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Omnichannel strategies make customer interactions convenient, but they 
often fail to deliver truly seamless and proactive experiences. 

78% of organizations still lack the data infrastructure needed 

to deploy AI agents effectively.

The next step in customer experience is the Unified AI-Driven CX model. Here, 
agentic AI connects to a unified customer data backbone and orchestration layer, 
enabling systems that don’t just react, but anticipate needs, resolve issues, and 
personalize at scale with remarkable consistency and efficiency. By 2029, agentic 
AI is expected to autonomously resolve 80% of common customer service 
requests.

When AI agents are aligned with a unified data strategy, businesses can move 
past omnichannel toward experiences that are seamless, intelligent, and deeply 
personal.
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https://www.techradar.com/pro/the-next-big-thing-in-ai-is-agents-but-is-your-data-ready?utm_source=chatgpt.com
https://www.sutherlandglobal.com/insights/blog/agentic-ai-in-customer-experience?utm_source=chatgpt.com


Why Omnichannel Falls Short
As more businesses embrace omnichannel strategies, many assume that 
offering consistent experiences across web, mobile, in-store, and contact 
centers is the end goal. But while omnichannel promises convenience, it often 
falls short of delivering the seamless, proactive, and personalized experiences 
customers now expect.

Fragmentation and Silos

The main barrier is legacy infrastructure built for 
operational efficiency, not customer needs. Data from 
eCommerce, CRM, in-store interactions, and support 
systems often remains siloed, creating fragmented 
profiles and disjointed experiences.

Data Gaps

Research shows 57% of business leaders feel 
confident about their AI strategies, but only 8.6% 
are truly AI-ready, with the right infrastructure, 
governance, and data quality. Similarly, 78% admit 
they aren’t well-prepared to deploy generative AI 
because their data frameworks are too weak.

Lack of Adaptability

Omnichannel systems usually react to customer actions 
rather than anticipate them. They rarely adapt in real 
time, limiting the personalization and proactive 
engagement that drive loyalty.
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Unified AI-Driven CX: Definition & Data Foundations 

Unified AI-Driven CX goes beyond traditional omnichannel models. It combines 
agentic AI with a single, well-governed data backbone to deliver real-time, proactive, 
and personalized customer experiences.

Omnichannel Isn’t Enough: Why Unified AI-Driven CX Is the New Standard 03

What Is Agentic AI?

Agentic AI refers to autonomous AI systems that can plan, execute, and adapt 
multi-step tasks with minimal human input. Unlike generative AI, which reacts to 
prompts, agentic AI acts with purpose. It reasons, remembers, uses tools, and 
can collaborate with other agents to complete tasks end-to-end.
In customer experience (CX), this means maintaining context across interactions 
and channels, ensuring continuity and smarter decision-making.

Unified 

Intelligence 

in Action

Predict “next 

best actions”

Automate 

repetitive tasks 

Orchestrate 

customer 

journeys in real 

time 

Anticipate & 

enhance 

customer needs 

before they arise 

The Data Backbone: Unified, Contextual, Governed

AI agents are only as effective as the data they run on. This requires:
✓ Real-time identity resolution
✓ Accurate, unified customer profiles
✓ Context-rich interaction histories from systems like CRMs, loyalty programs, 

web logs, and support tools

The challenge: 78% of organizations are unprepared for agentic AI because of 
fragmented data systems. In fact, 73% of collected data goes unused, limiting CX 
orchestration.
Customer Data Platforms (CDPs) help by merging scattered information into a 
single customer view, enabling personalization, predictive insights, and proactive 
outreach.



Unified AI-Driven CX Delivers Measurable Benefits
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Productivity & 

Efficiency

AI-assisted tools help 

agents resolve issues faster, 

often improving productivity 

by 15–20% while maintaining 

service quality.

Proactive Service

Predictive AI can address up 

to 80% of routine inquiries, 

reducing workload and 

enabling more personalized, 

timely support.

Cost & Revenue 

Impact

Organizations using AI in 

customer service report 

operational cost reductions 

of 25–30% and noticeable 

gains in upselling and 

retention.

Enhanced CX & 

Personalization

AI-driven personalization 

can lift revenue by 20–25% 

and significantly lower 

churn by tailoring every 

interaction.

Better Human–AI 

Collaboration

By automating repetitive 

tasks, AI frees agents to 

focus on empathy and 

complex issues—boosting 

morale by around 20%.



Conclusion
Omnichannel CX was once the benchmark, but rising customer expectations, 
real-time personalization demands, and operational complexity have 
outgrown its capabilities. Fragmented touchpoints, even across multiple 
channels, fail to deliver the seamless, proactive, and intelligent interactions 
customers expect. 

Unified AI-driven CX changes this by eliminating data silos, continuously 
updating customer context, and enabling intelligent agents to predict needs, 
resolve issues, and personalize at scale. The results are faster resolutions, 
lower costs, and higher satisfaction. Achieving this demands strong data 
foundations, strategic orchestration, and responsible AI deployment to truly 
transform customer engagement into a competitive advantage.

C l i c k t o e x p l o r e
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https://turabit.com/tuvait/
https://turabit.com/tuvacx/
https://turabit.com/tuvahr/

