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Smarter Support, Quicker Fixes: Cognizant Partners with Google Cloud to Rethink
Customer Service with Al

By pairing generative Al with human support in contact center operations, the collaboration aims to improve customer
satisfaction, accelerate support, and drive smarter interactions across digital and voice channels — for consumers and enterprise
clients.

TEANECK, N.J., June 18, 2025 /PRNewswire/ -- Cognizant (NASDAQ: CTSH), in partnership with Google Cloud, has launched

Cognizant® Autonomous Customer Engagement, a new Al-led autonomous contact center solution, built to deliver hyper-
personalized customer experiences across every stage of the order journey, across industries. This solution fuses Cognizant's
deep expertise in industry-specific processes and contact center operations with the advanced intelligence of Google Cloud's
Customer Engagement Suite, to deliver interactions that are customized, intuitive and responsive.

The solution utilizes advanced Al agents' to anticipate customer
demands as well as address requests in real-time across both voice I cognizant | Google Cloud
and digital channels. By employing Google Cloud Voice Al's natural
language processing and machine learning, Cognizant Autonomous .
Customer Engagement is built to accurately understand and respond C t®
to user requests in order to provide quicker resolutions, shorter wait og n I ZC' n

times, and reduced operational costs.

"Consumers are increasingly looking for seamless and positive Au to n o m o u S

experiences, and Cognizant's Autonomous Customer Engagement
solution focuses on delivering personalized guest interactions at

scale," said Sandeep Bhasin, global head, health sciences, consumer u Sto I l r
goods and retail, Intuitive Operations and Automation, Cognizant.
"Through this innovative partnership with Google Cloud, Cognizant

aims to significantly enhance customer experience through a dynamic n g d g e I I I e nt

combination of Al and human agents, backed by Cognizant's deep
business process expertise."

Unlike traditional automation solutions, Cognizant Autonomous

Customer Engagement takes an Al-first with human assist approach,
where virtual agents handle most customer interactions
autonomously, managing routine interactions with accuracy, and
engaging customers with natural, dynamic conversations, in line with parameters and objectives defined by the client. In
scenarios requiring nuanced decision-making or emotional intelligence, human agents would be able to intervene and solve
customer challenges with seamless continuity. Furthermore, analytics and dynamic learning are intended to facilitate cross-
selling by enabling agents to anticipate and address customer needs proactively.

One early adopter of the Cognizant Autonomous Customer Engagement solution in the food services industry is already seeing
significant progress in delivering frictionless customer experience, alongside reductions in call abandonment, operational costs
and increased first-contact resolution rates. The platform's ability to scale Al-driven conversations while keeping human
intervention targeted and strategic aims to set a new benchmark for contact center efficiency.

"Enterprises can utilize agentic Al to fundamentally improve customer support, enhancing speed and personalization while
improving operational efficiency," said Victor Morales, VP of Global System Integrators Partnerships, Google Cloud. "Our
partnership with Cognizant will help deliver a new generation of support experiences that provide the high-quality, personalized
outcomes that customers expect."

Cognizant Autonomous Customer Engagement offers organizations across industries a variety of features, including:

« Omnichannel support, integrating voice, chat, and messaging into a single Al-powered platform.

» Continuous learning to help ensure that Al models evolve with each interaction, improving accuracy and contextual
understanding of the customer over time.

« Enterprise-grade scalability to support organizations of all sizes with near-seamless cloud deployment and integration
capabilities.

 Industry-leading data privacy and security infrastructure, built on Google Cloud, with end-to-end encryption, robust threat
detection, and designed to comply with global regulatory standards.


http://www.prnewswire.com/
https://www.cognizant.com/us/en/services/business-process-services/omnichannel-customer-care-solutions/autonomous-customer-engagement

o Integrated transaction management with existing systems of record and customization capabilities to address localized
product offerings and customer preferences — designed to increase precision and reduce on-call time.

» Predictive and prescriptive analytics built to anticipate needs and maximize revenue generation. For example, in retalil,
leveraging customer loyalty data, demographic data, and real-time consumption trends, retailers may proactively provide
personalized options to customers while maximizing order revenue.

o A next-gen cloud-based telephony platform, enabling global customer support delivery, helping to reduce costs and
allowing for reinvestment into improving in-house guest experiences.

o Future-ready extensibility with Google Cloud's AgentSpace: Cognizant Autonomous Customer Engagement is designed
with extensibility in mind. Future iterations could integrate with AgentSpace to capitalize on its robust ecosystem of out-of-
the-box and custom Al agents, and connectors, enabling integration with enterprise platforms compatible with the
Agent2Agent (A2A) protocol.

"Generative Al, paired with real-time analytics, is unlocking a new era of customer operations," saidDavid Rickard, Partner at
Everest Group. "For businesses, this means lower costs through automation and smarter resource allocation. For customers, it
translates into faster, more personalized, and more natural interactions. Solutions like Cognizant's Autonomous Customer
Engagement are designed to intelligently incorporate Al to enhance the human touch to deliver experiences that are effective,
efficient and empathetic.”

For more information visit Cognizant Autonomous Customer Engagement.
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! These Al agents are fundamentally shaped and governed by the client's strategic direction, data inputs, and compliance
frameworks. While the client retains primary responsibility for defining the agents’ objectives, ethical parameters, and
operational scope, Cognizant serves as a trusted implementation partner, bringing those directives to life through expert design,
deployment, and optimization, in alignment with the client's established oversight and priorities.
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