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GenAI Trust and Safety:
Mitigating Risks and Enabling Solutions
Generative AI (GenAI), including powerful technologies like Large Language Models (LLMs), will have 
a  profoundly positive impact on both customer experience and employee productivity within the next  
five years. To prepare for this future, enterprises must take proactive steps to mitigate the known  
risks associated with GenAI proliferation. This report outlines important vulnerabilities associated with 
LLMs, what leading solution providers are doing to mitigate these risks, and delivers to executives the 
resources they need to make informed decisions and take appropriate actions.
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Growth of GenAI Fuels Need for Safeguards
As Generative AI (GenAI) becomes increasingly woven into the fabric of enterprise IT, its impact is being felt 

across contact centers, customer-facing websites, and productivity software. Despite its vast potential, many 

organizations have been cautious in integrating GenAI into everyday workflows due to well-documented 

concerns over security flaws, "hallucinations," and other vulnerabilities. However, it's clear that GenAI, including 

powerful technologies like Large Language Models (LLMs), will have a profoundly positive impact on both 

customer experience and employee productivity within the next five years.

To prepare for this future, enterprises must take proactive steps to mitigate the known risks associated with 

GenAI proliferation. These risks can be addressed through two primary strategies: outsourcing risk management 

and safety to trusted enterprise software providers, such as Contact Center, CRM, or other solution providers, 

or taking a do-it-yourself approach. In either case, it's essential to understand the measures needed to mitigate 

risks and to evaluate the independent solutions that will eventually be integrated into the tools and platforms of 

GenAI-enabled service providers.

The remarkable progress of transformer-based LLMs has swiftly surpassed even the best proprietary NLP 

models, representing a new paradigm that behaves fundamentally differently from legacy NLP systems. As a 

result, their power and flexibility make them incredible tools for augmenting employee power and improving 

customer experience. However, their non-deterministic nature presents a double-edged sword, enabling 

creativity while also posing risks of inaccuracy or even harmful responses.

This paper provides a foundational understanding of the vulnerabilities associated with LLMs and their 

applications, identifying primary ways in which they can deviate from intended behavior and listing potential 

mitigation strategies for each issue. We'll also explore the emerging landscape of solutions designed to help 

enterprises monitor and secure their GenAI applications, including an overview of relevant terminology, product 
categories, and benefits that each solution offers to organizations seeking to ensure the reliability and security of 

their AI-powered systems.

Who This Paper is For
This paper is intended for business leaders and decision-makers responsible for 

implementing, maintaining, and improving conversational applications powered by LLMs. 

Specifically, this report will benefit:

 Conversational AI Leaders: Those responsible for developing and optimizing conversational

interfaces, including product managers, technical leads, and innovation teams.

 C-Suite Executives: Business leaders seeking to understand the benefits and risks of GenAI,

including CEOs, CTOs, CIOs, and CDOs.

 CCaaS Solution Providers: Companies integrating LLM capabilities into their Customer

Experience as a Service (CCaaS) offerings, who want to understand the tools and processes

available to mitigate GenAI risks for their customers.

Whether you are an executive evaluating the feasibility of LLM adoption or a developer tasked

with implementing robust security measures, this report is designed to give you the insights

needed to make informed decisions and take appropriate actions.
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The Path Ahead
For businesses seeking to safely leverage GenAI, the first step is assessing use cases and potential risks. 

This helps determine whether built-in security features from enterprise software vendors are sufficient or if 

specialized solutions are needed.

Next, adopt a layered security strategy that includes proactive testing, continuous monitoring, and real-time 

protection. Regularly review and update your GenAI security measures to address evolving threats and 

advances in technology.

Staying informed about emerging security risks and solutions is essential as the GenAI landscape evolves. 

By prioritizing safety and trust, organizations can confidently unlock the transformative power of GenAI while 

safeguarding their assets and reputation.
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