
age of AI
Customer experience in the

Go beyond the hype and turn AI  
into a competitive advantage

Making AI work for CX

 

productive. The recent buzz around generative AI has opened 

 

 

they expect a supportive work environment

 
 
 

far behind your competition. 

Let’s move beyond the hype and explore  
how AI can work for your customers, your  
employees and your organization.

AI’s impact across industries

  

experience continues to rise in strategic importance for 

 

 

personalization and 
customer understanding

 
 

 
and empathetic conversations that improve customer trust  

83% 59%

 
the future

 
say adopting AI in customer 
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AI adoption in 
customer experience

 

are personalization and customer journey analysis. These 

understand and serve their customers. According to 

 
it to understand pain points in the customer journey.

AI is changing more than just customer interactions; it’s 

service outreach.

 

 

 

your company before you can change the front end of the 

 

 
is a reminder that for organizations that have yet to move  

 
 

 
in the coming years are those investing now in comprehensive 

 

 

user interfaces based on customer behavior and preferences; 
recognize and respond to human emotions to provide more 

that enhance productivity.

 

 

 

 

 

 

 

 

 

 

 

76%
using AI to

pers ze

the customer 

experience

72%
using AI to

understand pain 

points in the

customer 

journey

AI’s impact varies based on company size
 

 

Small organizations  

67%

Small organizations  

40%

Large organizations  

50%

Large organizations  

53%

Enterprise  

51%

Enterprise  

54%

 

ready to take the next step in their AI journey. 

Joe Wheeler 

72%
believe that in the future,  
AI will initiate all proactive 
service outreach

 

The AI transformation in CX is gaining momentum. 

your organization to be at the forefront of tomorrow’s  

1
 
Assess your current AI implementation

or have you expanded to other areas? Identify 
 

2
 
Prioritize high-impact AI use cases

 

3
 
Set clear goals and expectations

 
 

 
 

engagement. Consider how your metrics  
 

experience impacts the entire business.  
 

CX strategy.

4
 
Plan for proactive service

 
 
 

AI to anticipate customer needs and reach  

customer behavior patterns or product  
usage data to predict when a customer  
might need assistance.

Technology
 

Chatbots

Voicebots

Forecasting/scheduling employees

Predictive analytics

Predictive digital engagement

Agent assistance during interactions

Sentiment analysis

Customer journey management

Post-interaction analysis and QA

Empathy analysis

Next-best action

Routing

Coaching/training

Organizations 
using this 
technology (%)

88

49
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47

14

11

22

23

13
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20

19

22

Of those using each 
technology, the % that 
are AI-powered

92

79

67

66
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44

Considered 
most valuable 
AI for CX (%)
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We need to be obsessive about streamlining 
any process where a customer needs to 
contact a company at all.
CK Kerley 
Leading AI consultant

 

 

 

Vincent D’Amico 
Senior Director of Service Operations Support 
Customer Care Center, Coca-Cola Bottlers’  
Sales and Services Company

AI growing pains are 

The state of AI readiness

 

69%

64% 49%

66%

roadmap for adopting AI

have data privacy and 
security concerns

 
 

 

 
about AI

 

 
 

 
to understand the pros and cons of AI. It’s important that  

This speaks to why it’s so important to continue making  

 
 

 

 

 

provide an advantage.

 

your organization stays ahead.
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Data privacy/security concerns

Employee concerns about AI

Concern about generative AI hallucinations 
providing wrong answers

Lack of clarity around the AI 
regulatory landscape

Organizational trust and ethics 
concerns around AI

31% 

34% 

49% 

64% 

28% 

Senior leadership (C-suite) 
is concerned about AI

Customers don’t want 
to interact with bots

22% 22% 

21% 

How to adopt AI: A progressive framework
 

This  provides a comprehensive framework for this process:

The Genesys Cloud AI progressive adoption model.

1. Prepare

 
 

engagement to anticipate 
customer needs.

2. Build 

 
by integrating data 
actions and conducting 
sentiment and  

3. Scale 

 
with AI to improve  

agent performance.

4. Optimize 

 
experiences based  
on customer behavior  
and history.

Achieve hyperperson-

predictive routing to 

customer experience.



The data imperative 

 
AI adoption. 

 

 
AI success.

with AI. 

Globally

they’re interacting with a human or a bot. 

meet customer expectations.

human connection with their brand.

 

 
 

 
 

a gap when it comes to the concerns each group expresses 
about adopting AI. 

 

 
the organization.

 

 

 

 
are being considered in various jurisdictions globally.  

 
 

 see the promise of AI

 

sophisticated engagement strategies based on the data that 

must prioritize their data strategy as a precursor to AI  
 

 

to approach data strategy and data readiness with an “it’s 

that organizations tend to overestimate their data readiness 

Those same experts emphasize the need for being thorough 
when it comes to data strategy and readiness. No matter 

 

 

Sudhir Rajagopal 

Future of Customer Experience

 

think customers worry  
about not knowing whether 
they’re interacting with a  
human or a bot.

make it clear whether a  
customer is interacting with  
a bot or a human.63%

52%

Bot or not: Organizations are choosing transparency

49%

67%

Organizations tackle employee concerns head-on

of CX leaders cite employee 
concerns as one of the biggest 
obstacles to adopting more 
AI-based solutions.

of organizations have  
taken measures to address 
employee concerns or  
resistance to AI. 

is using AI-powered intent-based routing combined with 

customers with the right agent and can even determine the 

 
 

 
Z and Gen X workers.

 
“Generational dynamics and the experience economy.” 

 
 

 

Generational views:  

Gen Z

21%
Millennials

28%
Gen X

21%

69%
of CX leaders say their  
organization has a plan for 
ethically deploying AI.



Survey respondents shared their visions  
for future CX initiatives enabled by AI

 
 

 

 
 

1
 
Develop a comprehensive approach  
to data

 

readiness and taking steps to prepare it for 

systems to ensure data privacy and security 

considerations to data vendors. This strategy 

2
 
Address organizational concerns

3
 
Identify and prioritize AI use case

impact customer experience for your 

4
 
Establish an ethical AI framework

 

ongoing monitoring and adjustment of AI  
 

5
 
Evaluate vendors with an eye toward  
ethics and potential regulation

 
partners are approaching AI. Not every AI-

 
and how vendors approach transparency and 

game. Ask vendors about their approaches and 

6
 
Balance personalization and privacy

 
 

customers how their data is being used to  
 

 



We’re going to need AI literacy for  
workers to become comfortable  
with an augmented workforce.
CK Kerley 
Leading AI consultant

AI and empathy:  
The key to harmony

 

 

 

recognize this: Two-thirds agree that greater adoption of AI 

“The best CX use cases I’ve seen so far is [using AI as] an  
 

 
 

 

 

This shift indicates that as AI takes on more routine 

 
more engaged 
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Ability to work alongside advanced AI

Important now 52%

88%    

Change

69%

Empathy and compassion

Important now 44%

69%    

Change

57%

Adaptability and agility to keep pace with change

Important now 58%

90%    

Change

55%

Industry experience/product knowledge

Important now 74%

90%    

Change

22%

Problem-solving skills

Important now 82%

95%    

Change

16%

66% 41%

and understanding. 

 
through AI

 
 

 

 
 

 
resistance to AI.

 

meet employees’ expectations for a  
 

 

where it’s most needed. 

reduces frustration on the customer side. 

consumers crave fast, complete 
issue resolution
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62% 

44% 

How CX leaders are using AI to help employees  
(and through them, customers)

 

turnover rates.

 
 
 

AI adoption and improvements.

Increased AI 
adoption 

Better 
employee 
support

Improved 
employee 

satisfaction

Better 
customer 

experience 

Enhanced 
customer 

satisfaction  

Better 
business 
results

Change

69%

Change

57%

Change

55%

Change

22%

Change

16%



1
 
Implement AI-powered employee  
support tools

 

interaction summaries and predictive routing 

 
 

customer experiences.

2
 
Develop a comprehensive AI  
training program

importance of AI in improving customer 
 

about job security and position AI as a  
partner in their work rather than a threat.

3
 

 
 

By taking these steps, you’ll be well-positioned to create a harmonious blend  

both employees and customers.

 
 

 

remain competitive must adopt AI across their customer and  

Evaluate your data  
readiness
 

for AI systems. Engage with your 

Choose use cases that deliver 
meaningful improvements 

Whether it’s customer journey 
management; predictive routing; 

that make the biggest impact for your 

them be better at their jobs. 

Evaluate vendors with the  
end goal in mind 

Make sure the vendors you choose 

about how they’re approaching AI 
 

 

meeting not just today’s needs but 
future needs as your AI sophistication 
and footprint grow.

 

business outcomes. 

 

 
 

and by the vast amounts of data that organizations now 

The organizations that seize these opportunities and  
approach AI as a journey  
The future of AI-powered customer experiences awaits.  
The time to start is now. 

Key steps for AI adoption
 

About this survey

About Genesys

 
 

 

 

 

Genesys empowers organisations of all sizes to improve loyalty and business outcomes by creating the best 
experiences for their customers and employees. Through Genesys Cloud, the AI-Powered Experience Orchestration 
platform, organisations can accelerate growth by delivering empathetic, personalised experiences at scale to drive 
customer loyalty, workforce engagement, efficiency and operational improvements. Visit www.genesys.com/uk

About AWS Amazon Web Services (AWS) is the world's most comprehensive and broadly adopted cloud platform, offering over 
200 fully featured services from data centres globally. Millions of customers—including the fastest-growing startups, 
largest enterprises, and leading government agencies—are using AWS to lower costs, become more agile, and 
innovate faster.

About Connect Connect is a trusted Genesys Premier partner with a global footprint and decades of experience delivering 
innovative technology-enabled customer experience. As an Advanced AWS partner, Connect combines deep 
industry knowledge with technical expertise to deploy, optimise, and support AI-powered contact centre solutions.


