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ARTIFICIAL INTELLIGENCE

MACHINE LEARNING

REINFORCEMENT LEARNING, SUPERVISED 
LEARNING, SELF-SUPERVISED LEARNING

DEEP LEARNING

NEURAL NETWORKS

GENERATIVE AI

FOUNDATIONAL MODELS

“ONE MODEL TO RULE THEM ALL”

MODELS

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

+ REASONING

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

I’M NOT GOING TO TALK ABOUT...

3

4



25/06/2026

3

I’M NOT GOING TO TALK ABOUT...
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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

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

The Rise of the Orchestrator * People

The Rise of the Actor * Technology

Today's Journey
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The Rise of the Actor * Technology

Today's Journey

EXPERIENCE WAS PERSONAL, TRUSTED, AND HUMAN

Customer Experience 1.0

P E O P L E  / /  P L AC E S  / /  P E R S O N A L  T R U S T  

S E R V I C E  H A P P E N E D  FAC E -TO - FA C E
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EXPERIENCE MOVED ONLINE, BECOMING SELF-SERVICE

D I G I TA L  AC C E S S  / /  W E B  P O RTA L S  / /  O N L I N E  S E R V I C E

C U S TO M E R S  S TA RT E D  S E R V I N G  T H E M S E LV E S

Customer Experience 2.0

EXPERIENCE BECAME MOBILE, ALWAYS WITHIN REACH

M O B I L E  / /  A P P S  / /  U X  D E S I G N

E V E RY  I N T E R ACT I O N  M O V E D  I N TO  T H E  P O C K E T

Customer Experience 3.0
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QUICK
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EASY

THE LIMITATIONS...

17

18



25/06/2026

10

MAINLY SELF SERVICE

LACK OF PERSONALIZATION
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THE AGE OF APP FATIGUE

80 30 10

“  We  b u i l t  a  w o r l d  o f  d i g i t a l  c o n v e n i e n c e.   

 We  e n d e d  u p  w i t h  d i g i t a l  ex h a u s t i o n .  ”
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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

SO WHAT’S NEXT?

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 - T u r n  R u n s

Asking a (simple)
Question.

N O V ’ 2 2

Evolution 1.0

PROMPT
S i n g l e - T u 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.

D E C ’ 2 5N O V ’ 2 2
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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 Intelligence“ ”
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Software 1.0

RULES
( C OMMAND )

We wrote rules.

Software 2.0

PATTERNS
( C U R AT I ON )

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

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 
the customer’s finances? 

Can it learn from me?

Can it evolve into a long-
term financial strategist 

that adapts to the 
customer’s life trajectory?
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THE SUPERPOWERS OF AI AGENTS

MASTER

COMPLEXITY

Experience
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UNDERSTAND

USER BEHAVIOR

Recognize

Experience

BLEND

DATA & INTUITION
Context Awareness

Experience
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PROVIDE 

PROACTIVE SERVICES

Experience

SELF-IMPROVE

            MEMORYThrough

Experience

43

44



25/06/2026

23

1.0

H U M A N

P H Y S I C A L

F A C E - T O - F A C E

2.0

D E S K T O 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 I L E

A N 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

A M B I E N T

E M B E D D E D

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

AI AGENTS: CUSTOMER EXPERIENCE 4.0

“AMBIENT” EXPERIENCE * DEMO
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“EMBEDDED” EXPERIENCE

“  W h a t  w e  d o  i n  l i f e,  e c h o e s  i n . . .

“  L i f e  i t s e l f  b e c o m e s  t h e  c o m m a n d  l i n e !  ”

I n t e n t .  ”

“FACE-TO-AI “ EXPERIENCE

47

48



25/06/2026

25

#Saira
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#Kai
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Zero UI

“  The A gent becomes the interface! ”

HYPER

PERSONALIZED

55

56



25/06/2026

29

SUPER

INTELLIGENT

Experience

ULTRA

PROACTIVE

Experience
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ALL

AT SCALE

Experience

The B2A Business Model

SECOND

SELF

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

WELCOME TO THE SINGLE-QUERY COMMERCEQUERYLESS
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Source: Ark Invest, Big Ideas 2026 ReportAGENT-DIRECTED GLOBAL SPENDING * BY 2030
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The Future of CX is… Proactive
 Ambient,  Embedded & Face-to-AI“ ”

AN APP

EXECUTES

Fixed 
Functions

A CHATBOT

ANSWERS

Scripted 
Conversations

AN ASSISTANT

HELPS

Task-Oriented, 
Tool-Using

AN AGENT

ACTS

Goal-Driven, 
Autonomous
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The Rise of the Orchestrator * People

Today's Journey

“  A I  c a n  d e s i g n  b e t t e r  t h a n  m e. . .  ”

I ' m  a  d e s i g n e r,  
I  d e s i g n  t h i n g s . . .
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“  A I  c a n  a n a l y ze  b e t t e r  t h a n  m e. . .  ”

I ' m  a n  a n a l y s t ,  
I  a n a l y ze  d a t a .

“  A I  c a n  c o d e  b e t t e r  t h a n  m e. . .  ”

“ I ' m  a  d e v e l o p e r,  
I  d e v e l o p  p r o g ra m s .”
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Identity Crisis

WHEN YOUR SKILLS DEFINE YOUR WORTH

Source: World Economic Forum, Future of Jobs 2025JOBS DISPLACEMENT (BY 2030)
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HIDING OR FALLING BEHIND?

THE STORY YOU'VE BEEN TOLD...
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“  W i l l  A I  r e p l a c e  m e?  Ye s  o r  N o?  ”

WE'VE BEEN ASKING THE WRONG QUESTION
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G e n e ra l i s t  
K n o w l e d g e

Traditional T-Shaped

THE SPECIALIST COLLABORATOR

S p e c i a l i s t  
E xe c u t i o n

P r o f i c i e n c y
o f  A I

A I - A u g m e n t e d
S k i l l s

H u m a n  
J u d g m e n t  

Inverted T-shaped

THE SPECIALIZED GENERALIST
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You were hired for what 
you could 

DO.

You will be valued for what you
can OVERSEE, INTEGRATE 

and VALIDATE.

Source: World Economic Forum, Future of Jobs 2025NEW JOBS CREATED (BY 2030)
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A I  E t h i c i s t   |   S y n t h e t i c  D a t a  S p e c i a l i s t
H u m a n - M a c h i n e  Te a m i n g  M a n a g e r   |   P r o m p t  I n t e ra c t i o n  D e s i g n e r

Tr u s t  S y s t e m s  M e d i a t o r   |   Pe r s o n a l  A I  C a l i b ra t o r

JOBS THAT DON'T EXIST YET...

C r i t i c a l  T h i n k i n g

S y s t e m s  T h i n k i n g

E t h i c a l  R e a s o n i n g

H u m a n  J u d g m e n t

Skill Hierarchy

WHAT BECOMES VALUABLE
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“  A I  c a n  g e n e ra t e  a  t h o u s a n d  o p t i o n s .  
Yo u r  j o b  w i l l  t o  i d e n t i f y  w h i c h  o n e  d o e s n ’ t  s  c k .  ”*

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

Today's Journey
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“ A gile was built  on one assumption...    

 development (capacity)  is the bottleneck.  ”

THAT ASSUMPTION JUST BROKE!
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CODING AGENTS: THE FIRST KILLER USE CASE OF THE AGENT-FIRST ERA

AGILE
D E V E L O P M E N T

AI NATIVE
D E V E L O P M E N T

D e v e l o p m e n t  w a s  
t h e  B o t t l e n e c k  

D e v e l o p m e n t  
C o m m o d i t i z e d  

W e  s h i p p e d  i n  
S p r i n t s  ( 2  w e e k s )

W e  s h i p  i n  B o l t s  ( 2  d a y s )  

C o d e  i s  r e l e a s e d  
a s  a n  A r t i f a c t

S p e c i f i c a t i o n s  a r e  t h e  
s o u r c e  o f  T r u t h

H u m a n  w r i t e s  
C o d e

M a c h i n e  w r i t e s  
C o d e  
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THE FEEDBACK LOOP IS THE NEW CODE

“  E v e r y  i n t e ra c t i o n ,  e v e r y  o u t c o m e,  e v e r y  c o r r e c t i o n . . .   

 i s  a  l i n e  o f  c o d e  c o m m i t t e d  t o  t h e  a g e n t ' s  e v o l v i n g  m i n d .  ”

2 .  People.. .  m o v e  f r o m  d o i n g  t o  o r c h e s t r a t i n g  &  j u d g i n g .

1 .  Technology.. .  m o v e s  f r o m  w a i t i n g  t o  a c t i n g  a u t o n o m o u s l y .

3 .  Execution.. .  m o v e s  b e y o n d  A g i l e  t o  d y n a m i c ,  a l w a y s - o n  d e l i v e r y .

Conclusion - The Three Shifts That Matter
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