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Generative AI is the single biggest technology shift 
since the World Wide Web

1 Million Users

3.5 Years2.5 Months5 Days



2030: Websites and apps are dead. The Final UI is 
conversational



That’s a problem. 
What does it mean when you no longer own the 
experience?



The way customers find you has changed



Conversation Data 
Experience

CDP Data
Behavioral data

CRM Data
Transactional

Put another way…



Speed is the new battleground

Acceptable 
Latency

Agent CoPilot
(digital)

Voice bots

2-3 sec

1 – 2 sec

<1.5 sec

Chatbots

1 – 2 sec

Agent CoPilot
(voice)



Speed is the new battleground

Acceptable 
Latency

1 – 2 sec

30+ sec

Chatbots Human



The New Rules of Customer Experience

Be Present
AI is the new gatekeeper to your brand. Be where the 
conversations are happening or lose control of the narrative

Be Real Time
Speed is the new battleground. For both your 
customers and for your employees 

Be Unified
Every interaction must form part of a Unified AI 
Memory to provide personal experiences



A Tale of Two Headlines



A Framework for success



Experience data is a series of siloes



The unified AI operating system



Insight

The Flywheel Effect of AI

Data

Experience



Don't let AI own the conversation

vs UnifiedFragmented

In a world of human and machine customers, 
conversations are everything — the interface, the 

product, the memory, the brand. 

Own the conversation layer, or be owned by AI
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