


1. MobilePay should be simple, right? 

2. What are our results so far?

3. How did we start and scale?  

4. What have we learned going all in on GenAI? 🥸

5. What is left to reach our goals? 



Hej☺

https://www.linkedin.com/in/viktoria-huseby/
https://www.linkedin.com/in/mcthuesen/
https://www.linkedin.com/in/mike-malmberg-80119ab3
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MobilePay is more 
than sending money 
between friends in 
Denmark?





F.eks. halluzination guardrail or jailbreak guardrail



12+ million
users

4,6 million Danes

540,000+
shops & web shops

137.000 Danish merchants

1,3 billion 
transactions

570 m trx in DK in 2024

Simplifying commerce and
payments across the Nordics
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Brugere

Send penge

Saml penge ind

Pengegaver

Del udgifter

Ønskeliste
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Virksomheder

Online betaling

→ Checkout

→ Integreret betaling

→ Login

→ Regninger og faste betalinger

→ Betalingslink

Fysisk betaling

→ Valgfrit beløb

→ Indkøbskurv

→ Donationer (enkelte og faste)

→ Mobilt kassesystem

→ Kasseintegration

→ Tap-to-pay (lanceres til sommer)
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Total time spent on support by our human agents

January February March April

18 % Reduction

vipps.no

mobilepay.dk
mobilepay.fi



This is not a cost exercise!

January February March April

Agent time spent on income activities



Is 18% total reduction a 
good result?



Activity
Brand Index 
App Reviews
CSAT
     Feedback             



We are only live on 
chat!

5%

65%

30%

Email

Phone

Chat



With no 
personalization, 
we like our 
automation rates

6%

55%

35%

4%

Unsolved

Automated

Escalated 

to human

Irrelevant
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One CS Org Signed with 
boost.ai

Live on 
vipps.no

Live on
mobilepay.dk
mobilepay.fi

Build or Buy
Integration & 
Foundation

Market Specifics
In App, Merchant Portal, 
Personalization, Voice , … 

June 24 Oct 24 Dec 24 Feb 25

AI
Improvements

2026Apr 25

Kundeservice & 
Kundeoplevelser

How did we start and scale?





Why go with a partner?

✓ Mature off the shelf products

✓ Very very simple to manage by non-tech persons 

✓ Opportunity cost if built ourselves as we would need
o Data scientists 
o Azure engineers
o Product engineers

✓ There is a mature setup for
o Security
o Privacy
o Compliance

Why build ourselves?

o When our needs are different from other companies

✓ When building it gives valuable experience usable elsewhere

✓ When there are mature and easy to use open-source 
components 

o When there are no mature solutions on the market

o When it is rather trivial to do well

o When we have experience building something similar

We decided it was best for us to partner with a mature vendor

Build or Buy



1. Ease of use

2. Nordic

3. Responsive

4. Scalable

5. Compliance

We partnered with boost.ai with no regrets



Best thing? We haven’t had to use our own developers!
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Time to market



Just point LLM to existing knowledge



Personalized
User Experience



GenAI uses context from 
your question in the
answer



Security and 
Compliance





Knock on wood, we haven’t had issues



There is no such 
thing as a free lunch



vs.

It needs work to be great
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MobilePay Login in Chat and Voice

Talkmore and Telenor NO has reduced the
average time spent per customer with
+20seconds after implementing Vipps 
Login on phone calls

ONE solution 
across the 
Nordics!

Get Verified Data:

• Full name

• Email

• Address

• Birthdate

• SSN

• Phone Pumber



Better App 
Integration

Do you have experience with any of this? Let’s talk! 

Personalized help for 
our merchants

Automation on 
phone calls
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