
The Enterprise 
Guide to Scaling 
AI Agents
An EMEA benchmark on agentic

AI readiness, deployment, and ROI.

42 enterprise executives across EMEA reveal the state of 
agentic AI adoption with live-event data, documented 
deployments with governance frameworks, and a 90-day 
path to autonomous resolution.



Audience profile

Setting

the stage
For the past decade, CX teams have optimized for reactive 
support; managing tickets, meeting SLAs, and deflecting FAQs. 
Billions have been invested in chatbots and virtual agents, yet 
68% of CX leaders report that these investments have not 
reduced human workload. The reason is fundamental: 
enterprises scaled conversations, not resolution. Interactions 
begin with automation, but outcomes (refunds, billing 
corrections, account changes) still rely on human execution.



Drawing on proprietary insights from 42 senior CX leaders, this 
whitepaper examines the emergence of autonomous AI agents: 
systems capable of resolving issues end-to-end across CRM, 
billing, ERP, and operational environments, governed by 
enterprise-grade policy frameworks. 



The data reflects a step-change in performance: 85% average 
containment (compared to 40% for traditional chatbots), 40–
60% reductions in cost to serve, and 3–8× ROI within 18 months.

Featuring voices from:

Abdullah Asiri Qaiser Khan

Zoya Shahid John George

What you'll find inside:
The state of enterprise CX readiness (42-leader dataset)

Why traditional chatbots fail, and what replaces them

Autonomous agent architecture & governance frameworks

Real-world case studies (Insurance Companies, DAMAC Properties)

A 90-day implementation roadmap

ROI analysis and answers to the top enterprise objections

Founder & CEO, Lucidya Director of AI, Lucidya

Director of Customer Experience, 
Viola Communications

AVP, Business Excellence & CX 
Transformation, DAMAC Properties
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Market

intelligence
What 42 senior CX, technology, and operations leaders from across the Middle 
East, Europe, Africa, and Asia told us about their priorities, their pain points, and 
their readiness for autonomous AI in their own words, and in real-time polling.

0
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01 Executive summary
The readiness gap: What executives prioritize vs. what they've deployed.

Priority

93%
call autonomous agents 
a top-3 strategic priority

Reality

18%
have deployed agents 
beyond pilot stage

The blocker

Governance
cited as the #1 barrier 
to scale

Lucidya Insight
93% of enterprise leaders rate Commerce & Workflow Automation as their highest AI priority yet fewer than 1 in 5 have deployed beyond 
pilot. The readiness gap is not technical, it is governance.
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02 Audience profile
Participants' seniority mix and regional distribution. 

21% C-Suite
CTO, CIO, CISO, COO, CMO 38% VPs & Directors

VP, Director, Senior Director 41% Heads & Managers
Group Head, Head, Sr. Manager

Asia
9%

Africa
5%

Europe
29%

5 Regions Middle East
55%

What this means for you
With 60% of respondents at VP-level or above and representation across

multiple regions, this is one of the most senior AI readiness datasets 
compiled in EMEA to date. These are not aspirational priorities, they are 
active budget decisions.



If you operate in the Middle East (55%), prioritize fast SLA impact and 
governed rollout. If you operate in Europe (29%), pair that with a sharper 
cost-efficiency narrative and measurable productivity outcomes.



Because the sample spans 5 regions, you can use these patterns as 
directional benchmarks when shaping your own AI-agent roadmap.

Oceania
2%
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03 Market demand
Average importance score (0–5 scale) from senior CX leaders you can benchmark against.

Commerce & Subscription

Workflow Automation

Autonomous Customer

Resolution

Scaling CX without Scaling

Headcount

Cost-to-serve Optimization

AI Governance & Policy

Controls

0 20 40 60

Priority (%)

93%

100%

86%

90%

88%

80 100

Priority %

0 1 2 3

Importance score (out of 5.0)

Importance score

4.71

4.69

4.55

4.52

4.43

4 5

Lucidya Insight
Every category scored above 4.4 out of 5.0 - a compression of priorities that signals the market is not weighing options, it is looking 
for execution. If you are deciding where to begin, start with Commerce & Workflow Automation (93% priority), then expand into 
Autonomous Customer Resolution (100% priority rating)
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04 Regional priority heatmap
Where automation matters, and how it differs across regions.

55% of participants are from the Middle East.
If your footprint includes Europe (29% share), calibrate for stronger cost-efficiency expectations and a different risk profile.

Region

Middle East

Share

55%

Autonomous Resolution

4.84 ★

AI Governance

4.56

Cost-to-serve

4.64

Commerce & Workflow

4.80

Scaling CX

4.52

EuropeEurope 31%29% 4.464.46 4.314.31 4.314.31 4.544.54 4.69 ★4.69 ★

Africa 5% ◆ 4.33

Asia 9% ◆ 4.75

Oceania 2% ◆ 5.00 ★

◆Small sample size. Treat as directional only. ★ Highest-rated priority for the region.

4.67 ★

3.75

3.00

4.00

4.75

4.00

4.33

5.00 ★

5.00 ★

4.33

4.00

5.00 ★

Middle East Europe Africa & Asia

If your priority is faster SLA performance, 
focus first on Autonomous Resolution & 
Commerce Workflow (4.84, 4.80).

If you are scaling under budget pressure, 
prioritize Scaling CX Without Headcount & 
Commerce Automation (4.69, 4.54).

If your context is similar to Africa or Asia, 
anchor your rollout on AI Governance (Africa) 
and Commerce Workflow (Asia, perfect 5.00).
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05 Customer pain points
The barriers you are most likely facing today, based on open-text responses.

Across open-text responses, three systemic barriers emerged - barriers that appear 
consistently regardless of organization size, sector, or region.

Integration & legacy systems Trust, accuracy & control Cost, ROI, & vendor choice

Maintaining quality and trust in 
automated decisions, while 
preserving visibility and control 
over AI actions. For sensitive 
workflows, human-in-the-loop 
approval remains non-negotiable.

ROI realization, vendor 
consolidation, and cost-to-serve 
optimization remain core 
decision factors. Before you 
scale, you need measurable 
proof.

Integrating AI across CRM, 
billing, and operational systems 
without disrupting existing SLAs 
is the #1 technical barrier. You 
need seamless plug-in, not rip-
and-replace.

02 0301

Lucidya Insight

*Based on qualitative analysis of 42 executive interviews, April 2026*

Integration and trust are tied at 26% each. For your team, the real question is not just "can AI do this?" but "can we trust it, and will it work 
with our current stack?" A governed deployment model with native integrations is essential to answer both.
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06 Live poll results
Real-time signals from 42 enterprise leaders captured live during the EMEA Agentic AI Showcase, April 2026.

Readiness is real, but graduated Data gaps are the top bottleneck

45%
of respondents are ready for

some form of AI execution

(execute low-risk or supervised 
autonomy)

Poll 2 · n=20 respondents

SLA improvement drives pilot 
appetite

Only 5% are not comfortable yet. The vast 
majority want AI involved, they just want 
guardrails.

40% named SLA performance as their 
strongest reason to start a governed

AI pilot.

Trust, not technology, is the primary  
constraint on autonomy.

50% of leaders still prefer AI in assist-only 
mode. A finding that should inform every 
governance and change management 
framework in the region.

25% cite missing history and inconsistent 
records as their #1 delay cause, tied with team 
hand-offs.
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07 Poll deep dive
Response distributions across 3 audience polls · percentages of respondents per question.

Poll 1: Top delay cause in ops n=12 Poll 2: AI autonomy comfort n=20 Poll 3: Pilot motivation  n=10

Team handoffs 25%

Data & context gaps 25%

Repetitive requests 17%

Access/permissions 17%

Policy complexity 17%

Assist only

Execute low-risk

Execute w/ approvals

Not comfortable

50%

30%

15%

5%

Improve SLA 40%

Reduce  
cost-to-serve

20%

CX consistency 20%

Scale w/o hiring 20%

Lucidya Insight
The polls show a clear transition path you can follow: teams are constrained by handoffs and data gaps (Poll 1), they want AI support with 
guardrails first (Poll 2), and SLA improvement is what unlocks executive approval (Poll 3). A practical sequence is to start in assist mode, 
prove SLA impact, then move into governed autonomy.
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08 Regional poll signals
Same room, different readiness. How poll responses differ across regions.

100

80

60

40

20

0

Middle East

Not comfortable Execute w/ approvals

Europe

Execute low-risk Assist only

45%

5%

15%

35%

Poll 2: AI Autonomy Level

18%

27%

55%

100

80

60

40

20

0

Middle East

Scale w/o hiring CX consistency

17%

Europe

Reduce cost-to-serve Improve SLA

Poll 3: Strongest Pilot Motivation

6%

6%

13%

75%

17%

33%

33%

Middle East Europe Key signal

SLA speed is the #1 pilot motivator (75%). If 
your executive team needs fast proof, 
prioritize use cases that improve resolution 
speed and SLA reliability in the first phase.

Cost-to-serve reduction drives pilot intent 
(33%). If you operate in cost-sensitive 
environments, define operational savings and 
productivity targets before launch.

81% respondent match rate between poll and

registration data. These are high-confidence 
signals, not anecdotal. 50% globally prefer 
'Assist Only' AI as the starting point.
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e autonomy ourney

Three critical success factors
How you can move from pilot experimentation to reliable enterprise-scale outcomes.

SUCCESS FACTOR 1 SUCCESS FACTOR 2 SUCCESS FACTOR 3

De-risk integration from 
day one

Trust & accuracy concern is equally 
high (26%). Use governed rollout with 
human-in-the-loop approvals for 
sensitive actions

Integration & Legacy Systems is the 
top blocker (26%). Start by mapping 
your CRM, billing, and service 
workflows before deployment

With 88% rating AI Governance as high 
priority, define audit trails, escalation 
rules, and policy thresholds before

go-live

Sequence value to build

executive confidence

Begin with Commerce & Subscription 
Automation (4.71/5, 93% high-priority 
share) to create visible near-term wins

Then expand to Autonomous 

Resolution (4.69/5, 100% high-priority), 
once governance and controls prove 
reliable

Use your first 60–90 days to evidence 
SLA gains, faster resolution, and lower 
cost-to-serve

Align your rollout with 
regional buying priorities

Middle East shows strongest urgency 
around SLA speed and operational 
responsiveness

Europe places heavier emphasis on 
cost optimization, efficiency, and ROI 
discipline

For enterprise transformation teams 
(79% of this cohort), the winning plan 
combines measurable impact, 
governance, and phased autonomy

13



The

problem 
Why investments in conversational AI have failed to reduce human workload

and what the data reveals about where the real bottleneck lies in the modern

enterprise CX stack.

0
2
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Introduction

The next frontier of 
customer experience
For years, CX has optimized for reactive support. 
That era is ending.

The stakes of this 
gap are enormous.

For years, customer experience teams 
have optimized for reactive support: 

Responding to tickets, managing SLAs, deflecting 
FAQs, and routing conversations across fragmented 
systems. Even advanced conversational AI 
deployments still rely on human agents to complete 
the operational work behind the interaction. In many 
enterprises, the chatbot starts the conversation, but 
a refund, billing correction, or account change still 
requires manual intervention.


79%
of customers
would switch to a competitor offering

a better customer experience, and just 
two negative experiences can lead to 
brand abandonment.

15
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The challenge is no longer 
about responding faster.

It is about enabling systems 
that can fully resolve issues 
while maintaining oversight, 
accountability, and control.

When I talk about CX, I want to 
talk about the most important 
element in the whole CX 
organization, which is resolution. 
Because if you have great 
resolution, you'll have great NPS, 
great CSAT, great retention, and 
great ROI.

The answer lies in autonomous 
AI agents, and the time to act 
is now.

Abdullah Asiri
Founder & CEO, Lucidya
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The problem

Why traditional chatbots fail
Conversation is only 30–40% of the resolution journey.

The rest is where enterprise AI breaks down.

Chatbots handle the dialogue

The conversation trap

Most enterprise AI investments to date have focused on 
automating conversations.

The front-end interaction between a customer and a system, but 
conversation is only 30–40% of the resolution journey. The remaining 
60–70% involves cross-system actions: checking billing records, 
processing refunds, updating CRM entries, coordinating across 
departments, and enforcing compliance policies.

Traditional chatbots cannot do this.

The result
Frustrated customers, exhausted agents, and AI investments that don't 
move the operational needle.

that hands off to billing

that loops back to the customer days later

which triggers an approval process

then hand off to a human agent

17
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Too many handoffs
Between support, billing, and 
operations teams. The #1 
bottleneck reported by peers 
in the live poll.

25%

25%

68%

Data & context gaps
Missing history and 
inconsistent records across 
systems. Tied for the #1 
bottleneck in the same poll.

The investment paradox
Share of leaders reporting 
that current AI investments 
have not reduced human 
workload.

We see a lot of issues not being 
resolved because systems are 
not yet connected together. 
There are a lot of silos, which 
causes problems and issues to 
be stuck somewhere.

Abdullah Asiri
Founder & CEO, Lucidya
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The

solution
Unlike legacy chatbots, these autonomous AI agents are context-aware, 
cross-functional, and fully auditable end-to-end resolution engines. Autonomy 
without governance is a liability. The framework below defines the enterprise-
grade policy layer consistently missing from early regional deployments, 
allowing agents to act confidently and enterprises to deploy without risk.

0
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The evolution

Three phases of resolution
The evolution from reactive support to autonomous resolution has unfolded across three eras.

PHASE 1 . Pre-2020

Rule-based

chatbots
Rigid, decision-tree-driven systems.
No AI, no learning. Limited to FAQ 
deflection. Customers learned quickly
to type "agent" to escape them.

PHASE 2 . 2020-2024

AI chatbots &

virtual agents
Leveraging advances in NLP, these 
systems automate conversations but 

not full resolution. They understand 

intent and generate responses, but 

cannot take action across enterprise 
systems.

PHASE 3 . 2024-onward

Autonomous

AI Agents
End-to-end resolution engines that are 
context-aware, cross-functional, and 
governed. They don't just talk to 
customers; they resolve issues

by acting within CRM, billing, ERP, and 
operational platforms.

When we say investing in agentic AI, it's not only putting an LLM to talk to a customer.

This is not agentic. Agentic is when the system itself can think and can take action based on what it sees.

Abdullah Asiri
Founder & CEO, Lucidya
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Architecture

Brain vs. Tools
The architectural principle that separates effective autonomous agents from flaky LLM demos.

A critical design principle underpins every effective autonomous agent:

Separation of the brain from the tools.


The brain (LLM)
The brain is flexible, 
probabilistic, and open.

The tools
The tools are deterministic, 
controllable, and auditable.



Get this right and you can unlock autonomy safely. X Get it wrong and you ship hallucinated refunds.

21
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An AI agent isn't just an LLM, it's a whole orchestration 
between an LLM and tools. Separate the brain from the 
tools. Tools are programmatic; they expect clear input 
and output, so you can easily control them. The LLM, you 
want it to be open. You're using the strength of heuristics 
with the strength of the brain. 

Qaiser Khan
Director of AI, Lucidya
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Trust at scale

The governance framework
Autonomy without guardrails is a liability. Here's how we make it safe.

Policy guardrails

Hard boundaries the AI agent 
cannot cross. Enterprise policies 
such as refund thresholds, 
compliance requirements, 
escalation triggers are encoded 
directly into the system's 
operating constraints.

01

Human-in-the-loop

For sensitive or high-stakes 
actions, approval gates ensure a 
human reviews before 
execution. Start with many 
gates, gradually remove them as 
trust and confidence build.

02

Full audit trail

Every action is logged with 
complete traceability: what 
decision was made, what 
reasoning was followed, what 
policies were consulted, what 
data was accessed. 

Forensic-grade auditability.

03

Policy is the missing layer in most 
deployments.
Beyond the three pillars above, enterprises need deeper governance controls to 
operationalize AI agents safely. These additional layers address the most common 
failure points we observed in early deployments.

23



14 ree pases o resolution
The evolution from reactive support to autonomous resolution has unfolded across three eras.

Additional governance layers

PII

protection
Multi-layer checks ensure private 
information never leaks outside authorized 
systems, filtering both inbound to the LLM 
and outbound in responses.

Scope

management
If a customer steers the conversation 
outside the agent's domain, the system 
gracefully redirects rather than 
improvising.

Simulation-based 
evals
Before deployment, hundreds to 
thousands of simulated interactions run, 
comparing expected vs. actual behavior 
to generate confidence scores.

Trust and governance is the differentiator amongst AI agent platforms. We probably spend 70% of our time

on the governance and trust side.

Qaiser Khan
Director of AI, Lucidya
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Proof & the    

path forward
From the spectrum of autonomy and two transformational case studies, to a

90-day implementation roadmap, a full ROI analysis, and direct answers to the

questions every enterprise leader asks before they commit.

0
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The autonomy journey

The spectrum of autonomy
Not every organization needs full autonomy on day one. The journey unfolds across a defined spectrum.

Assist only

AI drafts responses & suggests 
next actions. Humans approve 
and execute everything.01

Low-risk execution

AI executes pre-approved low-
risk actions under strict policy 
limits. Humans review anything 
outside scope.

02

Supervised autonomy

AI executes end-to-end on 
defined use cases. Humans audit 
post-hoc and handle exceptions.03

Default autonomous

AI is the default resolver across 
multiple use cases. Humans 
handle complex escalations only.04

Proactive & Predictive

AI resolves issues before the

customer reports them. Full-
stack autonomous operations.05

In a live poll during the Lucidya event, 50% of leaders were comfortable only 
with "assist only" and 30% with low-risk execution under strict policy limits.

If this mirrors your team, treat it as normal: confidence grows through staged 
autonomy, not big-bang rollout.

26
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What you're seeing in that poll is a fear that is very human and has to be addressed in a 
human way. You cannot ask somebody to implement an AI system without having the 
confidence that it will make the right decision.

Zoya Shahid
Director of Customer Experience, Viola Communications

Invest, but start small. Dip your toes in with a low-risk use case, one where the downside 
is manageable if things don’t go as planned. If the results are promising, expand gradually.

Abdullah Asiri
Founder & CEO, Lucidya
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15 The spectrum o autonom

The practical advice: 

Start small

Build trust

Expand scope

2228
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Case study #1

A regulated-industry deployment that achieved 90% containment in 5 months

Insurance:

Autonomous resolution at scale

Regulated Insurance, Riyadh 

From overwhelmed inbound queues 
to 90% autonomous containment

29
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The challenge

High inbound volume of customer cases was overwhelming 
human agents. Any solution had to comply with both 
company policy and Saudi regulatory requirements across 
CRM, policy management, and claims platforms.

The scope

90%
Containment rate 
after 5 months

$70K+
Savings per 3,000 
cases resolved

End-to-end inbound case resolution

Automated follow-ups & case closure

Cross-system actions across CRM, policy, claims

Governed by company policy + regulatory compliance

$140K+
Annualized savings 
(scaling linearly)

100%
Auditable actions, 
full compliance

30
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The 90% containment we've seen in the insurance 
company came after five months of deployment. 
Results can be very fast, but it depends on customer-
side readiness and the appetite for giving the AI agent 
more autonomy and cases.

Abdullah Asiri
Founder & CEO, Lucidya
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Case study #2

DAMAC Properties:

Enterprise-scale transformation
Maintaining white-glove service while scaling 6.5x through automation

Luxury Real Estate, Dubai 

From 5B to 38B AED

Scaling revenue without proportional headcount.

32
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Context

One of the largest developers in the region: 50,000 units 
handed over and another 50,000 in development. Revenue 
grew from ~5 billion AED to ~38 billion AED over five years.

15%
Fully autonomous

zero human involvement

20%
AI + human collaboration 
at key decisions

The transformation

DAMAC did not add AI to existing processes; they 
reimagined the operational model. AI is embedded across 
the entire real estate lifecycle: sales, collections, handover, 
community management, service delivery.

89%
Ticket volume reduction 
via proactive AI

3mo
Sales cycle

down from 12 months

33
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We don't wait for customers to tell us what the 
problems are. Our platform identifies issues, AI 
triggers the service request, actions out the work 
order, gets the problem solved, and updates the 
resolution straight to the customer.

John George
AVP, Business Excellence & CX Transformation, DAMAC Properties
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Implementation

The 90-day roadmap
From executive alignment to operational autonomy in three phases.

WEEK 1-6WEEK 1-4 WEEK 5-8 WEEK 9-12+

Foundation

Understand, align, prepare.
Foundation

Understand, align, prepare.

Map processes, systems, integration 
points
Map processes, systems, integration 
points

Select 1–2 use cases (low risk, high 
impact)
Select 1–2 use cases (low risk, high 
impact)

Establish governance & policy 
guardrails
Establish governance & policy 
guardrails

Connect CRM, ERP, billing via secure 
APIs
Connect CRM, ERP, billing via secure 
APIs

Define success metrics & baselinesDefine success metrics & baselines

Supervised pilot

Deploy, monitor, calibrate.

Launch agent with full approval gates

Run simulation-based evaluations

pre-launch

Close monitoring with AI engineers 
on-hand

Maintain “kill switch” for intervention

Gradually expand autonomy as 
confidence builds

Track containment, resolution time, 
CSAT

Scaling to autonomy

Expand, optimize, operationalize.

Remove approval gates for proven 
actions

Add new use cases from pilot 
learnings

Transition agents to supervisor/audit 
roles

Implement continuous observability

Develop change-management plan

35
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As long as there are humans doing the work, AI agents 
can do the work as well. As long as systems are in place 
in a way that humans can navigate through them, AI 
agents can come in. You don't need architectural 
changes.

Abdullah Asiri
Founder & CEO, Lucidya
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The numbers

ROI analysis
For every $100K invested, you can achieve $300K–$800K in operational savings within 18 months.

3-8x 40-60% 60-90 25%
ROI within 18 months Days to first resultsReduction in cost to 

serve
Retention improvement

$100K invested

→ $300K–$800K savings

50%+ containment in 
first 1–2 months

From faster, more accurate 
resolutionGartner-validated market data

Direct

cost savings
40–60% reduction in cost to serve

$70,000+ savings per 3,000 resolved 
cases

$140,000+ annualized, scaling linearly 
with volume

Revenue

impact
25% improvement in customer 
retention

Sales cycle compression (DAMAC: 12 
→ 3 months)

Capacity to scale without proportional 
FTE increases

Efficiency

multipliers
Resolution time reduced from days to 
minutes

Agent capacity freed for complex, 
high-value cases

Elimination of context-loss overhead

Proactive identification reduces inbound 
(89% at DAMAC)

37
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The benchmarks are in.

Now see what they mean for
your operation.
Calculate your ROI

CLICK HERE

38
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With the speed of advancements and the very 

high ROI, sometimes 8× in less than one year, a lot 
of companies will adopt. If you're the last one to 
adopt, what does that say about your 
organization?

Abdullah Asiri
Founder & CEO, Lucidya
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Addressing concerns

The four objections and the evidence that 
answers them

"What if the AI makes a mistake?"

Every autonomous system includes deterministic guardrails for 
high-stakes. The LLM reasons and gathers information; critical 
decisions are routed through programmatic, rule-based tools, not 
probabilistic models. For sensitive actions, human-in-the-loop 
approval gates provide an additional safety layer.

"We're not ready. Our data isn't clean enough."

Readiness is a spectrum, not a binary state. Implementation 
partners like Lucidya provide organizational change management, 
AI governance frameworks, compliance support, and forward-
deployed AI engineers  who work on-site. We come in and we help. 
It's just like onboarding a new employee.

"Will this replace our people?"

The evidence shows the opposite. Teams deploying autonomous AI 
agents redeploy human agents into higher-value supervisory and 
audit roles. DAMAC scaled from 5B to 38B AED in revenue without 
proportionally increasing headcount; not by eliminating people, but 
by augmenting them.

"Our systems are too complex/legacy."

Autonomous AI agents navigate systems the same way

humans do; through existing interfaces and APIs. Architectural 
overhauls are not required. If a human can perform the task 

within your current systems, an AI agent can be configured to do 
the same.

40
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One of the largest things you need to do is take the 
worry away from your people that this AI solution

is going to replace them, and make them AI 
supervisors. This is so critical and so missed.

Zoya Shahid
Director of Customer Experience, Viola Communications
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Conclusion

The future of CX isn't about 
better conversations.

It's about better resolutions.

85% Minutes

Customer experience is at an inflection point. 
If you continue investing in conversational AI 
alone, automating dialogue without 
automating resolution, you risk joining the 
68% of leaders dissatisfied with AI ROI.

If you make the shift to autonomous, governed 
AI agents, you unlock a fundamentally different 
category of value:

Containment rates 
freeing humans for 
complex work

3-8x
ROI that compounds 
with each new use 
case

+25%
Retention from 
faster, accurate 
resolution

Resolution time, not 
days or weeks

Proactive
Resolve issues 
before customers 
notice them
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If you are afraid and you want to resist this change, 
you're going to be disrupted. This is not an option. 
Leaders who move from conversational AI to 
autonomous in the next 18 months will see lower cost 
to serve, 4× improvement in average handle time, and 
increases in all KPIs.

Abdullah Asiri
Founder & CEO, Lucidya
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ts aout etter resolutions.
Your next step
The technology is proven.

The governance frameworks exist.

The ROI is documented.

Define a six-month path from supervised pilot to 
autonomous resolution.

 Start with one low-risk, high-impact use case.
Measure containment, resolution time, and cost to serve.
Build trust incrementally. 
Scale with confidence. 

The practical question in front of you is not whether 
to adopt autonomous AI agents, but how quickly you 
can move.
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About Lucidya

Lucidya is an AI-native customer experience platform 
that delivers autonomous AI agent capabilities with 
the governance infrastructure regulated industries 
require: policy enforcement, human-in-the-loop 
workflows, full audit trails, and compliance 
frameworks. 



Unlike bolt-on AI vendors, Lucidya was built AI-native 
from day one. We serve multiple industries across big 
enterprises, government, and SMBs, where trust and 
control are non-negotiable. We help them move from 
conversation to resolution, safely, transparently, and 
at scale.

Lucidya Research · May 2026




