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ARTIFICIAL INTELLIGENCE

MACHINE LEARNING

REINFORCEMENT LEARNING, SUPERVISED 
LEARNING, SELF-SUPERVISED LEARNING

DEEP LEARNING

NEURAL NETWORKS

GENERATIVE AI

FOUNDATIONAL MODELS
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MODELS

TEXT-TO-TEXT, TEXT-TO-IMAGE, TEXT-TO-VIDEO, 
TEXT-TO-3D, TEXT-TO-AUDIO, TEXT-TO-CODE, 
IMAGE-TO-TEXT, ...

+ REASONING
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AGENT-FIRST
Moving to the

ERA
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The Transformation when  

Customers Stop Clicking 

and Agents Start Acting

Customer 
Experience in the 

Agent-First Era
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The Rise of AI Native * (New) Way of Working

The Rise of the Orchestrator * People

The Rise of the Actor * Technology

Today's Journey

The Rise of the Actor * Technology

Today's Journey
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EXPERIENCE WAS PERSONAL, TRUSTED, AND HUMAN

Customer Experience 1.0

PEOPLE / /  PLACES / /  PERSONAL TRUST 

SERVICE HAPPENED FACE-TO-FACE

EXPERIENCE MOVED ONLINE, BECOMING SELF-SERVICE

DIGITAL ACCESS / /  WEB PORTALS / /  ONLINE SERVICE

CUSTOMERS STARTED SERVING THEMSELVES

Customer Experience 2.0
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EXPERIENCE BECAME MOBILE, ALWAYS WITHIN REACH

MOBILE / /  APPS / /  UX DESIGN

EVERY INTERACTION MOVED INTO THE POCKET

Customer Experience 3.0
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QUICK

EASY
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THE LIMITATIONS...

MAINLY SELF SERVICE
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LACK OF PERSONALIZATION

љШWe bu i l t  a  wor ld  o f  d ig i ta l  conven ience.  

 We ended up wi th  d ig i ta l  exhaust ion . њ
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GREAT FOR MOMENTS, USELESS FOR (COMPLEX) JOURNEYS
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The Frantic Human API

WE ARE THE (MOST) EXPENSIVE MIDDLEWARE...
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Mobile -First Agent-First
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Customer Experience 4.0
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Hype Cycle  2024 Gartner

Hype Cycle  2025 Gartner
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Evolution 1.0

PROMPT
S i n g l e-Tu r n  R u n s

Asking a (simple)
Question.

 §éќΞΞ

Evolution 1.0

PROMPT
S i n g l e-Tu r n  R u n s

Asking a (simple)
Question.

Evolution 2.0

RESEARCH
S h o r t  H o r i z o n R u n s

Evolution 3.0

MISSION
L o n g  H o r i z o n R u n s

Coding an (entire)
Application.
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QUIZ: WHAT IS THE PROGRAMMING LANGUAGE OF THE FUTURE?

The hottest new programming language is English.
    Andrej Karpathy * OpenAI - Co-Founder // Tesla - Director of Artificial Intelligenceџ Ѡ
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Software 1.0

RULES
( C O M M A N D )

We wrote rules.

Software 2.0

PATTERNS
( C U R AT I O N )

We showed examples.

We provide data, 
models learn the rules.

Software 3.0 

AGENCY
( I N T E N T )

We stated our will.

We set goals, agents 
figure out the rules and 

execute them.

THE EXPANDING SOFTWARE STACK
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AGENT-WASHING IS EVERYWHERE
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AUTONOMY PROACTIVITY MEMORY

The A-P-M Test

Can it act without me?

Can it securely finalize a 
mortgage for the 

customer without any 
manual intervention?

Can it initiate for me?

Can it anticipate financial 
stress weeks ahead and 
automatically rebalance 
ƣőĲЮĦƨƚƣŸůĲƖѢƚЮŉŔŰċŰĦĲƚл 

Can it learn from me?

Can it evolve into a long-
term financial strategist 

that adapts to the 
ĦƨƚƣŸůĲƖќƚНũŔŉĲНƣƖċŢĲĦƣŸƖǃе

THE SUPERPOWERS OF AI AGENTS
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MASTER

COMPLEXITY

Experience

UNDERSTAND

USER BEHAVIOR

Recognize

Experience
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BLEND

DATA & INTUITION
Context Awareness

Experience

PROVIDE 

PROACTIVE SERVICES

Experience
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SELF-IMPROVE

            MEMORYThrough

Experience

1.0

H U M AN

P H YS IC A L

FAC E-TO- FAC E

2.0

D E S KTO P

AT  H O M E

S E L F- S E R V I C E
( S C H E D U L E D )

3.0

M O B IL E

AN Y W H E R E

S E L F- S E R V I C E
( I N S T A N T )

4.0

AM B IE N T

E M B E D D E D

FAC E-TO- A I
( P R O A C T I V E )

AI AGENTS: CUSTOMER EXPERIENCE 4.0
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љШìőċƣШƽĲШĬŸШŔŰШũŔŉĲЯШĲĦőŸĲƚШŔŰ. . .

љШLi fe  i tse l f  becomes the command l ine!  њ

In ten tЮШњ
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