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Al impact and expectations




We're on the precipice
of the biggest CX
disruption to-date




Fach time a new technology
has disrupted CX, it improves
various constraints that restrict CX

VOLUME QUALITY COST




These constraints are once again putting
immense pressure on CX teams
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“$600B+ spent
on CX annually,

growing at an
8%+ CAGR”

Volume has increased Quality Cost has climbed
significantly is declining consistently

( + CX is now the #1 business differentiator )




Fortunately, Al can address these constraints
better than any other technology to-date
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Hello Darrel! Soryr to hear this

Arlene Cooper

You need to have the agents in Klaus at least as connected
users. That means that they won't have access to Klaus but
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Cost per interaction
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Tickets automated: 53%
EN My order hasn't been delivered &=
Es Necesito devolver mi pedido L]
FR Je dois retourner ma commande ©

® Human agent ® Automation
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Al will lead to the § e

biggest disruption ¢® Integrations
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across every CX pillar
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.gq USER EXPERIENCE WHERE WE ARE TODAY>

# Channels Used Per Customer
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business priority, but
67% are still only
meeting customers .

on 1-2 channels

25%

0%
2014 2015 2016 2017 2018 2019 2020 2021 2022 2023



.9! USER EXPERIENCE WHERE WE’RE GOING> CHAT

AI will make is easy to .
actually support all
Chan nels and meet “Too expensiveNXp “Can’t handle the

support” scale”
customers everywhere

EMAIL FORMS
N\ k
“Don’t capture the “Too hard tQ find and
information we need” require users X fill out

a million field§”



a KNOWLEDGE WHERE WE ARE TODAY>

Self-service is the preferred
channel, but doesn’t resolve
86% of issues today as too

much knowledge is still “38% of Gen Z and millennials
manual and siloed

“The average self-service
success rate is just 14%"”

are likely to give up on
resolving a customer service

issue If it can’t be
resolved in self-service”

Gartner



H «NowLEDGE WHERE WE’RE GOING>

AI will make knowledge
automated, unified and used
to take action, resulting in
80%+ support resolved
automatically

Here are some ways to reset a password depending on the situation:

1. Go to admin.google.com and log in as an

2. Within the user section, go to manage.

3. Look for the name of the person whose passwo

AI agents in-
channel

administrator.

| need to make a return on
order #44433.

rd you want to reset and click on it

Generated
answers for
searches



é) INTEGRATIONS WHERE WE ARE TODAY>

Integrations are manual
and bespoke, so most Gartner
data and SYStems are  Figure 1. Impact of Application Sprawl (Percentage of Respondents)

siloed and scattered

needed to effectively perform my job

47%

Made the wrong decision due to lack of awareness 32%

Got irrelevant notifications

Missed or failed to notice important updates
because of the number of applications used and/
or the volume of information produced on them

36%

0% 30% 60%



é) INTEGRATIONS WHERE WE’RE GOING >

AI will make it easy to bring s ok g
all data and systems o

e i a
together with generative
integrations

Reel Delights

Conversation extensions



ZENDESK AI AGENT COPILOT

Name

Return an order

Step 1: Identify order

Use the requester's email to get order information from the email.

Step 2: Confirm order

Ask the customer if one of these orders are the right one and wait for confirmation.

e |f customer confirms one order: Continue with step 3.

e |f not: Ask the customer for an order number and use the order number to get new order information
from order number.

Step 3: Answer based on order status and brand

Delivered: Check whether the return period is still within the return policy (Zendesk: 30 days, others: 14
days).

e |f the order is within the return policy period: Create a return label and send it over.
e |f the order is not within the return policy period:

e |f the priority is urgent (for long time customers): Let the customer know that you will accept the
return for goodwill reason and create a return label and send it over.

e Inform the customer and ask for any further assistance.

In progress: Let the customer know that they will have to wait for their order to be delivered before
requesting a return.

Step 4: Mark ticket as solved

Mark ticket as solved and close the conversation.



ZENDESK AI AGENT COPILOT

Name

Return an order

Step 1: Identify order

Use the requester's email to get order information from the email.

Step 2: Confirm order

Ask the customer if one of these orders are the right one and wait for confirmation.

¢ |f customer confirms one order: Continue with step 3.

¢ |f not: Ask the customer for an order number and use the order number to get new order information
from order number.

Step 3: Answer based on order status and brand

Delivered: Check whether the return period is still within the return policy (Zendesk: 30 days, others: 14
days).

« |f the order is within the return policy period: Create a return label and send it over.
« |f the order is not within the return policy period:

* |f the priority is urgent (for long time customers): Let the customer know that you will accept the
return for goodwill reason and create a return label and send it over.

¢ |Inform the customer and ask for any further assistance.

In progress: Let the customer know that they will have to wait for their order to be delivered before
requesting a return.

Step 4: Mark ticket as solved

Mark ticket as solved and close the conversation.




ZENDESK AI AGENT COPILOT

D

Return order

Via email Intent Return order

= View ticket summary
e Sarah Fischer X - 3 minutes ago
To: Zendesk Show more

Hi support,

| would like to return my order.

Best,
Sarah

Auto assist O

# Action Get order info from email

 On




ZENDESK AI AGENT COPILOT

Return order _

= VvV v
Via email Intent Return order * O
> = View ticket summary
e Sarah Fischer < - 4 minutes ago
To: Zendesk Show more
Hi support,
| would like to return my order.
Best,
Sarah
Auto assist @ e
Hi Sarah,

| have found the following orders associated with your email:

1. **Coffee Machine BrewMaster Pro**
- Order Number: 349994BD
- Order Date: February 1, 2025




ZENDESK AI AGENT COPILOT

Return order

Via email Intent Return order

> = View ticket summary

e Marc Voigt < - less than a minute ago
¢} To: Sarah Fischer Show more

Hi Sarah,

| have found the following orders associated with your email:

1. Coffee Machine BrewMaster Pro

e Order Number: 349994BD|

e Order Date: February 1, 2025
» Price: $10,040

e Status: Delivered

2. Filtration System

 Order Number:[349994BD)

e Order Date: February 1, 2025
 Price: $2,570

e Status: Delivered

Could you please confirm which of these orders you would like to
return?

Waiting for customer reply



ZENDESK AI AGENT COPILOT

®

= Return order

o = vV O
Via email Intent Return order
> = View ticket summary
@ Sarah Fischer X - less than a minute ago
To: Zendesk Show more
The second item please
Auto assist @ e

Thank you for confirming, Sarah. A return label has been generated for your return of

the Filtration System. You can use the following link to access your return label:
[Return Label]

(https://upload.wikimedia.org/wikipedia/commons/thumb/6/61/QR_deWP.svg/1200px-
QR_deWP.svg.png). If you need any further assistance, feel free to ask.



ZENDESK AI AGENT COPILOT

Return order _

Via email Intent Return order

S = View ticket summary

e Sarah Fischer < - 1 minute ago
To: Zendesk Show more

The second item please

LR R

e Marc Voigt <~ - less than a minute ago
) To: Sarah Fischer Show more

Thank you for confirming, Sarah. A return label has been generated for
your return of the Filtration System. You can use the following link to
access your return label: Return Label. If you need any further
assistance, feel free to ask.

Waiting for customer reply 'Y’

%  Apply macro v Stay on ticket Submit as Solved |



Zendesk Agents o

—-
A connected network of Al Agents, N -/

urpose-built for every role in service —&
purp y _— )

aea
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Knowledge Graph

One unified system that connects and
organizes your collection of service
knowledge




“" PEOPLE WHERE WE ARE TODAY

People
provide scale

Call centers/BPQOs were created to scale support with more humans



./A OUTCOMES WHERE WE ARE TODAY

Agents and CX success are
measured like machines,
with a primary focus on
output and handling volume

( First reply time

\

/

( Resolution time

¢

\

/

( Agent touches

~
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( Tickets solved
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®{ O0uTCOMES WHERE WE’RE GOING

With AI, human support | "
becomes the benchmark, . -
with the focus shifting to
balancing quality, cost, and
customer retention

~J
~

Tickets automated: 53%

EN My order hasn’t been delivered =
ES Necesito devolver mi pedido

FR Je dois retourner ma commande ©



THE AI-POWERED SHIFT

Where human agents morph from individual

contributors to Al supervisors

Streamlined Escalation to Human Agents
Easily assess when bots are unable to
resolve and escalate to human agents &
monitoring thresholds or sentiment scores

Hybrid path for Humans & Bots
Allow businesses to scale up Human vs Bot
resources based on their business needs

Contact Center Command Center

Drive better service outcomes, observability
and exception handling with a birdseye
view of all real time customer interactions

nnnnnnn

Technical Support Request: The custome

Duration

Billing Discrepancy: The customer noticed

nnnnnnnn

Product Exchange Request: The customer

lllllll

Password Reset Assistance: The customer

nnnnnnn



“‘ PEOPLE WHERE WE’RE GOING

AI will handle scale

and also quality,
reducing and shifting
CX teams to supervision
and escalation

TOTAL CX SPEND

B CX Spend on Technology B CX Spend on Labor
$600B

$400B

$200B

$0B

TODAY 2030

Source:
T A Al



B ANALYTICS WHERE WE’RE GOING

With Al, analytics will become
proactive, automated insights
with recommendations,
available to all

Insights

Significant drops in satisfaction for
tickets resolved in ">3 days",
particularly in the API and
Messaging channels.

Learn more

85.6% 55

Who are the top agents by tickets
solved?

Here are 3 top agents by tickets
solved:

Name Solved

tickets
Wade Warren 101
Floyd Miles 82
Annette Black 81

The full leaderboard is here:
22 Agent productivity dashbaord

Show me how many tickets on
average the bottom 3 solved
each month as a line graph?

»7



Al will transform every pillar of CX

WHERE WE ARE TODAY WHERE WE’RE GOING WITH Al

VECTASGEGEL G Omnichannel is still very limited Customers easily supported everywhere

Knowledge Self-service is preferred, but ineffective 80%+ support is automatically resolved

Integrations Integrations are manual and bespoke Data and systems are unified
% People Scaling with humans Scaling with Al agents
% Outcomes Measured like machines Focus shifts to quality and retention

B Analytics Reactive, manual and hard to access Proactive, automated, and democratized






THE #1 Al SERVICE SOLUTION

The
Zendesk
Resolution

Platform

Connecting people, systems, and data.

Delivering faster, smarter, beautifully simple
customer resolutions.




Drive resolutions at every stage of service

/" Al Copilot
M Email & Workforce management
\ Phone & SMS & Customer context
& Messaging & Custom apps
Latest Gen Al Ib Social c? . .
Industry & account models ++ - Intelligent triage |/ AutoQA
CX dataset of 18B+ >  Skills-based routing _ :
! . e Reporting &
Interactions © siass approvals dashboards
SELF-SERVICE Al AGENT OMNICHANNEL ROUTING &
ANALYTICS
AGENTS
N v
KNOWLEDGE GRAPH
N v
ACTIONS AND INTEGRATIONS
N v
MEASUREMENT AND INSIGHTS
N v
GOVERNANCE AND CONTROL
- J

Zendesk Al
g
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