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Introduction

In an era where customer expectations evolve faster than
ever, Al is no longer just a differentiator, it's becoming

indispensable in customer experience (CX) strategies.
Predictive analytics, conversational Al, and custom language models now allow
companies to move from reactive support to proactive engagement, personalizing
every touchpoint of the customer journey. Yet, the real competitive edge lies not only
in adopting these advanced technologies, but in integrating them responsibly, turning
innovation into trust, and trust into lasting growth.

Global Adoption

o 96% of CX professionals report that Al has met or exceeded
96 /o expectations in improving customer engagement.

S— Sources: Medallia (2024)

The Italian Market Landscape

ltaly’s adoption of Al in CX management is on the rise, driven by advancements
in e-commerce, financial services, and telecom. Businesses are increasingly
leveraging Al to meet the demands of a digitally-savvy customer base.

Which structural gaps remain?

¢ Aleconomy growth
The Italian Al market reached €1.2 billion in 2024, growing by 58% year-over-
year.

e Low SME adoption
Only 8% of Italian companies currently use Al, compared to ~20% in Germany.
Adoption is concentrated among large corporations.

e Generative Al potential
Market worth USD 5471 million in 2024, projected to reach USD 3.3 billion by
2030.

e Future outlook
ltaly’s Al market could surpass €1.8 billion by 2027.

P The Adoption Gap
53% 53% of large Italian companies already use Al, while SMEs
\\_ lag far behind, revealing a two-speed economy.

Sources: ISTAT (2024), Reuters (2025), Grand View Research (2024),
Anitec-Assinform (2024)
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Why Al-Driven Customer
Experience Matters

Al enhances CX by delivering:

e Predictive Analytics
Analyzing past customer behavior to anticipate future
needs.

e Conversational Al
Offering seamless, personalized interactions through
chatbots and voice assistants.

e Hyper-Personalization
Crafting highly tailored experiences based on individual
preferences and real-time data.

Challenges in Al-Driven CX

e Data Privacy & Compliance
Ensuring GDPR-compliant personalization is a key
challenge.
Italy fined OpenAl €15M in 2023, a reminder of regulatory
scrutiny.

e Biasin Al Models
Poorly designed systems may amplify bias.
Requires regular audits, fairness metrics, and diverse
training data.

¢ Integration Complexity
Legacy CRMs and ERP systems make Al deployment
difficult.
Many projects stall without robust MLOps and integration
frameworks.

e Organizational Readiness
Lack of internal expertise hinders scale.
Studies show ~70% of Al projects fail to reach ROI.

e Hidden Costs
While inference is cheaper (280x drop since 2022), fine-
tuning, annotation, and governance remain costly.
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Strategic Opportunities

Artificial Intelligence is transforming customer experience
on several levels.

With real-time customer intelligence, Al continuously analyzes data, predicting
behaviors and enabling businesses to act proactively with personalized offers or
support. This is reinforced by omnichannel continuity, which ensures that conversations
and context move seamlessly across channels, sparing customers the frustration of
having to “start over” at each touchpoint.

The rise of agentic Al systems further boosts efficiency, as multi-agent orchestration
manages tasks such as escalation, routing, and assistance, delivering faster and
more effective service. Added to this, proprietary LLMs tailored to specific industries
reduce reliance on external providers, while enhancing control, compliance, and
competitiveness.

Finally, ethical personalization—grounded in transparency—allows companies to
transform compliance into trust, turning regulatory obligations into a true reputational
advantage.

Market Trends:
What Executives Need to Know

e LLM Spending Surge
72% of enterprises plan to grow budgets; 40% will invest over USD 250K.

e Strategic Priority
67% of large firms place generative Al among their top strategies.

e Open Source Decline
13% of workloads use open-source LLMs, down from 19% six months ago.

e LLMin Communication
Up to 24% of press releases already use LLM assistance.

e Cost Efficiency
Al inference costs have plummeted 280x since 2022.

280X

Affordability

Stanford Al Index: Inference costs at GPT-3.5 level dropped 280x in two years.
Sources: CPA Practice Advisor (2025), Menlo Ventures (2025), AlIA (2023), Stanford Al Index (2025)
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Why Partner with Abacus?

At Abacus, we specialize in delivering Al-powered solutions that not only enhance customer
experience but also ensure ethical and sustainable outcomes. Our expertise in predictive analytics,
data science, and conversational Al positions us as a trusted partner for transforming your customer
engagement strategies.

Key Capabilitie

1. PREDICTIVE ANALYTICS FOR CUSTOMER 4. ETHICAL DATA COLLECTION AND USAGE:
INSIGHTS: Ensures GDPR compliance, bias reduction, and
Forecasts churn, demand, and customer intent fairness.

Enables proactive engagement and reduces Increases transparency and strengthens
customer loss. customer trust.

2. CONVERSATIONAL Al FOR SEAMLESS 5. CUSTOM LARGE LANGUAGE MODEL
INTERACTIONS: DEVELOPMENT .

Intelligent chatbots and assistants streamline Proprietary LLMs built on company data for
support. domain-specific applications.

Provide immediate, personalized responses Deployed on-premises or cloud with robust
across channels privacy safeguards.

3. OMNICHANNEL INTEGRATION: 6. AGENTIC Al ORCHESTRATION
Creates unified journeys across mobile, web, Systems of Al agents work together to
call centers, and in-store. automate complex workflows.

Delivers a consistent, high-quality brand Improves scalability, efficiency, and customer
experience. response times.

Results You Can Expect

Enhanced Customer Operational Efficiency:
Retention: Predictive Al chatbots reduce the
analytics enable businesses workload on human agents

Trust and Compliance:
Ethical Al practices enhance
customer trust, ensuring

to engage customers at while delivering faster
critical touchpoints, leading resolutions.

to improved loyalty.

long-term relationships.

Abacus Point of View

Al is no longer a competitive edge, it's an operational baseline.

The difference between leaders and followers lies in how fast they orchestrate Al across the IT
backbone, ensuring governance, transparency, and compliance under the EU Al Act and GDPR.
Abacus enables organizations to move from experimentation to Al-driven execution, turning
innovation into measurable outcomes




u ABACUS_INSIGHT_2025

p Al-DRIVEN CUSTOMER EXPERIENCE: REDEFINING BUSINESS SUCCESS

Case Study: Minerva Al

Client Profile:

Minerva Al, a U.S. company developing intelligent assistants for electric
vehicles.

Challenge:

Develop a real-time Al-powered support platform for EV drivers,
integrating multiple data sources and guiding agents with adaptive
suggestions.

Solution Delivered:

e Predictive Algorithms: Forecasted common issues and
recommended proactive responses.

o Data Integration: Connected vehicle telemetry, CRM, and
documentation.

e DevOps Optimization: Used Kubernetes for scalability and
resilience.

e« Domain-Specific LLM: Trained on internal manuals and support
data to enhance response quality.

Results:

e Unified Channels: Integrated phone and digital platforms for
seamless support.

e Infrastructure Automation: Achieved 100% automation and
hardening.

e  Faster Support: Response accuracy and speed significantly
improved.

e Agent Empowerment: Agents supported by Al could handle more
queries efficiently.

Conclusion

At Abacus, we are dedicated to helping businesses navigate
the complexities of digital transformation.

Our expertise spans Al, cybersecurity, cloud computing, and customer experience
management, empowering organizations to thrive in a fast-evolving technological
landscape. With a strong emphasis on measurable impact, compliance, and ethical
innovation, we deliver solutions tailored to your unique needs.




One Abacus.
Many Minds.
One Vision.

Do you want to use Al to
accelerate your company’s
transformation?

Contact us!

Abacus Group Srl

Centro Direzionale Milanofiori
Strada 1 Palazzo F1

20057 Assago (MI)

HEAD OFFICE CONTACTS
info@abacusgroup.io
T. +39 0280 89 74 86
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