Al I‘eady Tolc

Building Memory Into the Agent Ecosystem

Customer Response Summit, Execs In The Know
February 26, 2026

Confidentialand proprietary. Any use of this material without the specific permission of Rasa is strictly prohibited.



Your Speaker

Roger Lee

Founder, Contact Center Advocates

Previous SVP Product Strategy and Al
Success at Ruffalo Noel Levitz

FireSide Chat

-~

.

Vikas Bhambri

Chief Revenue Officer, Rasa

Previous senior roles at Yellow.ai,
Kustomer, 8x8, LivePerson




Al is not just the future.

It’s already shaping our
present reality.

“AI will be the most
transformative technology of
the 21st century. It will
affect every industry and
aspect of our lives. “

Jensen Huang, CEO NVIDIA



“ view Al as important
tools for achieving business goals,
though
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Frost & Sullivan, Global AI Maturity Survey



“Up to 88% of AI POCs fail to reach
production, or fail to provide the
intended ROL.”

International Data Corporation (IDC) Research



Why most Al projects fail?

=

Agentic First Solutions

Sounds good
Optimized for Demos

Break under Production Use

‘ Accuracy |

Accuracy First Solutions
Responds correctly
Optimized for Production

Predictable repeatable behaviour

Speed, volume, and cost pressures vary.

Accuracy should not.




“Technology leaders expect GenAl
implementations to improve agent
performance metrics by 58% and reduce
average handle time (AHT) by 56%.”

Frost & Sullivan



The Call Transfer
Problem



The Broken Customer Journey

Bot collects customer info & after 5 mins
Chatbot: “I’'m unable to help with that. Let me
transfer you to an agent.”

Self-Service The Chatbot Dead End

Customer enters phone queue with no context carried over
Agent 1: picks up "Can you tell me what you’re
calling about?"

The Hold & Repeat

Customer gets transferred with no context carried over
Agent 1: "Oh, that’s actually handled by our
billing team. Let me transfer you now."

LR D) t tB
Agent 2: “How can I help you today?” e

The issue itself took 2 mins to fix but the broken
journey resulted in 3 transfers, 3 repeats, and a Resolution
whole lot of added effort
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are “high-effort” for customers.
Customers who experience seamless
transitions from self-service to a rep
in assisted channels.”

Gartner
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“T have a $200 charge

I don't recognize”

—_—

Verify
Identity

Ask for charge
details

Transfer 1: 1
Billing

. . Confirm charge
Long Wait Time [ details ]
Call Transfer 2: Account

abandoned Management

—— 96% of customers become
Call dropped [ Transfer 3: ] diSloyal after high'effort

during transfer Fraud

interactions.
Gartner



https://www.cloudtalk.io/blog/call-center-metrics-analytics-and-reporting/

More AI “ Better CX

“74% of customer who experience
say they’ll
return to self-service.”

Gartner



Single Ongoing Conversation

Customer |Engages | Escalation Agent calls Call drops mid- Customer
Journey Chatbot needed - bot back with full conversation picks upin
books context exactly
callback where left off
Qrnn® (@) ® () (@) @
N =g & \&J =7
Resolution



AI Reduces Effort at Each Touchpoint

Customer Engages Escalation Agent calls Call drops mid- C.ustome.r
Journey Chatbot needed - bot back with full conversation picks up in
books context exactly
callback where left off
Resolution
AI Layer Call scheduled Agent is provided SMS/email with link to
and full with summary, continue via chat,
summary what’s been already picking up where
packaged for tried, and conversation drops off
human agent recommended next
steps

Unifying Data & Sharing Memory for Effortless Transitions, even across Channels



The Three

Zonhes

Autonomous
Collaborative

I Escalate



When AI Should Just Act (self service)

e Customer: "What's my account

balance?"
Autonomous v Known customer
Zone e V Clear intent

V' No risk

VvV Complete information

— Autonomous action
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Collaborative

Zone

When Al Should Coordinate

e Customer: "I was charged twice but my card
shows fraud alert"

e Requires: Billing + Account systems + Fraud

e - Al orchestration coordinates across
systems to lower effort at each touchpoint

o Collects information from system &
customer for expected transfers

o Shares relevant information and context
between each transfer
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Escalation

Zone

When Humans Must Decide

e Customer: "My mom passed away, I
need to close her account"

e Requires: Empathy, judgment,
exception handling

e Al prepares: Account summary,
outstanding items, required forms

e Human handles: The actual
conversation and decision
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Al Coordinates the Journey

Al takes over forto provide self service
“What happened to my order?”

v

AI collaborates with agents to reduce customer

—_—
effort
Reset, change, cancel, book, update.

Escalatati Agent fully takes over forempathy and judgment ____

on Error, failure, confusion, emotional escalation.



The before & after:

Same issues, different experiences

Before After
1 i
— 8 contacts | contacts
O 47 minutes O minutes
(_T_) 3 transfers V transfers
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work at scale?



Fireside Chat with
Vikas Bhambri
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F.E. A. T. Principles

The Foundation for Effective AI Governance

Fairness Empathy Accou ntability Transparency

Examine training data Address ethical Encourage regular Proactively provide

to identify and concerns, implications, auditing practices and documentation,

eliminate potential and practices of Al assessments on training data, and root

amplification of development, machine learning cause analysis (RCA),

societal and deployment, and models and AI- and clearly

institutional biases. workplace policies, enabled tools. communicate overall
that might impact our Al governance policies.
constituents.

Source: “MAS introduces new FEAT Principles to promote responsible use of AT and data analytics”



https://www.mas.gov.sg/news/media-releases/2018/mas-introduces-new-feat-principles-to-promote-responsible-use-of-ai-and-data-analytics

Al Governance
Maturity Model

Stage 5: Transformational
Governance at Scale

Stage 4: Systemic
Integrated into All Key Business
Processes

Stage 3: Operational
Building Infrastructure

Stage 2: Active
Building Practice

Stage 1: Exploring
Building Awareness



Strategy & Ownership

Criterla

Clear busingss outcomas dafined
Exgcutive owner assigned
Success metrics agreed

Bot included in operating model
Funding and accountability clear
Use Case Readiness

Criteria

Top 5-10 inments identified
Volumes walidated

Processes documented
Excaptions understood
Customer impact assessed

Process & Data

Criteria

Processes ane stable

Data is accurate and accessible
Knowledge i current
Authentication approach defned
Rewaork drivers known

Technology Enablement
Criteria
Bots can complate transactions

Framework

Agent & Change Readiness
Criteria

Agants informed and trained
Supervisors aligned

Mew roles defined
Resistance risks addressed
Cammunications plan ready

Measurement & RO
Criteria

Baseline melrics captured
Financial madel built

Repeatl contact tracked

Cost per resolution measured
Executive dashboard planned

Governance & Risk

Criteria

Policy appreved

Compliance controls defined
Secunly review completed
Audit process ready
Incident response defined

Scoring Guidance
30=35: Ready to pllot

Systems can be updated in real time ] ] 25=2%: Ready with targeted remadiation
Agent handolf supported 3 ) 20=24: High risk = fix gaps before launching
Monitoring tools in place . ] < 20; Mot ready = redesign approach
Scalability confirmed . .
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