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Overview

The contact centre market across the Asia-Pacific
(APAC) region is entering a new phase. Advances in
Al, together with the continued growth of
hyperscalers and customer experience (CX)
platforms, are accelerating the transition from
traditional telephony-first and IVR operating models
to Al-enabled platforms capable of supporting more
complex customer interactions.

This shiftis taking place as highly regulated
industries across the region strengthen Al
governance, privacy and data sovereignty
requirements. Organisations therefore face the
challenge of adopting Al while meeting increasingly
complex governance, compliance and
accountability requirements.

For technology buyers, Al has expanded the
evaluation criteria. Procurement decisions now
extend to Al governance, data sovereignty,
commercial models and long-term operational
resilience. These considerations are becoming as
important as functionality, customer experience and
total cost of ownership when selecting the next

generation of customer engagement platforms.

Data Sovereignty as a
Procurement Requirement

Generative Al relies on large volumes of customer
interaction data such as contact centre transcripts,
voice recordings and customer conversations across
multiple channels. These are critical inputs for an Al-
enabled CX solution.

Across APAC, governments are strengthening
expectations around privacy, Al governance and
national control of sensitive information. Many
jurisdictions are extending existing privacy, financial
services and critical infrastructure regulations to
encompass Al deployments.

This has implications for organisations evaluating
contact centre platforms. Procurement teams now
need to understand where customer data is stored
and how it is used. They also need to know where Al
processing takes place, which legal jurisdiction
applies to technology providers and how customer

information moves across national borders.

These questions are becoming standard elements of
enterprise procurement, particularly in financial
services, healthcare, telecommunications, public
sector and other mission critical industries.
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Residency Is Not Sovereignty

Data residency addresses the physical location of
information. Data sovereignty extends further to
include legal jurisdiction, operational control and
long-term independence from technology providers.

A customer interaction stored in a local data centre
may still be subject to foreign legislation if the
underlying cloud provider is incorporated elsewhere.
The legal environment surrounding hyperscaler
cloud providers has reinforced the distinction
between physical location and legal authority.

An assessment of sovereignty should consider six

areas:

e Data sovereignty —the sensitivity of
customer information and regulatory

obligations.

e Jurisdictional sovereignty — the legal
frameworks governing each supplier.

e Operational sovereignty — dependency on

individual cloud, Al or platform providers.

e Model sovereignty — ownership of prompts,
models, configurations and organisational
knowledge.

e Political sovereignty — exposure to
geopolitical events or government
intervention.

e Technical sovereignty — the ability to audit,
modify or replace technology without
excessive dependence on a single vendor.

Many procurement programs continue to focus
primarily on data residency. Al introduces a broader
set of strategic and operational considerations that
extend well beyond the location of infrastructure.

Voice Al and Enterprise Risk

Voice Al introduces additional governance
requirements because customer interactions
contain considerably more information than text
alone. Audio recordings may reveal identity,
behavioural characteristics, and other information
regarded as sensitive under emerging regulatory
frameworks. At the same time, synthetic voice
generation and deepfake technology have increased
the risk of impersonation and fraud.

Financial institutions, telecommunications
providers, airlines and government agencies
therefore face growing expectations around
authentication, auditability and human oversight.
The scale of modern contact centres amplifies these
risks. Small failures in governance can rapidly affect
thousands of customer interactions, creating
regulatory, operational and reputational

consequences.

Voice Al requires governance disciplines that extend
beyond model accuracy. Organisations also need
effective controls over identity verification, customer
consent, audit trails and knowledge management.
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Executive Leadership,
Accountability and Customer
Experience

Customer experience strategy is no longer owned

exclusively by contact centre operations.

Al investment decisions increasingly involve the
Chief Executive Officer, Chief Information Officer,
Chief Digital Officer, Chief Risk Officer and, in many
organisations, a Chief Al Officer. Each brings a
different perspective on commercial performance,
operational resilience, governance and regulatory

compliance.

This reflects the expanding role of Al within the
enterprise. Decisions about automation influence
workforce design, organisational risk and
competitive differentiation. They also determine
where autonomous systems can operate
independently and where human judgement
remains essential.

Governance therefore supports business
performance as well as compliance. Clear
accountability, effective oversight and transparent
operational controls provide the confidence needed
to deploy Al at enterprise scale while maintaining
customer trust.

Commercial Models and
Outcome Economics

Commercial models are changing as rapidly as the
technology itself. Traditional contact centre
platforms have generally been priced according to
seats, licences or interaction volumes. Al introduces
an additional layer of economics because model
inference, retrieval, orchestration and reasoning all
consume computational resources that are typically
measured through token usage.

Many vendors are responding with outcome-based
commercial models that seek to align pricing with
business value rather than technology consumption.
This represents a positive development for many
buyers, because it directly links cost to desired
business outcomes.

Customer outcomes are not produced by Al models
alone. They result from the combined contribution of
Al services, orchestration platforms, enterprise
applications, knowledge management, human
agents, and compliance teams. Al changes the
balance of work, but people remain central to the
delivery of complex customer service.

Commercial evaluation should therefore extend
beyond token consumption or headline outcome
pricing. Organisations need visibility into the cost
drivers that influence customer outcomes, the
proportion of work performed by Al and people, the
governance applied to autonomous processes and
the metrics used to measure business value.

The strongest commercial models combine
transparent cost governance with equally
transparent outcome measurement. They allow
organisations to understand both the economics of
Al and the contribution it makes to customer
satisfaction, operational performance and cost-to-

serve.
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Governing the Handoff

The governance challenge in Al-enabled customer
experience is most evident at the points where
responsibility transfers between Al systems, human

advisers and customers.

Every handoff carries operational, commercial and
regulatory consequences. Information can be lost,
context diluted, decisions inconsistent and
accountability harder to establish. At scale, these
failures increase operating costs, reduce customer
satisfaction and weaken confidence in Al-driven
service delivery.

As Al becomes embedded across customer
journeys, the quality of these handoffs will become
one of the defining characteristics of mature

customer experience platforms.

1. Al-to-Al Handoffs: Managing the Model
Chain

Customer interactions increasingly depend on
multiple specialised Al systems rather than a single
model. Routing engines, conversational agents,
retrieval systems, workflow automation and
enterprise applications may all contribute to

resolving a single request.

The effectiveness of this architecture relies on the

quality of the handoffs between them.

Context must be transferred accurately, preserving
customer intent, interaction history and previous
decisions. Each Al component also requires clearly
defined responsibilities. Without those boundaries,
systems begin making decisions outside their
intended role, increasing operational and regulatory
risk.

Auditability is equally important. Organisations need
to reconstruct the sequence of Al decisions
supporting an interaction, not simply identify the
model that generated the final response.

As Al ecosystems become more distributed,
governance increasingly depends on managing Al-
to-Al handoffs rather than individual Al models.
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2. Al-to-Human Handoffs: Empathy Over
Efficiency

The transition from Al to a human adviser remains
one of the defining parts of customer experience.
Customers judge these handoffs by continuity.
Repeating information, restarting conversations or
correcting Al mistakes reduces confidence in both
the technology and the organisation.

Enterprises need to treat Al-to-human handoffs as
knowledge transfers rather than call transfers.
Ideally, human advisers receive a structured
summary of customer intent, previous actions,
relevant account information and the reason for
escalation. Risk also influences escalation policies.
Financial hardship, healthcare enquiries, vulnerable
customers and regulatory matters typically justify
earlier human intervention regardless of whether the
Al could continue processing the request.

3. Al-to-Customer Handoffs: The War on
Hallucinations

The final handoff occurs when Al communicates
directly with the customer. This is the point where
governance becomes visible outside the
organisation. Customers experience the quality of
governance through the accuracy, consistency and
appropriateness of Al responses rather than through

policies or governance frameworks.

Knowledge management emerges as a governance
discipline as much as an information management
one. Responses need to remain grounded in
approved policies, regulated content and current
enterprise knowledge. Confidence thresholds
determine when Al can respond autonomously and

when human intervention becomes appropriate.

For organisations operating in regulated industries,
the quality of Al-to-customer handoffs will be an

important indicator of operational maturity.
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Evaluating Al-Enabled
Customer Experience
Platforms

Al has expanded the range of questions
organisations should ask when evaluating customer
experience platforms.

Platform functionality and commercial terms remain
important, but they represent only part of the
assessment. Procurement teams also need
confidence that governance, accountability and
operational oversight will remain effective
throughout the life of the platform.

Who owns the governance record?

Audit trails, decision logs and model performance
data should remain accessible throughout the life of
the deployment. Organisations that rely exclusively
on vendor-controlled governance records may find
independent oversight difficult during regulatory
reviews or platform migration.

Can governance data be exported
independently?

Governance should remain portable. Organisations
need the ability to retain evidence, audit records and
operational history without depending on continued
access to a specific platform.

Who owns each deployed Al agent?

Every production agent requires a clearly identified
business owner responsible for monitoring
performance, reviewing behaviour and approving

material changes.

How are handoff events recorded?

Vendors should demonstrate how Al-to-Al, Al-to-
human and Al-to-customer handoffs are captured,
reconstructed and audited. These transitions

represent critical governance events.

Who measures business value?

Vendor reporting is an input to independent
assessment, not a substitute for it. Customer
outcomes, productivity improvements and
commercial returns should be measured using
transparent methodologies that extend beyond
platform activity metrics.

How is governance maintained across
multiple platforms?

Most enterprises operate more than one Al-enabled
customer engagement platform. Governance needs
to operate consistently across the broader
technology estate rather than within individual

products.

Customer Experience Beyond the
Platform

Customer experience platforms are becoming Al
platforms. As they do, governance becomes a design
principle rather than a compliance activity.

The organisations that achieve the greatest value will
not necessarily deploy the most sophisticated Al.
They will deploy the Al that is best governed. That
means understanding where data resides, how
decisions are made, how commercial value is
measured and, above all, how responsibility passes
across every Al-to-Al, Al-to-human and Al-to-
customer handoff.

Those handoffs are now a key indicator of enterprise

Al maturity in customer experience.
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