Al Readiness
in Practice

A practical guide for CX leaders
navigating Al adoption




From Al pressure to
practical clarity

Al is firmly on the agenda for most organisations. Customer expectations continue to rise,
service operations remain under pressure, and many leaders recognise that Al could help
improve efficiency, service quality and cost-to-serve.

At the same time, there is understandable hesitation. Concerns around security, privacy,
compliance and reputation sit alongside uncertainty about where to start, how to prioritise
opportunities, and whether existing systems and teams are genuinely ready for Al
adoption.

This guide is designed to help leaders cut through that tension — not with technology
recommendations, but with clearer thinking.
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The Al opportunity — and
why progress feels hard

Customer experience is increasingly a differentiator, with customers comparing their
experience to the best in any industry — not just your own. Meanwhile, contact centre and
service budgets remain tight, with people costs typically accounting for the majority of
spend.

Al presents a genuine opportunity to address these challenges simultaneously. Yet despite
widespread interest — and early experimentation — progress across many organisations

remains cautious.

That caution is rarely due to lack of ambition. More often, it reflects a set of very real
concerns.

Common barriers we see include:

Risk Awareness
Security, privacy, A crowded,
compliance and fast-moving Al

reputational impact landscape that can
feel bewildering

Readiness Fear
The perception that Uncertainty about
Al requires complex where to start —
infrastructure and how to avoid
or advanced costly mistakes
capabilities
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A more practical way to
think about Al adoption

One of the most common misconceptions about Al is that readiness is primarily a technical

question.

In practice, the organisations that make the most progress focus less on tools and more
on judgement: understanding where operational pressure exists, where outcomes matter
most, and how Al can support people rather than disrupt them.
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Al readiness is not
about having the
most advanced
technology.

It is about having
the clarity and

confidence to apply
Al deliberately,
where it will make

a meaningful
difference.




Al readiness:
a sense-check for leaders

Are we under pressure to improve service, efficiency or cost-to-serve?
Do we believe Al could help, but feel uncertain of where to start?

Are we wary of jumping straight into technology without clear outcomes?
Do we want Al to support our people, raher than add complexity or risk?

Are security, compliance or reputational concerns slowing decisions?

OO 0O oddod

Would greater clarity or prioritisation help us move forward?

[

Do we want a phased, sensible approach rather than a big leap?

If several of these resonate, you are not behind — you are being thoughtful.

O
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Signals of Al readiness

Certain signals can help indicate whether a structured, guided approach to Al adoption

would be valuable.

Al Maturity & Adoption

Volumes / Stress /
Queue Levels / Wait
Times / Abandon Rate

Cost-to-serve / Agent
Attrition / Agent
Onboarding Time

Size of Contact Centre

Low — we are aiming to
guide clients on initial
adoption

High — Al is ideal to help
organisations become
more efficient and provide
a better service to
customers and advisors

High — Al is ideal to help
organisations reduce
cost by automating and
optimising processes and
assisting employees to
make them more efficient

SMB +

High — if a client is
comfortable developing
and integrating
complicated Al aolutions,
they have less need of this
service

Low — lack of imperative
to invest in Al'if currently
happy to overstaff with
employees

Low — lack of imperative
to invest in Al'if currently
happy to overstaff with
employees

Fewer than 50, large/
advanced enterprise

There is no “right” or “wrong” position — but clarity here helps avoid mismatched
investments and unrealistic expectations.
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What your answers may
suggest

While every organisation is different, many leaders broadly fall into one of three positions:

Early stage

Al interest is high, but confidence is low.
Priority: clarity and direction.

Initial pilots exist, but impact is inconsistent.
Priority: focus and alignment.

Scaling

Proven use cases are delivering value.
Priority: sustainable expansion.

Understanding which position best reflects your reality helps shape smarter next steps —
and avoids copying approaches that worked elsewhere, but may not fit your organisation.

© IP Integration



Exceptional
Customer
Contact

Moving forward with
confidence

At IPI, this thinking underpins our Al Pathway — a structured approach designed to help
organisations move from Al pressure to confident, well-judged action.

Rather than starting with technology, it focuses on readiness, prioritisation and outcomes,
ensuring Al strengthens service quality, supports teams and delivers measurable

improvement without unnecessary risk or disruption.

If this guide has helped clarify your thinking, the next step is often a conversation — not
about tools, but about where Al can genuinely earn its place in your organisation.

Talk to us about the Al Pathway @]

TAKE THE NEXT STEP

IP Integration Ltd Qo118 918 4600
Integration House g

Turnhams Green
Business Park @
Pincents Lane
Reading, Berkshire : @
RG314UH

enquiries@ipintegration.com

https://ipintegration.com



https://ipintegration.com/solutions/ai-contact-centre/ai-pathway/?utm_campaign=162151625-AI&utm_source=ai-readiness-guide

