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A LEADER'S GUIDE

How to deploy
Al agents.

From strategy to scale — a practical playbook for
operationalizing agentic Al in the contact center, with real
automation, mitigated risk, and measurable ROL

Observe.Al - One CX platform Observe.Al
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THE MANDATE

Modernize, automate,
improve outcomes.

Rising customer expectations, shrinking budgets, and aging legacy
systems make the mandate clear — without adding headcount. Of all the
places ripe for agentic Al, none is better suited for immediate impact than
customer support.

This isn't a primer on conversational Al. It's a strategic briefing for leaders ready to
operationalize agentic Al — how to deliver real automation, mitigate risk, and avoid the

failure modes of prior deployments. Let's get started.

01  What Al agents are — and why you 02  Why voice is 10x harder than chat
should care

03 10 questions to ask before deploying 04  Selecting the right use cases

05  Orchestration, tooling & integration 06  Certainty in a probabilistic world

07  Evaluating Al agents at scale 08  Build vs. buy

09  Alagents as a strategic investment ®  The Observe.Al platform
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THE PREMISE

What Al agents are —
and why you should care.

Most enterprises have already tested conversational Al — chatbots, NLU-driven IVRs, digital assistants. The
results were often mixed: brittle logic trees, poor escalation handling, and shallow integrations that failed to
resolve customer issues.

VoiceAl Agents are the next step. Built on large language models and engineered for enterprise-grade
reliability, they move beyond intent recognition to deliver outcomes — executing tasks across backend
systems, managing multi-turn dialogue with context and memory, and operating within clear governance.

The shift is from answering questions to completing work — reliably, securely, and at scale.

WHY IT MATTERS TO TRANSFORMATION LEADERS

60% 247 100%

Containment rates Al agents Fast, personalized, consistent Of interactions logged,
often reach — alleviating service — no call queues, no transcribed, and scored for
staffing pressure. long menus. compliance.

Where legacy IVRs route and chatbots answer FAQs, Al agents resolve outcomes. They authenticate users,
check eligibility, issue refunds, update records, or schedule appointments — using natural language

combined with secure system integrations, all reinforced by policy guardrails and Interaction Intelligence.
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Enterprise-ready by design.

Al agents are not proof-of-concept projects. They already run at scale in healthcare, insurance, financial
services, and retail — integrating directly with CRMs, claims platforms, billing systems, and identity tools

through secure APlIs. Four design principles make that possible:

Composable architecture

Modular NLU/NLG, task orchestration, call control, knowledge retrieval, and feedback loops.

Enterprise integration

0

Prebuilt connectors for CCaaS, CRMs, and ticketing systems.

Observability

Real-time logs, quality scores, containment metrics, and escalation insights.

Controlled customization

Business users configure flows without code; IT and governance teams enforce policy.

WHY THE TIMING IS RIGHT

LLMs now support fluent, dynamic dialogue and reasoning Cloud migration made backends APIl-accessible

Labor pressure and attrition demand new efficiency Customers expect real-time service — on voice

Despite these conditions, most enterprises still struggle to extract ROl from Al. A thoughtful approach to Al
agents changes the equation — translating experimentation into measurable outcomes tied directly to

transformation priorities.
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Why voice is
10x harder than chat.

Chatbots set the expectations for digital automation. They work reasonably well when users type short,

2

structured requests. Voice is different — the most emotional, high-stakes channel, and the hardest to

automate at scale.

WHY THIS MATTERS FOR LEADERS
Voice is where automation delivers the greatest ROl — and where shortcuts fail the fastest.
Voice is not "chat with speech recognition." It's a higher bar for technical demand, operational
complexity, and customer sensitivity. Deployments succeed only when architecture,
integrations, and governance are designed specifically for voice.

Phone support is a mature domain. Enterprises already rely on IVRs, ACDs, routing rules, and well-
established SOPs embedded in daily operations. Introducing Al agents demands careful design — so the Al
expands what already works rather than disrupting it. Succeeding with voice means solving for both the

technical challenges of speech and the operational realities of the contact center.
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Five reasons voice is harder.

Voice demands more than natural language processing. Each of these introduces complexity that makes

voice automation far more challenging than chat.

a

Real-time reasoning with low latency
In chat, a short pause is fine. In voice, it breaks the experience. The system must listen, process, and
respond in milliseconds — requiring orchestration layers that cut latency without sacrificing accuracy.

ASR transcription in the real world
Speech recognition struggles with accents, noise, interruptions, and emotion. One missed word can derail a
call — so systems must be tuned for domain vocabularies, acronyms, and compliance terminology.

Intent disambiguation in free-form speech
Customers don't speak the way they type. They ramble, change topics, and ask ambiguous questions. Voice
requires advanced NLU and contextual memory — without it, containment drops and escalations rise.

Multi-turn memory and complexity
"Actually, make that Tuesday instead." Customers shift mid-sentence, add conditions, revisit earlier points.
Handling this reliably requires strong memory, state management, and guardrails against drift.

Telephony interoperability
Voice runs across fragmented infrastructure — PBXs, SIP trunks, CCaaS platforms, routing engines, and
carrier quirks like DTMF fallback. Each integration adds latency, complexity, and compliance considerations.



#Z OBSERVE-AI

A READINESS FRAMEWORK
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10 questions to ask
before you deploy.

Deploying Al agents isn't buying software — it's a transformation initiative touching technology, operations,

compliance, and CX at once. These ten questions separate hype from substance and build alignment

before the first pilot.

c What problem are we solving?

A defined business problem leadership can rally
around and measure — not an innovation project.

What core systems are required?
CRMs, claims, billing, auth, telephony — with real-time
APIs, clear owners, and documented SOPs.

How does this fit current operations?

Where the agent sits in the flow, how human roles
shift, and the impact on QA and oversight.

Which use cases, and what's the growth
plan?

Not "where can we try this" but "where will it make a
measurable difference" — then a phased path.

How will we measure success over time?

Day-one metrics, 6-12 month operational metrics, and
multi-year strategic outcomes.

Who needs to be involved?

A cross-functional RACI: CX, IT/Al, operations,
compliance, brand, and product owners.
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A NOTE ON ASKING THE RIGHT QUESTIONS

What's the continuous feedback loop?
Review escalations, validate prompts, keep responses
grounded, and use Interaction Intelligence to

catch drift.

Can we refine at scale — safely?

Update prompts and rules at pace, validate
before production, and manage version control

across agents.

How do we build trust at scale?

Audit every conversation and decision path; know
when guardrails trigger; prove off-policy responses
are caught.

What is the rollout plan?

Pilot one queue, monitor 30-60 days, then expand in
6-, 12-, and 24-month stages under governance.

The most common reason Al projects stall is not technology — it's a lack of structure.

Answered honestly, these ten questions reduce risk and create alignment across every

stakeholder who depends on the customer experience.

THE PAYOFF OF STRUCTURE

Clarity

A defined problem and owner for
every deployment.

first pilot.

Alignment

Cross-functional buy-in before the

Confidence

Substance demanded from every
vendor claim.
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WHERE TO BEGIN

Selecting the
right use cases.
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Whether you enter with a mandate or need guidance on where to start, the path is the same: rigorously
evaluate and select use cases through a structured process — applying automation where it delivers
measurable outcomes.

° Analyze customer conversations at scale

Use empirical data — recordings, transcripts, metadata — across a statistically significant sample.
Categorize interactions into complexity tiers (L1-L4) by intent frequency, volume, workflow complexity,
emotional sensitivity, and escalation patterns.

a Assess automation feasibility

Not every intent is a candidate. Weigh volume and cost, error tolerance, decision complexity, multi-
turn variability, contextual data needs, and emotional sensitivity — technical feasibility doesn't equal
acceptable experience.

FEASIBILITY # APPROPRIATENESS

Updating payment info is straightforward — but if it's tied to a late bill for a medical
procedure, the context introduces emotional sensitivity that demands careful handling.
"First notice of loss" can be structured for data capture, yet traumatic events demand a
human presence.
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Classify along the automation spectrum.

Avoid binary decisions. Match capability to business and customer requirements across three models.

Automate

The Al agent contains the
workflow end-to-end, with no
human intervention.

Augment

The agent performs sub-tasks —
information gathering, verification,
routing — then transfers to

a human.

Then build a roadmap for growth.

Assist

The Companion Agent
supports humans with real-time
prompts, next-best-action, and
intelligent routing.

Al agents aren't static — they learn, expand, and require refinement as edge cases emerge. Plan for the

evolutionary trajectory.

Prove

Deploy in a high-volume, low-risk
workflow to demonstrate ROl and
validate performance.

Expand

Scale into adjacent workflows,
informed by real interaction data
and iteration.

Scale

Extend across lines of business,
languages, and geographies
under governance.
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FROM DEMOS TO DEPLOYMENT

Orchestration, tooling
& integration.
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It has never been easier to spin up an Al agent demo. What looks compelling in a controlled demo often
breaks under production conditions — and that's not a model problem, it's an infrastructure problem.

Moving from proof of concept to enterprise-grade deployment requires orchestration, integration,
and governance.
A NEW LAYER IN THE STACK

Orchestration sits between conversational intent and enterprise systems of record — the connective tissue

that turns customer needs into business outcomes.

Conversational intent
"I'd like to cancel my policy" — captured through natural, multi-turn dialogue.

Orchestration layer

Selects the workflow; executes a stateful, logged sequence with conditionals, fallbacks, approvals, and exception
handling — context-aware via Model Context Protocol.

Enterprise systems of record
CRMs, billing, identity, and workflow engines — reached through secure, observable integrations.
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Why orchestration, not scripting.

Prompt chaining or basic LLM wrappers may simulate action, but they lack structure, error handling, and
observability. Orchestration is declarative — it specifies what should happen, under what conditions, with
safeguards built in. A conversational intent becomes a deterministic, observable chain of system-level

actions that completes the task reliably.

OBSERVABILITY, RESILIENCE, RECOVERY

Structured observability Resilience mechanisms Context-preserving handoff
Detailed execution traces for every Retries with exponential backoff, Seamless human intervention

run — successful actions, retries, dead-letter queues, fallback paths, when oversight is required — no
fallbacks, and escalations. and policy-driven escalations. repeating the whole workflow.

THE MISSING LAYER

Because orchestration abstracts automation logic from system dependencies, you can swap
platforms — Zendesk to Salesforce, one scheduler to another — without rewriting the
automation. This is the capability that turns Al from an impressive demo into a trusted
operational asset.
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GOVERNANCE AS CONTROL

Certaintyina
probabilistic world.
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When agents move from prototype to production, their probabilistic nature creates real risk. Prompts that
worked in testing fail in unexpected ways across tens of thousands of live interactions. Even a 1% error rate
at scale means hundreds of broken experiences every day — a bank agent skipping authentication, a
healthcare agent routing to billing without checking eligibility.

LLMs are inherently probabilistic. Even carefully engineered prompts can miss authentication, execute steps
out of sequence, skip compliance checks, or branch into unintended paths. The answer is a layer of

workflow governance that enforces structure and sequence without breaking natural conversation.

GOVERNANCE ENFORCES A DETERMINISTIC CHAIN

1 ® ®

MANDATORY

Perform the action Confirm & log
Authenticate caller Only after authentication — validate Outcome confirmed and recorded
Identity verified before anything else policy and confirm type. for full auditability.

can proceed.

Each step is modular, testable, and tied to business rules. The customer experiences a smooth conversation; the
organization gains predictability, compliance, and resilience.
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A practical example.
WITHOUT GOVERNANCE WITH GOVERNANCE
Fragile Predictable
— Filing begins after only a policy number is + |dentity verification enforced first
collected . - . . .
+ Policy validation and claim-type confirmation
— Eligibility checks may be bypassed before filing
— Invalid claims and costly remediation + Seamless to the customer, compliant for the
enterprise
CAPABILITIES LEADERS SHOULD EXPECT
Transparent flow design Conditional routing Granular testing
Clear visibility into how steps Dynamic branching based on real- Validate or update a single step
connect and depend on time data and context. without rebuilding entire flows.

each other.

At enterprise scale, compliance must be absolute, consistency is critical, and change is constant. Without
workflow governance, agents stay fragile and error-prone. With it, they become predictable and auditable

— safe to deploy in sensitive, high-volume environments.

OBSERVE.Al - ONE CX PLATFORM 14
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AN OPERATIONS DISCIPLINE

Evaluating Al
agents at scale.
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Pilots are safe. Production is not. Once an agent handles thousands of conversations a day, you're no
longer testing a model — you're operating a distributed system that talks to people, calls tools, and takes
actions that affect customers and compliance. That requires full-coverage measurement, not periodic

spot checks. A 1% miss on authentication hides inside the 99% you didn't review.

EVALUATE ACROSS THREE DIMENSIONS — NOT ONE

o Technical execution e Conversational quality Customer experience
Goal completion — end-to-end Speech naturalness — pacing, Satisfaction signals — from
success by task type pauses, tone language and outcome
Containment — tracked by task Contextual understanding — Frustration index —
and policy across turns and tools interruptions, repeats, drops
Latency & p95 — watch the long Clarification — reduce Real-time alerts — trigger live
tail on voice ambiguity, don't guess saves before complaints
Tool success — timeouts, auth Automate evaluation rather than Trust or frustration, independent
errors, payloads manual listening of task success

Guardrail adherence —
breaches as first-class signals

Leaders often start and end with containment. It's necessary but incomplete — these three lenses together tell the

real story.
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Guardrails as controls, not error counters.

Guardrails only help if they drive behavior at runtime and expose what happened afterward.

1 2 3 4
Detect Correct Escalate Expose
Instrument every rule — Immediate in-flow Auto-escalate on repeated Log hits with full context —
auth, disclosures, data correction. Insert a missed triggers — three failed searchable and trendable
limits — recording the disclosure; route to a safe verifications, repeated for true auditability.
condition and exact turn. path on bad data. policy violations.

BUILD A CONTINUOUS IMPROVEMENT LOOP

Report Own Iterate

Unify completion, latency, tool failures, Route issues to the right owner — Regression-test fixes, simulate edge
and sentiment into one view with designers, integration, or compliance cases, track versions, and monitor
alert thresholds. — with real transcript examples. post-deploy until stable.

CONFIDENCE AT SCALE

A credible system covers 100% of traffic — what was said, what was done, and why —
correlating outcomes back to prompts, tools, and rules. This is exactly what Interaction
Intelligence delivers: auditable trails without manual log hunts. Skip it and it shows up later as
repeat contacts, churn, and SLA breaches.
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THE EVERGREEN QUESTION

Build vs. buy.

Every enterprise exploring Al agents faces the same question: assemble it ourselves, or partner with a
vendor? On the surface, building in-house looks attractive — your teams know your systems. But what
looks feasible in a prototype becomes fragile and expensive at scale. The question isn't whether you can

build something that works — it's whether you can make it stable, sustainable, and resilient in production.

THREE COSTS THAT SURFACE WITH DIY

a Engineering drag

Agents need orchestration, integration, observability, and governance. Maintaining connectors,
handling tool failures, and instrumenting guardrails becomes a perpetual backlog.

e Operational risk
A patchwork of scripts and services is prone to failure. One expired credential can silently break a
workflow — surfacing only when customers complain.

a Compliance exposure

Voice and chat mean handling personal and financial data. Without audit trails, runtime guardrails,
and enforced escalation, DIY creates blind spots.



#Z OBSERVE-AI

"Assembling" isn't building.

Stitching together an ASR provider, a prompt layer, an open-source orchestrator, and in-house connectors

works for demos — but shares three weaknesses.

Inconsistent reliability Limited transparency Scaling friction

Different services fail in Scattered logs make it hard to Each new use case multiplies
different ways; error handling is reconstruct what happened when integration complexity, with no
rarely unified. something breaks. single lifecycle layer.

Making the decision.

The decision isn't binary — many organizations blend internal capability with vendor platforms. What

matters is clarity on four things:

° Where to differentiate ° Total cost of ownership
Custom workflows may be worth building; commodity Account for staffing, training, monitoring, and
infrastructure like ASR and observability rarely is. compliance reporting — not just licensing.
° Time-to-value ° Sustainability
A pilot that takes months to harden before it can Can you update, test, and govern these systems

safely scale loses competitive ground. reliably for years — not months?
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FINAL THOUGHTS
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Alagentsasa

strategic investment.

Al agents are no longer experiments or side projects. Deployed thoughtfully, they become a foundational

layer of enterprise infrastructure — shaping customer experience, operational efficiency, and long-term

competitiveness. Viewing them as a platform rather than a point solution is the difference between short-

term gains and sustained transformation. Four pillars define this enterprise-grade approach.

1  Trusted partner

The right partner understands your business, aligns
with your objectives, and combines best-in-class
platform capability with the expertise to help you
move faster and avoid pitfalls.

3 Alagenttrust

Rigorous QA, real-world simulation, and compliance
checks guarantee performance. Transparent audit
trails give leaders confidence even in edge cases.

2 Agentic architecture

Deep system integration and guardrails bridge
conversational Al with backend processes —
so agents complete tasks end-to-end and stop
being demos.

4  Continuous learning loop

Every interaction refines performance. Human
oversight blended with machine learning turns
automation into a compounding advantage.
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IN CLOSING

From experiment to
durable capability.

Taken together, these elements elevate automation from an experiment into a
durable capability — one that extends across functions, scales with the

enterprise, and keeps delivering value long after the initial deployment.

Real workflows. Real systems. Real outcomes.

Agents that complete the work end-to-end across CRM, telephony, and business systems — not
bolted-on assistance.

Built-in evaluation, simulation, and governance.

Interaction Intelligence covers 100% of conversations, feeding every finding back into the next
improvement cycle.

Ready to move from strategy to scale?
Observe.Al brings VoiceAl Agents, the Companion Agent, and Interaction

Intelligence together on one CX platform.
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PURPOSE-BUILT Al AGENTS. ONE CX PLATFORM.

Al agents that do the work —
across the entire customer
experience.

Real workflows. Real systems. Real outcomes. With built-in evaluation,

simulation, and governance. That's the bottom line.

How to deploy Al agents — From strategy to scale Observe.Al



