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Whilst 95% of enterprise AI initiatives fail

to reach production, the underlying cause

isn't technological limitations — it's the

critical shortage of expertise

LONDON, UNITED KINGDOM, October

3, 2025 /EINPresswire.com/ -- -

Technology limitations not to blame for

widespread AI implementation failures

- Voice expected to emerge as fastest-

growing AI-powered customer service

channel  

A stark reality check awaits contact centre leaders pursuing AI transformation: whilst 95% of

Big tech wants you to

believe AI deployment is

simple — just plug in and

transform your operation.

The reality is starkly

different.”

Stuart Dorman, Chief

Innovation Officer, Sabio

Group

enterprise AI initiatives fail to reach production, the

underlying cause isn't technological limitations — it's the

critical shortage of expertise needed to execute

successfully.  

Stuart Dorman, Chief Innovation Officer at Sabio Group,

delivered this sobering message to delegates at the UK

National Contact Centre Conference earlier this week,

challenging the industry's approach to AI adoption whilst

revealing why voice interaction could become the

dominant customer service channel within three years.  

“Big tech wants you to believe AI deployment is simple — just plug in and transform your

operation,” said Stuart. “The reality is starkly different. Anyone can build a demo bot in an

afternoon, but scaling AI to handle thousands of voice interactions at high performance levels

requires expertise that many organisations simply don't possess.”  

http://www.einpresswire.com
http://www.sabiogroup.com


Stu Dorman addresses delegates at the UK National

Contact Centre Conference '25
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Stuart’s session at the conference

exposed the uncomfortable truth

behind why so many AI

implementations fail. Successful

deployment demands a rare

combination of skills: user experience

design, linguistics expertise, AI prompt

engineering, data science capabilities,

systems integration knowledge, and

deep understanding of contact centre

operations.  

Stuart explained. “The cost of AI

technology is plummeting — ChatGPT

tokens have reduced 1,000-fold in just

three years for example — but

expertise to exploit this technology are

difficult to find as demand outstrips

supply. It’s particularly becoming

harder in the contact centre, where

organisations are finding it harder to

find the skilled resources required to

bring AI to life within a CX

transformation.”  

This creates a paradox: whilst

underlying AI model costs decrease 10-

fold annually, the specialist knowledge

required for implementation becomes

increasingly expensive and scarce.  

Stuart added: “Most AI deployments

are internally facing ‘knowledge agents’

and these are great as a starting point,

but they are only scratching the surface

of what AI can do. There are lots and

lots of exciting potential use cases

where AI has an external focus and this

is where the true potential for AI

technology lies. That’s something that

we’re actively discussing with our

customers at the minute.”  



Stu Dorman at CCMA's UK Contact Centre Conference

Voice: The biggest opportunity for

productivity gains  

Contradicting predictions of text-based

dominance, Stuart argued that voice

will become the fastest-growing

customer service channel over the next

three years, driven by a fundamental

human preference. “That’s providing

organisations stop trying to prevent

customers from speaking to them by

hiding phone numbers and forcing the

use of poorly implemented chatbots,”

said Stuart.    

“We speak at 150 words per minute

but type at only 40,” he told delegates.

“As AI eliminates traditional channel boundaries, customers will naturally gravitate towards voice

interaction. The future isn't about replacing phone support — instead it's about making every

digital touchpoint conversational.”  

The conference tackled a provocative proposition: can AI actually deliver superior customer

experiences compared to human agents for specific interaction types? Early implementations

suggest this isn't just possible but inevitable.  

“What happens to your operation when you can deliver better experiences at 10 times lower

cost?" Stuart asked delegates. “This isn't about doing more with less — it's about unlocking

entirely new service possibilities.”  

The Implementation Reality Check  

For the estimated 30% of Fortune 500 companies planning single AI-enabled channels by 2028,

the message is clear: success depends more on implementation expertise than technology

selection.  

“The organisations thriving in AI transformation aren't necessarily those with the biggest

budgets,” concluded Stuart. “They're the ones who recognise that expert guidance through the

complexity of real-world deployment is non-negotiable.”  

The UK National Contact Centre Conference was held on 30th September at the QE11 Centre,

Westminster. The conference brings together industry leaders to address modern contact centre

challenges and trends, including practical AI implementation opportunities.  



ends 

Stuart Dorman was speaking about ‘CX & AI: What's Possible?' at the UK National Contact Centre

Conference. Sabio Group provides expert AI services and implementation support for

organisations transforming customer experience. Visit www.sabiogroup.com for more info.
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