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at-a-glance

Automotive BFSI

Energy & 
Utilities

Healthcare

Retail & 
Ecommerce

Government & 
Public Sector

Media & 
Communications

Technology

Travel, Transport & 
Tourism

Your intelligent transformation partner.

Solution-focused        
Tech-powered 
Intelligence-fueled

70+
Countries

6
Continents

176
Industry awards 2024

418+
New economy clients

~2,000
Clients

Fortune 500® 

List
From Fortune. ©2025 Fortune Media (USA) 
Corporation All rights reserved. Used under license.
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Choosing
 service 

providers

Trying
self-service
rather than 

calling

Completing
a purchase journey

Making contact
to clarify 

information

Fully 
understanding

features,
risks and

conditions

Whether it is…

Human behaviour is at the heart of business 
success
The choices that customers make are more important than ever
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Influencing those choices, 
creating a win-win for them 
and us increasingly impacts
 the company’s bottom line…

So how can we
better influence those 

decisions?

Human behaviour is at the heart of business 
success
The choices that customers make are more important than ever
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…are strongly influenced by
 human responses such as 
liking, trust, fear, laziness

 and peer pressure

Humans are not the rational beings we would 
like to believe
Most decisions are subconscious and instinctive – including financial ones

Most decisions,
 whether it be choosing …



7© 2024 Concentrix Corp. All rights reserved. Confidential and proprietary. 7

Information alone…
is not enough to change our habits​
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System 1
AUTOMATIC

Uncontrolled
Effortless

Emotional
Unconscious

Fast

System 2
REFLECTIVE

Controlled
Effortful

Deductive
Self-aware

Slow

Information alone…
is not enough to change our habits​



9© 2024 Concentrix Corp. All rights reserved. Confidential and proprietary.

Our COGNITION Framework 

A few ‘System 1’ fast rules we use
to make decisions

DEFAULT

ABILITY

HABITUAL

MODELLED

COMPLEX

COMMITMENT

SOCIAL NORMS

FRAMING

COMMUNITY
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If you have any more 
problems, you can

 call us anytime,
 we are here 24/7

You can find the answers 
to most problems on our 

website. 

And you can always call us 
back if you need to;

we’re here 24/7

DEFAULT - behaviour is heavily 
influenced by inertia and the 
path of least resistance 
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Are you aware you 
can do this online?

I'm more than happy to 
show you how easy it is

in future14% calls 
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ABILITY - providing tools will 
increase users' belief in the ability 
to change, and likelihood to do so
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Creating solutions that work for humans
Nudge techniques applied to real business effect

• Nudges were applied to a key 
web page in an online credit 
card application journey

• The changes made resulted in a 
54% increase in click-through to 
the next stage of the journey

Online conversion

54%

• Nudges were applied as part of 
an integrated programme to 
reduce handling times without 
discussing or targeting AHT 
with the advisors

• By building best practice word 
patterns and coaching in a 
structured way, AHT was 
reduced by 11%

AHT reduction

11%

• Nudges were introduced to 
encourage customers to 
attempt online self-service at 
next contact

• By influencing not just 
customers but also advisors, 14% 
more customers were 
successfully persuaded to try 
digital channels

Channel shift

14%

• A breakdown cover provider 
struggled to retain customers, 
with around 20% at risk of 
lapsing

• By focussing on ‘needs’ rather 
than ‘deals’, customer leaver 
rate was reduced by 10% as well 
as absentee rates from the 
contact centre

Retention

10%
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Drives 75% of all the content watched on Netflix – these 
solutions are safe for simple, low-consequence choices

Most AI is not Gen AI
They are ‘prediction machines’, seeking to change behavior using algorithms
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All forms of automation rely on the quality of the underlying data, the inputs they receive, and the 
governance of their execution. Behavioral science is critical to understanding all of these

GenAI in context
A new chapter in automation – but humans remain human

• Focuses on automating 
repetitive and rule-based tasks 

• Allows businesses to create 
software robots, or "bots"

Robot process 
automation (RPA) 

• The ability of AI systems to 
create new content, such as 
images, text, or music, based 
on patterns and examples it 
has learned

• Includes LLMs, such as 
ChatGPT

Generative AI

• Analyzes vast amounts of data, 
recognizes patterns, makes 
predictions, and performs 
complex tasks

Artificial Intelligence (AI) 
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The data quality problem
All data humans touch contains bias - garbage in, garbage out
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Source: “The impact of AI identity disclosure on consumer unethical behavior: A social judgment perspective,” Tian-Ge Li, 
Chu-Bing Zhang, Ying Chang, Wei Zheng, Journal of Retailing and Consumer Services, Volume 76, January 2024, 103606.

Guess what number they pick between
1 and 10?

Answer = 8. What did you guess?

Average guess = 
6.0

Average guess = 
6.9

Why are you returning this item?

12% lied to
avoid a shipping 

fee

62% lied to 
avoid a shipping 

fee

The governance problem
Human to human is intrinsically different to human to robot e.g. we lie to AI
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It helps us determine when the best solution is human or AI (or both)

Behavioural science offers evidence-based 
solutions
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Can tackle relatively simple 
problems

Best at handling rejections or 
giving unfavourable offers

Can gather sensitive 
information

AI versus Human Assistants
The science says AI should assist - not replace - human agents

Can optimize repetitive or 
high-level tasks

Best tackling complex, 
nuanced problems

Better for giving favourable 
decisions or generous offers

Better when fraud risks are 
high

Better when trust and 
emotions are critical
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The solution is human-centered and tech-powered
Humans and AI working together – Agentic AI

Gen AI Content Readiness: 
Gen AI tools will only be as accurate as the content they have 
to learn from. Transform content into Gen AI-ready documents, 
enhancing access to information and improving efficiency for 
both AI tools and human agents.

iX Hero – agent lifecycle 
empowerment

Enhance customer engagement with AI-driven virtual 
assistants that provide 24/7 support, resolve queries, and 

personalize shopping experiences, boosting satisfaction and 
sales in retail or B2C environments

Improve sales conversion 
and personalization with 

real time context, 
suggestions, and 

coaching

Achieve efficiency (~10% AHT 
improvement) and CSAT 

gains (~15%) without pitting 
the top and bottom lines 

against each other 

ixHello: a flexible, powerful, 
brand-specific GPT platform
Elevate business productivity with our secure, private 
GenAI platform that automates tasks, optimizes 
processes, and improves ROI for retail and B2C, 
integrating seamlessly with existing systems

Build and deploy unique 
agents across teams to 
support specific customer 
interactions or internal 
support functions

Polyglot: globalize your 
world-class CX

Bridge language barriers with seamless, real-time 
translation capabilities across 90+ languages, ensuring 

clear communication and global reach

Enhance online customer 
interactions by providing 

exceptional support in the 
customer's native 

language, leading to 
increased brand loyalty

Attract more customers in 
multicultural urban centers by 

offering product information 
and promotions in multiple 

languages

Balance enterprise privacy and 
customer data compliance 
concerns with the speed to 
market and automation 
capabilities of a GPT interface

generati e    custom apps
 

more to come

Assess your content libraries 
and knowledge bases to identify 

optimization opportunities for 
human and machine audiences 

as efficiently as possible

Reduce agent search time and 
AHT, whilst increasing answer 
accuracy and readability



Illustrative only
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Using Behavioral Science To Augment GenAI
We create solutions that work for humans - as well as robots

The Behaviour 
Business

Influencing behaviour is critical 
to business success

Understanding the 
fundamentals of human 

behaviour is critical to creating 
great experiences

These techniques are simple to 
apply – and powerful

GenAI also creates new 
human problems

Accuracy, truthfulness and 
hallucinations are well known

But behavioural biases are also 
magnified – and humans have 

far less trust in AI

Your customers remain human 
(for now at least!)

GenAI should help - 
not replace - humans

For brands to successfully harness GenAI:

1. Recognise the use cases where it is 
not appropriate

2. Identify the biases in the existing data 

3. Enhance/augment the humans in the 
business - don’t replace them
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Thank you
Let’s do something great

Concentrix is a global technology and services leader that 
powers the world’s best brands, today and into the future. 
We’re human-centered, tech-powered, intelligence-fuelled. 
Every day, we design, build, and run fully integrated, end-to-
end solutions at speed and scale across the entire enterprise, 
helping over 2,000 clients solve their toughest business 
challenges. 

Whether it’s designing game-changing brand experiences, 
building and scaling secure AI technologies, or running digital 
operations that deliver global consistency with a local touch, 
we have it covered. At the heart of everything we do lies a 
commitment to transforming the way companies connect, 
interact, and grow. We’re here to redefine what success 
means, delivering outcomes unimagined across every major 
vertical in 70 + markets. Virtually everywhere.
CONTACT US

+1 800-747-0583 | www.concentrix.com
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http://www.concentrix.com/
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Thank you
Let’s do something great

Thank you
Let’s do something great
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