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Challenge Why is it a problem? 2025 Industry Data + Trends

Contact centers today face significant challenges when relying solely on AI models. From
frequent policy changes to customer distrust, these hurdles highlight the need for a more
collaborative approach. 

The table below outlines the key challenges and their impact, based on 2025 industry data.

To overcome these challenges, contact centers must shift from a reactive to a proactive
stance, leveraging AI-certified agents to fine-tune systems and deliver exceptional
customer experiences.

The Current Game: Challenges in CX

Key Challenges Faced by AI models

Frequent Policy &
Script Changes

Sentiment &
Context

Understanding

Data Drift &
Model Staleness

Customer Trust &
Experience

Contact center policies
change every 3-6 months,
and AI models struggle to
keep up.

AI agents misinterpret
regulations, leading to legal
and financial penalties.

AI Agents struggle with
sarcasm, frustration, and
intent nuances.

Models degrade as
customer language evolves,
leading to lower accuracy
over time.

Customers distrust fully AI-
driven interactions,
preferring a mix of AI and
human support.

78% of companies update customer
service policies at least twice a year.
(Source: Deloitte CX Report 2025)

AI-only audits fail to detect 21% of
critical compliance breaches. 
(Source: Forrester 2025)

AI Sentiment analysis misclassifies
15% of customer emotions. 
(Source: ContactBabel 2025)

Contact centers with outdated AI
models experience a 12% increase in
dispute escalations. 
(Source: Gartner AI Trends 2025)

64% of customers prefer hybrid AI-
human service over AI-only.  
(Source: PwC 2025)

Compliance
Risks
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AI can manage thousands of conversations at once—an impressive feat. But the true
power emerges when AI-certified agents, aka AI Whisperers, step in to guide and elevate
these systems. By partnering with automation, they refine AI responses, enhance its
understanding, and train it to tackle complex customer scenarios, creating a continuous
cycle of improvement. This collaboration not only advances the technology but also
delivers exceptional customer support, transforming the way contact centers operate.

The Power of AI-Whisperers in Customer
Support

The future isn’t about choosing
between humans and machines.
It’s about building a workforce that
enhances automation to deliver
superior customer support.
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By having AI Whisperers, your contact center can 

Reduce escalations by ensuring AI understands the intent through
continuous agent feedback and training

Improve customer satisfaction with smarter, more intuitive
automation that learns from your best agents

Optimize efficiency while keeping human expertise where it
matters most - teaching AI systems to be better



What does this play look like in action?
You don't need to trust AI blindly; you can guide it. That's what AI Whisperers is all about.
It's how we keep a human fingerprint on automated interactions without slowing down
performance.

Here's how we see it work best:

Oversight in Real Time

Feedback that Fuels Improvement

Trust without Compromise

Our AI-powered systems run conversations 24/7, but
AI-certified live agents supervise, spot-check, and
intervene when needed.

Every correction, escalation, or coaching moment identified
by our AI-certified live agents becomes data our AI uses to

get smarter.

You maintain efficiency without losing control. That's the beauty of HITL.
Human-in-the-loop isn't a failsafe but a strategic advantage. It builds trust
into the foundation of every customer interaction.
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AI Whisperers



The MVPs Who Make AI Smarter
AI-whisperers are highly skilled live agents who do more than respond to inquiries.
They train the machine, coach the algorithm, and know when to let AI take the lead
and when to step in.

Don't just train agents to use AI. Train them to improve it.
That's where the real ROI kicks in.

And here's what most organizations overlook: AI-enhanced doesn't mean your team
becomes less valuable. It means you now have the tools to have your agents evolve into
crucial intermediaries between frontline operations and technical development, bridging
the gap that most companies struggle to fill.

We've helped teams transition from reactive support models to empowered frontline
leaders, armed with dashboards, conversational context, and AI-powered tools that make
them faster, sharper, and more engaged.

Now that you understand the play, which team members should you draft into coaching
roles? And how many AI whisperes does your operation need? 

The right balance depends on your scale and complexity, but every successful team
needs players who can step up to guide the AI.
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ROLE OF AI WHISPERERS



Building your offensive CX Strategy
Your contact center should be on offense, not defense. With AI-certified agents leading
the charge, you'll proactively identify opportunities rather than just reactively solving
problems:

The end goal isn't just better automation, 
it's a smarter, more agile workforce led by AI-whisperers

H U M A N S  +  M A C H I N E S :  C X  P L A Y B O O K

Identify the right
talent to upskill

Equip agents
with the right
Tools

Develop a
comprehensive
training

Implement platforms
that allow agents to
provide real-time
feedback, flag
misunderstandings,
and suggest better
responses. The right
tools make
correction and
improvement a
seamless part of the
workflow rather than
additional tasks.

Create training that
emphasizes the
partnership between
agents and AI. Focus
on teaching agents
how to recognize
patterns in AI
responses, provide
constructive
feedback, and
understand how their
input directly
improves system
performance.

Look for agents with
strong, proactive
problem-solving
skills. A technical
background isn’t
necessarily required.
The best AI-
whisperers are those
who’ve been on the
frontlines and know
your customers best.

who identify outdated information, spot emerging customer needs, and
fine-tune AI with recommendations that make everyone’s job easier.



Metrics that Matter
Evaluating Humans + Machines Success
To ensure AI whisperers are driving meaningful improvements in customer experience,
it’s critical to track the right metrics. These metrics go beyond traditional contact center
KPIs like calls per hour or average handle time, focusing instead on the collaborative
success of humans and machines in delivering exceptional CX. 

Here’s how to measure the impact of your AI + HITL strategy, with AI whisperers at the
forefront:
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AI + HITL Resolution Success Rate

Customer Effort Score (CES)
Improvement

AI Response Accuracy with Agent
Oversight

Customer Sentiment Improvement

Continuous Learning Impact

Time to Resolution (End-to-End)

Agent Enablement Score

Measure the percentage of customer interactions
successfully resolved through the partnership of AI
and AI-certified agents. This metric highlights how
effectively your AI whisperers are tuning the system
to address customer needs proactively, rather than
just reacting to issues.

Track how easy it is for customers to resolve their
issues when interacting with your AI + HITL system,
with AI whisperers fine-tuning responses in real
time. A lower CES indicates that your AI-certified
agents are successfully identifying and correcting
AI misunderstandings, making the customer
journey smoother.

Evaluate how often the AI provides accurate
recommendations or responses that AI-certified
agents can use to resolve customer queries. This
metric underscores the role of AI whisperers in
flagging errors and suggesting improvements,
ensuring the AI learns and adapts to deliver better
outcomes.

Measure the total time taken to resolve customer
issues using the AI + HITL system, with AI-certified
agents optimizing the process. This metric reflects
the efficiency gains achieved when AI whisperers
proactively identify outdated information or
emerging customer needs and fine-tune the AI
accordingly. Analyze how customer sentiment shifts before and

after interactions with your AI + HITL system, with
AI whisperers ensuring responses are empathetic
and on-point. This metric captures the emotional
impact of your AI-certified agents’ ability to spot
and address customer needs in real time.Assess how effectively the AI equips your AI-

certified agents to handle complex queries by
providing real-time insights, suggestions, or data.
This metric highlights the empowerment of AI
whisperers, who use their frontline experience to
enhance AI performance and make their jobs
easier.

Track how the AI improves over time through the
feedback provided by AI-certified agents. This
metric measures the effectiveness of your AI
whisperers in identifying patterns, providing
constructive feedback, and driving system
improvements that benefit the entire workforce.



This playbook has outlined a transformative approach to customer experience, where the
partnership between humans and machines drives exceptional outcomes in contact
centers. We began by identifying the significant challenges faced by AI models such as
frequent policy changes, compliance risks, sentiment misinterpretation, data drift, and
customer distrust. These hurdles highlight the critical need for human oversight to ensure AI
systems deliver accurate and empathetic interactions.

At the heart of this approach are AI-certified agents—our AI whisperers—who play a pivotal
role in training and enhancing AI systems. Through methods like real-time monitoring,
structured feedback, and creating training scenarios, AI whisperers ensure that AI evolves to
handle complex customer interactions with precision and empathy. The Human-in-the-Loop
approach further strengthens this partnership by enabling real-time feedback and
maintaining trust, balancing automation with human expertise to optimize efficiency without
compromising quality.

Measuring the success of this Humans + Machines approach is crucial, and we've outlined
key metrics to track. These metrics, provide a clear framework for evaluating how AI
whisperers are transforming CX, ensuring measurable value for both customers and your
business.

Implementing an effective Humans + Machines approach requires expertise, proven
methodologies, and the right technology infrastructure. 

Our team brings:

Fully trained AI-Certified Agents
Specialized expertise in AI oversight and enhancement
Established feedback loops that accelerate AI improvement
Proven methodologies for maintaining compliance and accuracy
Seamless integration with your existing contact center operations

By partnering with Humach, you can quickly transform your contact center from reactive to
proactive. We'll help you spot opportunities before problems arise and turn customer
conversations into insights that drive real business growth and stronger customer
relationships.

Now, it's time to take action. Partner with Humach to enhance your customer experiences
and position your contact center for the future of CX. Our team is ready to help you achieve
the metrics and outcomes detailed in this playbook.

The Future of CX is Humans + Machines
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Transform Your CX Strategy with Humach

https://humach.com/ai-whisperers/
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www.humach.com

For more resources or to schedule a consultation with our team:

Visit our website

http://www.humach.com/
http://www.humach.com/

