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Customer Service WHAT'S IMPORTANT

Organizations are moving beyond basic interaction management toward Organizations are shifting fromdbaSic
orchestrating end-to-end workflows using Al technologies. This transition s | "teraction management to Al-driven

. . . . . orchestration of end-to-end workflows to
driven by the growing complexity and volume of customer interactions, handle increasing complexity and volume in

prompting the adoption of Al-powered tools such as intelligent agents, customer interactions. By coordinating
copilots, and automation platforms that support both front- and back- intelligent agents, copilots, and automation
office functions. Al orchestration enables the coordination of multiple tools across front- and back-office functions,

Al is streamlining operations and
transforming the customer service
landscape.

models and services to streamline workflows, automate repetitive tasks,
and improve resource allocation. This move toward automation is
fundamentally changing customer service. More than a third of enterprise
organizations believe customer engagement, experience, and support will emerge as a critical area of generative Al
disruption for their competitive positioning (source: IDC's Future Enterprise Resiliency and Spending Survey, Wave 10,
October 2024). The CX advantage is becoming an increasingly important differentiator in modern markets. Companies
that excel in this area are poised to outperform their competitors in revenue growth and customer retention.

The integration of Al-powered assistants enhances efficiency, reduces resolution times, and improves customer
satisfaction by ensuring autonomous handling of routine queries while intelligently routing complex issues to human
experts, creating a blended workforce that operates cohesively across organizational boundaries. This human-Al
collaboration boosts operational efficiency and drives innovation in service delivery, making customer support more
proactive, scalable, and aligned with evolving business goals.

To support this transition, many organizations are adopting unified platforms that centralize data, intelligence, and
workflows. These platforms provide the foundation for deploying Al at scale and maximizing its value, enabling more
consistent outcomes, faster time to benefit, and greater adaptability across service organizations.

Human-Al Collaboration for Hybrid Workforces

Agentic Al is reshaping CX operations by creating dynamic, bidirectional learning ecosystems between humans and
machines. Agentic Al uses contextual understanding and reasoning to interpret intent, assess situations, and make
informed decisions. This allows it to move beyond passive responses and autonomously take meaningful actions to
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resolve tasks or advance objectives. These systems analyze real-time customer data and agent performance to generate
insights that inform automated processes and human decision-making. For example, Al agents in CRM systems use
interaction analysis to detect skill gaps among support staff, automatically curating personalized training materials and
addressing deficiencies while refining their algorithms based on human feedback and outcomes. This mutual adaptation
enables continuous improvement cycles where Al becomes more context aware and human agents develop higher-
value competencies such as emotional intelligence and complex problem-solving.

The bidirectional flow extends to customer interactions through Al systems that predict issues before they escalate while
capturing customer sentiment data to refine future responses. This is one reason why implementing Al systems easily,
with real-time observability, is critical to their success. When Al solutions are straightforward to deploy and manage,
organizations can accelerate time to value, turning innovation into impact faster. Agility allows these systems to evolve
alongside shifting market conditions, emerging technologies, and new customer expectations without requiring major
overhauls. This flexibility protects IT investments, reduces operational costs, and ensures Al continues to deliver relevant
insights and outcomes.

Al Orchestration

Al orchestration dynamically combines foundational and domain-specific models by using a central orchestrator to route
tasks based on real-time context, such as user intent, data type, or operational constraints. Leveraging Al models to
address vertical-specific needs can optimize outcomes across various service scenarios. Some examples of how
orchestration can work across industry-specific service scenarios are as follows:

» Context-aware routing: The orchestrator evaluates inputs (e.g., customer queries, sensor data) and selects the
most suitable model for the task. For example:

m Aretail chatbot uses a foundational LLM for general language understanding but switches to a domain-
specific model trained on product catalogs for inventory queries.

m In healthcare, a diagnostic system might combine a foundational model for symptom analysis with a
domain-specific model fine-tuned on medical imaging data.

» Multiagent collaboration: Orchestration platforms deploy specialized agents to handle subtasks. For instance:

m Afinancial fraud detection system uses a foundational model to flag anomalies and routes suspicious
cases to a domain-specific model with training on transaction patterns.

m Logistic workflows pair a general-purpose LLM for customer communication with a domain-specific
auto-regressive model to optimize delivery routes under stringent constraints, such as deadlines.

» Continuous feedback loops: Orchestrators update model usage based on performance metrics. For example:

m Ride-sharing platforms adjust pricing models in real time using demand predictions from a domain-
specific model, while a foundational LLM handles rider or driver communications.

m Retailers dynamically balance inventory management (domain-specific supply chain model) with
personalized recommendations (foundational LLM) based on shifting purchase trends.

Purpose-built Al delivers out-of-the-box value by directly addressing the needs of specific industries through
specialization, tailored functionality, and rapid deployment. Unlike generic Al solutions, purpose-built Al solutions possess
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deep domain knowledge, enabling them to understand the intricate workflows, terminology, and regulatory
requirements unique to each vertical. In addition, purpose-built Al solutions are typically smaller and more agile, enabling
quicker implementation and faster realization of benefits. They often come with preconfigured integrations tailored to
industry-standard systems, which simplifies deployment and reduces technical overhead. Importantly, these Al systems
can incorporate regulatory compliance into their design, helping businesses navigate strict data privacy, auditing, and
reporting requirements. Moreover, vertical Al improves customer engagement by leveraging industry-specific insights to
personalize interactions and accelerate response times.

Unified Data Layer and Governance for Al

A unified data layer is essential for delivering consistent and relevant Al-driven CX. By consolidating and turning data from
interactions, transactions, behaviors, and organization-specific knowledge into a unified model, organizations can
eliminate data silos and ensure every customer touch point has complete, relevant, and up-to-date context information.
For example, a patient discussing medication side effects via a telehealth conversational Al bot can later call their provider
without re-explaining symptoms, as the Al securely shares relevant context from prior conversations, EHR data, and
prescription history with the care team to provide more accurate responses. This unified approach allows organizations
to personalize engagement and resolve issues more efficiently, as Al can draw on a broad range of data to inform its
actions.

Effective governance ensures that all Al-driven processes comply with relevant regulations and internal policies,
protecting sensitive customer data and maintaining operational integrity. Dynamic governance frameworks allow
organizations to adapt quickly to changing legal requirements and industry standards, reducing the risk of
noncompliance. Transparent governance builds trust with customers and employees by making Al decision-making
explainable and auditable. With clear oversight, organizations can detect and address potential biases or errors in training
data and Al outputs, ensuring that automated workflows, Al reasoning, and decisions remain fair, ethical, and reliable.
This combination of unified data and robust governance is crucial for organizations seeking to leverage Al at scale across
various CX use cases without compromising control or accountability.

Measuring ROI Through Data-Driven Insights and Observability

To justify investment in Al-driven automation, organizations must be able to measure its impact on key business metrics.
This includes tracking the percentage of customer issues that Al resolves without human intervention, the rate of
proactive problem resolution before customers reach out, and customer effort scores that reflect how easily customers
can meet their needs. Monitoring costs per outcome is essential, as it reveals whether automation is delivering the
expected efficiency gains. By tying these metrics to CX and companywide goals, organizations ensure Al is a technology
investment and a driver of real business impact. When Al investments and ROl measurement are focused and aligned, it
becomes proof that CX automation is moving the needle where it matters most.

Observability plays a critical role in this process by providing real-time visibility into CCaaS systems, workflows, and
outcomes spanning channels, Al agents, and humans to identify bottlenecks and manual steps, correlate system latency
with customer frustrations, or determine how Al-driven routing errors impact resolution rates. As Al handles more
interactions, observability is critical to monitor data drift, Al agent drift, and decision drift and retrain models. Moreover,
observability is about seeing and understanding every layer of an organization's CX, reacting to problems, anticipating
problems, optimizing workflows and Al agents, and delivering service that sets the CX apart consistently.
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Benefits

Al-driven automation offers numerous benefits for enhancing customer service, transforming how businesses interact
with and support their customers. Some key benefits are:

» Increases efficiency and quality and ensures faster response times across channels: Al improves resolution speed
by instantly handling routine inquiries and guiding human agents with relevant insights, reducing wait and average
handling times. It enhances quality and consistency across channels by centralizing customer data, standardizing
responses in the company's tone, and delivering personalized omni-channel support 24 x 7, ensuring seamless
service regardless of the communication channel.

» Automates complex service workflows: Al-driven automation handles complex workflows by orchestrating
multiple technologies, such as natural language processing (NLP), machine learning, robotic process automation,
and decision engines, to handle multistep tasks that extend beyond basic FAQs or routing. This helps reduce
human workload and operational costs.

» Enhances employee skills and productivity: While Al handles routine, manual tasks and provides real-time
guidance, employees can focus on complex issues and resolve them more efficiently. Al-driven automation
provides continuous upskilling through performance analytics, personalized coaching, and faster onboarding
support.

» Ensures accountability through governance, observability, and trust: Al is held accountable through governance
frameworks that enforce ethical use, data privacy, and compliance standards. Observability tools provide real-time
monitoring and traceability of Al decisions, enabling transparent operations and quick issue resolution. These
capabilities foster trust by ensuring Al actions are explainable, auditable, and aligned with organizational values.

» Enables rapid value through domain specificity and enterprise-grade architecture: Al-driven automation that
leverages domain-specific models trained on industry-relevant data enables precise understanding of specialized
terminology and operational constraints, leading to highly accurate and context-aware responses. Combined with
enterprise-grade architecture featuring intelligent reasoning engines, these systems decompose complex requests
into manageable tasks that specialized Al agents can handle. This approach delivers rapid value through faster
deployment, continuous optimization, lower training costs, and improved operational excellence tailored to
specific enterprise needs.

Trends

Shift from Interaction Handling to Outcome Automation

Contact center technology is moving beyond simply managing customer interactions to fully automating the resolution of
customer needs using Al agents. Instead of routing calls or answering questions from a knowledge base, Al systems now
handle entire end-to-end requests without human intervention. With the shift toward automated resolutions with
minimal or no friction, organizations will demand new metrics around Al effectiveness, human-Al collaboration, proactive
resolutions, and a personalization index. Al-led automation will generate renewed interest in outcome-based pricing
models to ensure customers pay only for successful, verifiable results, such as autonomously resolved customer issues
using Al agents.
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Increased Use of Proactive Al Outreach to Customers

Organizations are no longer waiting for customers to reach out with problems; instead, they are using Al systems to
anticipate needs and contact customers before issues arise. This includes offering support for recent purchases that are
likely to have problems or suggesting relevant products based on customer behavior. With organizations constantly
battling to earn customer trust and ensure that customer issues do not drag on operating margins, proactive Al-based
outreach helps prevent dissatisfaction and fosters stronger relationships. Investments in real-time event streams, Al
models, and Al agents, along with an orchestration layer to drive personalized actions, will be critical.

Movement Toward a Unified CX Platform

The industry is moving away from offering piecemeal contact center solutions that address only specific tasks or use
cases toward a unified platform that manages the entire CX. The collective set of drivers, including the sharing of data for
Al model building and analytics; eliminating the loss of context across tools, channels, and modalities; and enforcing Al
model governance in a single place, is driving the need for a unified approach. This trend will force RFPs to prioritize data
layer, architectural openness, APIs, and orchestration capabilities in addition to traditional CCaaS capabilities.

Al as a C-Suite Strategy Rather than Just an Innovation Bet

Al in the contact center has moved beyond sandboxes and become a core part of business strategy, with direct
involvement from executive leadership. According to IDC's 2025 CEO Survey, 39% of CEOs expect improving CX as one of
their top overall business priorities. Hence decisions about Al deployment in customer service will increasingly relate to
broader business objectives, such as customer satisfaction, operational efficiency, and revenue growth. This shift means
senior leaders are demanding clear outcomes, value, and accountability from Al investments and deployments. Hence CX
and contact center leaders must speak the language of enterprise value, not Al pilot metrics, and link Al outcomes to
business objectives.

Challenges in Al-Driven Customer Automation

CX leaders face mounting complexity as they strive to deliver consistent, efficient, and personalized service across digital
and voice channels. Challenges include the following:

» Managing the shift to complex interactions: The bar for agent skills, training, and contextual transfer is rising as
more complex issues emerge across channels. This requires agents to possess expertise, augmentation tools, and
revised performance metrics.

»  Orchestrating fragmented workflows: Traditional contact center solutions focus on isolated interactions rather
than the full customer journey. There is an acute need to automate entire workflows from initial contact through
fulfillment by integrating human and Al agents, knowledge, enterprise, and third-party systems.

» Maintaining human touch: Customers expect empathetic and personalized interactions, which Al can struggle to
provide. Over-automation and inflexible Al agents risk alienating customers by making interactions feel impersonal
or robotic. As Al adoption increases, organizations are also challenged with workforce transition and change
management issues.
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» Data privacy and security concerns: Handling sensitive customer data securely is paramount. Al systems can be
vulnerable to data breaches or malicious attacks, risking customer trust and regulatory penalties. Compliance with
global laws, such as the EU Al Act and data protection bills, adds complexity and cost.

» Bias and accuracy issues: Al algorithms can exhibit bias or provide inaccurate or irrelevant responses, damaging
customer satisfaction and brand reputation. Deficient NLP can hinder the processing of complex queries, requiring
effective escalation mechanisms to human agents.

Considering NICE

NICE is a global company offering a comprehensive cloud-native platform that integrates advanced Al, automation, and
workforce management to help transform contact centers and customer service opportunities. NICE was founded in
1986 and has its global headquarters in Hoboken, New Jersey, with offices located around the world.

NICE's core offering is the company's unified open cloud Al platform called CXone Mpower, which manages 100% of
customer interactions across voice, digital, and Al-driven channels. This platform orchestrates complex customer
journeys with Al-powered automation, conversational Al, chatbots, and omni-channel routing.

NICE serves diverse industries, including financial services, telecommunications, healthcare, retail, media, travel, and
utilities. Its solutions support large enterprises and small and medium-sized businesses, helping them drive revenue
growth, improve operational efficiency, and enhance customer loyalty through digital transformation and Al-powered
customer service automation.

Challenges

The CCaaS market is experiencing intense competition as vendors rapidly introduce Al capabilities, making it increasingly
challenging for any one provider to stand out. As conversational Al, generative Al, and agentic Al become common across
the industry, organizations often find it difficult to distinguish between different solutions. This dynamic is further
complicated by similar messaging from vendors about the potential and value of their Al, which can make it harder for
customers to identify unique benefits. As a result, feature parity and similar ROI claims can sometimes slow decision-
making and extend sales cycles, even for platforms like NICE CXone Mpower that are making investments in Al.

Many organizations continue to encounter challenges related to integration complexities and technical debt as they
modernize their contact center. Integrating Al-powered CCaaS platforms with on-premises, cloud, and back-end systems
often requires customizations and planning to address technical complexities. These efforts can sometimes lead to
inconsistent dataflows and added operational overhead, slowing down CX transformation initiatives. While platforms like
NICE CXone Mpower are designed to help organizations unlock the value of Al, integration complexities can impact the
speed and ease with which customers realize their full potential.
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Conclusion

IDC beli hat the fi f ice is bei fi .
C believes that the future o cus’Fomer serwa_e is being redefined by autono.rTmous capa ble of resolvi ng end-

Al systems capable of end-to-end issue resolution. Such systems have the ability to i

transform workflows, reduce operational friction, and deliver measurable CX to_en_d .'SSUGS are

outcomes. redefining the future of

customer service,

Autonomous Al systems

Al agents combine contextual understanding, reasoning, decision-making, and )
actions. These capabilities enable customer service organizations to move beyond L@ nsforming workflows,
traditional inbound customer service into proactive, automated resolution reducing operational
workflows and effectively blend intelligent automation with skilled human agents icti iver
where required. IDC believes that to realize the full potential of Al-driven fl’lCtIOﬂ, and gefiverl "G
automation, CX organizations will have to unify data layers; manage workforce
transitions; govern data and Al agents for bias, misuse, risks, and unexpected
outcomes; and, most importantly, measure performance metrics directly tied to business outcomes. For CX leaders, the
mandate is to adopt Al and successfully leverage it to deliver proactive experiences that meet rising customer
expectations and transform the way service is valued.

measurable CX outcomes.
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Let NICE help you transition to an Al-enabled workforce with Al agents built for customers and employees using NICE's
CX-specific proprietary Al models trained on the largest CX dataset in the world. Available on our unified Al platform,
NICE connects the front- and back-office by seamlessly bringing humans and Al together. Achieve end-to-end
automation with CXone Mpower Autopilot, helping customers help themselves to excellent self-service via voice or
chat for end-to-end customer service automation. Reach every customer using Al-driven data analysis to predict CX
roadblocks and uncover operational opportunities with CXone Mpower Proactive Al Agent, enabling you to reach out
to customers when and how they need you most. Unlock the full potential of your employees with specialized
copilots, designed to collaborate proactively with agents, supervisors, and leaders. Create an Al-powered world with

CXone Mpower.
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