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Create Impact with AI: Assist to 
Conversational AI
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AI-First Experiences are Now 
the Standard
AI has permanently reset expectations for speed, 
intelligence, and personalisation

2023
100M

8xConsumer AI Adoption in 
WAU (weekly active users)

2025
800M
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70% of customer service journeys will begin 
– and be resolved – in conversational, 

third-party assistants built into their mobile devices by 2028.
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Human Agents and AI Agents, 
using separate systems, fragmented data. 
Leading to duplication and lack of control.

Human
Agents

AI 
Agents

Knowledge Base

Knowledge Base

Analytics

Observability

Workflows

Workflows

The  in 2026
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Enterprises need to orchestrate AI 
Agents, Human Agents, Workflows, 

Knowledge, Channels 
and Data at scale
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Seamless Engagement Connected Intelligence Open Ecosystem Trust and Observability

AI platform built for CX transformation

Agentic Experience 
Automation

Engagement 
Orchestration

Workforce 
Empowerment

Customer 
Engagement Data

Orchestrate end-to-end 
customer engagement

Empower 
workforce 

performance

Automate 
experiences with 

AI Agents  
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Knowledge Management
Transform scattered knowledge into dynamic, AI-ready 
intelligence that powers agents, AI systems, and self-
service.

Deliver accurate, source-backed answers across human 
agents, Copilot, AI Agents, and self-service

Connect to existing enterprise knowledge—or easily 
upload, create, and curate proprietary content

Turn real interaction signals into insight revealing what 
works, what doesn’t, and where to improve—so your 
knowledge keeps getting smarter at scale
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Workforce Empowerment

Optimise a Hybrid Workforce

Forecasting & 
Scheduling

Performance 
Coaching

Real-time 
Assistance

Quality & 
Compliance

Analytics & 
Feedback
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Copilot for Agents
Guide agents in real time with answers, 
recommendations, and automated workflows to 
accelerate resolution and ensure consistent quality

Recommend the next best action to drive faster, 
more accurate solutions

Deliver context-aware, conversation-ready 
responses grounded in your knowledge

Automatically generate concise, accurate 
summaries to keep communication seamless

Start fast with an out-of-the-box experience or tailor 
it to your exact needs with a fully customisable, 
adaptive workspace

Annual Conference 2026



Copilot for Supervisors 

Get continuous real time visibility into AI and human 
performance, including containment rate, sentiment, 
and risk signals, with the ability to intervene or escalate 
instantly.

Use AI-driven alerts that surface emerging issues, with 
clear explanations of context and recommended 
actions

Interact with operational and performance data using 
natural language, to gain clarity and visual insights

Manage human and AI agents together, powered by real-
time visibility, proactive alerts and automated workflows.
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Enhancing guest experiences 
with real-time copilots and 
expert insight

“With Expert and Copilot, our agents 
are confident, consistent, and 
supported every step of the way.”

Elisha Wright
Global Director of Learning Design 
and Delivery
Hyatt Hotels Corporation

250+
agents using Copilot
across the Americas

Knowledge 
usage

increasing across 
tenured and new staff 

Hundreds
of legacy articles
restructured and

migrated

Steady
improvement

in First 
Contact Resolution
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Agentic Experience Automation

Automate Customer Engagement

Knowledge 
Management

Agentic AI 
Agents

AI Ops 
Center

Automation 
Opportunities

Multimodal 
Experiences
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Agentic AI Agents
Goal-driven, context-aware AI agents that automate 
and elevate every customer interactions

Plans, decides, and executes multi-step actions 
to complete tasks on its own

Adapts in real time to every customer’s input, 
history, and business context 

Build with enterprise-grade controls and 
safeguards you can trust

Scales effortlessly across workloads, channels, 
and use cases as your business grows
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Multimodal Experiences

I can see the damage to the 
rear of the car. The license 
plate is WOB ZK 295

Deliver seamless, multimodal experiences that 
blend voice, digital, and interactive moments into 
one continuous conversation.

Blend natural conversation with guided visuals to 
resolve issues faster and smarter

Capture accurate, structured information through 
intuitive, interactive experiences

Unlock richer interactions using native mobile 
capabilities—from camera to Face ID to GPS

Deliver consistent, seamless experiences across 
every channel
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16M automated 
conversations per year for 
rebookings, refunds and 
more.

“We believe Cognigy.AI to be 
the most comprehensive, 
user-friendly AI Agent 
platform on the market.”

Nick Allgaier
Product Manager 
"Digital Assistants”
Lufthansa Group

80%
Automation rate for 

refunds & 
rebookings

12K 
messages / min 

peak loading

16M
Conversations 
automated in 

2025

16+ 
AI agents live with 

real-time AI translation

Annual Conference 2026



The anatomy of a service call: An average customer service call can be divided into 
various sections that yield potential for automation

How we measure impact

240 seconds AHT

240 sec

After Call
Work

60 sec 90 sec 30 sec20 sec 40 sec

Understanding
the Issue

Problem Solving &
Resolution

Closing & 
CSAT

Greeting & 
Intro

Verification &
AuthenticationIncoming

Customer
Call

240 seconds
Wrap-up

AI-driven
Identification

AI-driven
Routing

AI-driven
Problem Resolution

AI-driven
Wrap-Up

AI AgentAI Agent AI AgentAI Agents

95% automation rate 70% automation rate 80% automation rate

⇒81% automation rate (390 seconds of 480 automated)

Human Agent

Human 
Agent
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Impact with AINiCE

Transactional Self-
Service

<9 months

24/7 Availability
Self-Service Rate
Manual Workload

Requirements
• Backend access via API
• Business Process Logic

Outbound Notifications 
and Reminders

<12 months

Show-up rates
Engagement rates
Missed actions

Requirements
• Contact data access

Trigger logic (event- or rule-
based)

• Omnichannel delivery setup

FAQ Automation (MVP)

<3 months

CSAT
Agent Load
Call Volume

Requirements
• Structured FAQs / Knowledge 

base
• Channel Embedding 

(Web/Phone)

ID & V extended FAQ 
Automation

<6 months

Agent efficiency
Verification speed
AHT, Call Volume

Requirements
• Contact Center Integration
• LLM API Key
• Access to CRM/customer DB
• Authentication logic defined

Strategic progression
AI Agents Rollout Roadmap
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Unified Data LayerObservability + AI Ops Security & ComplianceAdvanced Analytics

Self Improving Cycle

The Agentic CX Platform

Channels
+ Assistants

+ more

Voice

Digital

Agents

System 
Connectors
(Systems of Record)

MCP

API

Agent 
Connectors

3rd Party 
AI Agents

3rd Party Tools

3rd Party 
CCaaS

A2A

MCP

API

Shared Assets

Knowledge
& Context

Tools & 
Workflows

CX Data
& Models

Engagement
Orchestration

Understand

Reason

Plan

Execute

Experience Memory

Unified 
Workforce
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