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Immature Mature
2030

Semi-mature

Basic AI automation such as IVR

Multichannel but not 
omnichannel

Poor analytics capability

No personalization 

Inbound, reactive 
communication only

Strictly focused on complaint 
resolution 

Calls routed by type and 
language

 
Hourly rate fees

Advanced automation and 
cognitive AI 

Fully integrated omnichannel

Real-time sentiment analysis

Hyper-personalization

Routinely proactive 
outbound calls 

Robust sales activity 

Calls routed based entirely 
on agent-customer 

compatibility

Outcome-based 
compensation

Contact center pays for itself,
becomes a profit center  

Testing/piloting more-advanced AI 
automation like conversational AI 

and agent assist

Siloed omnichannel

Underdeveloped analytics capability

Rudimentary personalization
(e.g., gender targeted)

Limited outbound service calls
(subscription renewal)

Customer profile data used for 
some cross-selling

Calls routed based partly on 
agent-customer

Hybrid fee structure – hourly rate/ 
performance-based
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