
In today’s customer experience (CX) landscape, the promise of AI is enormous. Leading platforms like Zendesk
(Advanced AI) and Intercom (Fin) are racing to embed intelligent capabilities that can transform support
operations. Meanwhile, newer entrants such as Zowie are innovating with pricing models like per-conversation
pricing to bring AI-powered automation within reach of more businesses.

Despite this momentum, many CX teams find themselves only about 20% "talent ready" to harness these tools
effectively. What does this mean in practice? And more importantly, what skills does a modern CX team truly need
to thrive in a high-volume, regulated, AI-enabled support environment?

Why 20% Talent Readiness?
After 12 years optimizing CX operations and evaluating dozens of AI vendors—from foundational
implementations with Zendesk and Intercom to recent explorations of AI agent platforms—one thing is clear:
technology alone isn't enough. The human and process elements lag significantly behind AI capabilities.

The 20% readiness figure reflects a harsh reality: only a small fraction of CX professionals currently possess the
skills needed to design, operate, and supervise AI-augmented workflows CCPA compliance that truly move the
needle. Most teams fall short in three critical areas:

Understanding AI’s role as assistive versus autonomous

Mastery of layered automation and workflow orchestration

Ensuring compliance, auditability, and operational observability

Let’s unpack these in detail.

AI That Assists vs AI That Resolves
One of the most pervasive confusions in CX AI is the assumption that AI can or should fully resolve support
requests without human involvement. Vendors often tout "autonomous agents" or "conversational AI" that claims
end-to-end resolution, but experience and rigorous testing show this remains a lofty goal.

https://getzowie.com/blog/which-ai-technologies-are-leading-in-customer-service-automation


In reality, effective AI in CX today most often acts as an assistive tool. Think of AI providing knowledge
suggestions, routing recommendations, or process triggers to empower human agents rather than replace them
outright.

Assistive AI: Tools that surface relevant information to agents, automate routine tasks, and help prioritize
workload without making final decisions.

Resolving AI: Fully autonomous systems that complete support cases end-to-end without human
intervention.

For highly regulated industries and large volume teams, assistive AI is much more realistic and safer. It reduces risk
by keeping humans "in the loop," lowers hallucination chances, and supports compliance requirements.

Vendors Positioning

Platforms like Zendesk’s Advanced AI focus strongly on assistive automation, integrating Large Language
Models (LLMs) with enterprise workflows to escalate complex cases seamlessly. In contrast, solutions like Zowie
offer per-conversation pricing for AI that handles chat automation but still emphasizes coordination with human
agents for full resolution.

Intercom (Fin) sits somewhere in the middle, providing AI-enhanced chatbots and routing smartly but stopping
short of promising fully autonomous case closure, especially in finance and regulated sectors.

The Three Levels of Automation
Unlocking AI’s potential in CX depends heavily on skillful application across three interconnected layers:

1. Knowledge Automation

2. Process Automation

3. Orchestration Automation

1. Knowledge Automation

This is the foundation where AI, often leveraging Large Language Models (LLMs) paired with Retrieval-Augmented
Generation (RAG), enables instant access to relevant content, FAQs, and documented solutions.

Skill needed: ability to maintain, curate, and update knowledge bases to avoid stale or inconsistent answers
(hallucinations).

Expertise in building retrieval workflows that combine AI generation and precise search to improve accuracy.

2. Process Automation

Here, AI handles repeatable tasks like form submissions, ticket tagging, and status updates through deterministic
workflows.

Skill needed: designing and implementing deterministic processes that reduce error and ambiguity.

Operators must understand how to avoid AI “hallucination” by enforcing strict, rule-bound execution rather
than open-ended generative models.

3. Orchestration Automation

At the highest level, orchestration ties together multi-step workflows, multiple teams, AI systems, and external
data sources with audit trails and observability.



Skill needed: expertise in complex workflow design, connecting APIs, and managing stateful interactions.

Proficiency with tools that provide enterprise observability to monitor AI outputs, error rates, and agent
handoffs is critical.

Across all three levels, the goal is to create a coherent CX system where AI acts in concert with human expertise,
not in isolation.

Deterministic Workflow Execution to Reduce Hallucination Risk
Large Language Models are incredibly powerful but prone to "hallucinations" — generating plausible yet incorrect
information. For regulated CX environments, this risk is unacceptable.

Building deterministic workflows — where each step is clearly defined, verifiable, and auditable — is essential to
control what the AI outputs and to ensure compliance.

Example: Instead of asking an LLM "What is the status of this order?" directly, the workflow calls a backend
API and uses the AI only to phrase the response, ensuring verifiable data backs every answer.

Workflow automation with predefined decision trees and triggers can catch anomalies early and escalate
appropriately.

This discipline differentiates “AI that assists” from overly broad “AI that tries to resolve” without guardrails.

Enterprise Observability, Audit Trails, and Compliance
Regulated industries demand stringent logging and transparency at every interaction point.

Key skills for CX teams include:

Monitoring AI behavior through dashboards and anomaly detection to quickly spot incorrect responses or
process failures.

Maintaining comprehensive audit trails that record not just final outcomes but the path AI and agents took to
resolve an issue.



Ensuring that AI augmentations are fully compliant with laws like GDPR, HIPAA, or financial regulations — a
crucial component vendors like Zendesk embed into their advanced AI offerings.

Without these capabilities, organizations expose themselves to regulatory risk, disputes, and damage to brand
trust.

Pricing Models and Vendor Selection: The Case of Per-Conversation
Pricing
One important practical consideration—often overlooked in skill discussions—is understanding vendor pricing
models that align with operational goals.

Vendor Pricing Model Key Considerations Zowie Per-conversation pricing Predictable costs scaling with usage,
incentivizes efficiency, suitable for chat automation with mixed human handoffs Intercom (Fin) Seat-based + usage
tiers Good for smaller teams, less ideal for scaling large AI automation teams without seat reduction Zendesk
(Advanced AI) Tiered platform pricing + add-ons Robust compliance and audit features, can accommodate
complex regulations, pricing scales with breadth of features/support

Understanding how pricing interacts with CX team skills and workflow design is crucial—for example, AI should
reduce seats rather than inflate costs through per-agent pricing. Models like Zowie's per-conversation approach
align billing directly with automation efficiency and resolution volume.

Essential CX AI Skills for Operations Enablement and Workflow Design
To move beyond the 20% readiness mark, CX teams must cultivate a core set of skills, including but not limited to:

1. AI Literacy and Critical Evaluation

Understanding AI capabilities and limits, including how to interpret LLM output—and when to trust vs verify

Sanity-checking AI suggestions using tools such as audit logs and evidential data

2. Workflow and Process Engineering

Designing and optimizing deterministic workflows that minimize human error and AI hallucinations

Integrating AI tools into existing processes without creating siloed or fragile automations

3. Data Governance and Compliance Management

Ensuring data privacy and regulatory adherence in all AI interactions

Implementing comprehensive audit trails accessible for both internal teams and external regulators

4. Operational Observability and Incident Management

Deploying real-time monitoring dashboards and alerting for anomalous AI behavior

Responding effectively to automation failures—keeping a tab of those infamous “automation that broke at
2am” stories for continuous improvement

These skills collectively form the backbone of ops enablement in AI-driven CX environments.

Conclusion: Building Ready Teams for the AI-Powered Future



While AI platforms and vendors continue to innovate rapidly, the real bottleneck for CX transformation lies in
talent readiness and operational maturity.

Teams must shift mindset from viewing AI as a silver bullet to understanding it as a powerful assistive partner—
one that demands rigorous workflow design, deterministic execution, and enterprise-grade observability.

Looking at leading players like Zowie, Intercom (Fin), and Zendesk Advanced AI, we see mature, nuanced
approaches that balance assistive AI with regulatory compliance and workflow integrity—but harnessing these
tools effectively requires investing deeply in skills around CX AI, ops enablement, and workflow engineering.

Only with these competencies can companies confidently advance beyond the 20% talent readiness threshold and
unlock the full promise of AI-powered customer experience.


