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MIT: 95% of enterprise Gen Al deployments fall.

Fortune Magazine, August 18, 2025 “CFO Daily”

Despite the rush to integrate powerful new models, about 5% of Al 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 Al deployments —paints a clear divide between success stories and stalled projects.

Purchasing Al 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 Al 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

The future of CX strategy lies in understanding this fundamental divide:

Abundant (Al Excels)

« Speed and efficiency
 Information retrieval
« Consistency at scale

e Low-cost interactions

Automation isn’t the goal. It’s re-architecting the customer journey
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Scarce (Human Premium)

Trust and empathy
Complex judgment calls
Creative problem-solving

Emotionalreassurance

around abundance vs

. scarcity.



Agentic Al

Al Agents are the foundational piece of technology
that will power the intelligent CX of the future.
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A scenario we all know too well.

How it could —and should —go.




Travel recovery today

Why disruptions become disasters.

Disruption detection

TEAMS: Operations Control, Airport Ops, Scheduling
SYSTEMS: Flight management systems (FMS), gate
management systems, reservation systems

Customer mapping

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

Crew/resource assignment

TEAMS: Crew Scheduling, Union Coordination Teams,
Gate Operations

SYSTEMS: Crew management systems, resource planning
tools

Asset coordination

TEAMS: Airport Ops, Ground Control, Maintenance

& Supply Chain

SYSTEMS: Gate management, aircraft tracking, ground
logistics software
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Systems

Custom - built airline ops platforms, dispatch
control software, internal comms tools

Orchestration
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MM

Teams

Operations Control Center, Dispatch, Airline
Command Center, Duty Managers, CX Operations

Itinerary rebooking

TEAMS: Contact Center Agents, Airport Desk Agents,
Rebooking Desks

SYSTEMS: Reservation systems, contact center software,
custom logic/rules engines

Refund/credit processing

TEAMS: Finance Ops, Refunds Department, Escalation
Support

SYSTEMS: Payment processing systems, refund management
portals, customer service case tools

Loyalty protection

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

Communications

TEAMS: Customer Support, Digital Comms, Marketing Ops
SYSTEMS: SMS/email platforms, mobile apps, contact center
software, IVR, chatbots



True multi -agent orchestration

Al Agents work together to solve complex issues faster.

Why multi -agent orchestration?
CONSUMERS i A2A & MCP y
Multi -agent platform INTEROPERABILITY
- ':' '| il iy @ Autonomous agents
. uararalis gents . .
Virtual agent .ro*, Orchestrator Agent Spec1a.llzed Alagents ac.t independently
Attacks and to achieve shared goals i parallel.
hallucinations 3r_?_opcj:y
tecti . .
Acent e - | e Real-time reasoning
(2) aS:istant 'ro*' g;(r;]rpumcanon er*' §Z:gfklng Agents collaborate to solve complex
problems beyond scripted logic.
o o e |nstant scalability
@ Workflows r+ Loyalty Agent 7+ Refund Agent Add new agents with specific skills—
no retraining required.
e Interoperable by design
Agents communicate across platforms
Data Cloud for seamless integration.

Customers | Conversations | Cases | Knowledge | Industry models

Data enrichment CRM & industry adapters

A

Knowledge management
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The full travel disruption recovery workflow automated with Al agents.

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

Orchestrator

Plans and coordinates
across travel
recovery agents.

FRONT OFFICE

) BACKOFFICE
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Disruption Detection

Detects canceled flights,
overbookings, delays.

Refund/credit processing

Instantly triggers refund/credit
if eligible.

O

Customer Mapping

|ldentifies and segments

affected travelers by status.

Communications

Notifies traveler via
preferred channel.

©

Loyalty Protection

Adjusts points, protects
status automatically.

Fo

Itinerary rebooking

Automatically rebooks
flights based on loyalty
and preferences.



Unstructured data is the new oill.

80% 4 |

of all enterprise data
is UNSTRUCTURED.

Structured data is an
incomplete picture.
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Automating on only 20% of o

D &

your data means you're missing
the vast majority of the story.

You're trying to solve a puzzle
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with most of the pieces hidden.
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Unstructured data bring the “why.” Not just the “what.”

Structured data Unstructured data

(the “What”) (the “Why”)

"I waited 20 mins and

NPS Score: 7 the agent was rude.
VS Your competitor is cheaper."
This tells you what happened. This tells you why it happened.
You got a mediocre score. This is actionable.

But you have no idea why,
or how to fix it. This is the new Oll.
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Next generation Knowledge Management

THE SHIFT THE NEW ARCHITECTURE

Legacy (Traditional Knowledge Management) Today (Al -based Knowledge Orchestration)

Static documents and FAQs
Manual cataloging and search

Al-curated knowledge workflows
Context-aware retrieval

Siloed systems

(
([ J
° Optimized for conversational experiences
([ J

Slow and push-based process Real-time updates thatis personalized

Human -in-the -loop Gap Discovery & Automatic Knowledge Creation L_?I O Answers, not search
Review Conversation Mining | Clustering | Automatic Content Suggestion Q Y
O\ Ask a question
Data Consumption @é O

Talkdesk Quality Context Aware | Focused Answers | Multi  -language

= Talkdesk Autopilot ™
Agent Quality

Al Conversational Agent

W Talkdesk Feedback Data Orchestration | ogo O R3] Talkdesk Copilot ™
L8 Customer Feedback Segmentation | Permissioning | Tagging Ml Al Assistant for Coaching
LOOP
@ Talkdesk Knowledge Creator _ g:q Talkdesk CXA ™
Automatic Automated Creations Data Curation a O W Al Insights Automation Discover
Channel optimization | Authoring tuning
Unstructured Data Interaction Data API O

& Google Drive Calls | Cases | Emails | Messaging Any System
* SharePoint @ E E (2/.

& Confluence
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From automation to autonomy

After Al agents

 Precision configuration « Advanced LLM —use plain English language
 Limited —not self-decision making  Configure with a simple prompt and goals

« Time intensive: hours, days, weeks « Easyto setpersona-based behaviors
 High level of complexity « Simplified design process

« Burden for operations * Reduced operational overhead

« Slow time-to-value « Improved time-to-value &deployment

. o . _ * Intelligent, self-decision making = higher accuracy
 Prone to inaccuracies: inputs &script design . .
* Lowerlevelofhuman involvement/ containment

Customer

« May require escalation to an agent

o service  Positive impact on outcomes: FCR, AHT, & CSAT
« Negative impact on FCR, AHT & CSAT

 Multi-lingual

From: scripted, time -consuming To: generative & agentic Al DESIGN -
DESIGN. Saves ~90% design time.
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Where to get started - the chaos of Al adoption

Al 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 Al

Museum demos

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

Al toys

Projects that, while easier to execute, aren't likely to
prove value or deliver results even if successful.
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(' Start here!

Automation areas where fast success is possible,
and meaningful.

Existing competence and confidence .
Good data of the current state.

Chaos

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



Summary - Stop managing CX tasks.

Start automating business outcomes.

'f‘ Accelerated ROI

Automate the most impactful
journeys immediately.

Modernization without disruption

Q" \Works with what you already have.

;|I| Increased productivity

"1 Agents, supervisors, and back
office all win.

Customer Experience.
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Happier customers
Seamless, natural, omnichannel
experiences.

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



Thank youl!
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