
"We value 
your 

feedback"
No, you don't!!



Are you using AI to improve your 
customer’s life - or just to make your 
dashboards look better?!



AI has the power to elevate our 
customer interactions or make 
them even more frustrating...



A few simple ways to understand the flywheel effect...



The Flywheel Effect

Turn Every Interaction into an Advantage -
1️⃣ Data Collection - Every customer interaction feeds AI with insights.
2️⃣ Machine Learning - AI refines patterns, learning from past interactions.
3️⃣ Personalization - Experiences become sharper, tailored, and more 
relevant.
4️⃣ Frictionless Engagement - Customers interact effortlessly, with seamless 
responses.
5️⃣ Reinforcement Loop - Every cycle strengthens the next experience.

How we can Apply it to AI & CX



This is the AI-CX Flywheel. 
The brands that get this 
right will DOMINATE, with 
the customer on, and by, 
their side.



The Gaps in AI-Powered CX Today

 Chatbots don’t understand customers and solve 
the issues raised

 Products don't match customer preferences
 A "personalized" response that starts with "Dear 

Customer."



98% of contact centers are using AI - 
but 61% say customer conversations 
are more difficult than ever. 

2025 State of the Contact Center report

And More Gaps... 



Reality Check!



It's only as powerful as - 

 The Questions We Ask It.
 The Data We Feed It.
 The Empathy We Build Into It.

But AI is not a magic fix!



At MMA Global, we are committed to 
elevating CX capability maturity levels

As CX is the marketing strategy with the 
strongest evidence for delivering 
financial outcomes



MMA's CX Maturity Assessment: Some Glimpses



MMA's CX Maturity Assessment: Some Glimpses



CX is multidisciplinary...



Our Speakers



Push the boundaries of 
AI-powered CX to 

build...



What's in Store Today?



What's in Store Today?
And many more...



The Final Word: AI, CX, and the Power of Intentionality

Audit your experiences.
Break what’s not working.
Ask harder questions.

...because your customers 
already are.



It’ll be unthinkable not to have intelligence 
integrated into every product and service. 

It’ll just be an expected, obvious thing.

Sam Altman, CEO, OpenAI



With that...
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