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Beyond chatbots: AI agents automate 
tasks and transform businesses

Imagine a future where the mundane 
tasks on your to-do list are tackled by 
a digital assistant that thinks, learns 
and acts like a human. It’s closer than 
you think, thanks to AI agents—a 
new wave of intelligent software 
poised to disrupt industries and 
revolutionize productivity. 

Every job is essentially a collection 
of tasks, and even in today’s highly 
digitalized business environment, 
humans still do most of them. But AI 
agents could change this dramatically. 

Traditional software applications 
have been great at enhancing 
productivity and automating certain 
tasks, but they’re bound by static 
rules-based programming. AI agents, 
on the other hand, have human-like 
decision-making capabilities, 
allowing them to build contextual 
understanding and deliver better 
solutions. As a result, we’re seeing a 
new wave of AI applications—one 
that we believe will deliver massive, 
disruptive jumps in productivity and 
value generation. 

What are AI agents?
AI agents are essentially highly 
advanced software applications 
that can learn from data and 
dynamically take action, tackling 
tasks such as customer service, 
content creation, data analysis and 
sales prospecting.  

KEY TAKEAWAYS

•	 Unlike traditional chatbots, 
AI agents can learn from 
data, understand context 
and make dynamic 
decisions, enabling them  
to tackle complex  
tasks independently.  

•	 By automating repetitive 
and low-value tasks, AI 
agents could free up 
employees to focus on 
strategic work, leading 
to significant jumps in 
productivity and  
value generation.  

•	 AI agents can be 
specialized for various 
domains, benefiting sales 
teams, customer service, 
and more—with early 
adopters already seeing 
improvements in efficiency 
and profitability.
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They use conversational interfaces 
like chatbots do, but they differ from 
traditional chatbots in several  
key ways:

•	 Chatbots are powered by large 
language models (LLMs) and 
rely on pre-set rules and scripted 
responses. They are great at 
conversation but stop short  
of action. 

•	 AI agents don’t just chat—they 
act. They are powered by large 
action models (LAMs) that shine 
in context-aware interactions. This 
can turn AI agents into proactive 
assistants that handle a variety of 
different tasks with great precision, 
as the following illustration shows. 

Why AI agents matter
A recent study shows that 
approximately 41% of employees’ 
time is dedicated to repetitive, low-
value tasks. Yet employees already 
see the benefits of AI: 65% of desk 
workers anticipate that generative 
AI will enable them to focus more 
on strategic work.1 A wide variety of 
workflows should be able to benefit 

from AI agents executing across 
diverse environments, automating 
repetitive or complex tasks. This, in 
turn, should help employees become 
more productive.

The level of independence and 
decision-making exhibited by AI 
agents is unprecedented, helping 
companies across the enterprise: 

•	 	Sales teams use AI agents to 
find new customers by engaging 
with inbound leads, arranging 
meetings and sending tailored 
follow-up emails.  

•	 Marketers use AI agents to craft 
blog posts, produce case studies, 
and generate more content. They 
can also collect insights on social 
media trends and suggest ways 
to apply them to a company’s 
content strategy, enhancing 
engagement.  

•	 Customer service teams have 
used AI agents to handle 
inbound inquiries without 
human intervention, achieving 
significantly higher deflection 

KEY CHARACTERISTICS 
OF AI AGENTS

1 	Agents work auto-
nomously, performing 
tasks from start to finish.

2 They’re often built for 
specialized tasks, such 
as handling customer 
inquiries, generating 
marketing content or 
managing social  
media posts. 

3 Agents rely on data-
driven insights to make 
decisions and optimize 
outcomes. 

rates. AI agents can help lift 
customer satisfactions scores with 
answers that are provided more 
quickly with high levels of clarity.

The bottom line 
While the deployment of AI agents 
is still in its beginning phases, many 
companies have been working with 
AI agents in private beta for some 
time. Some early adopters say it has 
helped reduce headcount, increase 
efficiency and significantly improve 
profit per employee. Yet companies 
are also taking the opportunity to 
continue deploying AI responsibly, 
aiming to ensure transparency, 
fairness and accountability. 

We believe we are in the early stages 
of a paradigm shift where AI will not 
only be an assistant that provides 
useful information, but one where AI 
agents can help complete tasks on 
our behalf—ushering in a new era of 
automation and productivity gains.

1	  Source: Salesforce, 04/24

Source: Voya Investment Management

Customer Service
and Support

• Autonomously 
resolve customer 
inquiries 24/7

• Smart agent 
profiling to blend a 
human touch with 
best practices

• Hyper 
personalization 
and precise 
customer feedback

• Intelligently 
manage 
omni-channel 
experiences and 
improve retention

Finance and 
Banking

• Better risk 
management and 
fraud detection

• Improved credit 
scoring, trading, 
and investment 
experiences

• Provide personal 
insights and 
custom solutions 
catered to 
client needs

• Proactively 
manage client 
requests

Health
Care

• Early detection, 
treatment, medical 
training, and 
research assistance

• Engage with 
patients, providers 
and payers to 
resolve inquiries 
quickly

• Find and book 
appointments on 
your behalf and 
provide visit 
summaries

• Protect patients’ 
identity and 
anlayse health 
history for the 
best benefits

Retail and 
E-commerce

• Personalized 
offers, marketing 
content, and 
recommendations

• Hands on 
experience with a 
personal shopper 
or assistant that 
does it all

• Seamless 
experience with 
purchases and 
customer service

• Unique campaign 
insights and trend 
reports from every 
interaction

https://www.salesforce.com/form/conf/conf-trends-of-ai/?leadcreated=true&redirect=true&sfuuid=1d92b23a-7384-4362-91b4-9f52e99a6b43&tid=dec0dbbb-5bf2-47d2-a7f8-313d3d45dc80&d=70130000000sUVq&nc=701ed000001Cc5oAAC
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Allianz Global Investors and Voya Investment Management entered into a long-term strategic partnership on 25 July 2022, upon which the investment 
team transferred to Voya Investment Management. This did not materially change the composition of the team, the investment philosophy nor the 
investment process. Management Company: Allianz Global Investors GmbH. Delegated Manager: Voya Investment Management Co. LLC (“Voya IM”).

The document is for use by qualified Institutional Investors (or Professional/Sophisticated/Qualified Investors as such term may apply in local 
jurisdictions).

This document or information contained or incorporated in this document have been prepared for informational purposes only without regard to the 
investment objectives, financial situation, or means of any particular person or entity. The details are not to be construed as a recommendation or an 
offer or invitation to trade any securities or collective investment schemes nor should any details form the basis of, or be relied upon in connection with, 
any contract or commitment on the part of any person to proceed with any transaction. 

Any form of publication, duplication, extraction, transmission and passing on of the contents of this document is impermissible and unauthorised. No 
account has been taken of any person’s investment objectives, financial situation or particular needs when preparing this content of this document.  The 
content of this document does not constitute an offer to buy or sell, or a solicitation or incitement of offer to buy or sell, any particular security, strategy, 
investment product or services nor does this constitute investment advice or recommendation.
 
The views and opinions expressed in this document or information contained or incorporated in this document, which are subject to change without 
notice, are those of Allianz Global Investors at the time of publication. While we believe that the information is correct at the date of this material, no 
warranty of representation is given to this effect and no responsibility can be accepted by us to any intermediaries or end users for any action taken on 
the basis of this information. Some of the information contained herein including any expression of opinion or forecast has been obtained from or is 
based on sources believed by us to be reliable as at the date it is made, but is not guaranteed and we do not warrant nor do we accept liability as to 
adequacy, accuracy, reliability or completeness of such information.  The information is given on the understanding that any person who acts upon it or 
otherwise changes his or her position in reliance thereon does so entirely at his or her own risk without liability on our part.  There is no guarantee that 
any investment strategies and processes discussed herein will be effective under all market conditions and investors should evaluate their ability to 
invest for a long-term based on their individual risk profile especially during periods of downturn in the market.

Investment involves risks, in particular, risks associated with investment in emerging and less developed markets. Any past performance, prediction, 
projection or forecast is not indicative of future performance.  Investors should not make any assumptions on the future on the basis of performance 
information in this document. The value of an investment and the income from it can fall as well as rise as a result of market and currency fluctuations 
and you may not get back the amount originally invested.

Investing in fixed income instruments (if applicable) may expose investors to various risks, including but not limited to creditworthiness, interest rate, 
liquidity and restricted flexibility risks. Changes to the economic environment and market conditions may affect these risks, resulting in an adverse 
effect to the value of the investment. During periods of rising nominal interest rates, the values of fixed income instruments (including short positions 
with respect to fixed income instruments) are generally expected to decline. Conversely, during periods of declining interest rates, the values are 
generally expected to rise. Liquidity risk may possibly delay or prevent account withdrawals or redemptions. 
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