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I. Executive Summary

The landscape of enterprise customer engagement is undergoing a significant
transformation, driven by the increasing sophistication of customer expectations and
the rapid evolution of technology. This report examines the pivotal role of Al-powered
Interactive Voice Response (IVR) systems and co-managed Customer Experience (CX)
platforms in this reshaping. Key findings indicate a clear shift in customer preferences
towards immediate, personalized, and seamless support, with a strong inclination for
self-service options and natural language interactions. The limitations of traditional
touch-tone IVR systems are becoming increasingly apparent, paving the way for the
adoption of Al-driven solutions that offer enhanced capabilities such as intent-based
routing, contextual handoffs, and proactive issue resolution. Co-managed CX
platforms are emerging as a strategic approach, providing enterprises with a
collaborative model to leverage specialized expertise and optimize their customer
experience delivery. This report further analyzes the economic implications of this
modernization, highlighting the shift from CAPEX-heavy models to more agile
OPEX-based approaches, and explores the transformative impact of these
technologies on key contact center metrics across diverse industries. Ultimately, the
report provides strategic recommendations for enterprises seeking to modernize their
contact center infrastructure to meet the demands of the future.
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Il. Introduction: Reimagining Enterprise Customer
Engagement

The contact center stands as a critical nexus for enterprises to interact with their
customers, directly influencing satisfaction, loyalty, and overall brand perception. In an
era defined by digital interactions and heightened customer expectations, traditional
contact center infrastructures are facing unprecedented challenges in delivering the
desired levels of service. The complexity of customer interactions has grown
exponentially, demanding sophisticated infrastructure capable of handling
multi-channel communications, providing personalized experiences, and resolving
issues efficiently. Recognizing these evolving needs, the emergence of artificial
intelligence (Al) and collaborative management models has become a significant
driving force in the transformation of contact center operations. Al-powered IVR
systems and co-managed CX platforms represent key innovations that offer promising
solutions for enterprises seeking to enhance their customer engagement strategies
and optimize their operational performance.

Several factors are fueling this transformation. Firstly, rising customer expectations
are compelling businesses to rethink their approach to customer service. Customers
in 2025 anticipate immediate support, personalized service tailored to their individual
needs and history, and seamless experiences across all interaction channels . Their
patience for outdated systems and cumbersome processes is dwindling, necessitating
a move towards more intuitive and technologically advanced solutions. Secondly,
there is a persistent need for operational efficiency. Enterprises are constantly
under pressure to optimize their operational costs, improve agent productivity, and
ensure efficient resource allocation. Modernizing contact center infrastructure
through automation and intelligent systems offers a pathway to achieve significant
operational savings and enhance overall efficiency *. Finally, technological
advancements in artificial intelligence, natural language understanding (NLU), cloud
computing, and omnichannel communication are providing the building blocks for
more sophisticated and effective contact center solutions '. These advancements are
enabling the development of intelligent systems that can understand customer intent,
automate routine tasks, and provide human agents with the tools they need to deliver
exceptional service.

This report aims to provide a comprehensive analysis of the evolving contact center
landscape, with a specific focus on the transformative potential of Al-powered IVR
systems and co-managed CX platforms. The objectives include examining the
changing expectations of enterprise customers, identifying recent market trends in
contact center technology adoption, analyzing the capabilities and limitations of
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traditional IVR systems, exploring the benefits and

functionalities of Al-driven IVR, investigating the concept and advantages of
co-managed CX platforms, reviewing the current landscape of technology vendors,
assessing the economic implications of infrastructure modernization, and illustrating
the impact of these technologies on key contact center performance metrics across
various industries. The scope of this report encompasses a detailed examination of
these aspects, providing insights for Chief Information Officers (CIOs), VPs of
Customer Service, and Senior IT Managers seeking to understand the strategic and
economic implications of modernizing their contact center infrastructure.
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I1l. The Voice of the Customer in 2025

The expectations of enterprise customers regarding contact center interactions are
undergoing a significant evolution as we approach 2025. Several key themes are
emerging that highlight the changing demands and preferences of today's
consumers.

Customers in 2025 place a high premium on speed and efficiency. They expect
immediate support and swift resolution to their inquiries °. Solutions such as intelligent
call routing, which directs callers to the most appropriate resource based on their
needs, and seamless integration with live chat functionalities are becoming essential
to meet these expectations. The digital age has instilled in customers a desire for
instant gratification, and prolonged wait times or slow response rates can lead to
frustration and dissatisfaction, ultimately impacting their perception of the brand and
their loyalty 2.

Furthermore, personalized service has transitioned from a desirable feature to a
fundamental expectation. Customers want businesses to recognize them, remember
their past interactions, and tailor their service accordingly % This necessitates the
integration of communication tools with Customer Relationship Management (CRM)
systems, enabling agents to access customer information instantly and deliver
experiences that feel relevant and valued. Generic, one-size-fits-all interactions are
no longer sufficient; customers expect businesses to understand their individual
needs and preferences °.

The concept of proactive support is also gaining prominence. Customers
increasingly value businesses that anticipate their needs and offer solutions before
problems even arise °. By leveraging tools like call recording and data analytics,
companies can identify potential issues and proactively reach out to customers with
relevant information or assistance. This demonstrates a commitment to customer
success and can significantly enhance the overall customer experience by preventing
negative situations from occurring in the first place .

Beyond direct interaction with agents, customers in 2025 show a strong preference
for self-service options. Many prefer to resolve their issues independently, especially
for simple tasks, highlighting the importance of providing robust and user-friendly
self-service tools such as Al-driven chatbots and Interactive Voice Response (IVR)
systems °. Research indicates that a significant majority of customers attempt to find
solutions on their own before contacting a live representative °. This preference stems
from the convenience, accessibility, and time-saving benefits that self-service options
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offer °. Therefore, investing in well-designed and

effective automated solutions is crucial for meeting customer expectations and
optimizing contact center operations. While IVR systems can be highly effective in
providing self-service and reducing operational costs, their success hinges on their
usability. The menus must be intuitive, and the navigation must be simple to avoid
frustrating callers °.

In terms of interaction methods, customers are increasingly favoring natural
language when engaging with automated systems like IVR. They find the experience
of navigating through complex, rigid menu options by pressing numbers to be
frustrating °. A significant percentage of customers express a desire to use natural
language IVR systems, indicating a clear preference for more human-like and
conversational interfaces ®. This shift in preference reflects the growing familiarity with
virtual assistants that understand and respond to natural speech. In contrast,
traditional touch-tone IVR systems are perceived negatively by a considerable portion
of the contact center industry, suggesting a growing intolerance for systems that lack
conversational capabilities and are difficult to navigate ™.

Finally, customers in 2025 expect seamless omnichannel experiences. They utilize
multiple communication channels - including voice, email, live chat, social media, and
mobile apps — and demand a unified and consistent experience across all of them .
The ability to switch between channels without disruption and with the context of
their interaction being maintained is paramount. By 2025, delivering a truly seamless
omnichannel customer experience will no longer be a luxury but a fundamental
expectation '. Organizations must prioritize aligning their multichannel support
systems to ensure that agents have access to a complete history of customer
interactions and can follow customers as they move through different stages of their
service journey '. Siloed communication channels will no longer be acceptable;
integration and context preservation across all touchpoints are crucial for meeting the
evolving expectations of today's customers.
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IV. The Al-Powered IVR Revolution

The limitations of traditional touch-tone IVR systems, often criticized for their
impersonal nature and frustrating menu structures ', are driving a significant shift
towards Al-powered IVR solutions. These advanced systems leverage artificial
intelligence and natural language understanding to transform customer interactions
and address the evolving expectations of modern consumers.

One of the key capabilities of Al-driven IVR is intent-based routing. Unlike traditional
IVR systems that rely on customers navigating through a series of pre-defined menus,
Al-powered IVRs can analyze the natural language input from the caller to understand
the purpose of their call ®. By accurately identifying the caller's intent, the system can
intelligently route the call to the most appropriate agent or self-service option without
requiring the customer to navigate complex menus. This capability significantly
reduces misrouted calls, which can decrease by as much as 35%, and improves
first-call resolution rates . The ability of Al to understand the underlying need of the
customer, even if they don't use the precise terminology in the IVR menu, leads to a
more efficient and satisfactory experience, resulting in a 45% reduction in the average
cost per call .

Another crucial functionality is contextual handoffs. When a customer's issue
requires escalation to a human agent, Al-powered IVR systems can retain the
conversation history and context from the automated interaction °. This ensures a
seamless transition, preventing the customer from having to repeat the information
they have already provided to the IVR system. Features like Al Agent Transfer Context
Summaries facilitate this process, providing the human agent with a concise overview
of the interaction, leading to improved efficiency and customer satisfaction %°.
Eliminating the need for customers to reiterate their issues multiple times significantly
enhances their experience and demonstrates that the business values their time.

Al-driven IVR systems also offer the capability of proactive issue resolution. By
analyzing customer data, past interactions, and even real-time information, Al can
identify patterns and predict potential issues °. This allows the system to proactively
offer solutions or information to the customer before they even realize there is a
problem. For instance, an Al could detect a potential service outage and automatically
inform affected customers with troubleshooting steps #. This proactive approach not
only improves the customer experience by preventing negative situations but also
reduces contact volumes and fosters trust and loyalty.

Furthermore, Al-powered IVR can integrate with agent assist tools. These tools
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provide real-time guidance and support to human

agents during their interactions with customers °. By analyzing the conversation in
real-time, agent assist tools can offer suggested responses, provide access to
relevant knowledge base articles, and even offer real-time coaching tips to the agent.
This empowers agents to handle complex issues more efficiently, provide accurate
and consistent information, and ultimately deliver a better customer experience. Al
Agent Assist can also automate post-call work, such as summarizing the interaction,
further enhancing agent productivity *°.

The benefits of Al-powered IVR extend beyond these core capabilities. They offer an
improved customer experience through personalized and natural language
interactions, making the experience more satisfying and less frustrating for customers
%, Conversational Al can improve the overall customer experience by as much as 20%
. These systems also lead to reduced wait times by efficiently routing calls and
handling common inquiries automatically, ensuring customers get the assistance they
need quickly **. Conversational IVR systems can reduce call handling times by up to
30% *. Moreover, Al-powered IVR results in increased efficiency by automating
routine tasks and providing agents with better tools, leading to higher agent
productivity *. This can increase agent productivity by up to 15% *. The automation
capabilities also translate to significant cost savings by reducing the need for human
intervention and improving overall operational efficiency . Businesses utilizing
Al-powered IVR report savings on operational costs ranging from 20% to 30% °.
Additionally, these systems allow for improved data collection on customer inquiries,
preferences, and pain points, providing valuable insights for business improvement *.
Al-powered IVR also offers scalability to handle large volumes of calls without
compromising service quality and provides 24/7 availability, ensuring customers can
access support and information at any time *.

At the heart of Al-powered IVR lies Natural Language Understanding (NLU). NLU is
a subfield of Al that focuses on enabling machines to understand human language as
it is spoken or written *. It goes beyond simply recognizing words to interpret their
meaning and the intent behind them *. NLU enables IVR systems to understand
natural language requests, allowing callers to state their needs in their own words
rather than navigating rigid menus *. It can analyze syntax, semantics, and context to
generate an understanding of the speaker's intended meaning *. This technology can
even decipher bad grammar, mispronounced words, and distinguish between
similar-sounding words “°. Ultimately, NLU is the foundational technology that allows
Al-powered IVR to move beyond basic commands and engage in more natural,
intuitive, and effective conversations with customers.
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V. Co-Managed CX Platforms: A Collaborative
Approach

In the evolving landscape of customer experience, enterprises are exploring various
models to optimize their contact center operations and deliver exceptional customer
service. Among these models, co-managed CX platforms are gaining traction as a
strategic approach that offers a collaborative framework between the enterprise and
a specialized provider.

A co-managed CX platform can be defined as a partnership where the enterprise and
a third-party vendor share the responsibility for managing the technology and
operations of the customer experience delivery. This model distinguishes itself from
traditional managed service providers (MSPs) and platform-only vendors. Traditional
MSPs typically assume full responsibility for the contact center, handling everything
from infrastructure to agent management. Conversely, platform-only vendors provide
the technological tools, but the enterprise is solely responsible for their
implementation, management, and operationalization. Co-managed platforms offer a
hybrid approach, allowing enterprises to retain strategic control over their CX
initiatives while leveraging the specialized expertise and resources of the provider for
specific functions °.

This collaborative model offers several potential benefits. Firstly, it provides shared
control. Enterprises maintain oversight of their core CX strategies, branding, and
customer interaction policies, ensuring alignment with their overall business
objectives. Simultaneously, they can rely on the co-managed partner to handle the
complexities of the underlying technology, platform management, and potentially
specific operational tasks that require specialized skills °. This balance of control
allows enterprises to focus on their core competencies while benefiting from external
expertise.

Secondly, co-managed platforms can lead to operational efficiency. Providers
specializing in CX technology often bring a wealth of experience, industry best
practices, and advanced technologies that can optimize contact center operations .
By leveraging their expertise, enterprises can streamline workflows, improve agent
productivity, and enhance the overall efficiency of their customer service delivery. This
can result in significant improvements compared to managing all aspects of the
contact center in-house.

Cost management is another significant advantage of co-managed CX platforms.
These platforms typically follow an operational expenditure (OPEX) model with

Intelligent Visibility ¢ intelligentvisibility.com {3 (866) 840-5456 {3
223 S West St. Suite 900 Raleigh, NC 27601



Reimagining Contact Center Infrastructure @ INTELLIGENT VISIBLITY

subscription-based pricing, which can result in lower

upfront costs compared to the substantial capital expenditure (CAPEX) often required
for traditional on-premise infrastructure °. Additionally, the shared responsibilities and
optimized operations facilitated by the co-managed partner can contribute to overall
cost optimization and more predictable budgeting.

Furthermore, co-managed platforms often leverage cloud infrastructure, providing
inherent flexibility and scalability °. This allows enterprises to easily adapt to
fluctuating call volumes, seasonal demands, and business growth without the need
for significant infrastructure upgrades or the risk of over-provisioning. The ability to
quickly scale resources up or down as needed ensures that the contact center can
remain agile and responsive to changing market conditions and customer needs.

Finally, co-managed platforms provide enterprises with access to expertise. By
partnering with a specialized provider, businesses can tap into a team of experts with
in-depth knowledge and skills in areas such as contact center technology, Al
integration, data analytics, and CX best practices. This access to specialized
knowledge can be particularly valuable for enterprises that may lack the in-house
expertise to effectively manage and optimize complex CX technologies, accelerating
the adoption of advanced solutions and ensuring optimal platform performance.
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VI. Navigating the Vendor Landscape

A diverse range of vendors populates the contact center technology landscape, each
with their own strategic directions and approaches to innovation. Several key players
are actively shaping the future of customer engagement by adopting Al and evolving
service models.

AWS Connect is a cloud-native contact center service that offers robust artificial
intelligence capabilities through its integration with other Amazon Al services, such as
Amazon Lex for building conversational interfaces in IVR systems **. With native
access to AWS Bedrock, and the wide range of models that it supports, Connect
offers the broadest range of Al options of any CX solution we’ve reviewed.

Cisco and Webex are strategically focused on integrating artificial intelligence into
their contact center solutions to enhance agent performance, automate tasks, and
improve overall customer experiences *°. They offer features like Al Agent Transfer

Context Summaries, designed to facilitate seamless handoffs between Al agents or

IVR systems and human agents, ensuring customers do not have to repeat themselves
21

Five9 provides an Intelligent Cloud Contact Center platform that incorporates
Al-powered agent assist capabilities. These tools offer real-time guidance to agents,
automate after-call work such as call summarization, and aim to boost agent
productivity while improving customer satisfaction *°.

NICE offers the CXone platform, a comprehensive solution that integrates Al across
various aspects of customer experience. This includes Al-powered agent guidance,
analytics for understanding customer sentiment, and potentially flexible service
models that could align with a co-managed approach %.

Genesys provides the Genesys Cloud CX platform, which is known for its extensive
feature set and a growing emphasis on the adoption of Al technologies. Their Al
capabilities focus on enhancing self-service options through conversational Al and
empowering agents with intelligent tools to improve customer interactions *.

Twilio provides a highly flexible platform that allows businesses to build customized
contact center solutions using their APIs. While not offering a pre-built co-managed
solution, their platform's flexibility enables integration with various Al services and the
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potential for customized management models °.

Google CCAI (Contact Center Al) focuses on delivering advanced conversational Al
capabilities that can be seamlessly integrated into existing contact center
infrastructure. Their offerings include Al-powered virtual agents and agent assist tools
designed to enhance customer self-service and agent productivity °.

Avaya is in the process of evolving its contact center platform with a focus on
integrating Al to improve customer and employee experiences. They are also exploring
flexible service models, which could include options that align with a co-managed
approach *.

Zoom Contact Center, while a more recent entrant, is increasingly incorporating Al
features into its platform, such as sentiment analysis during calls and proactive issue
resolution capabilities, aiming to enhance both agent and customer experiences .

The overarching strategic direction for the majority of these vendors is a strong
emphasis on Al adoption. They are heavily investing in embedding Al across their
platforms to enhance self-service capabilities, improve agent productivity, personalize
customer interactions, and derive deeper insights from customer data '. Key areas of
Al integration include the development of sophisticated conversational Al for more
natural and effective IVR interactions, the implementation of Al-powered agent assist
tools that provide real-time guidance and support, and the utilization of Al analytics to
understand customer sentiment, identify emerging trends, and pinpoint areas for
service improvement.

While the term “co-managed"” might not be explicitly used by all vendors, the general
trend towards cloud-based Contact Center as a Service (CCaaS) offerings inherently
supports more flexible and collaborative management approaches. Enterprises often
have the ability to choose different levels of service and support from these vendors,
ranging from basic platform access to more comprehensive managed services that
involve shared responsibilities for platform management and optimization. The
increasing complexity of Al technologies, particularly in areas like natural language
processing and machine learning, is likely driving a greater need for closer
collaboration between enterprises and vendors to ensure optimal platform
performance and achieve desired business outcomes.

VIl. The Economic Imperative for Modernization

Modernizing contact center infrastructure carries significant economic implications
for enterprises, particularly when comparing traditional capital expenditure (CAPEX)
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models with the operational expenditure (OPEX)-based
co-managed approach.

Traditional contact center infrastructure typically involves a substantial capital
expenditure (CAPEX). This includes significant upfront investments in hardware,
software licenses, installation services, and the ongoing costs associated with
maintenance and upgrades °. These large initial outlays can strain budgets and may
require complex depreciation schedules.

In contrast, co-managed CX platforms, especially those delivered through the cloud,
generally follow an operational expenditure (OPEX) model °. This means that
instead of a large upfront investment, enterprises pay a recurring subscription fee for
the use of the platform and associated services. This shift from CAPEX to OPEX offers
several advantages from a budgeting perspective. It allows for more flexible
budgeting as costs are typically tied to usage metrics, such as the number of agents
or the volume of interactions. This makes it easier to scale costs in line with business
needs. Furthermore, the reduced upfront financial commitment frees up capital that
can be strategically allocated to other business priorities or revenue-generating
activities. Co-managed platforms can also lead to potential cost savings in the long
run through optimized resource utilization, as the provider often handles
infrastructure maintenance, updates, and security, reducing the need for extensive
in-house IT resources “.

The adoption of co-managed CX platforms, particularly cloud-based solutions, can
significantly enhance an enterprise's agility. These platforms offer the ability to
rapidly scale resources up or down in response to fluctuating customer demand or
seasonal peaks, providing a level of flexibility that is often difficult to achieve with
traditional on-premise systems °. The deployment of new features and functionalities
is also typically faster with cloud-based platforms compared to the often lengthy
upgrade cycles associated with traditional infrastructure.

Finally, modernizing contact center infrastructure with a co-managed approach can
have a notable impact on IT staffing. By offloading the day-to-day management and
maintenance of the contact center infrastructure to the co-managed provider,
enterprises can potentially reduce the burden on their internal IT staff. This allows
IT teams to shift their focus from routine operational tasks to more strategic initiatives
that directly contribute to business growth and innovation. However, it is important to
note that while the operational workload may decrease, the adoption of co-managed
platforms may necessitate the development of new skills within the internal IT team,
such as vendor management, cloud service governance, and ensuring seamless
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integration with other enterprise systems. The role of

the IT department may evolve from hands-on infrastructure management to a more
strategic oversight function, ensuring that the co-managed partnership aligns with
the overall IT strategy and security policies of the organization.
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VIil. Transforming Contact Center Performance:
Metrics and Impact

The modernization of contact center infrastructure through Al-powered IVR and
co-managed CX platforms has a profound impact on key performance metrics,
leading to significant improvements in efficiency, customer satisfaction, and overall
business outcomes.

One of the most notable impacts is on Mean Time to Resolution (MTTR).
Al-powered IVR systems can resolve a substantial portion of common customer
inquiries through self-service, thereby reducing the number of interactions that
require agent intervention and consequently lowering the overall MTTR °. Furthermore,
agent assist tools, by providing agents with real-time guidance and access to
comprehensive knowledge bases, empower them to diagnose and resolve complex
issues more quickly, further contributing to a reduction in MTTR . Intelligent call
routing also plays a crucial role by ensuring that customers are connected with the
most appropriate agent or self-service option from the outset, minimizing the need
for transfers and delays that typically prolong resolution times ™.

Average Handle Time (AHT) is another critical metric significantly affected by these
modernizations. Al-powered IVR systems can automate various pre-call processes,
such as authentication and information gathering, and offer self-service options for
routine tasks, thus reducing the volume of calls that human agents need to handle
and lowering the overall AHT °. Agent assist tools further contribute to AHT reduction
by providing agents with quick access to relevant information and suggested
responses, streamlining their interactions with customers ?°. Additionally, the
automation of after-call work, such as generating call summaries, through Al can free
up agent time and further decrease AHT .

The implementation of Al-powered IVR and co-managed CX platforms has a direct
and positive influence on Customer Satisfaction (CSAT). Personalized and natural
language interactions facilitated by Al-powered IVR create a more engaging and
satisfactory experience for customers, leading to higher CSAT scores °. Faster
resolution times, reduced wait times, and seamless transitions between automated
and human agents all contribute to a more positive customer journey and ultimately
higher satisfaction levels °. Moreover, the proactive support and contextual awareness
provided by Al demonstrate a genuine focus on customer needs, further enhancing
satisfaction 2.

Similarly, the enhanced customer experiences resulting from modernized contact
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center infrastructure can lead to a significant

improvement in Net Promoter Score (NPS). Customers who experience faster
resolutions, personalized interactions, and seamless service are more likely to be loyal
to the brand and recommend it to others, driving up the NPS °. Furthermore,
generative Al can analyze customer feedback collected through various channels,
including NPS surveys, to identify key sentiments and areas for improvement,
providing actionable insights that can further enhance customer loyalty and boost
NPS °',

The impact of these modernizations can be observed across various industries. In
retail, Al-powered IVR can streamline product inquiries, order tracking, and returns
processes, leading to faster service and improved customer satisfaction. Personalized
product recommendations and proactive communication, facilitated by Al, can further
enhance both CSAT and NPS *. In the healthcare sector, Al IVR can automate
appointment scheduling, prescription refills, and provide essential information to
patients, reducing call volumes and improving the overall patient experience. Efficient
call routing and faster access to information can positively impact CSAT and
potentially increase patient loyalty (NPS) **. For example, a leading health plan
reported a 20% reduction in AHT by leveraging self-service and automation ©'. In the
logistics industry, Al can optimize call routing for delivery status inquiries, provide
real-time updates, and automate confirmation processes, leading to improved
efficiency and customer satisfaction. Proactive notifications about delivery schedules
and faster resolution of any delivery-related issues can enhance both CSAT and NPS
*. One logistics company achieved a remarkable 400% surge in first-contact
resolution rates by implementing smart IVR systems .
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IX. Conclusion and Strategic Recommendations

The analysis presented in this report underscores a fundamental shift in the
landscape of enterprise customer engagement. Customers in 2025 harbor clear
expectations for their interactions with businesses, prioritizing speed, personalization,
seamlessness, and the convenience of self-service options, often preferring natural
language communication. Traditional touch-tone IVR systems are increasingly falling
short of meeting these demands, creating a compelling need for modernization.

Al-powered IVR systems emerge as a transformative technology, offering a suite of
advanced capabilities that address the limitations of their predecessors. Features
such as intent-based routing, contextual handoffs, proactive issue resolution, and
intelligent agent assist tools not only enhance the customer experience but also drive
significant operational efficiencies. Co-managed CX platforms present a strategic and
economically sound approach to this modernization, providing enterprises with a
flexible, collaborative model to leverage specialized expertise and optimize their
customer experience delivery without the burden of heavy upfront capital
investments.

The economic imperative for modernizing contact center infrastructure is evident in
the shift from traditional CAPEX-heavy models to the more agile and predictable
OPEX-based co-managed approach. This transition offers benefits in terms of
budgeting flexibility, enhanced agility to scale operations, and the potential to reduce
the burden on internal IT staffing. Moreover, the impact of these modern technologies
on key contact center performance metrics is substantial. Improvements in MTTR,
AHT, CSAT, and NPS demonstrate the tangible value of investing in Al-powered IVR
and co-managed CX platforms across diverse industries, including retail, healthcare,
and logistics.

Based on these insights, the following strategic recommendations are offered for
enterprises seeking to reimagine their contact center infrastructure:

e Prioritize Customer Experience: Ensure that all modernization efforts are
centered around the goal of enhancing the overall customer journey and
consistently exceeding customer expectations.

e Embrace Al-Powered IVR: Recognize the transformative potential of Al and
NLU-powered IVR systems and strategically invest in their implementation to meet
the evolving customer preference for natural language interactions and efficient
self-service.

e Evaluate Co-Managed CX Platforms: Carefully consider the adoption of
co-managed platforms as a means to achieve a flexible and cost-effective
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modernization, gaining access to specialized
expertise and optimizing the management of complex CX technologies.

e Focus on Omnichannel Integration: Develop and implement a comprehensive
omnichannel strategy that provides a truly consistent and seamless experience
for customers across all interaction channels, ensuring context is maintained

throughout their journey.

@ INTELLIGENT VISIBILITY

e Leverage Data and Analytics: Harness the power of data and analytics
generated by modern contact center systems to gain deep insights into customer
behavior, identify key areas for improvement, and personalize interactions to
enhance satisfaction and loyalty.

e Continuously Optimize and Adapt: Recognize that the landscape of customer
expectations and technology is constantly evolving. Establish processes for
ongoing monitoring, testing, and optimization of the contact center infrastructure
to ensure its continued effectiveness and alignment with future needs.

By embracing these strategic recommendations, enterprises can effectively reimagine
their contact center infrastructure, transforming it from a transactional cost center
into a strategic asset that drives customer engagement, loyalty, and ultimately,

business success.

Feature

Traditional IVR

Al-Powered IVR

User Interaction

Limited to preset menus with
touch-tone input

Natural, flexible interaction
through conversational Al and
NLP

Voice Command Recognition

Basic, often unreliable

Advanced, accurate voice
command and natural speech
recognition

Problem Resolution

Slower, often requiring live
agents to intervene

Faster, more efficient
self-service solutions

Scalability

Struggles with high volumes
of calls

Easily scalable, able to handle
large call volumes without
issue

Cost Efficiency

Higher costs due to frequent
human intervention

Lower operational costs
through automation and

Intelligent Visibility ¢ intelligentvisibility.com {3 (866) 840-5456 {3
223 S West St. Suite 900 Raleigh, NC 27601



Reimagining Contact Center Infrastructure

@ INTELLIGENT VISIBILITY

Al-driven workflows

Customer Satisfaction

Lower due to limited options
and frustrating menus

Higher with quicker responses
and personalized experiences

Personalization

Limited or non-existent

Higher with personalized
experiences based on data
and past interactions

Contextual Awareness

Lacks the ability to remember
previous interactions

Remembers previous
customer interactions and
tailors responses accordingly

customer experiences leading
to higher loyalty and likelihood
of recommendations, also
aided by Al analysis of
customer feedback.

Metric Impact of Al-Powered IVR Impact of Co-Managed CX
Platforms

MTTR Reduction through efficient Potential reduction through
self-service for routine issues optimized operations, access
and by providing agents with to specialized expertise, and
better information for complex | efficient platform
issues. management.

AHT Reduction through Potential reduction through
automation of routine tasks, efficient platform
providing self-service options, management, streamlined
and equipping agents with workflows, and the
quick access to information implementation of best
and suggested responses. practices.

CSAT Increase through personalized | Potential increase through
and natural language improved agent performance,
interactions, faster resolution a focus on customer
times, reduced wait times, experience strategy, and
and proactive support. access to advanced

technologies.

NPS Increase through improved Potential increase through

enhanced customer loyalty
driven by better experiences,
consistent service delivery,
and a strategic focus on
customer satisfaction.

Intelligent Visibility ¢ intelligentvisibility.com {3 (866) 840-5456 {3

223 S West St. Suite 900 Raleigh, NC 27601




Reimagining Contact Center Infrastructure

@ INTELLIGENT VISIBILITY

Vendor Strategic Al Adoption Co-Managed Model
Direction/Focus Support
AWS Connect Cloud-native contact Robust Al capabilities Co-Managed through
center through Amazon Lex Aegis CX
and other Al services
Cisco/Webex Al-driven CX, unified Al for agent Possible through
communications assistance, Aegix CX
automation,
contextual handoffs
Five9 Intelligent Cloud Al Agent Assist for Likely through their
Contact Center real-time guidance, cloud platform and
after-call work partner ecosystem.
automation
NICE Cloud CX platform, Al for agent Likely through their
workforce guidance, analytics, cloud platform and
engagement automation various service level
options.
Genesys Experience as a Conversational Al for Likely through their
Service, cloud-first self-service, cloud platform and a
Al-powered agent strong partner
tools ecosystem for
managed services.
Twilio Programmable Integrates with Enables customized
communication various Al services management models;
platform through APIs not a pre-built
co-managed
solution.
Avaya Evolving platform Integrating Al across Exploring flexible

with focus on cloud
and Al

its platform

service models,
potentially including
co-managed options.

Zoom Contact Center

Unified
communications with

Incorporating Al for
sentiment analysis

Likely through their
cloud platform and
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integrated contact and proactive issue potential
center resolution partnerships.
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