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In today’s hyper-growth business climate, customer experience (CX) organizations face 
mounting pressures to deliver seamless, scalable, and agile CX across all touchpoints. 
Traditional BPO models – weighed down by legacy systems, siloed data, and rigid 
processes – struggle to keep pace with rapidly evolving customer expectations. This white 
paper presents a future-forward approach to “Agile CX”: an operationally agile CX model 
underpinned by AI, automation, and modular platforms. By embracing AI-augmented 
solutions, large enterprises can continuously iterate on customer journeys, scale services 
rapidly, and adapt in real time – all while maintaining governance and consistency 
essential in complex, regulated sectors.

This white paper will examine pain points that companies encounter when transforming 
CX at scale and explore how the AI-augmented, agile CX operating model directly 
addresses those challenges. Atento’s solutions are also considered that can put this 
strategy into action.

Agility and customer-centricity are not opposites—with the right AI-augmented strategy, 
they become complementary. CX leaders and transformation officers will learn how to 
leverage these approaches to turn their complex CX operations into a competitive 
advantage, driving growth even in the face of constant change. The following sections 
delve deeper into the challenges and solutions, with insights from leading analysts 
(McKinsey, Gartner, Forrester, Frost & Sullivan) and real-world solution examples.

CX Quality is Falling – Forrester Says Total Experience Can Fix it 1

Executive Summary

•   Operational Agility in CX: AI and automation empower enterprises to iterate 
customer-facing processes rapidly, breaking free of rigid legacy constraints. Teams can 
pilot, learn, and roll out improvements in weeks instead of months, adapting to customer 
needs in real-time.

•   AI as a Force-Multiplier: Rather than replacing humans, AI augments employees, acting 
as a “network amplifier” that enhances agent capabilities and decision-making  . The 
result is more contextual, personalized interactions and more efficient operations, aligning 
with the philosophy that the best CX is “Augmented AI, driven by people.”

•   Enterprise-Grade Governance: Agile CX does not mean chaotic CX. Through unified 
data platforms, continuous analytics, and well-designed AI governance, organizations can 
ensure consistency, compliance, and quality even as they accelerate change. This is 
especially vital for regulated industries like healthcare and finance.

•   Best Model in Practice: A suite of AI-augmented CX solutions illustrates how to execute 
on agile CX. For example, Atento Knowledge Assistant (AI knowledge bases and agent 
assist bots), Advanced Insights (real-time analytics and quality monitoring), and Atento 
Conversations (omnichannel conversational AI) provide modular building blocks for 
transformation. These tools show measurable improvements in efficiency, customer 
satisfaction, and agility at scale, offering a blueprint for enterprises looking to transform CX 
rapidly while maintaining control and fidelity of the process.

Key Takeaways:
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Organizations in hyper-growth mode – whether in healthcare, finance, retail, telecom, or 
other industries – often encounter a standard set of CX transformation challenges. These 
pain points hinder the ability to scale and adapt CX operations quickly:

Fragmented Channels & Journeys: 

As customer contact channels multiply (phone, email, chat, social, messaging apps, etc.), 
many companies struggle to integrate them. Most contact centers today handle all types 
of queries across disparate channels, which leads to inconsistent experiences and high 
complexity in operations  . This “channel fragmentation” makes it challenging to maintain 
a unified view of the customer. Agents might not know that a customer chatting today had 
called last week, resulting in repetitive interactions and frustration on both sides. Managing 
too many siloed channels also drives up support costs and makes staffing inefficient.

Legacy Technology & Data Silos: 

Large enterprises often carry decades of legacy IT systems and fragmented data stores. 
Customer data is spread across CRM, billing, support ticketing, and product databases 
that don’t fully integrate or connect. According to CMSWire, 51% of firms have CX 
architectures full of incompatible silos, resulting in “spaghetti” processes and data 
fragmentation that create a labor-intensive, frustrating experience for both customers 
and employees  .  In other words, outdated tech stacks and disjointed data severely limit 
an enterprise’s ability to transform CX. Decision-making is slowed (or worse, misinformed) 
because different departments lack a single source of truth.3 These silos also add 
technical debt that makes integrating new channels or AI tools painfully slow.

Inconsistent Service Quality: 

With rapid growth, ensuring consistent service across channels, geographies, and teams 
becomes a challenge. In a multichannel environment without proper integration, 
customers can receive different information or service levels when switching channels, 
undermining trust. For example, a bank’s mobile app might show one status, while a team 
member sees another, because the systems are not synchronized. Inconsistent training 
and knowledge sharing across a growing workforce exacerbate the issue – some 
employees follow one process, others a different one. This lack of uniform CX standards 
leads to erratic outcomes and customer confusion. Maintaining high quality at scale 
requires new ways to distribute knowledge and enforce best practices in real time.

Enterprise CX Pain Points in Hyper-Growth Conditions1

30% of Fortune 500 Will Embrace Single-Channel CX by 2028, Gartner Predicts2

CMS Wire: Overcoming Data Silos for Enhanced CX3
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Regulatory & Compliance Constraints: 

Organizations in regulated sectors (healthcare, financial services, telecom, etc.) face the 
added complexity of compliance requirements in every customer interaction. Protecting 
data privacy, obtaining proper consent, and adhering to industry-specific rules can slow 
down CX innovation. No regulation is intended to create bad CX. Yet, in practice, the focus 
on data security and privacy can introduce friction that impedes customers during 
processes like onboarding or service requests.  For instance, extra identity verification steps 
or siloed record-keeping for compliance can make an experience clunky. Financial 
services and healthcare firms often struggle to get a holistic view of the customer 
because regulations make aggregating data across systems difficult  . Thus, even when 
these firms want to move fast on digital CX, they must do so within strict guardrails, 
requiring solutions that enable agility and governance.

Operational Scaling Pains:

Hyper-growth often means support volumes outpace existing processes. Manual workflows 
that worked at a smaller scale (e.g., a support queue managed by humans, or training 
done via shadowing) break down when interaction counts 10x. Without automation, 
companies face skyrocketing headcount needs or rising backlogs. It becomes challenging 
to onboard and train new CX staff quickly enough to maintain quality. Rigid systems further 
hamper scale. The more agile organizations will overtake companies that cling to old 
technology and have inefficient processes  .  All these issues collectively create a situation 
where the enterprise CX engine is slow, siloed, and inconsistent at a time when the 
company’s growth demands the opposite.

Forrester. Navigating The Regulatory Maze4

IIBA: Business Agility and Business Analysis in Sync for Success5
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Companies that excel in CX achieve:

          Why it Matters: 

These pain points are not mere operational nuisances; they directly impact business 
performance. A fragmented, slow, or poor-quality customer experience can erode 
customer loyalty and brand reputation. Studies show that companies that manage to 
excel in customer experience can achieve significant gains. For instance, McKinsey found 
that effective CX org models can drive 20% higher customer satisfaction and 15% higher 
sales conversion, while also lowering cost-to-serve by 30%  .  Conversely, poor CX in 
high-growth periods can lead to churn even as you acquire new customers, creating a 
“leaky bucket” effect, as around 70% of businesses rank improving CX as a top corporate 
objective  .  Executives recognize that scaling the business without scaling customer 
experience excellence is a recipe for failure. The following section discusses how adopting 
an agile, AI-augmented approach addresses these challenges head-on, converting these 
pain points into opportunities for improvement rather than obstacles.

McKinsey: How the operating model can unlock the full power of CX

Source: McKinsey
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Transforming CX at an enterprise level requires a new operating paradigm: one that 
replaces the slow, siloed, and reactive approach with fast, integrated, and proactive 
capabilities. This is where an agile CX model powered by AI and automation comes into 
play. An AI-augmented, agile CX operation means the company can rapidly iterate on 
experiences, harness data in real time, and scale successful experiments across the 
enterprise, all while ensuring consistency. Below, we outline how specific AI-driven 
strategies and technologies directly tackle the pain points from section 1:

How AI-Augmented, Agile CX Solves These Challenges2

2.1

Frost & Sullivan: Unified Vision: Building a CX Strategy Supporting Strategic and Tactical Decision Making8

Frost & Sullivan: Raising the CX Bar with a Unified Data and Analytics Strategy9

Real-Time Analytics for Continuous Improvement

One cornerstone of agile CX is the ability to listen, learn, and adjust course quickly. 
Real-time analytics, fueled by AI and big data, give CX leaders live visibility into customer 
behaviors, pain points, and operational performance. Instead of looking at last quarter’s 
survey scores, teams can monitor experience metrics in real-time and implement fixes or 
optimizations on the fly.

For example, companies are moving from periodic data gathering to 24/7 “always on” 
listening across channels. Advanced analytics platforms ingest interaction data from call 
transcripts, chats, social media, and more, converting it into immediate insight. This 
enables a shift from reactive to proactive CX management: issues like a confusing website 
step or a spike in contact center volume can be spotted and addressed in near real-time. 
McKesson’s CX program, for instance, evolved over five years from simply running surveys 
to using data for real-time risk detection and strategic planning  ,  meaning they could 
identify customers at risk of churn or operational breakdowns as they emerge and act 
faster.

AI plays a key role by surfacing patterns and predictions from the data deluge that 
humans might miss. Machine learning models can predict customer churn, estimate 
satisfaction (e.g., via sentiment analysis on interactions), and even forecast why customers 
are calling before they do. By integrating these insights into dashboards and workflows, 
organizations gain an “insight engine” for CX. Frost & Sullivan emphasizes that a unified 
data and analytics strategy is critical, not for lack of data, but to overcome disconnected 
data and silos. When teams integrate their data and align on shared customer metrics, 
employees are empowered to act on real-time insights, eliminating friction and enabling 
meaningful experiences  . 

8
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Key benefits: Real-time analytics shorten the feedback loop dramatically. Teams can run 
A/B tests or pilot programs in one market, get instant readouts, and refine approaches 
before scaling them. Time-to-market for CX improvements drops. Continuous monitoring 
also ensures consistency and quality; problems are caught early before they spread. In 
sum, analytics fuel an evidence-based, iterative approach: measure, tweak, and improve 
continuously, rather than executing a rigid annual CX plan.

AI-Powered Knowledge Bases and Agent Assistance

Another pillar of agile CX is empowering the frontline staff: contact center team members, 
sales reps, and branch employees with instant knowledge and AI support. When agents 
can resolve issues faster and more consistently with AI assistance, it directly addresses 
challenges of inconsistent service and scaling workforce expertise.
AI-powered knowledge bases act as intelligent copilots for agents. They ingest the troves 
of company knowledge (product info, policy, past case resolutions) and use natural 
language processing to retrieve the correct answers in seconds. Modern knowledge 
assistants even recommend next-best actions or process steps for agents to follow, based 
on context. The goal is that whether a customer reaches a new hire or a tenured agent, the 
quality of the answer is the same, guided by a comprehensive, up-to-date knowledge 
source. This evens out service quality and reduces dependency on “tribal knowledge.”

2.2
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Moreover, AI can observe and learn from top performers. Using techniques like machine 
learning, agent assist tools can prompt less experienced agents with phrases or solutions 
that mirror what the best agents do, effectively scaling your top talent across the team. 
According to Forrester, generative AI and agent-assist tools are streamlining operations, 
reducing response times, and empowering employees in customer service   .  Team 
members get real-time suggestions or even automated drafts of responses, so they 
handle inquiries faster with fewer errors. This not only improves customer satisfaction 
(quick, correct answers) but also drives down average handle times and training effort.

For instance, Atento’s Knowledge Assistant (detailed later) uses GenAI to provide agents 
with quick, accurate answers and even suggests improved process steps for resolution. By 
integrating such an assistant into the agent desktop, Atento enabled a comprehensive 
agent support solution that features intelligent search and guided workflows. The result is 
that new agents ramp up faster, and all agents can resolve queries without repeatedly 
escalating or transferring. AI ensures the collective knowledge of the organization is at 
every rep’s fingertips.

Customer self-service also benefits: AI chatbots and virtual assistants can handle 
common questions with high accuracy, deflecting simple cases away from human agents. 
This reduces volume (alleviating the scale problem) and provides 24/7 help. But crucially, 
when handoff to a human is needed, a well-designed AI-assisted system will pass along 
the context and suggested solution, so the customer doesn’t start over. In this way, AI helps 
maintain consistency across channels: the chatbot, the IVR, and the live agent all share the 
same knowledge backbone.

Beyond support interactions, AI-driven knowledge platforms can help identify process 
improvements (e.g., if agents are often looking up a specific answer, maybe the website 
should be updated to address it). This contributes to the agile loop of continuous 
improvement.

In summary, AI augmentation of people allows enterprises to scale high-quality, 
personalized service without linear headcount growth. It addresses inconsistent quality 
(everyone gets the best answer, every time) and speeds up reaction time (agents solve 
issues on first contact more often). Importantly, this approach embraces the philosophy 
that AI “boosts humans, rather than replaces them.” As Forrester highlighted, when 
deployed effectively, AI serves as a force multiplier for employees, enabling more 
contextual and human-like experiences by freeing humans to focus where they add value1. 
The human touch is still there, but amplified by AI to be faster and more reliable.

Avaya: Unlock the future of CX with AI10
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Modular Automation Platforms for Speed and Scale

Agility in CX also hinges on having technology platforms that are flexible, modular, and 
automation-rich. Legacy monolith systems that require months to make a small change 
won’t cut it. Enterprises are shifting to agile tech stacks: think cloud-based, API-first 
architectures, microservices, and low-code automation – to deploy new CX capabilities 
and adapt processes rapidly.

A key strategy is implementing a modular automation platform that orchestrates 
customer journeys and back-end workflows. For example, an automation engine can 
handle routine tasks (like updating an address across systems or processing a refund) 
without agent intervention, or assist agents by pre-filling forms and performing after-call 
tasks. By automating repetitive work, you achieve two things: faster service for customers 
and the ability for your operation to scale up without a linear increase in staff. One Gartner 
prediction is that by 2029, “agentic AI” (autonomous AI agents) will resolve 80% of common 
customer service issues without human help, yielding a 30% cost reduction.  That 
illustrates how much efficiency is on the table through more intelligent automation. These 
AI agents can even work proactively, identifying issues and solving them before the 
customer is aware, heralding a future of truly effortless service  .

Crucially, modern CX platforms (often delivered as cloud-based Contact 
Center-as-a-Service) are designed to be composable. Need to add a new chat channel? 
Enable the module in your platform and integrate via API, rather than stand up a whole new 
system. Want to deploy an AI chatbot for a specific campaign? Spin it up in a sandbox, test, 
and roll it out, without rebuilding your entire infrastructure. This modularity means faster 
time-to-market for new experiences. One example trend: companies consolidating to a 
single, flexible CX platform to avoid the pitfalls of multiple disconnected tools. Gartner 
predicts that by 2028  , 30% of Fortune 500 companies will intentionally simplify to a single, 
AI-enabled channel for customer service to reduce the complexity caused by 
multi-channel sprawl2. They will use AI to blend modalities within that channel as needed 
(e.g., a voice assistant that can escalate to a human), rather than juggle dozens of 
channels. Simplification and modular design go hand in hand to boost agility.

Governance and agility can co-exist through these platforms as well. Low-code 
automation tools often come with auditing, version control, and compliance checks baked 
in. This is particularly valuable in regulated industries: you can automate a process (say, 
pulling customer consent records) so it’s faster, but also ensure it’s done the right way 
every time (and logged for regulators). In an agile CX model, any new workflow or bot 
should have oversight from compliance teams early, but once approved, the automation 
runs reliably within policy, thus reducing the risk of human error that could cause 
compliance issues.

11
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Source: Gartner Reveals Three Technologies that will transform customer service and support by 2028

Additionally, scalability is inherent: cloud-based CX solutions can ramp up capacity during 
peak times (e.g., open enrollment for healthcare, or holiday season in retail) without 
scrambling to hire and train a massive temp workforce. AI chatbots don’t take holidays or 
sick days; RPA (robotic process automation) scripts don’t make mistakes copying data 
between systems. This gives a buffer that allows the human team to focus on complex or 
truly sensitive interactions while the “machine team” handles the grunt work at scale.

Finally, an often overlooked benefit: agile, AI-driven platforms generate a wealth of 
operational data that feeds back into the analytics and improvement cycle (tying back to 
section 2.1). Automation doesn’t just do things faster; it also measures instrument 
processes in detail. Leaders can see, for example, how many cases were handled by AI, 
where AI needed to hand off to humans, and then refine either the AI or the process design 
for better results. This continuous optimization loop is a hallmark of an agile approach.
In summary, by leveraging modular automation platforms, enterprises achieve speed, 
scalability, and resilience in CX operations. Changes that once took months of coding can 
be configured in days. The organization can handle growth spurts or new customer 
demands without breaking the system. And importantly, humans and AI work in concert: AI 
takes over rote tasks, and humans focus on high-value interactions. This not only improves 
efficiency but also employee experience – staff are less bogged down by mundane tasks 
and can concentrate on engaging, problem-solving, and innovating.
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To ground these concepts in a real-world context, this section examines how Atento, a 
global CX solutions provider, has implemented AI-augmented, agile CX strategies through 
its offerings. Atento’s approach is encapsulated in the theme “Augmented AI, Driven by 
People,” reflecting the principle that technology should amplify human capability and be 
guided by human-centric design.  Three of their solutions are highlighted: Atento 
Knowledge Assistant, Advanced Insights, and Atento Conversations, providing a practical 
model for how large organizations can achieve agility, governance, and scale in CX 
transformation:

Atento’s Solutions as a Model – Augmented AI, Driven by People3

3.1
Atento Knowledge Assistant: Empowering Agents with AI Assistance

One of the biggest levers for agile CX is enhancing agent productivity and consistency, and 
Atento Knowledge Assistant is designed for that purpose. It is an AI-powered knowledge 
management and agent-assist chatbot solution that revolutionizes the agent desktop 
experience. It serves as an intelligent guide for customer service representatives, delivering 
instant answers and process guidance during live interactions.

Atento Knowledge Assistant Chatbots help companies provide quick and accurate 
responses to customer queries by drawing from a vast knowledge base of articles, FAQs, 
and prior cases. Instead of leaving the customer on hold while digging through manuals or 
asking a supervisor, team members can rely on the AI assistant to surface relevant 
information in seconds. This significantly cuts down resolution times and ensures 
customers get consistent information no matter which agent or channel they contact.

Beyond just Q&A, the Knowledge Assistant also actively recommends improved processes 
for employees to follow when resolving issues. For example, if a team member is handling a 
billing dispute, the assistant might prompt: “Have you checked for any promotional credits 
applicable to this account? If not, here’s the process.” In this way, best practices are 
dynamically reinforced, reducing variation in service quality. It’s as if each person has a 
veteran coach at their side, guiding them through complex scenarios.

Atento’s solution integrates a conversational agent, a dedicated agent-facing bot, within 
its workflow. The Knowledge Assistant, powered by Atento’s Generative AI, is seamlessly 
embedded into Qualistore. Through this integration, team members benefit from intelligent 
search and chat support that helps them swiftly address customer issues. The assistant 
can work both online and offline, meaning even if the agent is in a back-office scenario or 
the customer is not live, they can query the knowledge system for research and follow-up.

12Agile CX for Hyper-Growth: AI-Augmented Strategies for Transformation
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From an enterprise governance perspective, Atento Knowledge Assistant is built to meet 
operational needs on a scale. The deployment guarantees rapid implementation (so 
organizations can roll it out quickly across teams), extensive integration with existing 
systems (ensuring it fits into the current tech environment), and secure access to 
information (critical for data protection and privacy). For instance, role-based permissions 
can control who sees what data, and all chatbot interactions can be logged for 
compliance review. Atento also provides ongoing technical support to keep the knowledge 
system up-to-date and aligned with evolving business policies.

Impact: By implementing an AI knowledge assistant like Atento’s, enterprises can 
dramatically improve first-contact resolution rates and consistency. Employees become 
both faster and more accurate. Training times for new hires drop – they can become 
proficient by relying on the assistant, which eases the usual catch-up period. Overall, this 
solution addresses the earlier pain points of inconsistent service and scaling workforce 
knowledge. It exemplifies how “augmented AI, driven by people” works in practice: the AI 
learns from and disseminates the wisdom of the best people in the organization, and the 
people, in turn, make better decisions with AI’s help.

How Atento Knowledge Assistant works:

Information 
Assessment:

Review User Manuals,
e-books, FAQs, etc.

Engage in data
structuring and
engineering tasks.

Process and refine the
ingested data for
optimal use.

Implement bots into
the customer service
framework to assist
agents.

Utilize prompts for the
classification and
organization of
information to
enhance retrieval.

Material Validation:

Ensure it is updated
and determine if any

corrections or new
content creation is

required.

Incorporate data into
the system, which can

be done manually or
through automation.

Compile and organize
the assessed

information into a
corpus.

Evaluate the AI models
and adjust for accuracy

and efficiency.

Regularly update and improve
the information database for

sustained quality. 

Data Ingestion: Corpus Creation: Model Testing 
and Tuning:

Continuous Information
Improvement:

Atento Data
Engineering:

Information Handling
and Cleaning:

Prompts Application: Bot Deployment for
Agent Support:

AI-Powered Knowledge Bases and Agent Assistance

The Atento Advanced Insights platform illustrates how real-time analytics and AI-driven 
intelligence can be harnessed in a large-scale CX operation. This solution is essentially a 
Voice-of-Customer (VoC) and Quality Assurance analytics suite that transforms raw 
customer interaction data into clear, actionable intelligence.

3.2
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Advanced Insights addresses the data fragmentation issue by ingesting data from all 
interaction points: calls, chats, emails, surveys, social media, and aggregating them into a 
unified 360° view. Through advanced analytics and AI (including generative AI for trend 
analysis, it can decode what customers are saying and feeling across channels. This 
continuous listening runs 24/7 with high accuracy, enabling the enterprise to always keep 
a finger on the pulse of CX health.

What sets Advanced Insights apart is how it closes the loop from insight to action, 
supporting the agile principle of continuous improvement. It features modules to Report 
(Measure), Analyze (Decode), and Execute, corresponding to stages of turning data into 
business outcomes. For example, in the Report phase, it might use AI to identify that 
customers are repeatedly complaining about a new app feature. In Analyze, it cleans and 
curates that data, perhaps revealing the root cause (e.g., a confusing UI flow). Then, in 
Execute, the platform would help the team prioritize a fix or even trigger an automated 
workflow (like sending an apology and tutorial to affected users).

Concrete results reported by Atento’s clients using Advanced Insights include over 400% 
efficiency improvement in transaction monitoring and a 26%+ increase in NPS (Net 
Promoter Score). These gains come from the platform’s ability to monitor customer 
interactions at scale (hundreds of thousands of transactions) with a fraction of the manual 
effort, effectively multiplying the capacity of quality assurance teams. The integrated 
feedback to agents (e.g., notifying an agent when a compliance phrase was missed on a 
call) also helps continuously correct course on frontline behavior.

From a governance and scalability standpoint, Advanced Insights is built with enterprise 
needs in mind. Large organizations can start at a level that makes sense and scale up 
usage as they integrate more data sources or use more advanced AI features. Additionally, 
Atento offers expert consulting alongside the tool for organizations that want guidance in 
reading the data and driving change, a crucial step, since insights are only as good as the 
actions they spark.

In the context of hyper-growth conditions, Advanced Insights essentially provides the 
nervous system for an agile CX organization. It ensures that no matter how fast things are 
moving, you have real-time situational awareness of customer sentiment and operational 
performance. It helps break down silos by consolidating data and making it accessible via 
customizable dashboards (e.g., integration with PowerBI for custom views). This 
democratization of data means each department or journey owner can self-serve insights 
and collaborate on improvements using a common fact base.

Overall, Atento Advanced Insights demonstrates the power of “AI augmented intelligence” 
in CX: it augments human analysts by sifting big data in moments, so they can spend their 
time on designing better experiences rather than number-crunching. It’s a toolset that 
embodies agility (fast insights, continuous listening) while maintaining control (centralized 
data governance, quality tracking), which is exactly what enterprises need to turn CX into a 
science that drives business growth.
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https://atento.com/en/conversational-aiAnother AI solution from Atento is Atento Conversations, which exemplifies an agile, 
AI-driven approach to customer engagement across channels. It is a conversational AI 
platform that enables enterprises to automate and personalize interactions at 
scale—across text, voice, and even image or video channels. Beyond simple FAQs, it 
supports sophisticated dialogues, transactional assistance, and complex support 
scenarios that previously required human intervention. For instance, a telecom provider 
could deploy a virtual assistant to guide customers through step-by-step troubleshooting, 
escalating to a live agent only when necessary.

Built on a composable, API-first architecture, Atento Conversations integrates seamlessly 
with CRMs, ERPs, and diverse contact center environments. Its omnichannel design enables 
real-time data exchange and contextual continuity across voice and chat—including 
platforms like WhatsApp, Telegram, and Signal. This architecture ensures interactions are 
hyper-personalized by tapping into backend intelligence such as account history or 
service status, while also maintaining compliance and operational efficiency. As a result, 
enterprises can deploy and scale conversational experiences that combine the best of 
their workflows with best-in-class customer interactions.

A significant benefit of such a platform in hyper-growth scenarios is scalability without 
linear cost. If your customer base doubles, the AI bots handle the increased volume (with 
maybe some cloud usage cost uptick), instead of having to double your contact center 
headcount. This is how digital-native companies have achieved hyper-growth without 
customer service meltdowns, by offloading many front-end inquiries to AI. Gartner notes 
that by infusing voice-enabled AI into service, businesses can dramatically simplify service 
experiences and handle more with less complexity.2 Atento Conversations is aligned with 
that vision, providing the ability to orchestrate a single consistent experience that might 
blend AI and human help as needed.

Another advantage is the speed of iteration. Need to launch a new support channel on 
WhatsApp or integrate with the latest messaging app? Atento Conversations, being a 
modular tech solution, can incorporate new channels relatively quickly (often via API 
connectors). This addresses the channel sprawl problem by offering one platform to 
manage dialogues across all these entry points. The branding “Personalized Interaction 
Redefined” hints at using data from backend systems to tailor each conversation – for 
instance, recognizing a returning customer and proactively addressing their last issue. This 
leads to a more consistent and context-rich experience: customers don’t have to start 
over on each channel, and the AI can maintain memory of the conversation history, which 
often even a human across channels cannot do easily.

Atento Conversations: Scalable, Omnichannel AI Engagement
3.3
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From a people and governance perspective, Atento Conversations is “AI-augmented and 
people-driven” in the sense that it does not remove humans from the loop but instead 
optimizes their involvement. Routine interactions can be fully automated, while more 
complex or sensitive ones are seamlessly handed to live agents, with the context carried 
over. Agents then handle the nuanced cases with complete visibility into what the bot did, 
ensuring continuity. Meanwhile, the platform gathers data on every interaction (AI or 
human), which flows back into Advanced Insights for continual learning.

Atento also emphasizes operational governance in these implementations. When 
deploying AI bots in enterprise settings, careful design is needed to comply with 
regulations (e.g., the bot identifying itself, obtaining consent for data use, etc.). The Atento 
Conversations platform, backed by Atento’s CX consulting and AI Studio, provides 
frameworks to build governed conversational flows, meaning flows that have the 
necessary business rules and compliance checks. For example, in a healthcare chatbot 
scenario, ensuring HIPAA compliance in the data collected and displayed is paramount. An 
agile platform allows those rules to be configured and audited.

In metrics terms, successes attributed to Atento’s conversational AI include achieving high 
self-service resolution rates (their AI solutions have reached a 65% chatbot resolution rate 
in some cases. That translates to substantial cost savings and faster service. Additionally, 
because these AI-driven conversations produce transcripts and structured data, 
companies gain deeper insights into customer needs. They can improve both the 
automated and human parts of the service accordingly – another feedback loop that 
powers agility.

To summarize, Atento Conversations serves as a model for agile, AI-driven engagement: it 
lets enterprises be present for customers on any channel instantly, maintain consistency 
and personalization, and do so efficiently at high volumes. It augments human teams by 
filtering and handling the simpler tasks, ensuring that when a human is needed, they can 
focus and excel. This balances the goals of enterprise agility (rapidly deployable 
experiences) with enterprise-scale reliability and governance (platform-level control, 
data insights, and integration). It’s a real-life demonstration of how embracing AI in 
customer interactions, under human guidance, can yield both a superior customer 
experience and a more adaptable organization.
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https://www.customercontactmindxchange.com/customer-experience-2025-a-frost-sullivan-executive-mindxchange-key-take-aways/

Achieving agile CX in a hyper-growth enterprise is a strategic imperative in today’s 
market. The insights and examples detailed in this white paper lead to several key 
takeaways for senior CX leaders and transformation officers:

Make Agility a Core CX Principle: 

Treat agility not just as a project methodology (e.g., Scrum for software) but as an 
operating model for CX management. This means empowering cross-functional teams to 
iterate on customer journeys frequently, embracing a test-and-learn culture. As seen, 
companies like UPS rapidly prototyped and improved experiences in weekly sprints to 
significant effect   .  The ability to pivot and refine based on real-time feedback is what 
separates CX leaders from laggards in fast-paced markets.

Invest in AI as an Augmentation Tool:

Artificial intelligence should be deployed to amplify your people, not sideline them. The 
most successful transformations pair AI’s speed, scale, and data-crunching power with 
human empathy, creativity, and judgment. Whether it’s agent-assist bots suggesting 
answers or analytics platforms highlighting trends, AI can handle the heavy lifting of data 
and routine tasks, allowing your employees to focus on delivering value. This “human + AI” 
synergy drives better experiences and engages employees rather than threatening them1. 
It also provides a recruiting advantage – top talent want to work at organizations that give 
them great tools to succeed.

Unify Data and Break Silos: 

An agile CX strategy must be built on a single view of the customer and a unified data 
environment. Siloed data is the enemy of both personalization and continuous 
improvement3. Prioritize integrating customer data platforms, interaction histories, and 
operational metrics into a coherent system that feeds both analytics and frontline tools. 
This enables consistency (everyone sees the same truth) and faster insight-to-action 
cycles. In practice, this may involve moving to cloud-based data lakes or CDPs and 
instituting data governance programs that ensure data quality and connectivity across 
the enterprise.

Conclusion: Strategic Takeaways for Enterprise CX Transformation4

Frost & Sullivan: Elevating CX Requires Alignment of ALL Stakeholders, Including Customers13

13
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Modularize Your Technology Stack: 

Monolithic legacy CX systems severely limit speed. Wherever possible, move toward 
modular, API-driven platforms for customer interactions. Adopting cloud contact center 
platforms, AI middleware, and low-code automation tools allows you to roll out new 
channels or capabilities in a fraction of the time. This modularity also future-proofs your 
operations – as new channels (or AI techniques) emerge, you can plug them in without a 
wholesale rebuild. Gartner’s concept of “composable CX” echoes this: design your CX tech 
as Lego pieces that can be reconfigured as needed to support innovation. In addition, 
modular systems often come with built-in best practices and compliance support, which is 
a boon for regulated industries trying to move fast and stay safe.

Prioritize Governance and Ethical AI Usage:

With great power (of AI and automation) comes great responsibility. Ensure your agile CX 
transformation includes a strong governance framework. This means clear policies on 
data privacy, AI ethics, and compliance checks at every step of design. For example, 
establish an AI ethics review for new customer-facing bots, include compliance officers in 
journey redesign scrums, and maintain transparency with customers about how their data 
is used to improve CX. The aim is to build trust by design – both customers and regulators 
should see that your agile innovations enhance experience without compromising security 
or fairness. Governance may slow a few steps in the short term, but it ultimately enables 
sustainable agility by preventing setbacks like breaches or public trust issues.

Measure, Learn, and Iterate Continually: 

Finally, instill a discipline of continuous measurement and learning. Use CX metrics that 
matter (customer satisfaction, effort scores, resolution time, loyalty indices, etc.) and tie 
them to tangible business outcomes (retention, revenue per customer). Equip your teams 
with those real-time dashboards discussed, and more importantly, a process to act on 
them. The transformation is never “done” – an agile CX enterprise is constantly monitoring 
the river of customer feedback and operational data, identifying rocks and currents, and 
adjusting course. Celebrate quick wins but also build institutional memory from failures. 
This learning culture is what keeps the CX nimble and responsive as the market or 
competitive landscape shifts.
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In conclusion, enterprise CX transformation in hyper-growth environments is a journey of 
continuous adaptation. By leveraging AI-augmented strategies and fostering an agile 
mindset, large organizations can turn their size and complexity from a liability into an 
advantage. They can respond faster than smaller rivals by intelligently harnessing their 
wealth of data and human talent through AI. They can ensure every new product, service, 
or channel launch delights customers rather than detracts from the brand promise. 
Perhaps most importantly, they can build a CX ecosystem that is resilient – capable of 
weathering regulatory changes, market disruptions, or surges in demand without 
sacrificing the quality of experience that customers expect.

CX leaders reading this white paper should come away confident that “agile CX” is not a 
buzzword. Still, a realizable state, one where your operations are continually aligned with 
customer needs and your business is constantly aligned with customer value. The tools 
and examples provided offer a roadmap to begin or accelerate this journey. The time to 
act is now: those who embrace AI-augmented, agile CX will set the pace in their industries, 
and those who don’t will find themselves struggling to catch up in a world where customer 
experience is the ultimate competitive battleground.
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