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• reflect and mimic the logical functions performed by human 
workers, making it a gradual (step-wise) and distributed 
approach possible for replacing or augmenting the human 
workers, and benefit from reusing existing infrastructure.

• ensure appropriate transfer or escalation of tasks from virtual 
assistant to human worker, where the virtual assistant cannot 
effectively resolve the user’s intent or the required actions.

• keep user interfacing, interaction logic separated from the 
functional logic, to better prepare for future changes and 
extensions to the range of interfaces (e.g. voice assistants).

• keep functional business logic separate from conversation 

logic and rely on configured data (knowledge base) and 
interfaced services (e.g. NDF), to maintain content agnostic.

• have appropriate support processes and tools in place for 
developing and maintaining the information (knowledge) 
content of the solution.

• allow for exploratory discovery work, in areas where the 
technologies are maturing, and ensure that sustainable and 
valuable findings are continuously incorporated and 
consolidate into the master architecture, prior to scaling the 
implementation.
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Target Architecture Virtual Assistants

Design Principles for Virtual Assistants
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AI Supported Conversational UI

Conceptual Target Architecture
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Interaction Logic

Bot Utilities

Front-end User Interface

Nordea API

Conversation 
Services

Front-End User Interface (UI)
• Implementation specific to context where chatbot is placed
• Integrates to the routing engine as a chat window
• Concerned with displaying the chat in a way that makes sense for the 

context

Analytics and Reporting
• Usage
• Performance

Bot Service Coordinator

Conversation Services
• Training of Bot
• Turn text into intents
• Conversation-related analytics

Bot Service Coordinator
• Relays messages between 

utilities and conversation 
engine

Interaction Logic
• Routing
• Session management
• Conversation recording
• Archiving

Bot Utilities
• Extension via 

Software
• Invocation of 

Nordea APIs

• Nordea Virtual Assistant (NoVA) is a conversational 
interaction framework combined with actionable 
banking service.

• Various virtual assistant (chatbot) technologies 
have been explored and utilised for offloading case 
volumes from manual servicing.

• The target architecture enable Nordea to source 
generally available and generic functionality, and 
free up competence in-house to develop on 
strategically important differentiating solutions.

• To enable scale and reduce risk, experts will 
develop conversations (“fine tune”).
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Figure 1: Generative AI Deployment Approaches

Source:
How to Choose an Approach
for Deploying Generative AI
7 July 2023 - ID G00794559

https://www.gartner.com/document/4507999?ref=doc-SummaryPPT
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AI will augment (not replace) Software development
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Figure 2: Comparison of Generative AI 

Deployment Approaches

Source:
How to Choose an Approach
for Deploying Generative AI
7 July 2023 - ID G00794559

https://www.gartner.com/document/4507999?ref=doc-SummaryPPT
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