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Abstract

cognigy.com

This eBook presents a strategic framework for transforming traditional
contact centers through the integration of Conversational and
Generative Al.

It explores how Al combined with market and consumer trends has
fundamentally changed the nature of customer service. It first highlights key
trends and challenges that undermine the prevailing human and phone centric
service strategy and quickly made it a legacy strategy built on outdated technical
architecture, tracking increasingly irrelevant KPIs.

Businesses must transition to an Al-first CX strategy which emphasizes
embracing interactions instead of deflecting them, proactive engagement

and outbound interactions, increased revenue generation and Al-powered,
human augmented processes. It discusses key areas such as unified customer
interactions, backend automation, knowledge integration and orchestration of
Al models.

Ultimately, this work serves as a guide for businesses aiming to build a scalable,
Al-powered contact center that meets the demands of modern customer
experience while ensuring sustainable growth and operational success.
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Key Takeaways

Contact centers are on the

frontline of the Al revolution. CX leaders must revisit existing Al
implementations as Generative Al
has transformed Al Agent features,
approaches, and architecture.

Al-first architecture comes with
tremendous cost and efficiency gains.

As Al handles more routine tasks,
the value of high-quality, meaningful
human interactions will increase.

Al should augment, not overshadow, .
your human agents.

Our Recommendations

perspective, focusing on new automation project.
automation, orchestration, and

Reevaluate your Customer Prioritize low-complexity, high-
Access Strategy from an Al-first volume use cases for your first Al
scaling opportunities.

your CAl platform to integrate compassion, listening, patience,
Generative Al, enhancing the and goal orientation rather than

Implement Conversational Al if Couple increased Al usage with
you haven't already, or leverage agent training that emphasizes
value of your CAl solution. rigid process adherence.

cognigy.com
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Introduction

A confluence of technology, labor, business, and
consumer trends is fundamentally changing
customer service and the strategy for success.
Meanwhile, extraordinary advances in artificial
intelligence have led to a profound shift not just

in technology but in the overall trajectory of how
we live, work, and communicate. Consider how

the 1990s internet of text-based websites and
dial-up modems snowballed into an irrevocably
transformed world of smart phones, social media,
connected devices, cyberwarfare, drones, Zoom,
and remote work. We're witnessing another line
being drawn today, separating our pre-Al past from
a future where Al is as omnipresent as electricity or
internet connectivity. Al will be a key differentiator
in the market, creating leaders who leverage its
potential.
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In Customer Experience, there is a danger of
simply purchasing new software to repeat existing
processes. This is like buying digital cameras

but continuing to print photos, missing the full
implications of the technology.

Today's concept of customer service and its
associated technology is still phone- and human-
centric, focused on deflecting and avoiding
interactions instead of embracing them. CCaa$S
may be cloud-based, but it's ultimately a new coat
of paint on the same old car, moving old ideas,
processes, and technology to a new location.

The future is Al-first Customer Experience.

From Human-first to Al-first Customer Experience

Human-first CX

Deflecting and containing
conversations

Inbound focused

Cost center

Human-powered, Al
augmented

Phone as the primary
channel

CCaas first

cognigy.com

Al-first CX

Embracing conversations

Pro-active engagement

Profit center

Al-First, human
augmented

Multimodal

Al-first
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After your transition period of incrementally putting Al Agents
in front, your contact center will look something like this:
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Al First Contact Center

Inbound & Qutbound Interactions
CEEROY
0E”AE " +Mom

Human-like, contextual
interactions

{

Business Systems
CRM | Case Mgmt. ITSM | Payments | Reservations | etc...

\\

CCaas &
Human Agents

i

Agent
Copilot

/

Customer service is undergoing a profound
transformation driven by converging trends:
breakthrough Al technology, a shift from goods
and services to experience-based competition,
rising customer expectations and interaction
volumes, labor shortages, and the merging of
CX software solutions. Together, these forces
lead to one undeniable conclusion: the Al-first

contact center.

cognigy.com

Now you know where we're
headed, but let's look at why and
how we got here in the first place
before we dive into the details of
Al-first CX.
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The Shifting Sands
of Tech & Markets

The Al Era aka Al that just Works

In the 1870s, the electric light bulb began
creeping out into the market3. In 1907, less
than 10% of all households in the U.S. had
electricity and yet by 1930 that number grew

to 70% (60 years after being invented)! It took
time for electricity to catch on, but it eventually
reached a tipping point that changed life forever.
Starting with basic lighting, it quickly sparked a
revolution in household appliances, from radios
and TVs to dishwashers and vacuum cleaners.

It even lowered insurance costs for businesses,
as lightbulbs were safer than oil and gas
alternatives. The electrification of factories led
to a complete redesign of operations, resulting
in exponential efficiency and productivity gains,
and kicking off a new era of global prosperity.
Electricity laid the foundation for all our modern
technology, from your light bulb to your iPhone,
and even those Boston Dynamics robot dogs.

It forever changed how people work and how
businesses operate. With Generative Al, artificial
intelligence has reached a similar tipping

point. Years of technological development

and research in Al have finally culminated in a
transformative shift that will divide markets into
winners and losers.

Source: 3 https://mrelectric.com/blog/the-history-of-
electricity-history-of-electricity-timeline
https://web.archive.org/web/20121012020452/http://www.
cato.org/pubs/pas/pa364.pdf

cognigy.com
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“Electricity enabled us
to do everything bigger,
better, faster, more
efficient and more
effective, but above

all, it created entirely
new opportunities that
previously didn't exist.
Artificial intelligence is
doing the same, at a
much faster pace.”
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The two forms of Al we'll focus on are Conversational Al and Generative Al.

Conversational Al;

This allows the Al Agent to engage in real-time dialogues\
with users. It understands user inputs, processes them,
and responds in a way that mimics human conversation.
Conversational Al is adept at understanding context,
managing multi-turn conversations, providing service
across multiple channels, even within the same
conversation, and providing relevant responses.
Critically, it is integrated into your backend systems

and can actually get things done, i.e. carry out service

\processes either partially or end-to-end. /

Generative Al:

While Conversational Al provides the business logic, \
structure, and guard rails, Generative Al produces
unique, contextually relevant content on the fly. It's

not limited to pre-programmed responses but can
generate answers, solutions, or even create content.
With Conversational Al being the first and only layer
the customer interacts with, it can curate responses
and use specific prompt templates to ensure consistent

\performance and maximize safety from the LLM. J

“Ignoring or delaying the adoption of this
technology is not an option for service
leaders as they may lose out on opportunities
to save costs and improve CX, agent
experience and operational efficiency.”

- Gartner

cognigy.com 9
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The Road to Now

In the early 2000s, Salesforce upended the business software
landscape with its novel cloud-based CRM, introducing the
world to cloud-based business software and the SaaS model.
Previously, businesses relied on on-premises software, which
sat on hardware physically located in the contact center. New
employees had to be physically present to perform their jobs
alongside the hardware.

CCaaS vendors quickly followed suit, bringing contact center
software to the cloud and declaring a revolution. While it

did offer many benefits, the approach still relied on the
same core concepts of telephony, routing, and a human-first
mindset.

In hindsight, CCaaS was more of an evolution, providing a
different cost model, greater scalability, and a sleeker user
interface. However, instead of addressing the challenges of
manually scaling service and the proliferation of channels, it
was ultimately just slapping a fresh coat of paint on an old car
and calling it new. It was a small step, in retrospect, towards
an entirely new customer service paradigm.

Meanwhile, customers weren't standing still. Channels were
multiplying, labor was becoming scarce, and something new
was on the horizon: Artificial Intelligence.

CCaas quickly became the central piece of the contact center
by default. At the time, the only real contact channels were
the phone, snail mail and email. Thus, as additional channels
and technology slowly appeared, such as live chat, they were
logically tacked on or integrated into the existing CCaaS
solution. As the pace of change increased, point solutions
multiplied. Early Artificial Intelligence came on the scene
slowly, offering basic language understanding and processing
as a means to simple automation or delivery of FAQs.
Therefore, it was no surprise that it long played a minor role
and was seen as an add-on. But to borrow from an old saying,
Al innovation happened slowly, and then all at once.

cognigy.com
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Early 2000s

Workforce Location

On shore, in the office

Workforce Type

Human

Infrastructure

On-Premises (PBX)

Channels

Phone | Mail

Al / Bots

None

Focus

Inbound Calls

Goals

Serve Customers

Concept

Human & Phone Centric
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Problem:
What got you Here Won’t get you There

Using new technology to mirror and perpetuate the status quo
is a trap decision-makers and organizations frequently fall into.
Sometimes an invention or technology is simply an incremental
improvement that doesn’t change the fundamental concept

or strategy around it. But some innovations shatter existing
paradigms, noticed only by early adopters while the rest cling
to previous habits, misinterpreting the change as merely
incremental.

Artificial intelligence doesn't just enable faster, more accurate,
and higher levels of automation in customer service. It means
the concept of a human-based, phone-centric, and reactive
service strategy is obsolete. It's like clinging to VHS in a
streaming world. Goals like increasing containment, reducing
handling time, and treating service as a reactive, non-revenue-
generating department are now moot.

A e s ] _ ‘ \

containment is irrelevant

cognigy.com 11
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The Strategic Pivot to Experience

Over the past decade, differentiation for many The strategic pivot towards CX means
companies and products has shifted from via completely reimagining traditional
goods and services to customer experience. reactive customer service:

Globalization and technology led to relatively
homogenous products and services across
industries in terms of both price and quality.
This means companies can no longer rely solely
on superior quality or lower prices. For many,
the focus has instead turned to CX, making
brand interactions personalized, contextual,
frictionless and something they want to share
on social media.

Inbound interactions are
treated as opportunities

to engage and build
relationships, not as incidents
or problems to deflect

Businesses have recognized that a superior
customer experience fosters loyalty,
encourages positive word-of-mouth, and

ultimately drives sustained growth. As a Interactions are channel-
result, significant investments are being agnostic, meaning the
made in technologies like Al-driven chatbots, customer has a consistent
comprehensive customer feedback systems, experience in and across
and personalized marketing initiatives. These all channels, able to switch
tools help companies not only meet but between them based on
exceed customer expectations and distinguish the requirements of the
themselves in an increasingly competitive interaction

market landscape. And did we mention it can (e.g. screen vs. no screen)

save significant sums of money?

Engagements and support
are personalized and
contextual to the individual
customer and issue at hand

As you reimagine your contact
center strategy, prioritize
solutions that make it easy

to provide proactive support,
self-service capabilities, and
will empower your live agents
to provide great experiences.

Proactive engagement
for support, sales and
marketing

cognigy.com 12
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Increasing customer expectations

Customer expectations have surged in recent years,
driven by never-ending advancements in consumer
technology and the rise of on-demand services. With
the seamless, personalized experiences offered by
companies like Amazon, Netflix and Uber, combined
with the fluid and effortless UX of an iPhone,
customers judge every interaction with you, based

on the convenience, speed, and personalization they
experience daily. Additionally, the global shift towards
digital-first engagement fueled by mobile devices and
social media has further raised the bar for companies,
just as they were getting their bearings.

(Qualified) Labor Shortages &
Rising Interaction Volumes

Contact center attrition has always been challenging,
and since 2022, it has surged to an average of 31%.
Some industries are seeing rates more than double
that. As companies struggle to retain staff—whose
replacement costs can reach double their salary—
the gap between company growth and interaction
volumes continues to widen.

Turnover Rates on the Rise

NiCE | COGNIGY

Consumers no longer just
consume. They advocate
and criticize with equal
power. And what they
choose to say about your
brand is largely defined
by how you care for them.

With many contact centers
barely able to maintain
current staffing levels,
they're falling further behind
demand. Augmenting their
workforce with Al agents is
no longer optional; it's the
only scalable solution.

Contact Center Turnover/Attrition Rates, 2017-2024 (projected)

45.0%
40.0%

38.1%

35.0%

20.0%
15.0%

10.0%

2017 2018 2019 2020 2021

cognigy.com

30.0% \ 0.5% /
28.8% 8.1%
25.0% /
aso— 5%

31.2%

Source:
Metrigy
Research
Corp.

2022 2023 2024
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Al Filling Gaps in Company Growth and Lack of Agents

Is Al filling the gap between company growth and
etween ind Age
oot rm::::]::"::“ g lack of agents to handle growth?

Agent growth

Source: Metrigy Research Corp.

For an unfiltered look at how the current and potential workforce feels about customer
service roles, check out Reddit's r/Talesfromcallcenters or YouTube personality PTPOP,
the “Call Center Survivor.” Just a heads-up—these aren't suitable for young audiences!

Old Solutions are not the way Forward

The core systems of contact centers—
CRM, CCaasS, Case Management, and
Knowledge Management— are now fully
digital and cloud-based. But, they have
shifted to become parts of a greater
whole, unified by Al which combines the
knowledge, capabilities and opportunities
of each.

CRM

With these key pillars in place and
brought together under the umbrella of
Al, we're witnessing the rise of something
entirely new.

Knowledge Case
Management Management

cognigy.com
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CCaaS Moves to the Passenger’s Seat

Simply put, CCaaS can no longer be the centerpiece or driving
force of the contact center.

It represents the final iteration of a human- and phone-
centric era that is now ending, struggling to survive through
acquisitions and attempts at expanding into adjacent
markets. The model remains so human-centric that even the
predominant billing method is based on the number of seats
per month, rather than the number of customer interactions.

CCaaS will continue to play a role in the future, but we must
recognize it for what it is designed to be, rather than the
temporary role it has filled.

The recent spree of acquisitions and feature expansions by
CCaaSs vendors (and the entry of companies like Salesforce
and Microsoft) underscores this point. Vendors are rapidly
adding adjacent solutions—such as KM, WFM, CAl, and CRM—
because CCaaSs alone no longer suffices; it's just one part of a
broader solution.

However, vendors that have spent decades focusing on a
single area may not offer mature, market-leading solutions in
other categories. Their R&D budgets are stretched across vast
legacy CX components and emerging technologies.

Al vendors, on the other hand, don't claim to provide cutting-
edge CRM or case management because they've spent years
honing their Al capabilities to become market leaders. CCaaS
vendors simply cannot deliver best-in-class functionality in
areas where they lack specialization, despite flashy marketing
claims.

NiCE | COGNIGY

The key is to recognize the strengths of each technology

and use them as part of a larger, coordinated strategy -

an orchestra conducted by Al.

cognigy.com
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When CX Takes a Backseat to Cost & Efficiency

While customer experience is certainly important, cost and efficiency often take center stage, as they
tend to align more closely with key business goals like KPIs and revenue targets. In many cases, these
operational factors are what drive business decisions.

This is not an excuse for doing just enough to get by or ignoring customer experience altogether, but
it should be clear that an Al-First Contact Center is not simply about CX, but a shift in the foundation
many strategies and organizations are built on. Yes, that means new opportunities to improve
customer experience, but the cost savings and efficiency gains will wow you just as much as the
service will wow customers. For example:

Fortune 100 insurer

20 M i I I i O n + Redl;c;nagv:i!;ngth Cutting the overall time
Calls per year are handled . 1)
1.5mins 27%

with an Al Agent

simply by automating the ID&V process

You'll understand they don't publicize internal financial numbers but
using an industry average Cost per Call between $3 and $5, even the
lower end translates to huge savings.

O

")

The efficiency gains create a flywheel effect, improving multiple KPIs at once. For example, automated
ID&V saves customers time, boosting CSAT, while reducing agent workload, increasing customer and
agent satisfaction, lowering turnover, and ultimately raising FCR and reducing repeat calls.

cognigy.com 16
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Case Studies

These additional cases across industries demonstrate the types of efficiency benefits you can reap with Al.

1¢ L¢ 3

Customer Service Average Handling Al Conversations
Lufthansa powers >16 Million Al Agents Times daily during
Conversations Yearly With { Peaks
Self-Service Al Agents

5+ 5% 8%

Al Agents Book service Of users love
ToyOt? enhizces C;:Stomelr on Chat and appointments the Al service
experience through seamless Phone directly with
self-service and proactive the Al Agent

Al-driven outreach

\

B MISTER SPEX

Mister Spex, a leading omnichannel

7 8 3

online optician, improved customer Caller verification Return label Seconds saved

service with Al Phone Agent, rate automation per call

automating routine inquiries and
optimizing parcel tracking

cognigy.com 17



Blueprint for an Al-First Contact Center

NiCE | COGNIGY

@humm-

Humm Group implemented virtual
assistant, to provide 24/7 support,
improving customer experience
and boosting agent satisfaction

0%

Issue
resolution rate

4%

Intent
recognition

5%

Decrease
in average

handling time

LiIPPERT

Lippert implemented Al Agents to
streamline customer support and
increase online sales.

cognigy.com

Al-firstisn't
CX It's an in
ItS OWN Suc

8

Reduction in
support costs

3

Containment rate

1

Automated

conversations

| per year

he next step in
nent that fuels
 through ROI.
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The Al-First Contact
Center Blueprint

\
i
tion
ts

‘ound eriences
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Hallmarks of an Al-First Contact Center

We took a brief look at Al-first architecture at the very beginning.

Now, let's dive into the details.

/

Ending the Channel Disconnect
with Unified Interactions.

As consumer trends and technology evolve, the
recent focus on individual channels has become
misplaced. It's not about a single channel that's
most important; rather, it's about creating a
single seamless experience across whichever
channels are necessary. In other words, you
need to be channel agnostic. Channels are
merely tools—like paper or digital platforms—
meant to facilitate communication and as with
any project, we often need more than one to
get the job done.

In an Al-first contact center, Al serves as a meta-
orchestrator, connecting interactions across
every channel. Whether a customer starts with

a website chat, phone call, or social media
message, Al ensures every interaction is unified,
consistent, and smooth. By understanding
context and intent, Al enables seamless
transitions, preventing customers from needing
to repeat information when switching between
channels. This does not mean the exact same
experience on every channel, but rather
appropriately leveraging the specific strengths
of each channel for the task at hand. A complex
edge-case may be better dealt with via voice

as it can be more quickly explained whereas
rebooking or comparing multiple options,
works better on a screen.

Persistent memory

Analytics encompass and follow all interactions

Unified administration & orchestration

Channel Agnostic Means

Cross-channel continuity

Every channel has the same backend integrations

cognigy.com
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Business System Orchestration

One of the primary features of an Al-first contact
center is unified experience orchestration across
channels and business systems. It's what enables Al
Agents to get things done, not just understand.

Traditionally, customer service solutions have
involved a mix of platforms and point solutions, each
with separate integrations for different channels.
Fragmented solutions deliver fragmented experiences
and worse yet, cannot be automated, which leads to
more repetitive, costly, manual work.

With Al front and center, everything integrates into

a unified Al layer, which handles your processes and
communication—both customer-facing and in the
backend. This Al-powered orchestration ensures every
interaction taps into all relevant data, processes, and
systems in real time. No more parallel integrations
that complicate your IT architecture—Al-first means
intelligent, real-time orchestration across the board.

/
\ ﬁ KNOWLEDGE
—— BASE INSIGHTS

Yes, It can be used for drilling
in wood with a maximum
Integrating enterprise knowledge is not diameter up to 68mm.
optional in an Al-first contact center because it
enables the Al to deliver consistent, accurate,
and context-rich interactions. Imagine a hotel
receptionist who can give you the room key,
but has no idea when breakfast is served or if
they even serve breakfast!

Knowledge Integration

Without full access to a company's data, Al
systems are limited to a set of pre-written
answers for customer requests. By integrating
your enterprise knowledge, Al can access
customer histories, product details, and
company policies, ensuring every interaction
is personalized and well-informed, regardless
of the channel or touchpoint. This takes you
beyond standardized FAQs, unwieldy PDFs,
multiple versions of a document and shoulder
taps.

cognigy.com
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By plugging in your knowledge and making it accessible to Al Agents, they not only help customers,
but can better help human agents during live interactions via Agent Copilot, automatically finding and
suggesting answers and solutions in natural language. That cuts time switching between systems,
searching and putting customers on hold.

Orchestration and Integration
of Al Multiple Models

While many consumers tend to conflate Al or
Generative Al with “ChatGPT,” each of the many
vendors offer a range of different models. Just a few ”
from OpenAl alone include GPT-40, GPT-40 mini, . *
GPT 3.5 turbo and DALLE which are designed for . ’\‘
different use cases and vary in speed and cost. As of -

writing, GPT-40 is 33x more expensive than GPT-40- A . i
mini for example, something to keep in mind when . :
choosing which model to use for tasks. Moreover,

there is a growing market of vendors providing v
foundational models, which serve as the underlying :
technology for Al experiences. This makes easy
model integration and orchestration a must-have
feature, even in the near future.

It's also important to remember that while many of
the current Generative Al models are text-focused,
there is already an increasing number of vendors
and models focused on multimedia formats such as
images, audio and video which have a range of uses
in customer service.

Thus, Al-first doesn't mean relying on just one Al
model—it involves orchestrating multiple forms of Al
based on task, strength and cost. You may have an
Al model which can understand, analyze and provide
feedback on customer-submitted images, such as in
a troubleshooting scenario. Another could generate
a custom video on the fly to show a customer how to
finish assembling something.

That's why an orchestration layer for Al itself is
critical to managing diverse and changing models,
ensuring the right one is applied at the right time.
Al-first orchestration ensures these models work
together, delivering a seamless customer experience
while leveraging the full power of and latest
innovations in Al —free from vendor lock-in.

cognigy.com 22
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/

Agent Lifecycle Management

Al Agent lifecycle management in an Al-first
contact center involves tools to efficiently build,
test, deploy, manage, and optimize Al Agents.
This includes low-code or no-code platforms
that enable business users to create Al Agents
without coding. Tools for testing, integrating, and
deploying Al Agents ensure smooth integration
across channels and with necessary backend
systems. Additionally, the lifecycle doesn’t

end with deployment—it requires continuous
performance monitoring and optimization,
allowing businesses to analyze each step in the
process and adapt to changing needs or even
discover new ones. Like human agents, Al Agents
benefit from ongoing review and training. The
market, your customers, and technology won't
stand still, and neither can your Al Agents.

CREATE

Al-Powered Personalization & Data-Driven Optimization

CUSTOMER
SENTIMENT:

Positive

Al-powered personalization allows contact
centers to deliver more tailored and efficient
customer experiences. By tapping into the
vast amount of customer and interaction
data—such as past interactions, call history,
wait times, and even sentiment analysis— Al
Agents know exactly who the customer is, why
they are reaching out, and how best to resolve

cognigy.com

their issue. This deep contextual understanding
enables Al agents to interact with relevance and
empathy instead of with canned responses or
inflexible processes.

Beyond just personalization, Al transforms
contact centers into learning organizations
through data-driven optimization. Every
interaction, from voice calls to chats, produces
a wealth of data that Al can analyze to identify
trends, bottlenecks, and opportunities for
improvement. This treasure trove of data
allows companies to make informed decisions,
streamline processes, and continually refine
customer interactions.

Whether it's optimizing KPIs like response
times, adjusting staffing levels, or predicting
future customer needs, Al helps uncovers
previously unknown and unknowable areas of
improvement which only grow as you unify all
your interaction management, channels and
systems into an overarching Al platform.

23
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From Reactive Support to
Proactive Service

The shift from reactive to proactive service is key
in an Al-first contact center. Instead of waiting
for customers to report issues, Al will anticipate
problems as well as opportunities and take
action across channels like WhatsApp, email,
and web chat.

Just a heads up. In 28 days
your credit card will expire.
Please update your billing
info for uniterrupted service.

This can take many forms such as reaching

out with friendly reminders when things like
subscriptions or cards are about to expire,
sending out vouchers or discounts, or following
up after meaningful events such as test driving a
car, making a large purchase or specific types of
interactions.

Another high value yet low complexity use case
is reconfirming reservations and appointments
in advance with the option to reschedule. This
proactive approach builds trust by solving
problems before they cause frustration.

By combining Al's predictive abilities with real-
time data, the contact center transforms into
a proactive service engine, reducing customer
effort, increasing satisfaction, and making
support a competitive advantage.

cognigy.com
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Cc Al

Agentic Al, sometimes called
Interactive Al, refers to artificial
intelligence systems capable of
independent problem solving from
understanding, to deciding and acting,
all without direct human intervention
or pre-defined programing.

The goal of Agentic Al is to enable
systems to act on their own, within a
broad set of parameters. Unlike today
where you need to identify problems,
build flows and model the process to
follow, Agentic Al makes that moot.

While fully autonomous Al in the
contact center is not yet here, Cognigy
is actively researching and developing
aspects of this technology for the
future of self-service.

By adopting a smart
Al-first strategy,
businesses ensure
they are prepared
for a seamless
transition to a future
where Agentic Al
plays a central role

in automation and
customer experience.

24
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-

The Role of Human Agents

In the Al-first contact center, humans will play a
pivotal role, even more so than in the past where
they were focused and judged on performing
low-value repetitive tasks. Their responsibilities
will shift to more complex and critical tasks, to
edge case or to high value customers or high value
interactions (such relating to a purchase over a
specific amount). As Al systems handle nearly

all of tier 1 requests, agents will be called upon

to resolve intricate issues that require empathy,
problem-solving, and deep product knowledge
that requires reasoning and reading between the
lines. After all, in a stressful situation or crisis,
even the right words of reassurance ring hollow
when coming from a machine. Understanding,
identifying and routing interactions to humans will
become more important than ever.

Human to human interactions will likely involve
escalations where customers have more complex
needs, or where Al-driven solutions fall short.

This new role will emphasize agents as customer
advocates who must navigate the most challenging
issues to deliver resolutions. This means tech-
savvy and solution-oriented agents focused on
outcome, not on processes, scripts and guidelines
and who are comfortable and capable of handling
unique issues.

The rise of Al however means a shift in
agent roles. Humans will collaborate
with Al, utilizing insights generated by Al
tools to enhance their decision-making
and improve customer satisfaction. In
addition, some will move into “Al Agent
Management"” roles reviewing Al Agent
performance, processes and KPlIs,
ensuring they perform consistently and

improve over time.

To succeed, businesses must invest in
agent training, ensuring that agents are
comfortable with new Al-driven tools and
are prepared to navigate more complex,
emotionally charged, and personalized
customer interactions.
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The Journey to Al-First

Take |nventory of your Tech While legacy existing infrastructure is not a
roadblock to introducing Al, technical debt can

introduce several challenges that can limit Al's

As legacy systems age and technology advances, potential down the road such as:

companies accumulate technical debt—not due
to their behavior or failure, but because of the
speed of change. The faster technology evolves,
the faster existing systems fall behind. Luckily,
the Al-first contact center creates a more agile
environment with room for both old and new
systems.

Systems unable to
keep up with required
performance speeds

The customer-facing Al layer with its open \
architecture enables you to connect a mix of

modern and legacy systems, both cloud-based Decreasing vendor

and on-premises. In;tead of Wrestllrjg with a support or deprecation

rat's nest of integrations between different
systems, everything connects “upwards” with /
the Al layer and Agents will be able to access

everything they need, grab data from different

systems and use it where necessary. To put Limited integration

a fun spin on it, consider Al your Statue of due to not all features
Liberty asking, “Give me your tired, your poor, accessible via API

your huddled legacy systems yearning to be

integrated.”

M\ Case Study

One enterprise customer was hit by a massive weather event, creating a crushing load of
inquiries directed at customer service. While Cognigy handled thousands of concurrent
sessions, incoming calls, and chats per minute, one of their most critical legacy internal
systems was overrun with requests and failed. This left the Al Agents empty-handed,
experiencing timeout after timeout. Even the best Al and orchestration are only as
strong as the weakest link!
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In short, take inventory of your systems and
their capabilities so you can best plan for
potential limitations and ensure they align
with your Al adoption roadmap.

By understanding the constraints of your
legacy systems, you can prioritize upgrades or
workarounds that allow the Al to perform at
its full potential.

Safeguarding Success with the
Right Architecture

Until now, the unspoken assumption was “CCaas in front.” In other words, your CCaaS (or on-prem)
solution should be the top-most and customer-facing layer of software that catches all incoming
inquiries across all channels. However, as new channels became popular, a variety of point solutions

or hasty CCaa$S add-ons were built to plug the gaps.

The Enterprise stack is too diverse to harness the power of Al efficiently
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Technology,

consumer behavior,
and markets have
moved us well
beyond traditional
contact center
boundaries.

Legacy Contact Center

Reactive Manual processes
Voice Messaging / chat
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Business Systems

CRM | Case Mgmt.
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CCaas is slowly shifting from the forefront because
today's customers demand seamless, personalized,
multimodal experiences that CCaaS was neither built to
deliver nor capable of providing.

Instead, a Conversational Al platform should take

the lead, enabling instant, automated, intelligent
interactions that can handle customer inquiries across
every voice and digital channel. Don't let the name
confuse you—Conversational Al isn't just Al; it also
includes the powerful automation and orchestration
engine beneath it.

The Al understands what to do, the orchestration
engine knows how, and together they get it done.

Al-First Contact Center
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Al Routing | Al Service Reps | Al Sales Agents

l_. L
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This allows CCaaS to focus on managing traditional, human-agent interactions while Al-driven tools

handle repetitive, high-volume tasks.

cognigy.com
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Conclusion

As we step into a new era of customer experience, it's clear the
future belongs to those who embrace an Al-first strategy. The
Al revolution isn't just about improving existing processes—it's
about reimagining possibilities and opportunities in customer
service. Enterprises that dive into this Al-driven future will be
better equipped to handle growing customer demands, rising
interaction volumes, and the need for more personalized,
efficient service.

In this Al-first world, the winners will be those bold enough
to rethink their approach and leverage Al as a foundational
element of their contact centers. Those who delay may find
themselves left behind.

Additional Reading:

Customer Access Strategy

RFI Template for Al in the Contact Center

cognigy.com
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