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< ARTIFICIAL INTELLIGENCE

< MACHINE LEARNING

REINFORCEMENTLEARNING, SUPERVISED
LEARNING, SELF-SUPERVISED LEARNING

< DEEP LEARNING
NEURAL NETWORKS

&--+ GENERATIVE Al

---+ FOUNDATIONAL MODELS

+ MODELS

TEXT-TO-TEXT, TEXT-TOJMAGE, TEXT-TQ-VIDEO,
TEXT-TO-3D, TEXTATO-AUDIO, TEXT-TO-CODE,
IMAGE-TO-TEXT, .... .

I’M NOT GOING TO TALK ABOUT... )
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Customer

Experience in the
Agent-First Era

The Transformation when
Customers Stop Clicking

and Agents Start Acting

Today's Journey

N

The Rise of the Actor *Technology N
The Rise of the Orchestrator " People <
The Rise of Al Native *(New) Way of Working

\
- .
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Today's Journey

The Rise of the Actor *Technology

The Rise of the Orchestrator " Peopte

The Rise of Al Native * (New) Way of Working

Customer Experience 1.0

o

PEOPLE // PLACES // PERSONAL TRUST

SERVICE HAPPENED FACE-TO-FACE
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Customer Experience 2.0

|

DIGITAL ACCESS // WEB PORTALS // ONLINE SERVICE

CUSTOMERS STARTED SERVING THEMSELVES

EXPERIENCE MOVED ONLINE, BECOMING SELF-SERVICE

Customer Experience 3.0

A\ - a
MOBILE // APPS // UX DESIGN

EVERY INTERACTION MOVED INTO THE POCKET
)

L]
EXPERIENCE BECAME MOBILE, ALWAYS WITHIN REACH J i
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THE LIMITATIONS...  J)
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MAINLY SELF SERVICE

LACK OF PERSONALIZATION )
o
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THE AGE OF APP FATIGUE )

.

“ We built a world of digital convenience.

»

We ended up with digital exhaustion.




25/06/2026

GREAT FOR MOMENTS, USELESS FOR (COMPLEX) JOURNEYS )
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The Frantic Human API

> -~
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WE ARE THE (MOST) EXPENSIVE MIDDLEWARE... )‘
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Mobile-First g Agent-First

Payoff, Output, Result, Performance

\ J

Time, Resources, Effort, Cost

27

Customer Experience 4.0

L] >
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Hype Cycle 2024 Gartner

Expectations
r
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Evolution 1.0

PROMPT

Single-Turn Runs

Asking a (simple)
Question.

| —
_

DEC’24

Evolution 1.0 Evolution 2.0 Evolution 3.0

PROMPT . RESEARCH MISSION
Single-Turn Runs Short Horizon Runs Long Horizon Runs

Asking a (?imple) Running a (complex) Coding an (entire)
Question. B | Deep Research. ’ Application.

"
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QUIZ: WHAT IS THE PROGRAMMING LANGUAGE OF THE FUTURE?

¢¢ The hottest new programming language is English. %

Andrej Karpathy * OpenAl - Co-Founder // Tesla - Director of Artificial Intelligence

17
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:

# Overview
- You are an Al Agent specialized in deep academic research. Your task is to scrape, analyze, and
compile information from academic sources to generate structured research reports.

## Context
- You must extract relevant data from academic papers, journals, and credible sources.

- Thereports should be well-structured, properly cited, and formatted for academic use.

- Ensure that scraped content is legally accessible and does not violate copyright policies.

=

## Instructions

1. Use the web scraper to gather relevant academic papers based on the research query.
2. Analyze and extract key insights, methodologies, findings, and conclusions.
3. Generate a structured research report with the following sections:

- Title

- Summary

- KeyFindings

- Methodologies Used

- Relevant Citations

- Conclusion
4. Format citations in APA or MLA style as specified by the user.
& Ensure the report is concise, well-organized, and free of plagiarism.

## Tools
- Web Scraper
- Academic Citation Formatter

Software 1.0 Software 2.0 Software 3.0

RULES 7 PATTERNS AGENCY

(COMMAND) . (CURATION) (INTENT)

We wrote rules. We showed examples. We stated our will.

We provide data, ‘ We set goals, agents
models learn the rules. figure out the rules and
execute them.

THE EXPANDING SOFTWARE STACK

18
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AGENT-WASHING IS EVERYWHERE )

The A-P-M Test

UTONOMY |ii® ROACTIVITY 8  EMORY -

Can it act without me? | Can it initiate for me?. . ww % Can it learn from me?

Ehlas =
i
Can itsecurely finalize a Can it anticipate financial Can it evolve into a long-
- mortgage for the u Stressweeks ahead and | & term financial strategist
customer withoutany automatically rebalance ‘ that adapts to the
manual intervention? the customer’s finances? customer’s life trajectory?

-~
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THE SUPERPOWERS OF Al AGENTS
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Experience
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PROACTIVE SERVICES :
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'‘MOBILE

ANYWHERE

fl// SELF-SERVICE SELFSSERVICE " FACE-TO:AF
& / (SCHEDULED) (PROACTIVE) S

Al AGENTS: CUSTOMER EXPERIENCE 4.0

Gavelmy apartmentiantAls
talmake me clean mores™s

i

_— T

“AMBIENT” EXPERIENCE
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What we do in life, echoes in... Intent. ”

the command line! ”

“EMBEDDED” EXPERIENCE

LN

24
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-
Experience

The B2A Business Model
I

SECOND

SELR

YOUR NEXT CUSTOMER MAY NOT BE HUMAN
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WELCOME TO THE SINGLE-QUERY COMMERCE )

WELCOMETOTHE QUERYLESS COMMERCE JJ
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9

AGENT-DIRECTED GLOBAL SPENDING * BY 2030 )

32



25/06/2026

The Future of CX is... Proactive
Ambient, Embedded & Face-to-Al

AN APP A CHATBOT e AN ASSISTANT AN AGENT

EXECUTES ANSWERS .1,  HELPS ACTS

Fixed Scripted ‘ , Task-Oriented, Goal-Driven,
Functions Conversations = Tool-Using Autonomous
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Today's Journey

The Rise of the Actor " Technology e
The Rise of the Orchestrator " People '

The Rise of Al Native *(New) Way of Working

I'm a designer,
| design things...

g

“ Al can degjgn better than me... ”

?’)vx

4
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I'm an analyst,
| analyze data.

T e WS

-

»

“ Al can analyze better than me...

b

P >
» =

“I'm a developer,

| develop programs.

»

“'Al 'can code better than me...

/
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Identity Crisis

WHEN YOUR SKILLS DEFINE YOUR WORTH

JOBS DISPLACEMENT (BY 2030)  JJ
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HIDING OR FALLING BEHIND? )

e

THE STORY YOU'VE BEEN TOLD... )

B

37
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PR o i i e
“ Will Al replace me? Yes or No? ”

e

WE'VE BEEN ASKING THE WRONG QUESTION




THE SPECIALIST COLLABORATOR

THE SPECIALIZED GENERALIST

25/06/2026

Traditional T-Shaped

eralist
Knowledge

Specialist
Execution

Inverted T-shaped

Judgment

Al-Augmented
Skills
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You were hired for what You will be valued for wha
you could 4 OV
DO.

9.000.00
& ® W A/

NEW JOBS CREATED (BY 2030)
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A

Al Ethicist | Synthetic Data Specialist
Human-Machine Teaming Manager | Prompt Interaction Designer
Trust Systems Mediator | Personal Al Calibrator

= e

JOBS THAT DON'T EXIST YET...

Skill Hierarchy
Critical Thinking

Systems Thinking
Ethical Reasoning —

Human Judgment

WHAT BECOMES VALUABLE
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“ Al can generate a thousand options.
Your job will to identify which one doesn’t s*ck. ”
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Today's Journey

The Rise of the Actor " Technology &

The Rise of the Orchestrator " People

The Rise of Al Native * (New) Way of Working
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“ Agile was built on one assumption...

development (capacity) is the bottleneck. ”

. L W

THAT ASSUMPTION JUST BROKE!




CODING AGENTS: THE FIRST KILLER USE CASE OF THE AGENT-FIRST ERA )

-

AGILE

DEVELOPMENT

Development was
the Bottleneck

' - We shipped in

Sprints (2 weeks)

Code is released
as an Artifact

I S
- Human writes
Code

Al NATIVE

DEVELOPMENT

Development
Commoditized

We ship in Bolts (2 days)

Specifications are the
source of Truth

Machine writes
Code

25/06/2026




25/06/2026

“ Every interaction, every outcome, every correction...

is a line of code committed to the agent's evolving mind. ”

THE FEEDBACK LOOP IS THE NEW CODE

I , ‘ Conclusion - The Three Shifts That Matter

1. Technology... moves from waiting to acting autonomously.

3. Execution... moves beyond Agile to dynamic, always-on delivery.
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