of service

Architecting customer service to reduce
effort, build trust and unlock value

g ' EY studio+

The better the question. The better the answer. The better the world works. Shape the future with confidence
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The next era of customer service mov:
beyond the pursuit of faster calls and
lower costs. The real opportunity lies
in intelligence embedded in every
interaction: augmenting human
judgment and empathy, and elevating
service into a source of trust, loyalty —
and competitive advantage. R ——

Terry Walls, April 2026
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< k = : s Reducing costs and driving efficiencies will continue
Wlnnlng Organlzatl()ns Wlll to be a customer service priority, but growth is on
the C-suite agenda for 2026, and organizations are

tI'anSfOI'm SerVice from an aggressively seeking new sources to achieve it, often

turning to Al investments.

(14 b/
afterthought COSt Center tO an Yet many overlook customer service as a powerful
growth engine. With 85% of executives expecting

“inSightS—dI‘iven” asset that red | CeS 3 service to contribute a larger share of revenue,!

the imperative is clear: winning organizations will

Customer effort, delivers busine Q , : & \‘ unlock the untapped treasure of first-party data and

behavioral insights to deliver personalized experiences

value and drives proﬁtable growitt that feel authentic, not intrusive.

By leveraging Al to reduce cognitive load for
representatives, businesses will free their teams to
build deeper human connections, anticipating needs,
strengthening relationships and driving sustainable
growth. Customer service isn't just a cost center; it's
the next frontier for competitive advantage.

—

executives expecting

85% service to contribute a

larger share of revenue!

5 | Future of service A % EY Studio+



Wi n nin q st a rt s Traditional customer service is regressing

26% Of consumers feel experiences are convenient?

now pr— a nd few 1 17% Feel customer service experience is consistent?

16% Feel experiences are personalized?

a re p re pa red 59% Feel experiences are getting worse?

Human representatives are not making connections

23% Of consumers feel representatives are knowledgeable?
2 19% Feel representatives are focused on solving the problem?
16% Feel representatives are emotionally intelligent?

86% Say that it is becoming increasingly more difficult to reach a live agent
and believe it will get worse?

Customer reluctance with Al is real

45% 0Of consumers feel bots improved last year?
3 22% Believe Al-driven experiences are adding value?
17% Trust chatbots to solve problems?
91% Customer service leaders are under pressure to implement Al in 20263

Outdated service loses customers and destroys value

53% Of consumers will leave or stop doing business because of a bad service experience?
90% Of business leaders are facing pressure to drive efficiencies?

6 | Future of service EY Studio+
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complex billing dispute, allowing the agent to focus on judgment and empathy

a customer support agent instantly receives Al-generated insights during a
= while Al handles data retrieval and classification.

a customer calls about a service outage, and Al detects frustration in the voice
tone, escalates the issue automatically and provides real-time translation so
the conversation flows naturally in any language.

organizations use predictive analytics from past service interactions to launch
personalized upgrade offers, turning routine support calls into opportunities for

revenue growth and customer loyalty.

Imagine a
future where ...

Al coordinates inventory checks, payment approvals and delivery scheduling
behind the scenes, while human agents focus on resolving exceptions like
special shipping requests or compliance issues.

every interaction — whether through chat, voice or in-store — is powered by a single
Al-driven system that ensures consistent experiences, tracks performance
metrics and continuously improves service quality.

s
8 | Future of service EY Studio+



Five core themes shaping the future of service

Human-Al accelerated
collaboration

Human agents shift from task
execution to judgment, coaching
and exception handling.

Al manages classification,
summarization and knowledge
retrieval while providing real-time
coaching, enabling humans to
focus on nuanced interactions.

The model learns from every
interaction, improving workflow
and quality over time.

9 | Future of service
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Al voice-led customer
engagement

Al interprets tone, intent and
sentiment to resolve issues faster
and escalate smarter.

Voice agents become a branded
service layer that feels consistent
and personalized across phone,
app and in-store devices.

Eliminates language friction
through instant translation and
accent-neutral interactions,
enabling true global support.

&

Service as currency
for growth

Anticipates customer needs using
Al models trained on behavior
and service history to deliver
proactive and preemptive care
that eliminates repeat contacts.

Builds hyper-personalized
journeys using contextual, real-
time understanding.

Converts support signals into
commercial actions and marketing
campaigns that fuel growth.

&

N——

Agentic service
orchestration

Al orchestrates actions, data and
decisions to deliver faster, smarter
service on behalf of humans.

Humans focus on Al monitoring,
critical decisions and exceptions,
while Al handles the operations.

Service becomes more consistent,
efficient and scalable across
every channel.

Unified service
operating system

Al-powered service organization
focused on human-Al hybrid
teams that delivers efficiency and
personalized experiences.

A unified intelligence layer
powers every moment of the
service journey.

Service metrics focus more on
Al-driven experiences.

EY studio+



C‘.-IStomer SerVice Today Tomorrow Benefits
will become Al-

\/
A\

o ° Inefficient agent processes Al-augmented agent processes . -
fIrSt and proaCtlve, and limited automation; and experience through If-hgher agent productivity,
L . aster handling and improved
° cumbersome knowledgebase summarization, agent assist resolution accurac
aug mentlng hu man and canned responses and next-best experience v

agents to deliver
personalized, faSter, ;rgr-wirs(,)?iﬁ??er?jevdofcoer?EL?gnition Real-time translation, accent

L : Faster resolution, higher
L . . neutralization, conversational
misinterpreting speech; frequent

accessibility and reduced

trUSted r OUtcomE' transfers and repeats due to ﬁlljr?]r;dniggegi]i?fnt routing to call escalations
driven experiences

ineffective call routing

Higher revenue growth

—o Reactive, lack of real-time Predictive and proactive, dynamic throuah increased conversions
T@S’ personalization and non-harvested hyper-personalization across the Net P?omoter Score (NPS) and’
5& customer insights and cross- customer journey and integrated customer lifetime value

enterprise collaboration cross-enterprise collaboration (CLV) improvement
( \ Human-to-bot or Mature, agentic systems enable Faster fulfilment, lower
. . safe, end-to-end Al-agent-to-Al- customer effort and scalable
human-to-human interactions .

N agent collaboration automated commerce
) menestossasnens  LemiImImIone R
°"° and limited cross-partner end-to-end multi-vendor customer friction

é-b orchestration today -

customer journeys

10 | Future of service EY Studio+




Industry proof
points and statistics
show the future of
service is underway

11 | Future of service

Human-Al
accelerated
collaboration

efficiency meets
empathy to deliver
effective service
at scale

43%

productivity
increase with
Al use*

60%-80%
customer support

inquiries resolved
by Al

e

Al voice-led
customer
engagement

transforming
high-volume,
low-complexity
contacts through
faster, Al-enabled
conversations

39%

projected compound
annual growth rate
(CAGR) in voice Al
market through 2033¢

30%

reduction in
customer support
cost with voice Al”

o

&

Service as
a currency
for growth

the insights engine
for engagement
that drives loyalty
and customer
lifetime value

20%

customer retention
increase from
predictive analytics®

15%

revenue increase
from personalized
targeting®

Agentic service
orchestration

powering
autonomous,
Al-driven
transactions across
the customer journey

30%

projected CAGR
in Al commerce
through 20311

20%

of e-commerce
may flow through
agentic channels
by 20301!

Unified service
operating system
outcomes require

a holistic approach,
not a collection of
point solutions

20%

increase in NPS
with agentic service
orchestration!?

12%

decrease in
customer churn?®3

EY studio+



Al-driven service
creates new revenue
opportunities and
more efficient
operations

Smarter journeys improve targeting,
lower cost-to-serve and enhance
operational efficiency end to end

Increase
revenue

Greater
value

Decrease
aane Operational
costs

Value source

Personalized customer
experiences and new

service or product offerings

Turns service interactions
into actionable insights for
targeted campaigns and
new offerings

Improves customer
satisfaction and loyalty,
increasing customer
retention and CLV

Improved operational
efficiency and agent
productivity

Eliminates redundant
systems and manual data
reconciliation

Intelligent Al-powered
service teams, optimizing
workforce, quality and
agent experience

Example

Al analyzes service
interactions to reveal intent
and preferences, enabling
customized service offerings
that increase sales conversion.

Service interactions become
1P data, powering targeted
marketing campaigns that
transform support into
commercial value.

Al analyzes customer
interactions and sentiments to
predict churn and recommends
resolutions that strengthen trust
and improve long-term retention.

Al automates routing and
knowledge retrieval, reducing
handle time and improving
service consistency across
every channel.

A unified intelligence layer
removes redundant systems and
manual reconciliation, lowering
cost-to-serve and simplifying
workflows at scale.

Real-time workforce
management through dynamic
staffing and personalized
agent training and coaching.

c
o O
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Future customer service trends will unlock new key capabilities
to engage with customers and win in the market ...

EY Customer Engagement Model

Grow funnel

Generate
demand

Pre-contact

Contextual
knowledge search
and chatbots

Intent-based routing

Customer portals for
self-service

Automated workflows
and smart forms for
self-service

Al operations

Model monitoring @@
and performance
management

Al portfolio [ J
management

Nurture
leads

Monitor
accounts

@® Virtual assistants

® \Voice Al

@® Proactive monitoring

and alerts

Self-help
automation

Data privacy, Al risk @
management and
governance

Value realization [ J

Compliance and workforce

Automated [ X J
risk/compliance

monitoring

13 | Future of service

Al-driven
digital/human
workforce planning

Customer engagement

Predictive

Pursue opportunities

Discover Propose
needs solution
Proactive [ X X J

issue resolution

Remote diagnostics
and fixes

Auto commercial
taxonomy dispute
monitoring and fix

Self-healing
systems

sentiment
monitoring

Churn and

retention trigger
monitoring

@O®® Aldriven

personalized
training

Al-driven
customer

persona generation

@®® Personalized
support journeys

@0®® Al-driven QA
monitoring

Negotiate
price

During contact

Contract
and onboard

Auto-case ticket [ J
creation

Contextual customer ([ J
360

Workflow automation ([ J
Intelligent knowledge @@

retrieval

Fulfill order

Provision

Real-time agent
assist

Real-time sentiment
analytics

Case diagnostics

Next-best action

Transact
. Post
Invoice payment
Multimodal [ X J
intelligent

Channel/ecosystem partner support

[ X J Integrated view @@ Integrated
of case/customer/ scheduling and
product routing
Joint knowledge @ @@ Multimodal
bases and agent support
diagnostics for field techs
( X ]

@ No regrets

troubleshooting

Real-time
translation, accent
neutralization

Autonomous task
execution using
agentic Al

Agent coaching
interventions

@®® Al-enabled
field service
tech app

®0®® VUnified

ecosystem portal
for customers

® ® Meaningful improvements

Realize value

Service Drive Deliver/

and support adoption activate

Post-contact

Auto post-call summarization ([ J

Auto knowledge management ( X ]

Auto resolution recommendation (X X ]

Auto case closing (X J

Feedback loop integration [ ]

Service insights monetization

Contact driver ®@®® Campaign ( X )

root-cause triggers from

elimination support signals

@®® Al-driven (X X ]
value-add services

opportunity identification

Al-driven product
feedback loop

Use cases are not exhaustive

® ® ® Transformational changes

EY studio+



... and will optimize and transform each key function
of the EY Unified Service Operating System

s EY Unified Service Operating System
Service strategy/ @_{ \ @_{ Measurement/

Q—{ planning/governance People/human capital insights/compliance

Contact center strategy and Recruitment > Cl'raining and learning ) Gompensation/incentives

planning
Culture, wellness, employee
Performance management
engagement

4

Voice of the ecosystem

(o)

Customer experience, segmentation

Customer experience (CX) and
and treatment strategy

Gareer path/progression
customer satisfaction (CSAT) analytics

@—{ Operations and process

Governance and organization

design Executive scorecards

Workforce management
Strategic sourcing

Operations dashboards

Benchmarking and key performance
indicator (KPI) definition

Customer/vendor relationship
scorecards

> (Ouality assurance > (Knowledge management >
(Communications > (Case management > Gscalations and complaints >

Command center > (Serwce-to-sales and enterprise

Methods and procedures .
value creation

@—{ Empowering technology
Al-enabled customer engagement Al-enabled agent support applications

Voice/IVR with CTI Digital engagement/ Workforce optimization
(inteqration > (virtual agent CRM agent desktop (WFO) suite
(Proactive outbound > (Contact management > (Customer 360 > Gontextual knowledge >
!Enterprlise app Intelligent routing Aggnt assist/next-best Intelligent automation
integration action

14 | Future of service EY Studio+

Vendor management Compliance management

Business continuity Regulatory reporting
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Data analytics and business
intelligence
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Taking a closer look
at the five future

of service themes
that will boost

agent productivity,
augment customer
experiences and drive
organizational growth

16 | Future of service

Introducing Jessica

Jessica is recognized for her patience, empathy and skill

in resolving high-friction customer interactions. She is
technologically proficient and stays updated with the latest
advancements. She offers support in the English language only.

Currently, she manages hundreds of customer interactions
weekly. However, she encounters difficulties in understanding
customer history and determining the appropriate next
steps required to resolve customer issues and deliver prompt,
consistent support across multiple channels.

Jessica is faced with fragmented internal and external
workflows, disconnected systems and technologies, outdated
knowledge bases and time-consuming manual tasks that detract
from her ability to focus on effective problem-solving.

As customer expectations continue to rise, it has become
increasingly challenging for Jessica and her organization
to provide proactive and personalized support and meet
customers' ever-changing demands.

EY studio+



Al agents will
strengthen human
representative
interactions with
listening, learning
and real-time
intelligence

Major Asia-Pacific telco

Al agent assist tool enables agents to instantly
access knowledge bases and call histories,
cutting repeat calls by 20% and boosting agent
effectiveness by 90%4

Global beauty brand

Uses Al-powered email assistant to increase
email processing productivity by 49% and
improve CSAT by 10% with faster, more
consistent replies4

17 | Future of service

Al agents will empower Jessica
to deliver exceptional service.

Human-Al accelerated

collaboration

Al will automate routine work and provide real-time insights,
enabling Jessica to deliver personalized, empathetic service.

N J
Reduces friction and speeds resolution time
for Jessica by handling intake, triage and o
routine tasks prior to human engagement. Knowledge agent Summarization agent ??,\
& %
. ) ) N (e}
Allows Jessica to focus on responding with s Context and data agent Workflow agent Z,
empathy, resolving emotionally complex Q;O 79\
issues and building customer relationships. & Root cause/
Smart routing agent insights agent
Equips Jessica with real-time insights
(customer history, sentiment, next-best Process Quality
action) for personalized interactions. automation agent assurance agent
) ) Next-best Performance
Drives consistency and accuracy for action agent analytics agent Q’g
. . o S&
Jessica through automated documentation, % /\9'?
summarization and knowledge retrieval. 2 Real-time Coaching/ Q‘.Té”
C’o transcription agent training agent éuéz-
% o8
Creates continuous learning loops that A B
. ., kA Sentiment Workforce
improve both Al and Jessica's performance A analysis agent optimization agent
over time.
Capabilities Next-best Real-time Real-time Sentiment Predictive Automated
unlocked experience knowledge analytics analysis support workflows
EY studio+



Voice Al will remove
language barriers
and provide more
immersive, human-
centric experiences

Digital health services provider

Al voice agents streamline health plan
selections, improving first-call resolution and
reducing wait times's

Global cloud-based CRM provider

Voice-trained Al-agent simulation now handles
80% of billing inquiries, reducing wait times
and freeing staff for complex cases!®

18 | Future of service

Voice Al will reshape how voice
is used in customer service.

Replaces outdated interactive voice response
systems (IVRs), providing human-like
conversation capabilities to autonomously
solve routine inquiries, enabling 24/7 service.

Understands context and customer tone
and recognizes sentiment, personalizing
responses accordingly.

Provides seamless transfer to a human
agent without disruption to the conversation.

Real-time language translation, down to
the distinct dialect, in the preferred
language on each end of the line.

Dual-accent neutralization promotes clear
understanding, eliminating frustration
and/or guessing.

Multimodal and embedded into apps
and websites, enabling seamless access
to customer support.

Capabilities Contextual Zero
unlocked awareness latency

Al voice-led customer
engagement

Voice Al enables real-time, contextual self-service, identifies complex
customer issues and routes calls to Jessica with the appropriate context.

N~

Voice Al provides zero latency and large-scale language translations in a neutral
accent so Jessica can effortlessly speak to any customer in any language.

\ J

My bill is incorrect for

famia e )5l
(o Raalal) Ll A al s .3‘( my TV bundle after |
= Lo i i o 2y ) W dropped a service

5D

55 fay 4l agdl caalaly of course, | [F\}]
))) Sely aldll s jle el \/\ £ understand it begins =
f with your March bill?

Large-scale Accent Empathy Human-like
translations neutralization simulation interactions
EY studio+



Al agents will
create smarter,
more personalized
journeys with
dynamic learning,
richer context and
predictive decisioning

Global streaming service

Offers partial refund to high-churn customers
experiencing outage, prior to call-in or
cancellation, to build trust and loyalty!”

Global auto OEM

Offers personalized, proactive care via
Al-led diagnostics to lower repair costs
and build loyalty*®

19 | Future of service

Predictive and proactive care with richer
1P (first-party) data that fuels better
service and enterprise innovation.

Al anticipates, diagnoses and resolves issues
based on behavioral signals and usage
patterns before customers are even aware.

Self-healing ecosystems use real-time data and
orchestration engines to deliver proactive care
- creating effortless experiences and reducing
support costs.

Each interaction enriches the customer’s 1P
profile with clearer intent signals, preferences
and contextual details.

Marketing systems receive continuous updated
customer information, enabling more relevant
and customized campaigns or new offerings.

Jessica is upskilled to be an “Al custodian” who
monitors and continuously provides feedback
to improve Al models/responses.

Capabilities Predictive Real-time
unlocked analytics telemetry

Service as currency
for growth

Unified service
operating system

As the system learns from each interaction, it delivers more accurate
answers, anticipates customer needs and handles issues proactively,
reducing repeated queries and effort for service teams.

Service as a currency for growth

) 4 N 4 N
= B
= @ e/
Customer 1P data Personalized Informed
interaction enrichment opportunities customer
Service intent Profiles Customized action
+ preferences updated + info marketing Customer intent
captured gaps filled campaigns + proactive
+ revenue support
generation
\ J & ) & )
Next-best Knowledge Dynamic Self-healing
experience orchestration delivery workflows
EY studio+



A rapidly
emerging frontier:
agentic service
orchestration will
advance intelligent
customer service

Global e-commerce retailer

Testing “buy-for-me" feature where Al agents
purchase items across third-party sites
without leaving the app*®

Global payments network

Introduced intelligent commerce application
programming interfaces (APIs) and agent pay,
enabling bots to complete secure transactions
using tokenized cards?°®
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Autonomous agent-to-agent
orchestration drives consistent,
effortless service.

A customer’s agentic agent initiates a fully
coordinated journey to handle the intent on
their behalf.

The company's agentic agent handles agentic
requests, anticipates next steps, manages
fulfillment and resolves issues autonomously.

When something goes wrong, it diagnoses and
resolves the issue automatically.

Human agents, monitoring and supervising
agentic interactions, contribute where human
intervention or contextual judgments matter.

The system learns from every interaction,
creating faster, more personal experiences.

Service teams shift toward oversight, insight
and optimizing Al-powered operations.

Capabilities Predictive Real-time
unlocked analytics telemetry

Agentic service | Unified service @
N

orchestration operating system

With agentic workflows handling operations, Jessica focuses
on nuanced cases while the system runs end to end.

J
Customer > Human agent
(oversight) (enterprise orchestration)
Company
knowledge agent
Company
payment agent
e fo e fe Company
(209} delivery agent
Customer Company
agent fulfillment Company
agent .
resolution agent
Company
feedback agent
Company
personalization
agent
Next-best Knowledge Dynamic Self-healing
experience orchestration delivery workflows
EY studio+



Service organizations
will emerge as hybrid
human-digital teams
focused on rich
customer insights

to fuel organization
innovation and growth

Contact center business process
optimization (BPO)

Uses Al-certified agents who allocate time
off phone calls to tune, train and optimize Al
digital agents to improve Al performance?!

Global retailer

Al in the customer journey covers
conversational search, text-to-shop and
voice-led ordering tying to the same data and
personalization logic across channels??

21 | Future of service

Service strategy

People/human capital

Operations and process

Empowering technology

Measurements/
insights/compliance

Capabilities Human-digital
unlocked teams

Today

Unified service
operating system

Tomorrow

\/

Focused on efficiency, mostly reactive,
transactional, generalized service; large service
teams handling labor-intensive tasks; outsourcing
is evaluated on cost takeout

Agents hired for basic skills and routine
tasks; training is often generalized and
career progression is limited to customer
service management

Static methods to forecasting and agent
scheduling; limited QA on agent interactions;
reactive methods of training and coaching
evaluated on cost takeout

Fragmented and disjointed technologies leading
to manual processes; limited automation and Al-
powered technologies evaluated on cost takeout

Customer data from service interactions primarily
used for operational efficiency and customer
experience tracking, with limited use to drive
enterprise growth

. Agentic
Al-skilled ;
human roles orchestration

layers

Personalized
career paths models analytics

Focused on faster, effortless, personalized and
proactive service. Service teams will manage a
hybrid workforce of human and digital agents;
outsourcing companies evaluated based on
Al-driven outcomes with gain-share models

Al-savvy skilled agents hired to manage complex
interactions; training is customized to focus on
handling complex issues; personalized career paths
by using Al analytics to identify strength to unlock
more Al-oriented human agent roles

Personalized career paths by using Al analytics
to identify an agent's strengths, with Al-enabled
operations leading to new attractive Al-oriented
roles; forecasting is dynamic, and QA extends
to all agents

Al-powered and agentic orchestration layers
that enable seamless, personalized, proactive
interactions and agent-to agent-interactions

Customer data from service interactions routinely
analyzed to improve quality of service and
identify growth and innovation opportunities

for the business

Dynamic WFM Real-time

EY studio+



Existing functions will be augmented by Al and bolstered

Unified service
operating system

to enhance operational efficiency and increase productivity

-
o

Workforce
management

.

Workforce

forecasting and

Knowledge

management

'

Knowledge
development
maintenance

Training

Personalized
training and

TRANSFORMING EXISTING FUNCTIONS

Quality
assurance

.

Data-driven
agent QA
evaluations

Coaching

Personalized
coaching

Change
management

'

Al tool
adoption and
culture change

N
©

Data analytics
and insights

'

Service insights
mining and value

scheduling

Al predicts interaction
volume, estimates and
automates shift scheduling
for human and digital agents

Human agents access
flexible shift options and
optimize scheduling across
channels in real-time using
data insights
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Al autonomously generates,
validates, tags and publishes

knowledge base articles

from customer interactions

and product updates

Human agents use Al
suggestions and content
reviews to enhance
customer interactions

development

Al identifies skill gaps and
creates hyper-personalized
learning paths, training
modules and assessments
for human and digital agents

Human agent facilitates
training, oversees
training delivery and
provides mentorship

Al scores 100% of
customer interactions

for sentiment, compliance
and other metrics in

real time, identifying
coaching opportunities

Provides real-time feedback/
coaching for human agents
during live interactions

Al provides real-time
feedback, suggestions,
call summaries,
data-driven insights and
customized coaching plans
to human agents

Human agents monitor
and provide QA scoring
of feedback to flag
knowledge gaps

Focus on culture change
needed to embrace Al tools
and drive their adoption

Leverage hybrid model to
augment human capabilities

Al mines first-party
interactions for actionable
insights for driving
enterprise business
decisions, tailoring agent
training and communications

Bolsters value realization
process to demonstrate ROI

EY studio+



Human agent roles will evolve to be key contributors to the @
success of Al implementations across the service organization

As companies deploy Al agents, new roles and responsibilities will be created across the service organization to support the Al implementation
lifecycle and ongoing optimization

Design and build

23 | Future of service

Deploy for agent use

} Deploy for self-service

(pre-launch)

Optimize Al

Manage Al risk

= é @ Knowledge curator Al prompt engineer Al custodian Al performance auditor Al risk manager
[
S C
Tg Conversation designer Al portfolio analyst
T
Assist with building and Provide enhanced support Review customer queries, logging Monitor Al performance and Enforce ethical, compliant and
4 monitoring knowledge base; through human-led, Al-assisted incorrect or unsatisfactory operational outcomes to support risk-mitigated frameworks
= monitor flow and sound of agents, and monitor Al to log responses and providing feedback continuous improvement to ensure safe, scalable, and
= . ) ) .
Z, customer mteractpns, incorrect or unsatisfactory to ;at'ch knowledge.gaps fsmd dentify and prioritize Al use trustworthy Al deployment
s fensjurmg' dialogue is accurate, responses to'ca?tch knowledge logic issues an'd maintaining cases for ongoing optimization Ensure Al complies with
o inline with brand and gaps and logic issues knowledge articles and service innovation as part of internal governance policies
@ empathetic to user need portfolio management and regulations
" = Knowledge management systems = Al agent desktop interfaces = Live customer-facing Al tools = Performance analytics = Al governance platforms
E) = Integration and development tools = Live customer-facing Al tools = Al QA tools = JIRA backlogs = Customer feedback dashboards
"-Z, = Al QA tools = Feedback capture mechanisms = Technical architecture
Ll = Feedback capture mechanisms evaluation tools

EY studio+



Service metrics e
will shift from

disjointed “‘factory”
metrics to Al-driven

Focus area What we track today What will matter tomorrow

= Al deflection rate

° = Average handle time = Al resolution rate and average bot handle time
expe rlences that . = Contact deflection rate = Al-human handoff rate and escalation
Operational frequency

. . = First-contact resolution rate
efficiency = Cost per resolved interaction (automated
vs. human cost of Al-resolved vs. human-

resolved case)

holistically measure
efficiency, customer
experience and
strategic value

= Cost/contact
= Service level agreement (SLA) compliance

= Training time reduction

= i of prevented contacts (due to proactive/
predictive care)

= Post-call customer satisfaction = -
Customer/ . Customer-Al agent engagement rate
= Quality scores based on human agent's = Al answer accuracy
agent o
adherence to a robotic script .

Al utilization rate (frequency of agents using
= Qverall agent productivity (utilization) Al tools)

experience

= Automated dispute resolution rate (agentic
service orchestration)

= Revenue uplift via service insight-driven
targeted campaign

= Customer lifetime value (due to Al-powered
service quality)

= Revenue from enterprise optimization/
innovation efforts and value-added service
identified via service insight

Business/
strategic
value

=  Churnrate
= Upsell/cross-sell revenue

24 | Future of service EY studio+
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Building the Al-enabled customer service of tomorrow

Experience layer Theme How the architecture enables it

Customer channels Agent desktop | Partner systems/app I | Customer/partner I | Training I Workforce I
(e.g., voice, chat, app) agentic bots management Human-Al Integrates Al agents with agent desktop
accelerated and customer service-facing apps, enabling
Quality assurance Insights and reporting | Autonomous and I collaboration seamless collaboration between human
connected products .
agents and Al through orchestration and
— - agent handoffs
Connectivity layer (external interface)
CCaSS and Integrated partner
[API gateway j [omnichannel platform j [platforms } [MCPS }
Al voice-led Voice Al agents and bots are embedded at
customer the interface layer, supporting real-time
9 engagement transcription, accent neutralization and
. . | voice interactions across channels
Action agents for Content-generation ; i hatura
{Search agents } {autonomous tasks } [agents j [Vmce Al agents j [Predlctlve agents j [Autonomous agents j
Connectivity layer (internal interfaces) . L . .
y ay Service as Predictive analytics powered by operational
CCasS and Integrated partner currency and transactional data allow the system
[API gateway } [omnichannel platform } [platforms } [MCPS } for growth to anticipate customer needs. Real-time,

contextual data flows from structured and
unstructured sources enable Al to deliver

personalized recommendations, dynamic

scripting and tailored experiences

Orchestration and reasoning layer

(personalization, NBX)

SN

Business rules engine
g Al control tower

—

[AI agent orchestration ] [LLM models ]

Data layer
Agentic Autonomous agents transact and coor-
[Vector databases } [Utr;strtucrtudradtargd } EKnowIedge repository j EOperationaI data j EMuItimodal data j EEvent triggers j service dinate across s.ystems. using secure APls
structured databases orchestration and orchestration logic, enabling scalable,

automated commerce between entities

Enterprise layer

A A A W WA

I l Master data (customer I l Connected product I l Enterprise workflow I l Data security and I

Enterprise systems product, etc.) platform engine privacy
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Getting
started
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Several obstacles
must be addressed
to unlock the future
of service
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Availability and reliability of data

Inaccurate or incomplete data can lead to
misguided information that can result in loss of
trust among employees and customers, poor
experiences and ultimately brand erosion. As
service organizations move toward Al-powered
customer service, the need for high-quality,
trustworthy data becomes paramount.

e

Taking a technology-first approach

Rushing to implement new technologies rather
than considering thoughtful design of customer
experiences leads to failures. Organizations must
take an experience-led approach by recognizing the
right Al use cases that meet customer and business
needs. Value can be gained.

GOk

Balancing the duality of growth

The delicate balance of investing in future
technology with the need for operational
efficiency presents a significant challenge.
Organizations must develop a strategic approach
that integrates technology investments with
ongoing operational improvements, ensuring
that both aspects work in harmony to support
sustainable and scalable growth.

=3l

Resistance to change

Resistance to change, skill gaps and data overload
may hinder the adoption of new technologies.
Employees may struggle to trust data and relinquish
control of their current processes, leading to cultural
shifts and communication barriers. Organizations
must communicate, engage and upskill employees
and incorporate feedback early to establish trust
and ensure successful change.

EY studio+



The path to agentic maturity and Al transformation in customer service

requires purposeful “building blocks"

Laying the foundation is key to scalable and more complex Al use cases while achieving meaningful ROl at each stage

First implementation stage: Post-interaction Second implementation stage: In interaction

NOW | Summarization and analytics NEXT | Agent assist

Third implementation stage: Deflection

BEYOND | Agentic self-service

Al agent summarization improves customer experience Agents support human agents through the resolution
and creates operational efficiencies workflow directly impacting efficiency and churn
Al agent 01 Automated real-time call/chat Al agent 04 Knowledge base search

summarization

Al agent 02 Knowledge base generation Al agent 05 Auto-categorization of calls
Al agent 03 Intent mining and knowledge creation Al agent 06 Automated suggestions and resolution for
agent agents (next-best experience)

@ ®

Improved actionable Enhanced agent Reduced agent

Reduced post-call . Improved coaching Accelerated call
; insights and focus and customer o ; effort and
il Ui automated QA experience and training el e cognitive load
Improved data layer Create a knowledge fabric
Call summarization builds the necessary Knowledge fabric to Integrations with CRM, knowledge base and other
enable agent assist, allowing for in-call use cases to emerge data sources enhance LLM agent capabilities

\/
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Al voice and chat agents with conversational Al automation
help customers through a human-like experience

Al agent 07

Al agent 08

Al agent 09

Al agent 10

Al agent 11

@

Improved customer

satisfaction

Access to customer history, knowledge
base and best practices to handle most
situations independently

Brand voice consistency and human-like
empathy

Support global audiences: multilingual
and multicultural capabilities through
specialized large language models (LLMs)

Multimodal (web, mobile app, text, phone)
support across functions: sales, support
and billing

Tunable experience with minimal technical
experience required

Cost reduction Decrease churn
and improved and increase
measurement passive sales

EY studio+



Value realization starts with asking the right questions no matter where you
are in your Al journey

—*

Educate

What is the best Al
strategy for my business?

How should | be thinking
about implementing

Al to achieve
organizational goals?
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Quantify

Which specific business
processes/functions
can benefit most from
Al implementation to
drive value?

How do we quantify
the potential ROI
of Al initiatives in
our organization?

=

Evaluate/Prioritize

What is the current
quality and availability
of our data?

What is the current
maturity level of our
existing technology and
employee skills?

Which Al use cases
should we prioritize?

*

Design

How do we convert
prioritized Al
opportunities into
thoughtful design?

What are my technology
options? Should | buy
vs. build?

How should | set up
my Al architecture
that also ensures
ethical guidelines?

©

Deploy

How do we effectively
operationalize our Al
pilots from proof of
concept (PoC) to scale?

What governance
frameworks should
we establish to ensure
responsible Al usage?

*

Optimize

How do we establish
effective measures of
success and feedback
loops to monitor

Al performance?

What processes
should we implement
for continuous
improvement of Al
adoption and usage?

Sample questions are not exhaustive
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Let's talk

Our transformation team
can help you execute

your business-led,
experience-driven and
Al-enabled transformation
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EY | Building a better working world

EY is building a better working world by creating new value for
clients, people, society and the planet, while building trust in
capital markets.

Enabled by data, Al and advanced technology, EY teams help
clients shape the future with confidence and develop answers for
the most pressing issues of today and tomorrow.

EY teams work across a full spectrum of services in assurance,
consulting, tax, strategy and transactions. Fueled by sector
insights, a globally connected, multidisciplinary network and
diverse ecosystem partners, EY teams can provide services in
more than 150 countries and territories.

All'in to shape the future with confidence.

EY Studio+ creates transformative experiences that move people and shape
markets. Our solutions work at the intersection of creative design and
commercial insight, powered by cutting edge technology —to drive real business
value in a captivating way. We reimagine customer centricity and shape new
possibilities at scale, drawing on EY's full spectrum of services, sector insights
and diverse ecosystem partners. EY Studio+ consulting services related to front
office transformation are an offering by a number of EY member firms across the
globe. For more information, please visit studio.ey.com.

EY refers to the global organization, and may refer to one or more, of the
member firms of Ernst & Young Global Limited, each of which is a separate
legal entity. Ernst & Young Global Limited, a UK company limited by guarantee,
does not provide services to clients. Information about how EY collects and
uses personal data and a description of the rights individuals have under data
protection legislation are available via ey.com/privacy. EY member firms do not
practice law where prohibited by local laws. For more information about our
organization, please visit ey.com.

Ernst & Young LLP is a client-serving member firm of Ernst & Young Global
Limited operating in the US.
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All Rights Reserved.
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