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Introduction

Stephen Drew — Chief AI Officer and Head of Product Management, RNL 
20 years of experience leading the development and support of machine learning 
and conversational AI systems. Former VP of AI @ Five9, VP of AI @Uniphore, Global Head 
of Contact Center Technology @ Cigna. Doctorate, Applied AI, DePaul.

SoHye Park — Applied AI Scientist, RNL
5 years of experience in data science, data analytics, and linguistics research. MA in Applied 
Linguistics from Ewha University, MS in Quantitative Methodology from University of 
Maryland, Ph.D. candidate in Applied Linguistics at University of Maryland.
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“All models are wrong.  
Some are useful.”

- George Box
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“All models are beautiful.
Some are smart.”

- Derek Zoolander
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Responsible AI

Balancing innovation and responsibility

Formalize the AI use case intake 
process with defined requirements, 
including managing compliance and 
risks.

Recognition of the unpredictability and 
difficulty in explaining outcomes from 
neural network-based models such 
as large language models and 
computer vision systems.

AI governance and risk management 
framework, tooling, and transparency 
reporting for RNL and our clients.

Innovation

Exploration of generative AI models’ 
integration with existing structured and 
unstructured data sources.

Leveraging modern AI models and 
knowledge systems to drive intelligent 
conversations, distill information 
quickly, and uncover valuable insights 
from data.

Controlled releases of innovative new 
products and services that build on 
the consulting expertise and predictive 
analytics capabilities of RNL.
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Avoid cracking walnuts with sledgehammers

Let’s use 
Gen AI for 

that!
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The Problem with Large Language Models
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“ On the Dangers of Stochastic Parrots: Can Language Models Be Too Big? 
”

! They are trained on what is primarily white/euro-centric text.

! They are ”stochastic parrots” (i.e., known for haphazardly stitching together sequences of linguistic forms 
… according to probabilistic information about how they combine, but without any reference to meaning.”)

! Therefore, in many cases they can be biased (based on their underlying training data) and incorrect 
(based on their actual abilities). 
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AI Hallucinations are not surprising
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• Establish a process & implement tooling for managing AI use case evaluation, risk management, and governance 
and adhere to standards such as NIST (https://www.nist.gov/itl/ai-risk-management-framework)

• Establish a cross-functional AI council, train all employees on responsible AI

• Separate initial experimentation/evaluation of use case from engineering function

Remedies for unintentional bias/harm in AI applications
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Initial Remedies for Hallucinations

Adjust the system

Augment
Relevant data

Prompt 
Engineering

Fine
Tuning

Feed extra data 
source

Write a better query

Not perfect but a good start
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An Alternative: RNL Answers
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RNL Compass
Available Now

RNL Insights
Available Now

RNL Answers
Available August 2024

RNL AI Governance
Coming in September 2024

Self-Service 
Predictive Analytics 

Coming in 2025

Introducing RNL Edge Portfolio
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RNL Compass

AI @ RNL for 2024
RNL AI solutions leverage both private local language models augmented with contextually 
relevant data along with selective use of commercial language models. We guarantee complete 
privacy and security of client-provided data.

RNL Answers (August 2024)

RNL Insights

Multi-modal Conversational Assistants for enrollment, 
student success, and fundraising.

A private and secure ChatGPT-like experience for RNL clients and 
generative AI features for RNL SaaS platforms.

A conversational interface (digital analyst) using client data (CRM, SIS, etc.) 
and RNL-generated data to produce strategic insights.
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RNL
Answers
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Retrieval Augmented Generation (RAG)

Unstructured
Docs about the 
program, past 
marketing pieces, 
etc.

“Write a short blog post
highlighting the benefits 
of the Doctor of Nursing program"

Prompt

Response
“Lorem ipsum dolor sit amet, consectetur adipiscing elit, 
sed do eiusmod tempor incididunt ut labore et dolore 
magna aliqua”

Vector 
Database

Combined Results
= prompt
+ search results
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Retrieval Augmented Generation (RAG)

Request

Vector 
Database

Knowledge 
Graph

Combined 
Results    

   Response

Institutional Knowledge
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Use Cases & Demo
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Generated Models
Augmented with Institutional Knowledge

Academic Support/Advising Brainstorming Content Creation Content Evaluation

Content generation, 
evaluation and 
brainstorming based on
• Catalog search
• Policy search 
• HR document search

• Emails 
• Reports
• Landing pages
• Blog posts
• Social media content
• SEO keyword blueprints
• Re-purposing existing 

content
• Headlines & captions

• Marketing ideas
• Outreach strategies
• Brand positioning
• Key benefits
• Best practices

• Summary
• Writing assistant
• Essay evaluation
• Resume evaluation
• Transcript 

evaluation
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Q&A



RNL   24

Thank you
Stephen Drew – Chief AI Officer

SoHye Park – Applied AI Scientist
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