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By 2028, an average global Fortune 500 
enterprise will have over 150,000 AI agents 
in use, up from less than 15 in 2025. 

Gartner

2026 AI agents vs. human interaction distribution (Metrigy)

2026 baseline

AI-ledHuman-led

30%

70%

Customer demand is growing, 
with a larger share of 
interactions shifting toward AI
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Employment for customer service 
representatives is projected 
to decline by 5% between 2024 and 
2034. 

U.S. Bureau of Labor Statistics

80% of leaders report headcount 
remains steady, even as they support 
more customers. 

Set a Workforce Reduction Strategy, 
Gartner, 2026

Workforce dynamics are more fluid than ever
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AI agentsAutomationHuman

Siloed management breaks in a 
hybrid workforce
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One operating model 
across human and 
AI work

01

AI-first experiences 
across every 
workforce role

02

Agentic cross-
workforce 
optimization loops 

03

Three 
imperatives for 
hybrid 
workforce 
success



Workforce Empowerment

Optimize a hybrid workforce

Forecasting & 
Scheduling

Performance 
Coaching

Real-time 
Assistance

Quality & 
Compliance

Analytics & 
Feedback
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Supervisor workspace for 
hybrid management 



No human brain was designed for this job
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Supervisors now manage humans and AI agents side by side—dozens of agents, hundreds of interactions, 
multiple channels, simultaneously

3-5 items—the 
brain's working 
memory limit

~40% productivity lost 
to task-switching



69% 80% 53%

4 hours a day spent on 
monitoring

2 hours a day scanning for 
outliers

30–40% agent turnover adds strain

say their role is dramatically more 
complex

say stress is hurting the 
CX they deliver

of agents lack real-time 
support

* Source: NiCE & CMSWire Insights, "From Stress to Success," Sept 2024
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Four values
One unified supervisor experience

02.
Informed

03. 
Proactive

01.
Focused

04. 
Motivated
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01.
AI-powered 
alerts

02.
Conversational 
insights

04. 
Supervisor-
centric metrics

03. 
Insights workspace

Four capabilities 
One unified supervisor experience



















Manage performance across humans and AI
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Handoffs are now a core performance metric
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Copilot for workforce 
managers























QM Autoscore











Auto Score for AI agents
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Roadmap

Roadmap















Desktop Intelligence
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Roadmap

Roadmap
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AI-powered coaching recommendations: Analyzing 
QM auto score data 



Coaching simulator
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Roadmap

Roadmap



Signals and inputs

From AI Assistance to Agentic Optimization
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Screen 
intelligence

Alignment: said vs done
Execution gaps

Behavioral analysis

Sentiment, CSAT, Behavioral 

Performance 
data

Quality score, SLA, handoff 
scores

AI 
observability

Positive rating
Execution quality

Feedback 
management

Contextual  personalized 
survey



Signals and inputs

From AI Assistance to Agentic Optimization
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Agentic optimization layer

• Execution visibility

• Operational intelligence

• Workflow understanding

Data processing outputs

• Identification of root causes

• Opportunities for improvement

• Agentic action plans

Impact



Signals and inputs

From AI Assistance to Agentic Optimization
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Agentic optimization layer

Experience optimization Profitability optimization

Better CX and workforce 
engagement

Lower cost & higher 
efficiency

Compliance optimization

Risk 
avoidance



Agentic experience 
optimization







































Process Intelligence



Contact centers cannot improve what they cannot fully see
Hundreds of recurring processes run across interactions, applications, after-call work, and back-office teams.
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Recurring work across the contact center

Billing

Orders

Claims

Support

Intent            Conversation            Applications            After-call            Back office

What is actually happening
inside each process?

Which execution path works best?

Where do time and effort accumulate?

What should be improved or automated?

Improvement and automation decisions still rely on samples and assumptions.



Process discovery cannot keep pace with the volume of work

Analysts can study a process in depth, but only across a small sample.
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Analyst-led discovery

1 Interview

Supervisors and agents describe how work should happen.

2 Observe a sample

The analyst watches a limited group complete the process.

3 Document opportunities

The findings become candidates for process change or 
automation.

Hundreds of recurring processes

Small observed sample

Useful insight. Limited coverage.



Most organizations still see only part of the process

Visible today

What was said
Transcript, keywords, intent, summary, outcome

Operational blind spot

What the agent actually did
Navigation, data entry, repeated steps, handoffs, 
workflow sequence

The complete process spans the conversation, desktop 
activity, and system context

Conversation Screen actions Applications After call work



Process Intelligence makes improvement repeatable
A periodic or on-demand manager overview moves from discovery to action, then verifies what changed.
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1  Discover

Aggregate recurring 
processes across the 
selected population.

2  Compare

Group execution paths 
and identify the 
effective best path.

3  Recommend

Prioritize coaching, 
gamification, process 
redesign, or 
automation.

4  Implement

Managers apply the 
chosen action with the 
relevant teams.

5  Verify

After a defined period, 
measure adoption, 
execution time, and 
savings.

Tracking whether the recommended action changed how work is actually performed.

Periodic manager workflow



The same customer intent reveals different execution paths
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One recurring process  •  many agents  •  actual desktop execution

Best path

Shortest effective route

Meets the required outcome with fewer steps 
and the shortest execution time.

Candidate team standard

Existing path

Correct, but takes longer

Agents follow the defined process, yet 
repeated steps or handoffs add time and effort.

Efficiency opportunity

Path deviation

The route is not followed consistently

Required steps are skipped, repeated, or 
reordered, creating quality or compliance risk.

Consistency opportunity

The finding is a process execution pattern, not a daily employee score.



Match each execution group to the right action
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Standardize

Best path

Document the best path

Share it as a team standard

Recognize strong execution

Accelerate

Existing path

Use coaching for faster execution

Set gamification for acceleration

Automate selected steps

Correct

Path deviation

Assign focused coaching for best path

Set gamification for the right execution

Implement real-time guidance with copilot

Every recommendation includes potential savings and becomes a hypothesis to verify in the next review cycle.



Current process, best path, deviations and recommendations in one 
dashboard

3. Recommendations and savings

2. Best path and deviation

1. Existing path
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Classic WEM

Human-focused, reactive, sampled, separate AI 
dashboards, handoffs unmeasured

Workforce empowerment

Hybrid focused, proactive, 
100% coverage via agentic AI, 
unified performance, measurable handoffs, 
governed improvement

A new operating model for a new workforce reality
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