
Thinking Machines vs.

Feeling Customers

AI

Where AI meets Ethical Intelligence



ESCAPING

The Vital Role of Human Judgement in AI-CX



Our job as leaders — especially in CX — is to refuse easy answers, and build organizations where AI 

supports judgment, not replaces it.

We are the first generation in history that must learn how to coexist with intelligence that we did not 

create, but designed.

And that's the paradox of AI: it reflects us, but it can also reshape us.

AI may be artificial, but judgment must remain human

The Future Is Not Automated. It’s Co-Created.









The Global Risks Report 2025

20th Edition: Insights Report



Agentic AI is exciting, but too often financially unrewarding.

Over 40% of agentic AI projects will be canceled by end of 2027 due to escalating costs, unclear 

business value, and poor risk governance

Gartner identifies heat around “agent washing”, vendors mislabeling basic bots as agentic.

Internal polling shows 61% of organizations are investing, but many remain hype-driven and under-

delivering 



AI can be intelligent, but can also be 

responsible?





Making humans

10x productive
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