
Customer service is the #1 
use case for AI agents

But the Journey Is High-Stakes 
— and High-Failure

Organizations are racing to embed AI into customer engagement, not as a differentiator, but as a 
requirement to remain competitive.
The value is clear: AI is reshaping service, sales, and retention with measurable, material impact.
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As both customers and 
executives demand more out 
of CX, AI is the only way to 
meet expectations at scale - 
delivering fast, accurate, 
personalized interactions at 
every touchpoint.

Despite the promise, 95% of 
AI initiatives fail to achieve ROIᵃ.

For many organizations, early CX AI 
deployments become cost centers instead 
of value drivers - often due to misaligned 
decisions, fragmented ownership, poor 
data readiness, and vendor complexity.

of AI projects fail 
to deliver ROI

How to Capture the Upside 
and Avoid the Missteps

AI Is Transforming Customer Experience — And Fast Becoming Table Stakes

https://www.emergingpulse.ai


Why CX AI So Often Stalls

Don’t Go It Alone

CX is often a company’s first real AI initiative, and the decisions are deeply matrixed, 
nuanced, and cross-functional:

A misstep in any one of these areas can stall the entire initiative—or worse, create 
long-term customer impact.  Organizations need an objective, experienced partner to 
navigate the entire journey successfully.

Are you targeting ROI from efficiency or revenue?
Which specific workflows can be improved?
How will you prioritize and stage the project?
Who internally needs to be involved and when?

What data will be permissioned? Is it structured, governed, accessible?
Which systems will integrations be required?
How will agent/model governance be established and maintained?
Does the design align with broader firm AI strategy?

Which LLM and modality is best suited for the use-case?
Are my existing vendors the right fit for today and tomorrow?
How do I evaluate AI point solutions?
How can I secure the most favorable contract terms?

What are best practices for training this agent & use-case pairing?How 
to move from pilot to production and enable adoption?
What refinement schedule should we adopt to prevent model drift?How 
can we scale AI leverage to new use-cases?
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Why Private Equity–Backed Firms Are Choosing CallTower

Citations

PE-backed firms are feeling the push to incorporate AI in CX, scale their customer care function, 
and turn CX from a cost center to a revenue engine.

CallTower helps portfolio companies accelerate that journey with a guided, structured, 
vendor-agnostic approach:

Result: CX AI initiatives that move from risk-heavy 
experiments to durable, ROI-producing assets.

Objective, outcomes-focused 
guidance that aligns AI 
decisions with business 
priorities

Solution design rooted in your 
actual environment – aligning to 
your current stack, IT strategy, 
workflows, and talent

Full-cycle support – partnering 
from strategy and design 
through deployment, refinement, 
& ongoing support

Infrastructure consolidation 
and optimization to reduce 
cost, increase scalability, and 
improve reliability

Certified partnerships across 
best-of-breed CCaaS and AI 
platforms, ensuring technology 
fit and required expertise

Improve scalability, 
redundancy while 
capturing 
economies of scale

Integrate, enable & 
optimize existing 
capex & opex 
commitments

Transform UC/CC 
With Advanced AI

Consolidate Voice 
Infrastructure

Extend Existing 
Technology

Deploy AI agents to 
deliver on revenue, 
loyalty, and efficiency 
objectives
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Conclusion

AI will define the next generation of customer experience.
The upside is too great—and the risks too real—to navigate alone.

* Deloitte — A New Story for Contact Centres
* McKinsey — What Is Personalization?
* Gartner — Agentic AI Will Autonomously Resolve 80% of Customer Service Issues by 2029
* McKinsey — AI-Powered Next Best Experience for Customer Retention
ᵃ MIT — Study on AI Project ROI Failure Rates

CallTower ensures your CX AI strategy delivers impact, not surprises.

https://nam02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fmlq.ai%2Fmedia%2Fquarterly_decks%2Fv0.1_State_of_AI_in_Business_2025_Report.pdf&data=05%7C02%7Ckherbert%40calltower.com%7Ce1808dd55da84063aef208de2ba30de9%7C34a23b7014ed448cb453c1a79a3e5d27%7C0%7C0%7C638996176506738725%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=OB%2Ff8ZwWiCx9njmAKbgHKZOoefeJgXpC0rxN3sJFMNs%3D&reserved=0
https://nam02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.mckinsey.com%2Fcapabilities%2Fgrowth-marketing-and-sales%2Four-insights%2Fnext-best-experience-how-ai-can-power-every-customer-interaction%3Futm_source%3Dchatgpt.com&data=05%7C02%7Ckherbert%40calltower.com%7Ce1808dd55da84063aef208de2ba30de9%7C34a23b7014ed448cb453c1a79a3e5d27%7C0%7C0%7C638996176506727948%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=9Yl1O8qevt3gC98jInGEPeS6bqEkmrZVNjad0J%2F%2FxXQ%3D&reserved=0
https://nam02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.gartner.com%2Fen%2Fnewsroom%2Fpress-releases%2F2025-03-05-gartner-predicts-agentic-ai-will-autonomously-resolve-80-percent-of-common-customer-service-issues-without-human-intervention-by-20290%3Futm_source%3Dchatgpt.com&data=05%7C02%7Ckherbert%40calltower.com%7Ce1808dd55da84063aef208de2ba30de9%7C34a23b7014ed448cb453c1a79a3e5d27%7C0%7C0%7C638996176506716778%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=iLNpGBm8A2nhp%2BHj9UP2oQ28JtNs2a0fRhuD30Qw3fk%3D&reserved=0
https://nam02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.mckinsey.com%2Ffeatured-insights%2Fmckinsey-explainers%2Fwhat-is-personalization&data=05%7C02%7Ckherbert%40calltower.com%7Ce1808dd55da84063aef208de2ba30de9%7C34a23b7014ed448cb453c1a79a3e5d27%7C0%7C0%7C638996176506705643%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=NWnvQflMCxPWqQeIvfaljHAiHXbJ2tq7yYJWtbkEyxI%3D&reserved=0
https://nam02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.deloitte.com%2Fca%2Fen%2FIndustries%2Ftmt%2Fperspectives%2Fa-new-story-for-contact-centres.html%3Futm_source%3Dchatgpt.com&data=05%7C02%7Ckherbert%40calltower.com%7Ce1808dd55da84063aef208de2ba30de9%7C34a23b7014ed448cb453c1a79a3e5d27%7C0%7C0%7C638996176506684373%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=LzYDY3etAouAxv06O3bDIFSf7MiCsJJUB%2BNh2qrh7ac%3D&reserved=0



