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EXECUTIVE SUMMARY

The AI Narrative is Incomplete

Artificial intelligence has become the centerpiece of modern CX transformation strategies. Boardrooms
are aligned around a singular narrative: Al will reduce costs, increase efficiency, and replace large

portions of the human workforce.

However, this narrative is incomplete. While Al delivers meaningful automation gains, the hype
surrounding Al often fails to account for the true cost of implementation, operation, and ongoing
optimization. At the same time, traditional employee-based (FTE) and BPO models remain structurally

inefficient in a world defined by demand volatility.

The result is a growing realization among CX leaders: Al alone does not solve the cost, flexibility, or

experience challenges in CX.
The future lies in a hybrid model:
Al + GigCX (flexible human workforce)

This model introduces elastic CX infrastructure, combining automation with on-demand human

intelligence—delivering immediate cost savings, improved customer outcomes, and operational agility.
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AI + GigCX = Elastic CX Infrastructure

v Immediate cost savings without Al complexity

© Improved customer outcomes at complex moments

~ Operational agility aligned to demand volatility

1. THE Al NARRATIVE VS. THE OPERATIONAL REALITY

The Hidden Costs of Al Implementation

Al has been positioned as a cost-reduction engine for CX. In theory, it promises lower cost per
interaction, reduced reliance on human labor, and infinite scalability. But in practice, organizations are

encountering a different reality.

The true cost of Al extends far beyond licensing a model or deploying a chatbot:
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Upfront Investment

» Integration with CRM, WFM, and CX platforms
» Data structuring, cleaning, and training

» Workflow orchestration and system design
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Ongoing Operating Costs
» Model tuning and retraining

» Monitoring and governance

» Escalation handling and exception management
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Infrastructure Costs

» Compute and usage-based pricing
» APl consumption at scale

» Security and compliance layers
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Human Oversight Costs

» Teams required to manage Al performance

» QA, prompt engineering, and continuous optimization

Key Insight: Al is not a “set it and forget it” solution—it is an ongoing operational investment.

1.2 The Cost lllusion

The Al narrative often focuses on cost per interaction, but ignores:

» Cost per resolution
» Cost of failed or escalated interactions

» Cost of customer churn due to poor experiences
In many cases:

» Simple interactions become cheaper

» Complex interactions become more expensive

This creates a false sense of cost savings at the aggregate level.
1.3 The Experience Gap

Al performs well in predictable scenarios but struggles with:

» Emotional or sensitive interactions
»  Multi-step problem solving

» Revenue-critical moments (sales, retention)
Over-reliance on Al can lead to:

» Customer frustration
» Lower satisfaction scores

> Reduced lifetime value

2. LEGACY MODELS: FTE AND BPO STILL FALL SHORT

Even as Al Evolves, the Workforce Problem Remains

Even as Al evolves, many organizations remain anchored in traditional workforce models that are

structurally misaligned with modern demand volatility.

2 Employee-Based (FTE) Model



STRENGTHS

» Control and brand alignment

» Institutional knowledge

LIMITATIONS

» High fixed costs (salary, benefits, overhead)
» Low utilization during off-peak periods
» Slow hiring and ramp cycles

» High attrition and replacement costs

FTE models are built for stability—not variability.

() Traditional BPO Model

STRENGTHS

» Lower labor costs

» Externalized operations

LIMITATIONS

» Contractual rigidity
» Limited transparency
» Misaligned incentives (utilization vs. outcomes)

» Still requires volume commitments

BPO reduces cost vs. FTE—but does not deliver true flexibility.

3. GIGCX: THE ECONOMIC AND OPERATIONAL BRIDGE

Immediate Value — Without Al Complexity

GigCX introduces a fundamentally different model: on-demand, independent CX professionals, global and
distributed, with pay-for-productive-time economics and rapid scalability without long-term

commitments.

» On-demand, independent CX professionals
» Global, distributed workforce
» Pay-for-productive-time economics

» Rapid scalability without long-term commitments



3.2 True Demand-Based Cost Model
GigCX eliminates:

» Idle time

» Overstaffing

» Fixed labor overhead

This creates:

A fully variable cost structure tied to actual CX demand
3.3 Performance and Talent Quality
GigCX enables access to:

» Brand-aligned talent
» Specialized expertise

» Multilingual capabilities
Combined with performance-based engagement models, this often results in:

» Higher productivity

» Improved customer outcomes

4. THE HYBRID MODEL: Al + GIGCX AS THE NEW STANDARD

Al + GigCX as the New Standard

The most forward-thinking organizations are not choosing between Al and humans—they are combining

them.

4.1 Role Clarity in the Hybrid Model

Function Best Fit

Routine, repetitive interactions oAl
Complex, emotional, or revenue-critical interactions oGigCX
Demand spikes and variability oGigCX
Baseline automation oAl

4.2 Economic Optimization



The hybrid model solves the cost challenges across all dimensions simultaneously:

» Al reduces volume
» GigCX provides flexible human coverage

» FTE and BPO reliance is minimized

Result:

Optimized cost per resolution—not just cost per interaction
4.3 Eliminating the Al Cost Gap
By introducing GigCX:

» Organizations reduce reliance on expensive Al coverage for complex cases
» Avoid over-investment in Al infrastructure

» Maintain human quality where it matters
This creates a balanced cost structure:

» Al where it is efficient

» Humans where they are effective

5. WHY AI-ONLY STRATEGIES FALL SHORT

Four Failure Patterns in AI-Only Approaches

Organizations pursuing Al-only strategies often encounter:

Escalating Costs

Infrastructure and optimization costs grow over time

Experience Degradation

Poor handling of complex interactions

Operational Gaps

Inability to handle variability and exceptions

False ROI Expectations

Savings assumptions not realized at scale




Rethinking CX Infrastructure

The shift underway is not incremental—it is structural.

To

®Al as augmentation
®GigCX as elastic human infrastructure

®Value optimization (cost + experience + revenue)

What This Means for Leaders

CFO

» Shift from fixed cost to variable cost models

» Avoid over-investment in Al infrastructure

COO / CX LEADER

» Balance automation with human experience

» Design for flexibility, not just efficiency

Move from forecast-driven staffing to real-time orchestration

Moving Beyond the Al Narrative




Al is transforming CX—but the narrative has outpaced reality.
The assumption that Al alone will:

7 Reduce costs

v Replace humans

7 Solve CX challenges

...is proving incomplete.

The winning model is not Al-only. It is:

THE WINNING MODEL

Al + GigCX + Minimal Fixed Labor

GigCX plays a critical role by:

v Delivering immediate cost savings
v Eliminating the inefficiencies of FTE and BPO models
v Bridging the gaps Al cannot fill

Together, this creates a new category of CX delivery:

Elastic, intelligent, and human-centered infrastructure

For organizations navigating cost pressure, rising expectations, and demand volatility, this
is not just an optimization—It is the operating model of the future.
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