
4 Stages of AI Maturity in the 
Contact Center

Most AI contact center projects stall before they ever move the numbers that matter. Explore the following four stages 
to see where your contact center falls on the AI maturity curve, and what it takes to move to the next one.

Follow these stages to benchmark your own AI maturity. At ChorusCX, we're committed to helping you move from pilot to predictive. 
Reach out to our team today to see where your contact center stands.
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1. Pilot
AI is tested on a small team or single 
use case, with no clear success 
metric defined yet.

2. Point Solution
AI is deployed for one function, like 
QA scoring or call summaries, 
disconnected from other systems.

3. Integrated
AI is connected across QA, coaching, 
and analytics, with a defined metric 
it's meant to move.

4. Predictive
AI flags risk and opportunity before 
it shows up in lagging metrics, 
catching issues before they become 
escalations.


