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CX advantage is shifting from operational stability to speed of execution

What is making CX execution harder
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Faster time-to-value

Unpredictable cost structures

Fragmented execution across teams

Pressure to scale beyond pilots

WHAT EXECUTION EXCELLENCE NOW MEANS

CX performance is increasingly judged by how quickly
organizations can turn change into measurable impact

The challenge is no longer simply keeping operations stable.

It is converting new technology, operating model changes, and Al
investments into repeatable outcomes at speed.
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Turning pilots into Reducing variability in Coordinating
scalable capabilities cost and performance decisions across

teams in real time



Al maturity increasingly means clarity - knowing which intelligence to scale, and which to turn off
The three anchors of Al clarity
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Business alignment Integration Governance

Start with outcomes, not use Connect before you expand Own the intelligence you deploy
cases

The fastest way to scale Al is by removing what doesn’t work.
Success in scaling Al isn’t about more pilots, more tools. It’s about stripping complexity, doubling down on the use cases that drive
real outcome: fewer steps, faster outcomes, clearer answers
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As Al scales, CX shifts from managing interactions to orchestrating outcomes

From continuous signals

Customer behavior

Employee actions

Ecosystem data

Sentiment signals

A leading SaaS vendor employing agentic Al for
predictive retention achieved up to ~40%
reduction in customer churn, thereby preserving

Self
optimization

Revenue acceleration

recurring revenue
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Intent prediction \

Unified business impact
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Cost optimization
A leading tech firm reported that it achieved ~US$
500 million in cost savings in its global contact
center ops by deploying Al-enabled routing,

summarization tools, and agent assist capabilitiesJ

To invisible delivery

Voice interfaces

Trigger actions UCETELALE

\ orchestration /
Cross-department sync

Connected vehicles

Bot-to-bot automation

Employee empowerment
Case analyses of agentic Al adoption report that
human staff spend far less time on coordination,
handoffs, or redundant tasks, which contributes
to lower attrition and improved morale




Three emerging models are rewriting the CX playbook

Experiments rewriting CX playbooks

Oy Agentic Al ecosystems
Al agents collaborating across departments to run workflows

end-to-end, turning process silos into self-optimizing
ecosystems

_ Emotion-adaptive experiences
G@’ Al that senses tone, pace, or sentiment and adjusts

~~ responses to mirror human empathy, turning service into
connection

Closed-loop growth systems

CX, EX, and data teams working on a shared intelligence loop
\__ where insights instantly improve design, training, and delivery,

®_® driving continuous growth

®
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Important information. Please review this notice carefully and in its entirety. Through your access, you agree to Everest Group’s terms of use.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use, is hereby incorporated by reference as if
fully reproduced herein. Parts of the Terms of Use are shown below for convenience only. Please refer to the link above
for the full and official version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange
Commission, the Financial Industry Regulation Authority (FINRA), or any state or foreign (non-U.S.) securities regulatory
authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities as defined by the
law or any regulatory entity or an analysis of equity securities as defined by the law or any regulatory entity. All properties,
assets, materials, products and/or services (including in relation to gen Al) of Everest Group are provided or made
available for access on the basis such is for informational purposes only and provided “AS IS” without any warranty of any
kind, whether express, implied, or otherwise, including warranties of completeness, accuracy, reliability, noninfringement,
adequacy, merchantability or fitness for a particular purpose. All implied warranties are disclaimed to the extent permitted
by law. You understand and expressly agree that you assume the entire risk as to your use and any reliance upon such.

Everest Group is not a legal, tax, financial, or investment adviser, and nothing provided by Everest Group is legal, tax,
financial, or investment advice. Nothing Everest Group provides is an offer to sell or a solicitation of an offer to purchase
any securities or instruments from any entity. Nothing from Everest Group may be used or relied upon in evaluating the
merits of any investment. Do not base any investment decisions, in whole or part, on anything provided by Everest Group.

Everest Group materials, products and/or services represent research opinions or viewpoints, not representations or
statements of fact. Accessing, using, or receiving a grant of access to Everest Group materials, products and/or services
does not constitute any recommendation by Everest Group to (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or
representation as to past, present, or future performance of a business or a market. The information contained in any
Everest Group material, product and/or service is as of the date prepared and Everest Group has no duty or obligation to
update or revise the information or documentation.

Everest Group collects data and information from sources it, in its sole discretion, considers reliable. Everest Group may
have obtained data or information that appears in its materials, products and/or services from the parties mentioned
therein, public sources, or third-party sources, including data and information related to financials, estimates, and/or
forecasts. Everest Group is not a certified public accounting firm or an accredited auditor and has not audited financials.
Everest Group assumes no responsibility for independently verifying such information.

Companies mentioned in Everest Group materials, products and/or services may be customers of Everest Group or have
interacted with Everest Group in some other way, including, without limitation, participating in Everest Group research

activities.
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