. Srinivas Bangalore,
Senior Vice President of Al Research and
Engineering at Interactions. “At its core, Al

is a technology built by humans to help and
augment other humans. An Al platform will
only be as trustworthy and ethical as the
humans behind it.”

To deliver Al innovation while mitigating hype and risk, it’s
critical to learn how human oversight affects every stage of the
Al lifecycle. This knowledge is what will enable you to trust Al,
gain critical clarity into opaque Al technology, and better vet Al
partners for demonstrable commitments to reliability, fairness,
compliance, and value.

2 Gartner, “Gartner Forecasts Worldwide IT Spending to Grow 9.8% in 2026, Exceedin

78%

of leaders say they face heavy
pressure from investors and
boards to demonstrate Al value.®

64%

of CEOs admit that the
risk of falling behind can drive
new technology investment
before they clearly understand
the organizational value of
the solution.*

6 Trillion for the First Time,” October 22,2025

$6 Trillion for the First T|m October 22, 2025

4IBM, “IBM Study: CEOs Double Down on Al While Navigating Enterprise Hurdles,” May 6, 2025
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Human Oversight in the Al Lifecycle

Not that dissimilar from the software development lifecycle, the Al lifecycle is the systematic, end-to-end process for
designing, training, deploying, and maintaining an Al system. While sometimes the terminology may vary, the basic steps
are as follows:

1. Problem definition

2. Data acquisition and preparation
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3. Model design and training
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5. Deployment
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6. Monitoring and maintenance
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“When you implement an Al solution, you're trusting your organization’s data, customers, and employees to that Al,” says
Bangalore. “That’s a huge responsibility. Your Al partner needs to earn it through transparency and accountability in how

they integrate human oversight across the Al lifecycle.”

In the following pages, you'll explore how human oversight transforms each stage of Al development into an opportunity to
reduce risk, build lasting trust, and improve customer experiences.
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PROBLEM DEFINITION

Whether you are building or buying an Al solution, it’s
essential to clearly outline the problem you're seeking to
address, define business objectives and expected value
proposition, gather requirements from stakeholders, assess
feasibility, build in compliance, and establish success criteria.

In addition, Al has inspired the need for an ethical and

social impact assessment. (While this is driven by Al, this
assessment is a valuable evolution for the technology
industry in general.) How will this solution affect end
consumers and customers? How will it impact employees?
What trade-offs, such as additional time or costs, are
required to deliver a solution that is trustworthy, secure, and
beneficial? The goal should be to create Al solutions that do
no harm, while bringing positive impacts to the business and
its customers.

The value of human oversight: This initial stage in the Al
lifecycle truly allows humanity to shine — ideating and
brainstorming Al uses that will be net-good, add business
value, and be delivered with integrity.
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DATA ACQUISITION AND PREPARATION

Alisonly as good as its data. Datasets used to train Al
models must be relevant, accurate, ethically sourced,

and bias-free, which can be evaluated through auditing.
Regarding their models and any third-party LLMs they
leverage, the vendor should welcome questions about the
ethical provenance of the training data. If data was derived
by users of the platform, were the users provided full
disclosure of the data use? Do they employ exploitative labor
practices in order to get data properly labeled?

Al platforms also should offer rigorous, documented data
handling and data provenance practices in order to protect
your proprietary data, your customers’ Pll that comes into
contact with Al systems, and the models themselves.

The value of human oversight: Such rigorous data practices
require human expertise and experience. They are also a
choice. Taking the time and effort to establish and document
safe and ethical data processes is a sign of integrity, care, and
refusal to cut corners.
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MODEL DESIGN AND TRAINING
Different Al model types require various engineering
methods: predictive Al focuses on selecting/tuning
classification or regression algorithms, Gen Al on prompt

engineering and alignment, and agentic Al on orchestration
logic and creating a multi-agent system structure.

Beyond technical execution, model design is about making
intentional choices. Al engineers should undertake a
comprehensive ethical and scientific evaluation of model
choices, rather than choosing what is fashionable, to ensure
that the right type(s) of Al and models are selected to
balance cost, latency, accuracy, explainability, and reliability.
Well-architected models reduce unnecessary complexity,
deliver best accuracy, prevent overfitting (where models
work well in the lab but poorly with new data), and make the
system easier to govern and audit.

The value of human oversight: Designing an Al system that
delivers meaningful results without excess risk or cost
requires human engineering expertise and ethical judgment.
Human oversight ensures that model decisions reflect not
only performance goals but also organizational values.

7

MODEL EVALUATION AND REFINEMENT

While predictive Al models are refined directly on labeled
data, Gen Al and agentic Al models are refined using
reinforcement learning. Human evaluators audit the model’s
outputs, provide feedback (such as ranking preferences

or suggesting edits), and help guide the model’s alignment
toward desired behaviors and more accurate results. While
Al providers may have their own evaluators, your own
subject matter experts should also be involved to ensure
accuracy and quality of the output as related to business
objectives and improving the customer experience.

Additionally, Al engineers rigorously test for model biases and
to validate accuracy metrics against established benchmarks
before the model can be deployed — and often before

presenting the model to your company for further refinement.

The value of human oversight: To reduce the possibility of
hallucination and increase the value of model output, human
subject matter experts are critical for evaluating and
refining models.
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DEPLOYMENT

As the Al platform moves from testing environments to

live operations, human oversight is critical to manage the

Al as it encounters novel, real-world data and user inputs.
Live guardrails keep engineers informed if the Al begins
operating outside of its defined parameters, to validate high-
risk output (such as customer-facing generated content), and
enable tracking and logging of live anomalies. This active,
immediate oversight ensures the system adheres to your
organizational and regulatory standards for fairness and
accuracy from the first call.

Another aspect of human oversight after deployment can be
found in human-in-the-loop systems. When Al cannot process
arequest with a certain confidence level, some platforms
engage human operators in the background to complete the
task. The data produced by this effort becomes part of the
feedback loop that improves Al performance over time.

The value of human oversight: Humans — both Al engineers
and human-in-the-loop agents — help ensure Al systems are
performing as intended during deployment and rollout.

MONITORING AND MAINTENANCE

After rollout, human oversight transitions from reactive
checks to continuous, long-term governance to ensure the
Al system remains effective, trustworthy, and compliant
over time. While automated tools can detect technical
degradation, such as data drift, model drift, and hallucination
occurrences, humans provide strategic oversight to address
these issues. Humans can also identify other emerging
concerns, like changes in user behavior, new product or
service issues, or business changes that affect the efficacy of
the Al system.

Additional contextual metrics that track business-relevant
KPIs are just as critical to ensure the systemis providing its
intended value. For example, an Al contact center solution
should track customer effort and first call resolution, as well
as work with clients to identify other critical KPlIs.

The value of human oversight: This dual layer of human
oversight — Al governance and business-focused KPIs —
ensures that the Al is both running correctly and
delivering value.
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CONTINUOUS OPTIMIZATION

Finally, Al must always be future-ready via solutions that evolve with business needs,
customer expectations, evolving regulatory standards, and new use cases. Here, human
partnership is key, not just human oversight.

An Al platform that can revolutionize core business functions deserves more than off-
the-shelf treatment. You need a partner that devotes resources to continuously optimize
your instance, long beyond the initial build and deployment. Their team doesn’t just

hand off analytics; they regularly review your KPls and results to share insights about
the production system, ideas for exploring new use cases for Al automation, and their Al
expertise to deliver on these initiatives. They build a relationship with your team to stay
aware of organizational changes, such as new back-end systems or product lines, that will
affect how well your Al investment adapts to a changing organization.

An underrated quality to seek in an Al
vendor, as well, is accountability. Technology
is never perfect. But a proactive partner
who resolves issues quickly, takes measures

Why Transparency, Not Perfection, Defines the

to prevent problems from recurring, and is Fuweol Al Why do we expect more

forthright about the process will get you as
close as possible.

The value of human oversight: An actively

collaborative Al partner will become your Al
advisor, ensuring that your investment keeps
pace with a dynamically changing business

environment and the rapid advancements
that Al brings to business automation.
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perfection from Al than other
technologies? Al Expert Dr. Srinivas
Bangalore explores whether these
expectations are fair — and how to
mitigate the risks that do exist.
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Al demands a fundamental shift in how business leaders vet their Al technology partners, due to its rapid advancement, novel
risks, and opaque nature. With an understanding of the level of human oversight and accountability trustworthy Al requires,
you can more confidently pursue Al initiatives while reducing risk and uncertainty. And with human
oversight comes human expertise, which furthers the business value you receive from Al.

“Al is only a technology; the true value results from the human experts who build it, customize it, optimize
it, and employ critical processes to ensure trustworthy results and business value,” says Bangalore.

Thus, when seeking Al platforms to realize the business value of Al, look to continuously managed
platforms whose experts collaborate with your organization, rather than off-the-shelf solutions. This
type of Al partner enables critical customization by
safely leveraging your company data, involves your own
experts to help validate output, and ensures that the Al
will continue to be optimized and evolved alongside your
business needs and evolving customer. For afree guide on the right questions to ask
when vetting Al vendors, visit our
And to learn more about how
Interactions is investing in building a future with
Al you can trust, visit the
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ABOUT INTERACTIONS

Interactions provides Intelligent Virtual Assistants that seamlessly assimilate Conversational Al and human
understanding to enable businesses to engage with their customers in highly productive and satisfying conversations.
With flexible products and solutions designed to meet the growing demand for unified, omnichannel customer care,
Interactions is delivering unprecedented improvements in the customer experience and significant cost savings for
some of the largest brands in the world. Founded in 2004, Interactions is headquartered in Franklin, Massachusetts
with additional offices worldwide.

For more information about Interactions, contact us:

866.637.9049
interactions.com
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