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IT leaders, CTOs, operations

executives, and decision makers
responsible for communications
systems, customer experience,
and business performance.

Artificial Intelligence

The Good, the Bad, and the Ugly

The Plain-English Truth About

Artificial Intelligence is not just a chatbot or a marketing experiment. It is a workflow engine embedding itself into

voice systems, contact centers, collaboration platforms, and CRM environments.

Most organizations say they are “looking at Al,” yet few can clearly explain what it will change inside daily
operations. When you remove the hype, Al in business communications performs three practical roles: it leads, it

assists, and it follows.

The 3 Roles

Plays in Business Communications

Al can or

Al takes the first interaction and
handles it without a human.

When Al leads, it becomes the front
door of the organization. These are
typically bots or Al attendants using
speech recognition. It answers
common questions, routes calls
based on intent, schedules
appointments, and resolves routine
service requests before a live
employee is involved. In contact
centers, ~30% of interactions can be
handled through Al, this may
include password resets or order
tracking. In education or healthcare,
it may automate absentee
reporting, scheduling, or outbound
notifications.

The value is speed, consistency, and
scalability. Al reduces wait times,
minimizes transfer errors, and
ensures repetitive inquiries are
handled accurately, freeing human
staff to focus on complex or high-
trust situations.

Al supports your staff in real time.

When Al assists, it enhances
employee performance during live
interactions. It can real-time
transcribe conversations, suggest
responses, surface relevant
knowledge, populate CRM fields,
and generate summaries
automatically. Employees spend less
time navigating systems and more
time engaging with customers.

This produces immediate
operational gains. After-call work
decreases, onboarding accelerates,
and performance becomes more
consistent across teams. Al
assistance strengthens the human
role rather than replacing it.

Al summarizes, documents,
reports, and triggers next steps.

When Al follows, it converts
communication into structured
intelligence. It generates
summaries, extracts action items,
identifies recurring issues, and
analyzes trends across interactions.
It can also trigger automated
workflows such as follow-up emails
or ticket creation.

This shifts organizations from
reactive management to proactive
decision making. Leaders gain real-
time visibility into customer
sentiment, staffing needs, and
operational bottlenecks instead of
relying on anecdotal feedback.

Why

Are Paying Attention

Generative Al is projected to unlock trillions of dollars in economic value globally, much of it tied to customer operations and
~ knowledge work. Al can automate a significant portion of repetitive tasks that currently absorb employee time.
@: That is the opportunity. However, communications data often includes sensitive customer information, internal strategy, and

regulated content. Without governance and access controls, Al adoption can increase exposure as quickly as it increases

productivity.



Measurable Advantage

Al creates value when it improves the way work flows through your
organization. In communications-driven environments, that means reducing
friction, increasing visibility, and improving consistency across customer and

internal interactions.

Below are the most measurable advantages organizations see when Al is

deployed strategically.

Increased Productivity Without Proportional Hiring

Al absorbs high-volume, repetitive interactions
that consume employee time. In contact
centers, administrative teams, and service
departments, much of the workload involves
predictable requests that follow the same
patterns daily.

When Al leads effectively, organizations
experience:
» 30% offload to Al applications
e Shorter wait times for routine inquiries
» Fewer call transfers
e Reduced after-call documentation time
e Lower overtime costs
e Slower headcount growth despite
increasing demand

Al uses intent recognition and predefined workflows to
automatically handle common requests. It analyzes
keywords, phrases, and behavior to determine needs, then
routes or resolves issues using structured logic.

Examples

e Avirtual agent handles password resets or account
balance inquiries without a live representative.

e An automated absentee reporting system logs student
absences and updates records instantly.

e Al-generated call summaries eliminate manual note-
taking and reduce post-call work.

The result is not necessarily immediate downsizing. In

many cases, it allows organizations to scale without adding
staff.

Stronger Sales Execution and Revenue Discipline

Al introduces structure and intelligence into
revenue workflows. Instead of relying solely on
manual follow-up and memory, organizations
can systematize engagement and reduce
missed opportunities.

The impact includes:

e Faster response to inbound leads
Automated follow-up sequencing
Reduced pipeline leakage
More consistent messaging across teams
Improved coaching insights

Al analyzes digital behavior—Iike website visits, downloads, and
email engagement—to identify buying intent. It can trigger
personalized outreach, schedule follow-ups, and suggest
talking points based on past interactions and CRM data. It can
also anticipate pricing questions before engaging prospects.

Examples

e A prospect downloads a pricing guide. Al flags the behavior,
generates a tailored follow-up email, and schedules a
reminder for a sales representative to call.

o During a live sales call, Al suggests responses to common
objections based on historical success patterns.

« After the call, Al automatically logs notes and updates the
opportunity stage in the CRM.

This increases efficiency while allowing sales teams to focus on
relationship building rather than administrative tracking.




The Good: Where Al Creates
Measurable Advantage

Improved Customer Experience Through Speed

and Consistency

Customers value quick, accurate
responses. Al improves experience by
ensuring that inquiries are handled
efficiently and routed correctly from the
beginning.

When integrated across channels, Al can:

e Route calls based on intent rather than
basic menu selections

e Maintain context as customers move
between voice, chat, and email

e Provide consistent responses across
departments

e Reduce repeated explanations.

Al uses natural language processing to interpret what a
customer is actually asking for, not just which button they
press. It connects conversation history across platforms so
customer context travels with them.

Examples

e A customer begins a conversation through chat and later
calls. The agent sees the full chat history automatically.

e Al surfaces potential problems, questions, and solutions
based on previous statistics

e Al routes billing questions directly to the correct
department based on conversation keywords rather than
static call trees.

¢ Real-time prompts help agents provide standardized,
accurate responses to compliance-sensitive questions.

Consistency becomes a competitive differentiator. Customers
notice when interactions feel seamless instead of fragmented.

Greater Strategic Insight Through Data Integration

The true long-term value of Al appears
when it connects across systems.
Telephony data, CRM records,
collaboration tools, and analytics
platforms together form a comprehensive
data ecosystem.

When integrated properly, Al enables:

» Early identification of recurring service
issues

e Detection of churn risk through
sentiment analysis

e Staffing optimization based on real-
time demand

e Alignment between service
conversations and revenue trends

Al aggregates and analyzes unstructured conversation data
alongside structured CRM and operational data. It detects
patterns that would be nearly impossible to identify manually
across thousands of interactions.

Examples

e Aspike in service calls related to one product feature is
identified within days instead of weeks.

e Sentiment analysis flags accounts showing frustration
trends, triggering proactive outreach.

« Staffing levels are adjusted based on predictive volume
modeling generated from historical call patterns.

Fragmented systems limit Al's intelligence. Integrated systems
transform Al from a tactical efficiency tool into a strategic
decision engine.
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The Bad: Where Al Goes
Sideways

Al does not fail because the technology is flawed. It fails because organizations
implement it without clarity, governance, or process discipline. The risks are not
hypothetical. They appear when leadership treats Al as a feature instead of a
structural change in how work is performed.

Below are the most common ways Al adoption goes wrong.

Buying Al Without a Defined Objective

€6000000
€06000000

Many organizations invest in Al-enabled
platforms because competitors are doing it or

because vendors are marketing it aggressively.

They add Al tools without defining which
workflows they intend to improve or what
success looks like.

When this happens, organizations experience:
e Low adoption by employees
e Unclear return on investment
e Redundant tools layered onto existing
systems
e Confusion about ownership and
accountability

Al requires defined inputs, clear use cases, and measurable
outcomes. Without specifying the workflow and the
objective, Al becomes a vague capability rather than a
performance driver.

Examples

e A company enables Al transcription but never adjusts
workflows to eliminate manual note-taking, resulting in
duplicate effort.

e A chatbot is deployed on a website without analyzing
common inquiries first, leading to irrelevant or
frustrating responses.

e Al analytics are activated, but no leadership team
reviews or acts on the insights.

Technology without operational alignment becomes noise.

Automating Broken Processes

Al does not fix poorly designed workflows. It
accelerates them. If processes are fragmented
or inconsistent before automation, Al will
simply execute those inefficiencies faster.

Organizations may encounter:

Conflicting routing logic

Duplicate data entry across systems
Misaligned departments operating under
different rules

Automation amplifying existing confusion

Al depends on structured processes and clean data. When
rules are unclear or systems are disconnected, Al struggles to
interpret context accurately.

Examples

e Arouting engine directs customers incorrectly because
departments have overlapping responsibilities that were
never clearly defined.

o Al generates reports based on incomplete CRM data,
leading to inaccurate strategic decisions.

o Automated follow-ups trigger multiple times because
duplicate records exist across platforms.

Before automation, workflows must be standardized and
aligned.
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The Bad: Where Al Goes

Sideways

Ignoring Governance and Risk Controls

Communications platforms process
sensitive information every day.
Conversations often include financial data,
customer records, internal strategy, or
regulated material. Al tools that summarize
and analyze this data must operate within
clear guardrails.

Without governance, organizations risk:
e Unauthorized access to transcripts and
recordings
e Improper data retention
e Compliance violations
e Exposure through third-party
processing

Al tools often rely on cloud-based processing. If leadership
does not understand where data is stored, who can access
it, and how long it is retained, exposure increases.

Examples

e Meeting transcripts containing confidential strategy
are accessible to employees without appropriate
permissions.

e Automated summaries are retained longer than
compliance policies allow.

e Vendors process conversation data in regions that
conflict with regulatory requirements.

Governance is not optional. It is foundational.

Over-Automation and Customer Fatigue

Al can handle repetitive tasks efficiently,
but not every interaction should be
automated. Customers still value human
empathy and nuanced understanding,
especially during complex or emotionally
charged situations.

Over-automation may lead to:
e Frustrated customers who cannot
reach a human
e Perceived lack of personalization
e Reduced trust in the organization

When organizations optimize exclusively for cost reduction,
they may eliminate human touchpoints that create loyalty.

Examples

e A customer navigating multiple automated menus without
access to a live representative abandons the interaction.

« Al-generated responses feel scripted and fail to address
unigue concerns.

« High-value accounts receive automated service experiences
that diminish relationship strength.

Automation should enhance experience, not replace
meaningful engagement.




The Bad: Where Al Goes
Sideways

Failing To Upskill and Align Teams

Al changes workflows. Employees must
understand how it works, how to use it,

and how their roles evolve alongside it. When Al is introduced without training, employees either
Without education and communication ignore it or rely on it blindly without critical thinking.
?

resistance grows. Examples

N : » Agents disable assistive tools because they do not
Organizations may face: understand how they function.

e Low tool adoption e Managers misinterpret analytics outputs and make
. . flawed decisions.
e Fear of job displacement

e Teams resist automation because leadership did not
e Misuse of Al-generated outputs clearly explain strategic intent.

e Internal friction between departments

Successful Al adoption requires cultural alignment as
much as technical implementation.

The risks associated with Al are manageable. They become

dangerous only when leadership approaches Al casually or
reactively.

Over-Automation and Customer Fatigue

Al can handle repetitive tasks efficiently,
but not every interaction should be

automated. Customers still value human When organizations optimize exclusively for cost reduction,
empathy and nuanced understanding, they may eliminate human touchpoints that create loyalty.
especially during complex or emotionally Examples

Charged situations. o A customer navigating multiple automated menus without

access to a live representative abandons the interaction.

: « Al-generated responses feel scripted and fail to address
Over-automation may lead to: unique concerns.

« High-value accounts receive automated service experiences
» Frustrated customers who cannot that diminish relationship strength.
reach a human
e Perceived lack of personalization
e Reduced trust in the organization

Automation should enhance experience, not replace
meaningful engagement.

The final section addresses the most uncomfortable but
necessary conversation: the structural impact Al will have on
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The Ugly: Workforce

Disruption and Competitive
Reality

The most uncomfortable truth about Al is that it does not only assist. In certain
workflows, it replaces.

When Al handles routine inquiries, automated documentation, scheduling, reporting,
and initial outreach, fewer people are required to perform those tasks. Administrative
roles shrink. Junior sales development roles decline. Contact center staffing models

change. Knowledge work that once required hours of manual review can be completed
in Minutes.

This shift is not theoretical. It is already underway.

The Workforce Impact The Risk of Standing Stili

Al can automate a significant portion of Some leaders avoid Al because it feels complex
repetitive white-collar tasks. When or uncertain. Others fear workforce impact or
organizations adopt it strategically, reputational risk. While caution is reasonable,
productivity per employee increases. paralysis is not.
However, this also means that workforce
structures evolve. Failing to explore Al strategically can lead to:
e Gradual erosion of margins
Possible outcomes include: e Slower response times compared to
e Smaller frontline support teams competitors
o Consolidation of administrative roles e Reduced ability to attract tech-forward
e Reduced reliance on entry-level sales and clients
marekting positions e Limited visibility into operational
e Increased demand for higher-skilled performance
technical and strategic roles e Losing market share
Al adoption does not have to be reckless. But
The economic implications extend beyond ignoring it entirely carries its own risk.

individual companies. When workforce
composition changes rapidly, ripple effects
impact hiring models, training programs, and
career paths. The question is not whether Al
will affect staffing. The question is how -~
organizations prepare for that transition.
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The Ugly: Workforce
Disruption and Competitive

E1Y

The Future Is Al Plus
Humans

The organizations that navigate disruption
successfully will not choose between automation
and people. They will design environments where
each performs its strongest role.

Al should handle:
e Repetitive intake and routing
e High-volume, low-complexity inquiries
e Documentation and reporting
o Data analysis at scale
Humans should focus on:
e Complex problem resolution
e Relationship building
e Strategic decisions
e High-trust customer interactions

In some markets, efficiency will be the
differentiator. In others, human-centered service
will become the competitive advantage. The most
resilient organizations will know when to
emphasize each.

’
4
!
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Competitive Pressure
Will Accelerate
Adoption

Organizations that integrate Al effectively
will operate faster and leaner. They will
respond to customers more quickly,
identify trends earlier, and scale without
proportional cost increases.

This creates competitive pressure.

Companies that delay adoption may find
themselves at a structural disadvantage
in:

Service responsiveness

Operational efficiency

Cost structure

Data visibility

Revenue execution

The risk is not only internal disruption. It is
market displacement.




Communications Helps “

ow Affiliated

Affiliated works with organizations to:

Communicate with customers on pain points
Identify bottlenecks

Identify where Al creates operational value within
communications systems

Integrate Al across unified communications, contact
center, and CRM environments

Align automation with governance and compliance
requirements

Design hybrid models that balance efficiency and
human engagement

Implement solutions without disrupting core
operations.

Al is not about chasing trends. It is about preparing for
structural change in how work is performed and how

org

anizations compete.

Walk, don’t run — start with one application.
Avoid sweeping transformation mandates. Start
with one high-friction workflow and define a
measurable objective. Examples include:
Reducing after-call documentation time
Improving first-call resolution rates
Automating routine billing confirmations
Enhancing lead follow-up speed
Measure performance improvement. Refine.
Expand deliberately.

Al should be introduced as a strategic
enhancement, not a sudden overhaul.

Ready To Evaluate Where Al Fits in Your
Organization?

Schedule a focused strategy conversation to assess:

Which workflows are candidates for Al
Where risk controls must be established
How to integrate Al into existing systems

How to maintain differentiation in a rapidly shifting market.

Understanding Al is no longer optional. Applying it wisely is what will separate
leaders from followers.
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