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AI impact and expectations



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



Each time a new technology 
has disrupted CX, it improves 

various constraints that restrict CX 

VOLUME QUALITY COST



Volume has increased 
significantly

Quality 
is declining 

Cost has climbed 
consistently

These constraints are once again putting 
immense pressure on CX teams

“$600B+ spent 
on CX annually, 
growing at an 
8%+ CAGR”

+ CX is now the #1 business differentiator



Fortunately, AI can address these constraints 
better than any other technology to-date

LLMs are good at solving simple customer problems, 
instantly, anywhere, in any language, with no marginal cost

COSTQUALITYVOLUME

80%
of interactions
will be resolved 
without a 
human agent



User Experience

AI will lead to the 
biggest disruption 
to CX we’ve seen, 
across every CX pillar

Knowledge

Integrations

People

Outcomes

Analytics



Customers with 120+ tickets/year; Channel is 

counted when the channel itself has 120+ 

tickets/year

USER EXPERIENCE WHERE WE ARE TODAY

Source: 
Zendesk

Omnichannel is a top 
business priority, but 
67% are still only 
meeting  customers 
on 1-2 channels



AI will make is easy to 
actually support all 
channels and meet 
customers everywhere

USER EXPERIENCE WHERE WE’RE GOING PHONE CHAT

EMAIL FORMS

“Too expensive to 
support”

“Can’t handle the 
scale”

“Don’t capture the 
information we need”

“Too hard to find and 
require users to fill out 

a million fields”



Self-service is the preferred 
channel, but doesn’t resolve 
86% of issues today as too 
much knowledge is still 
manual and siloed

“38% of Gen Z and millennials 

are likely to give up on 
resolving a customer service 

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

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

WHERE WE ARE TODAYKNOWLEDGE



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

AI agents in-
channel

Generated 
answers for 

searches

WHERE WE’RE GOINGKNOWLEDGE



Integrations are manual 
and bespoke, so most 
data and systems are 
siloed and scattered

WHERE WE ARE TODAYINTEGRATIONS



AI will make it easy to bring 
all data and systems 
together with generative  
integrations 

Conversation extensions

WHERE WE’RE GOINGINTEGRATIONS
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Zendesk Agents
A connected network of AI Agents, 
purpose-built for every role in service



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



People 
provide scale 

The constant battle between 
scale, cost, and quality of service

Average tickets per month
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Call centers/BPOs were created to scale support with more humans

WHERE WE ARE TODAYPEOPLE



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

The constant battle between 
scale, cost, and quality of service

The impact of throughput aka time between 

responseson customer satisfaction

Hours between agent responses
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Thinking something like 

a typical dashboard or 

ranking of agents 

showing output as the 

focus?

Desired data to ask Sayaka about:

● Looking for something that shows how agents/CX 

teams have been measured primarily on 

output/volume historically

● Maybe it’s an old dashboard screenshot even?

Agent touches

Resolution time

Tickets solved

First reply time
WHERE WE ARE TODAYOUTCOMES



With AI, human support 
becomes the benchmark, 
with the focus shifting to 
balancing quality, cost, and 
customer retention
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20%

Top 30 intents (3%)
Represent top 50% of 

inquiry volume

Cancel subscription
88% CSAT at 77% one touch. One-touch downgrade flow. 

Order exchange
90% CSAT at 33% one 
touch. Multi-step 
automation flow.

Billing
20% of total 
volume related to 
top billing intents

Orders
7.5% from top 
order mgmt 
intents
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Your top customer questions are your automation 
roadmap

Ideal would be bot vs human dashboard

Actionable insights dashboard

Desired data to ask Sayaka about:

● This one isn’t a data ask, since it’s talk about 
the future but looking for a data visual

● Anything around bot vs human performance 
tracking or dashboards?

WHERE WE’RE GOINGOUTCOMES



Where human agents morph from individual 
contributors to AI 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

THE AI-POWERED SHIFT



AI will handle scale 
and also quality, 
reducing and shifting 
CX teams to supervision 
and escalation

Source: 
IDC and 
Zendesk 
forecasts

WHERE WE’RE GOINGPEOPLE



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

Learn more

Insights

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

Automated insights will enable any user to 
understand trends without having to drill in

In-context natural language queries will lower the 

barrier for any user to access analytics

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

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

Learn more

Insights

WHERE WE’RE GOINGANALYTICS



User 
Experience

Outcomes

Knowledge

People Analytics

Integrations

AI will transform every pillar of CX
WHERE WE ARE TODAY WHERE WE’RE GOING WITH AI

User Experience 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 AI agents

Outcomes Measured like machines Focus shifts to quality and retention

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





The 
Zendesk 
Resolution 
Platform

THE #1 AI SERVICE SOLUTION

Connecting people, systems, and data.

Delivering faster, smarter, beautifully simple 
customer resolutions.



Latest Gen AI
Industry & account models

CX dataset of 18B+ 
interactions

Email

Phone & SMS

Messaging

Social

AI Copilot

Workforce management

Customer context

Custom apps

Intelligent triage

Skills-based routing

SLAs & approvals

AutoQA

SELF-SERVICE AI AGENT OMNICHANNEL ROUTING
HUMAN 
AGENT

Reporting & 
dashboards 

QA & 
ANALYTICS

GOVERNANCE AND CONTROL

MEASUREMENT AND INSIGHTS

ACTIONS AND INTEGRATIONS

KNOWLEDGE GRAPH

AGENTS

Zendesk AI

Drive resolutions at every stage of service 
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