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A mass scale-up of generative AI across all 

organisational touch-points, estimated to boost 

workforce efficiency by up to 30%.  



 



New forms of co-piloted intelligence and mass 

roll out into smartphones, laptops and GPUs.

The emergence of Agentic AI - almost 

completely autonomous AI agents that can 

augment human capabilities. 

Looking ahead: the age of 

AI everywhere
With these rollouts, whole sectors of the business services 

and consumer application landscapes are set to be 

redefined, with three areas of innovation, in our opinion, 

emerging as the driving force behind this new frontier:




Gen AI, Agentic AI and daily interactions with co-

piloted intelligence won’t simply affect 

organisational operations and business structures — 

they will fundamentally redefine the entire 

landscape of work and our relationship to labour.

Bain’s 2024 Technology Report has warned companies will 

be unable to scale their AI solutions without completely 

reshaping their architecture and ways of working.



One question is becoming increasingly 

pertinent for every organisation.... 



“How do we adapt?”

Unsurprisingly tech giants and venture capital are at the 

helm, with an unprecedented uplift in capital expenditure 

being spent in AI technologies, in addition to a doubling 

down on investment into AI startups, Agentic AI start-ups 

in particular, which has reached over $2 billion over the 

last two years.

Radical innovation driven by advanced Artificial 

Intelligence (AI) is here. Over the last two years, especially 

since the debut of Open AI’s ChatGPT, we’ve seen major 

deployments of Generative AI across a range of industries. 



Up until now, many of these Gen AI applications have 

been in a ‘proof of concept’ phase, with organisations 

needing to prove their impact on efficiency, logistics and 

bottom-line ROI. 



Heading into 2025, companies are moving past this 

experimentation phase, looking to scale up Gen AI across 

customer service, engineering, R&D, operations, business 

development and content creation, to name a few. 

2025

01

02

03

https://www.bain.com/insights/beyond-code-generation-more-efficient-software-development-tech-report-2024/
https://www2.deloitte.com/us/en/insights/industry/technology/technology-media-and-telecom-predictions.html#autonomous-generative-ai
https://www.bain.com/insights/updating-enterprise-technology-to-scale-to-ai-everywhere-tech-report-2024/
https://www.bloomberg.com/news/articles/2024-11-01/tech-giants-are-set-to-spend-200-billion-this-year-chasing-ai?srnd=homepage-uk&leadSource=uverify%20wall
https://www.bloomberg.com/news/articles/2024-11-01/tech-giants-are-set-to-spend-200-billion-this-year-chasing-ai?srnd=homepage-uk&leadSource=uverify%20wall
https://www.venturecapitaljournal.com/the-hunt-for-unicorns-in-agentic-ai/


Key AI market trends for the year ahead:

CapEx in AI development is set 

to hit $200 bn globally by 

2025, driven by tech giants 

Alphabet, Microsoft, Meta and 

Amazon. 

The Total Addressable Market 

(TAM) for AI is predicted to 

grow up to 55% in 2025, 

potentially reaching up to 

$990 bn by 2027.

Leaders in automation are set 

to allocate up to 75% of IT 

budgets to GenAI in 2025, 

greatly outpacing other 

organisations.

AI workloads are predicted to 

grow up to 35% in 2025, 

focused on model training and 

fine-tuning Large Language 

Models (LLMs).

25% of enterprises using 

GenAI are forecast to 

deploy AI agents in 2025, 

potentially growing to 50% 

by 2027.
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https://www.bloomberg.com/news/articles/2024-11-01/tech-giants-are-set-to-spend-200-billion-this-year-chasing-ai?srnd=homepage-uk&leadSource=uverify%20wall
https://www.bloomberg.com/news/articles/2024-11-01/tech-giants-are-set-to-spend-200-billion-this-year-chasing-ai?srnd=homepage-uk&leadSource=uverify%20wall
https://www.bain.com/insights/topics/technology-report/
https://www.bain.com/insights/to-deploy-generative-ai-successfully-look-to-earlier-automations-tech-report-2024/
https://www.bain.com/insights/to-deploy-generative-ai-successfully-look-to-earlier-automations-tech-report-2024/
https://www.bain.com/insights/ais-trillion-dollar-opportunity-tech-report-2024/
https://www.deloitte.com/global/en/about/press-room/deloitte-globals-2025-predictions-report.html
https://www.deloitte.com/global/en/about/press-room/deloitte-globals-2025-predictions-report.html


The drive for exceptional customer experience

There are three key 
components to any 
great customer 
support: knowledge, 
speed and 
personalisation.

”

“

With the ability to sift through entire 

interaction histories and customer profiles 

in seconds, AI assistants can support 

customers with entirely personalised 

journeys and interactions. 

Carrying out previously labour-

intensive tasks in a fraction of the 

time, AI assistants can be available 

24/7, with no limit to the number of 

customers serviced.

Trained on huge amounts of data, AI 

assistants can give customers almost 

instant access to any information or 

assistance they need. 

Knowledge Speed Personalisation

AI offers a strategic way to simultaneously scale and optimise customer service operations, improving the three key components of 

exceptional customer support:

For example, Klarna, the AI-powered global payments network, 

stated earlier this year that up to 66% of its customer service 

chats are now handled by an AI assistant. 



Sitting parallel to the boom in AI investment is a growing 

demand for exceptional customer experiences. With the 

rise of Gen-Z consumers, positive customer care 

interactions are becoming increasingly integral to how 

businesses are perceived by the market.



Forbes recently reported that bad customer service 

experience could be costing the global economy as much 

as $3.7 trillion a year. 




Gen AI, and the new advancements in Agentic AI, are increasingly 

providing pivotal solutions to this market demand — transforming 

how high-growth organisations are approaching their customer 

service, both from the perspective of their bottom line and the 

overall experience they’re providing their valued customer base.
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https://www.klarna.com/international/press/klarna-ai-assistant-handles-two-thirds-of-customer-service-chats-in-its-first-month/
https://www.klarna.com/international/press/klarna-ai-assistant-handles-two-thirds-of-customer-service-chats-in-its-first-month/
https://www.forbes.com/sites/shephyken/2024/03/17/bad-customer-service-could-cost-more-than-37-trillion/
https://www.forbes.com/sites/shephyken/2024/03/17/bad-customer-service-could-cost-more-than-37-trillion/
https://www.forbes.com/sites/shephyken/2024/03/17/bad-customer-service-could-cost-more-than-37-trillion/


Fundamentally, companies will be unable to adapt or scale up their AI 

solutions without reshaping their tech stack. Bain & Co has coined this as 

taking an “AI everywhere” approach. 



This involves upgrading ways of working to incorporate AI but also to 

begin integrating ML and Gen AI into enterprise software and operational 

systems. 


CIOs and CPOs will need to decide between building or buying, in 

addition to being increasingly prudent about working with partners who 

also have the capabilities to adapt their own technologies and products 

to incorporate AI.


Reshaping the tech stack
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https://www.bain.com/insights/updating-enterprise-technology-to-scale-to-ai-everywhere-tech-report-2024/
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The debt resolution industry has been slow to adopt AI, but it’s no 

different to any other technology sector or service provider. 



DCAs and collections platforms that haven’t taken an AI-first 

approach to development will struggle to keep up with the 

advancements in AI and the need to be ever-more agile. This will 

largely be due to the already apparent disparity between the negative 

cost and customer experience implications of traditional or solely 

human agent-driven approaches. 





Collections platforms and tech stacks need to rapidly pivot to fully 

AI-native, or ‘AI everywhere’ solutions if they want to stay 

competitive. 



Choosing an AI-native partner is important for future-proofing your 

collections and ensuring scalability, water-tight compliance and, 

crucially, enhanced customer experience.

What does AI-native mean?



Unlike legacy AI or embedded AI technologies that integrate AI as 

retrofitted components, often into existing systems, AI-native 

stacks are built with AI not just as a feature, but as the foundation 

for the entire system. AI-native platforms are designed to handle 

complex, end-to-end data-driven decision-making that utilises AI 

across all system functions. 



These stacks sit at the frontier of AI’s capabilities, owing to the fact 

that they can continuously employ machine learning (ML) and 

reasoning to optimise and improve processes. Essentially, this 

means the system can learn and adapt autonomously, rather than 

relying on set prompts or logic trees. 



Whilst embedded AI has enabled the debt industry and many 

other financial services to enhance performance via automation 

and improved efficiency, the future truly lies with dynamic, end-to-

end native systems.


How is this set to impact your collections partners?
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Replacing an existing 

component with an 

AI-based component

AI-native systems are those where all 

components are designed with AI at their 

core.

Adding a new AI-

based component

Adding AI-based control 

to legacy component(s)

Ways of adding AI to a system
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Introducing Ophelos: the AI-native solution

Human customer service agents

In utilising an AI-native platform that continuously 

employs ML and reasoning to both autonomously 

optimise and dynamically respond to both customer and 

client interactions, Ophelos is an industry-first.

Olive 
2.0

Decision 
engine

OphelosGPT
Analytics
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Initiating outreach with the Ophelos 

Decision Engine

Addressing vulnerabilities with 

Olive 2.0

Facilitating omnichannel outreach, our ML decision engine chooses the 

right time, channel and message to engage with customers. 



This enables maximum engagement based on behavioural science 

principles, intuitively learning which approach is best for each 

individual customer.

Olive 2.0, our proprietary fine-tuned Large Language Model (LLM), can 

scan customer interactions and proactively predict a customer's 

vulnerability risk profile in real time. 



By summarising interaction histories and providing next-action 

recommendations for each customer, Olive 2.0 automates several time-

intensive processes, whilst still ensuring each customer receives the right 

level of support.



Olive 2.0 will continue to update a customer’s profile in real-time 

whenever they engage, ensuring their risk profile is always up-to-date. 



This allows for improved compliance, better customer experience and 

tailored and triaged support for those who need it.

High RiskI’m struggling with gambling
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Analysing in real-timeAutomating at scale with OphelosGPT

Updating performance metrics in real-time, our analytics dashboard 

allows clients to track collections and engagements as they happen. 



Drawing on data harnessed from all of our AI models, clients can easily 

visualise both macro and micro trends across every customer 

interaction. 



Clients can also use our search tool to query data using plain language 

across reports and insights.

OphelosGPT can automatically reply with personalised, friendly and 

compliant messages to inbound customer queries. OphelosGPT will then 

take actions off the back of the interaction, such as placing the account on 

hold, updating the balance or changing the payment date, all without the 

need for human intervention. For more complex cases, the model triages 

the account over to a human.



OphelosGPT is currently handling more than 30% of our inbound in under 

30 seconds. We believe that it will handle over 90% in the next 2-5 years.
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2025 is set to be the most revolutionary year yet for AI deployments.

AI-native platforms are 

forging a new frontier for debt resolution.



 Mass 

scale-up of Gen AI, the emergence of Agentic AI and further global rollout of 

co-pilot intelligence are set to drive radical shifts in how organisations are 

adopting AI technologies. 



To be ahead of the curve, businesses need to 

adopt fresh-thinking and radical new approaches to their tech stacks and 

operations — with AI everywhere being key.



Collections partners are no different, with companies needing to look for DCAs 

that can adapt and deliver exceptional customer service with AI solutions. 



With the power to deliver granular personalisation at scale and continuously 

optimise with little need for human intervention, 

If you’d like to find out more about how AI-native technology could enhance 

your customer engagement, book a demo with our team below.

The time to innovate is now. 

Book a demo

Future-proofing your collections process

https://www.intrum.be/fr/business-solutions/rapports-et-insights/insights/contactez-nous-posez-vos-questions/?utm_source=qrcode&utm_medium=referral&utm_campaign=whitepapervooruitkijkenhettijdperkvanai



