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The Al
Compliance Gap

When Every Interaction Becomes a Risk Event

Al is transforming customer engagement from a sequence of campaigns into a continuous
stream of autonomous decisions. Compliance must move with it.
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01 THE RISK HAS MOVED

Al Changes the Unit of Compliance

For decades, marketing compliance was largely organized around campaigns, files and lists. A company assembled an
audience, scrubbed the data, approved the campaign and released it into a relatively predictable communications
process. That model remains necessary—but Al is making it insufficient.

Modern customer-engagement systems increasingly operate at the level of the individual interaction. An Al agent can
select a prospect, trigger a call, personalize a message, choose a follow-up channel and initiate another contact based
on the consumer’s response. The compliance decision therefore has to occur at the same level: the interaction.

The fundamental shift: compliance can no longer be only a checkpoint in the workflow. It
must become part of the workflow.

Four forces are expanding the risk surface

0o
< 4 & 23
Scale Speed Autonomy Fragmentation
Al can generate and initiate Automated decisions can Agentic systems can select Consent, DNC status,
vastly more customer move from data to outreach actions dynamically, creating revocation, preferences,
interactions without a in milliseconds, reducing the interactions that were not state rules and channel
corresponding increase in usefulness of manual individually contemplated restrictions often reside in
human review. approval gates. when a campaign was different systems while Al

designed. operates across all of them.

Regulators are already applying existing consumer-protection rules to Al

In February 2024, the Federal Communications Commission concluded that Al-generated voices fall within the TCPA's
restrictions on “artificial or prerecorded voice” calls. For telemarketing calls using those technologies, the existing
consent and opt-out framework applies. The Federal Trade Commission has likewise affirmed that Telemarketing
Sales Rule protections apply to Al-enabled scam calls and expanded TSR recordkeeping requirements as technology
and the marketplace evolve.

These actions illustrate a broader principle: adopting Al does not remove the enterprise from established
communications rules. It can make the application of those rules more operationally complex.

Executive implication: Al governance without interaction-level marketing compliance

leaves a material control gap.
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02 THE NEW COMPLIANCE CONTROL PLANE

Compliance Must Travel With the Interaction

In an Al-enabled enterprise, the safest architecture is not to ask whether a campaign was compliant yesterday. It is to
determine whether a specific interaction is permissible now. That requires a real-time compliance decision using the
facts that exist at the moment of engagement.

PossibleNOW's “Compliance at Every Point of Interaction” model is designed around this requirement: insert
compliance intelligence into the systems that initiate or govern customer contact—CRM, dialers, contact centers,
marketing automation, data platforms and increasingly Al agents.

The interaction-level decision

CONTROL QUESTION RISK SIGNAL DECISION
Who is being contacted? Identity, number, customer/prospect Resolve the party and applicable
status policy
May we contact them? National, state & internal DNC; consent Permit, suppress or route for
exception
Has permission changed? Revocation and preference updates Honor the current consumer
instruction
Is the number still theirs? Reassigned-number status Reduce wrong-party contact risk
Can this channel be used Channel, jurisdiction, time and method Apply interaction-specific
now? restrictions
Can we prove the decision? Source data, rule version, timestamp, Create evidence and auditability
outcome

From scrubbing engine to enterprise control layer

This model changes the role of compliance technology. The objective is not simply to remove restricted records from a
file. It is to make an authoritative, explainable compliance decision whenever a customer-engagement system is ready
to act.

That becomes particularly important as enterprises introduce Al agents through APIs and emerging standards such as
Model Context Protocol (MCP). An Al agent should not have to reproduce complex federal, state and enterprise rules.
It should be able to call a trusted compliance capability, receive a decision, and retain the evidence supporting that
decision.

The goal is simple: before an Al, agent, employee or application initiates an interaction,
compliance is already in the decision path.
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03 WHY ENTERPRISE RISK LEADERS SHOULD CARE

Al Multiplies the Cost of Weak Controls

Al creates leverage. That is its economic promise—and its compliance risk. A flawed manual process may produce
dozens of problematic interactions before it is discovered. A flawed autonomous process can replicate the same
mistake across thousands or millions of interactions before a human recognizes the pattern.

For legal, compliance, technology and revenue leaders, the risk is therefore not limited to a single regulation. The
larger concern is control failure at scale: a disconnect between what the organization believes its policy requires and
what its customer-engagement systems actually do.

The enterprise exposure

st Regulatory and litigation exposure — TCPA, TSR, federal and state DNC obligations, consent and
revocation requirements, calling-time restrictions and other channel-specific rules can converge on a single
interaction.

@) Brand and trust exposure — Al can make outreach feel more human and more personalized, increasing
consumer expectations that the brand understands and honors their choices.

Operational exposure — disconnected systems can produce contradictory decisions when consent,
preferences, suppressions and number intelligence are not synchronized.

3
IE

o Third-party exposure — vendors, agencies, lead sources and outsourced contact centers can create risk
on behalf of the enterprise unless they operate against a common compliance standard.

Evidence exposure — when a complaint or claim arises, the organization must be able to reconstruct
what it knew, which rule was applied and why the interaction was allowed.

Al governance needs a marketing-compliance execution layer

Most Al governance programs focus appropriately on model risk, data privacy, security, bias, transparency and human
oversight. Customer engagement introduces another requirement: execution controls. A well-governed model can still
create a noncompliant interaction if the system acting on its output lacks current consent, DNC, revocation,
reassigned-number and jurisdictional intelligence.

The control architecture should therefore separate Al reasoning from compliance authorization. Al can determine
what it wants to do; the compliance layer determines whether the proposed interaction is permitted under the
applicable rules and enterprise policy.

In an autonomous environment, compliance should function like an authorization service—

not a post-event audit.
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04 THE POSSIBLENOW

IMPERATIVE

EXECUTIVE WHITE PAPER

Turn Compliance Into Infrastructure

The next generation of marketing compliance will be defined by where the control sits. If compliance remains
upstream in periodic list processing, risk can re-enter the process through changing consent, new consumer
instructions, reassigned numbers, state-specific rules, new channels or autonomous Al decisions. If compliance is
embedded at every point of interaction, the organization can evaluate risk continuously.

PossibleNOW is positioned to provide that enterprise compliance layer by combining DNCSolution capabilities,
consent and preference intelligence, National/State/Internal DNC controls, reassigned-number intelligence, known-
litigator risk intelligence, integration capabilities and enterprise-grade decisioning into the customer-engagement

workflow.

A practical operating model

¢ Connect

Integrate compliance into CRM,
dialers, contact-center platforms,
marketing automation, data

services and Al/agentic workflows.

@ Enforce

Return a clear action to the
initiating system: allow, suppress,
restrict, reroute or require
additional validation.

The strategic outcome

Q Resolve

Establish the consumer, number,
jurisdiction, consent, revocation,
preference and suppression
context.

3) Evidence

Preserve the inputs, rules, decision
and timestamp needed to
demonstrate the organization’s
control environment.

¥ Decide

Apply current regulatory
requirements and enterprise policy
before the interaction occurs.

5 Adapt

Update rules centrally as
regulations, interpretations, state
requirements and enterprise
policies change.

This approach allows enterprises to pursue Al-enabled growth without forcing every application, vendor or Al agent to

become its own compliance expert. Instead, the organization creates a common compliance standard that can be

invoked wherever interactions originate.

Al will make customer engagement faster, more personalized and more autonomous. The

winning control model is one that makes compliance equally immediate.
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COMPLIANCE AT EVERY POINT OF INTERACTION

PossibleNOW helps enterprises put
compliance into the decision path

—before customer engagement
becomes customer risk.

WWW.possiblenow.com
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Selected Regulatory Sources

1 Federal Communications Commission, Declaratory Ruling, FCC 24-17 (Feb. 8, 2024): Al-generated voices are
treated as artificial/prerecorded voices under the TCPA.

2 Federal Trade Commission, “FTC Implements New Protections for Businesses Against Telemarketing Fraud and
Affirms Protections Against Al-enabled Scam Calls” (Mar. 7, 2024).

3 Federal Trade Commission, Government and Business Impersonation Rule; FTC reporting notes $2.95 billion in
reported consumer losses from business/government impersonation scams in 2024,

@ Note: This white paper is for informational purposes and is not legal advice. Regulatory requirements vary by facts,
jurisdiction, channel and use case.
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