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MIT: 95% of enterprise Gen AI deployments fail.
Fortune Magazine, August 18, 2025 “CFO Daily”
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Despite the rush to integrate powerful new models, about 5% of AI pilot programs achieve rapid 
revenue acceleration ; the vast majority stall, delivering little to no measurable impact on P&L.
The research —based on 150 interviews with leaders, a survey of 350 employees, and an analysis 
of 300 public AI deployments —paints a clear divide between success stories and stalled projects.

Purchasing AI tools from specialized vendors and building partnerships succeed about 67%
of the time , while internal builds succeed only one - third as often.

This finding is particularly relevant in financial services and other highly regulated sectors, where 
many firms are building their own proprietary generative AI systems in 2025. Yet, MIT’s research 
suggests companies see far more failures when going solo.
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The scarcity map of customer experience
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The  future  of CX s tra te gy lie s  in unde rs tanding  this  fundame nta l d ivide :

Abundant (AI Excels)

• Spe e d  and  e ffic ie nc y

• Informa tion re trie va l

• Cons is te nc y a t s c a le

• Low-c os t inte rac tions

Automation is n’t the  goa l. It’s  re-architecting the customer journey a round  abundanc e  vs . s c a rc ity.

Scarce (Human Premium)

• Trus t and  e mpa thy

• Comple x judgme nt c a lls

• Cre a tive  p rob le m-s olving

• Emotiona l re as s uranc e
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Agentic AI
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AI Age nts  a re  the  founda tiona l p ie c e  of te c hnology 
tha t will powe r the  inte llige nt CX of the  future .

Natural language
input

Interpretation 
& reasoning

Workflow
execution

Output/
outcome

Workflow
generation

Learning & course correction
(e.g., through reinforcement learning)
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TEAMS: Finance  Ops , Re funds  De pa rtme nt, Es ca la tion 
Support
SYSTEMS: Payme nt p roce s s ing  s ys te ms , re fund  manage me nt 
porta ls , cus tome r s e rvice  ca s e  tools

Refund/Credit Processing

✗

A scenario we all know too well.
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Orchestration

Teams
Ope ra tions  Control Ce nte r, Dis pa tc h, Airline  

Command Ce nte r, Duty Manage rs , CX Ope ra tions

Systems
Cus tom- built a irline  ops  p la tforms , d is pa tc h 

c ontrol s oftware , inte rna l c omms  tools

✗

Loyalty Protection
TEAMS: Loya lty Program Manage me nt, CX Es ca la tion Te ams
SYSTEMS: Loya lty e ng ine s , a irline  CRM, policy s c rip ts , 
cus tome r s e rvice  tools

Communications
TEAMS: Cus tome r Support, Dig ita l Comms , Marke ting  Ops
SYSTEMS: SMS/e ma il p la tforms , mobile  apps , contac t ce nte r 
s oftware , IVR, cha tbots

✗

Crew/Resource Assignment
TEAMS: Cre w Sche duling , Union Coord ina tion Te ams , 
Ga te  Ope ra tions
SYSTEMS: Cre w manage me nt s ys te ms , re s ource  p lanning  
tools

✗

Asset Coordination
TEAMS: Airport Ops , Ground  Control, Ma inte nance  
& Supply Cha in
SYSTEMS: Gate  manage me nt, a irc ra ft tracking , g round  
log is tic s  s oftware

✗

TRAVEL DISRUPTION RECOVERY TODAY

Disruption Detection
TEAMS: Ope ra tions  Control, Airport Ops , Sche duling
SYSTEMS: Flight manage me nt s ys te ms  (FMS), ga te  
manage me nt s ys te ms , re s e rva tion s ys te ms

✗

Itinerary Rebooking
TEAMS: Contac t Ce nte r Age nts , Airport De s k Age nts , 
Re booking  De s ks
SYSTEMS: Re s e rva tion s ys te ms , contac t ce nte r s oftware , 
cus tom log ic /rule s  e ng ine s

✗

Customer Mapping
TEAMS: Cus tome r Expe rie nce , CRM Ana lys ts , Loya lty Ops
SYSTEMS: CRM s ys te ms , loya lty da tabas e s , Exce l/SQL 
que rie s , da ta  ware hous e s

✗

How it could —and should —go.
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Communications
TEAMS: Cus tome r Support, Dig ita l Comms , Marke ting  Ops
SYSTEMS: SMS/e ma il p la tforms , mobile  apps , contac t ce nte r 
s oftware , IVR, cha tbots

✗Asset coordination
TEAMS: Airport Ops , Ground  Control, Ma inte nance  
& Supply Cha in
SYSTEMS: Gate  manage me nt, a irc ra ft tracking , g round  
log is tic s  s oftware

✗

Disruption detection
TEAMS: Ope ra tions  Control, Airport Ops , Sche duling
SYSTEMS: Flight manage me nt s ys te ms  (FMS), ga te  
manage me nt s ys te ms , re s e rva tion s ys te ms

✗

Why disruptions become disasters.

Travel recovery today
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TEAMS: Finance Ops, Refunds Department, Escalation 
Support
SYSTEMS: Payment processing systems, refund management 
portals, customer service case tools

Refund/credit processing

✗

Orchestration

Teams
Operations Control Center, Dispatch, Airline 

Command Center, Duty Managers, CX Operations

Systems
Custom -built airline ops platforms, dispatch 

control software, internal comms tools

✗

Loyalty protection
TEAMS: Loyalty Program Management, CX Escalation Teams
SYSTEMS: Loyalty engines, airline CRM, policy scripts, 
customer service tools

Crew/resource assignment
TEAMS: Crew Scheduling, Union Coordination Teams, 
Gate Operations
SYSTEMS: Crew management systems, resource planning 
tools

✗

Itinerary rebooking
TEAMS: Contact Center Agents, Airport Desk Agents, 
Rebooking Desks
SYSTEMS: Reservation systems, contact center software, 
custom logic/rules engines

✗

Customer mapping
TEAMS: Customer Experience, CRM Analysts, Loyalty Ops
SYSTEMS: CRM systems, loyalty databases, Excel/SQL 
queries, data warehouses

✗
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AI Agents work together to solve complex issues faster.

True multi - agent orchestration
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Data Cloud

Why multi - agent orchestration?CONSUMERS Multi - agent platform

Virtual agent

Agent 
assistant

Workflows

Orchestrator Agent

3rd party
AI Agents

3rd party 
Tools

A2A & MCP 
INTEROPERABILITY

●Autonomous agents
Spe c ia lize d  AI age nts  ac t inde pe nde ntly 
to  achie ve  s ha re d  goa ls  in pa ra lle l.

● Real- time reasoning
Age nts  collabora te  to  s olve  comple x 
p rob le ms  be yond  s c rip te d  log ic .

● Instant scalability
Add ne w age nts  with s pe c ific  s kills —
no re tra ining  re quire d .

● Interoperable by design
Age nts  communica te  ac ros s  p la tforms  
for s e amle s s  inte gra tion.

CRM & indus try adap te rsDa ta  e nric hme ntKnowle dge  manage me nt

AI
Guardrails

Attac ks  and  
ha lluc ina tions  

p rote c tion
Communication 
Agent

Rebooking 
Agent

Loyalty Agent Refund Agent

SkillsSkills

Cus tome rs   |   Conve rs a tions   |   Cas e s   |   Knowle dge   |   Indus try mode ls
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Orchestrator

Plans and coordinates
across travel 

recovery agents.
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AI Agents can now handle what used to require the front office, back office, and multiple systems.

The full travel disruption recovery workflow automated with AI agents.

Disruption Detection
Detects canceled flights, 

overbookings, delays.

BACK OFFICE

Customer Mapping
Identifies and segments 

affected travelers by status.

Loyalty Protection
Adjusts points, protects 

status automatically.

Refund/credit processing
Instantly triggers refund/credit 

if eligible.

Communications
Notifies traveler via 
preferred channel.

Itinerary rebooking
Automatically rebooks 
flights based on loyalty 

and preferences.FRONT OFFICE
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Unstructured data is the new oil.

80%
of all enterprise data
is UNSTRUCTURED.

Structured data is an 
incomplete picture.
Automating  on only 20 %  of 
your da ta  me ans  you' re  mis s ing  
the  vas t ma jority of the  s tory. 
You' re  trying  to  s olve  a  puzz le  
with mos t of the  p ie c e s  hidde n.
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Unstructured data bring the “why.” Not just the “what.”
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Structured data
(the  “What”)

Unstructured data
(the  “Why”)

NPS Score: 7

This tells you what happened. 

You got a mediocre score. 

But you have no idea why, 
or how to fix it.

"I waited 20 mins and
the agent was rude.

Your competitor is cheaper."

This tells you why it happened. 

This is actionable.

This is the new Oil.

VS
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Next generation Knowledge Management

Human - in- the - loop 
Review

Answers, not search

THE SHIFT THE NEW ARCHITECTURE
Legacy (Traditional Knowledge Management) Today (AI -based Knowledge Orchestration)

● Sta tic  doc ume nts  and  FAQs
● Manua l c a ta log ing  and  s e a rc h
● Siloe d  s ys te ms
● Slow and pus h- bas e d  proc e s s

● AI- c ura te d  knowle dge  workflows
● Conte xt- aware  re trie va l
● Optimize d  for c onve rs a tiona l e xpe rie nc e s
● Re a l- time  upda te s  tha t is  pe rs ona lize d

Talkdesk Autopilot
AI Conve rs a tiona l Age nt

Talkdesk Copilot
AI As s is tant for Coac hing

Unstructured 
Data Interaction Data

Data Consumption
Context Aware | Focused Answers | Multi - language

Data Orchestration
Segmentation | Permissioning | Tagging

Data Curation
Channel optimization | Authoring tuning

Gap Discovery & Automatic Knowledge Creation
Conversation Mining | Clustering | Automatic Content Suggestion

LOOP

Ask a question

Talkdesk CXA
AI Insights Automation Discover

API

Any System

Unstructured Data

Calls |  Cases | Emails | Messaging

Talkdesk Quality
Agent Quality

Talkdesk Feedback
Customer Feedback

Talkdesk Knowledge Creator
Automatic Automated Creations

AUTHOR
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Before AI agents

From automation to autonomy
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From: scripted, time -consuming 
DESIGN. 

• High le ve l of c omple xity

• Burde n for ope ra tions

• Slow time - to-va lue  

• Prone  to inac c urac ie s : inputs  & s c rip t de s ign

• May re quire  e s c a la tion to  an age nt

• Ne ga tive  impac t on FCR, AHT & CSAT

After AI agents

To: generative & agentic AI DESIGN –
Saves ~90% design time.

• Simplifie d  de s ign proc e s s

• Re duc e d  ope ra tiona l ove rhe ad

• Improve d  time - to-va lue  & de ployme nt

• Inte llige nt, s e lf- de c is ion making  = highe r ac c urac y

• Lowe r le ve l of human involve me nt / c onta inme nt

• Pos itive  impac t on outc ome s : FCR, AHT, & CSAT

• Multi- lingua l

Customer 
service

Level of 
complexity

• Pre c is ion c onfigura tion

• Limite d  – not s e lf-de c is ion making

• Time  inte ns ive : hours , days , we e ks

• Advanc e d LLM – us e  p la in Englis h language

• Configure  with a  s imple  p rompt and  goa ls

• Eas y to s e t pe rs ona -bas e d  be haviors

Decisions 
& design
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Where to get started - the chaos of AI adoption

AI adoption feels chaotic and unpredictable.
Organizations struggle with where to start and how to scale.

Tools change monthly, hype shifts weekly.
Vendor roadmaps create moving targets for strategy.

Leaders need principles that don't change.
Durable frameworks that cut through noise and guide decisions.
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Where to get started - the map of enterprise AI
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SCALE

LOW HIGH

TR
U

ST

LOW

HIGH

Chaos

Start here!

AI toys

Museum demos

Resource - intensive use cases that don’t scale, require 
major compliance controls, or deliver limited results.

Projects that, while easier to execute, aren’t likely to 
prove value or deliver results even if successful.

Worthwhile projects that should only be done with 
proper governance, coordination, resourcing, and buy -

in.

Automation areas where fast success is possible, 
and meaningful.

Existing competence and confidence .
Good data of the current state.
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Summary - Stop managing CX tasks. 
Start automating business outcomes.
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Accelerated ROI
Automate  the  mos t impac tful 
journe ys  imme dia te ly.

Modernization without disruption
Works with what you already have.

Increased productivity
Agents, supervisors, and back 
office all win.

Happier customers
Seamless, natural, omnichannel 
experiences.

Reduced risk
With human - in- the- loop controls 
and compliance built in.
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Thank you!
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