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Al has significantly shaped Customer Experience (CX)
as a discipline, and its impact continues to grow.

Al in CX offers various benefits, enhancing operations,
efficiency, cost savings, and improving both customer
and employee experiences.

Al-powered solutions analyse vast amounts of
customer data in real-time, allowing organisations to
gain deep insights into individual preferences and
behaviour. When done right, the ability to capture,
analyse, and use customer data at scale, provides a
competitive advantage.

Most significantly, Al unlocks innovation
opportunities, enabling organisations to
differentiate themselves, making it a vital
component of modern CX strategies.
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Al Has Revolutionised Customer Service

Al-powered solutions are improving customer service through:

7| Chatbots and Virtual Assistants. Providing round-the-clock customer support; reducing response
times and enhancing satisfaction; enabling human agents to focus on complex issues; and
boosting service efficiency.

Real-time Insights. Rapidly analysing customer feedback and interactions; identifying trends and
sentiments; and enabling swift strategy adjustments to address customer concerns.

Cost Savings and Efficiency. Reducing manual work in customer interactions and feedback
analysis, leading to cost savings, streamlined processes, and efficient human resource allocation.

Scalability. Managing large volumes of customer interactions while maintaining service quality,
especially valuable during peak times or spikes in inquiries.

Sentiment Analysis. [dentifying emotional cues, through the analysis of customer interactions,
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helping in the detection of dissatisfaction and areas for improvement.
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Why Organisations Deploy Al to Improve
Customer Service

Customer service plays a vital role to improve the overall customer experience.

63% 63%

Providing 24/7 Answering
service common
customer
queries to
reduce inbound
activity

Source: Ecosystm Future of CX Study, 2023

61%

Freeing agents
for more critical
tasks

59%

Using the data
to run analytics
on customer
sentiments

59%

Self-service
innovation

59%

Using the data
to run analytics
on market
behaviour
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The Role of Al in Maturing
Voice of Customer Programs

Voice of Customer (VoC) programs rely on data and technology —
and unsurprisingly Al has an enormous influence on all VoC
aspects.

LISTEN. No longer are organisations confined to traditional survey-
based VoC programs for feedback collection. Today, they can
harness a range of unsolicited data sources for unfiltered customer
feedback, enhancing both data quality and quantity.

ANALYSE. Analysing feedback used to be a time and labour-
intensive task that needed specialists — now it can be achieved in
seconds with enhanced accuracy.

ACT. Making sense of all customer feedback is a huge challenge
and so is the ability to translate insights into tangible actions. From
recommending next steps and tangible actions to take, to
predicting experience metrics, Al is going to revolutionise the
world of VoC.
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How Al Enhances VoC

Text Analytics

Al efficiently processes
vast unstructured data,
such as survey
verbatims and
unsolicited feedback,
extracting insights from
customer feedback,
reviews, and
interactions. It replaces
time-consuming, labour-
intensive work with
quick, cost-saving, and
efficient analysis.

Recommending Actions
Transforming insights into
actionable steps has
been a long-standing
challenge. Al swiftly
identifies and categorises
customer issues and
concerns, offering
recommendations to
streamline problem-
solving, enhance
products, services, and
customer journeys.

Behaviour Prediction
Al predicts customer
behaviour, such as
churn risk or future
purchases. This
empowers businesses
to proactively address
issues and assess the
return on investment for
experience initiatives (or
the cost of inaction).

Predicting Metrics

The latest
advancements involve
predicting CX metrics
without relying on
surveys. For instance,
predicting CSAT or CES
based on conversational
data reduces survey
fatigue and enriches
customer insights.
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How Al Drives Experience Design

Al is reshaping the design landscape by enabling innovative approaches like Human-Centred Design (HCD).
HCD, a customer-centric problem-solving process, relies heavily on customer testing to create products and
services that align with customer needs.

Al, particularly Generative Al, accelerates the design process by swiftly generating numerous prototypes,
reducing ideation time significantly. Moreover, Al's testing capabilities extend to exploring thousands of
combinations involving messages, offers, creative content, channels, and delivery times, enhancing the design
and development of customer-centric solutions.
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Understanding

Al Risks Will be
Crucial

While the role of Al in
transforming CX cannot be
disputed, organisations
continue to cite challenges —
and with the advent of
Generative Al the focus on
these challenges have
increased.

68%

Confusion over solution capabilities

65%

Privacy, security, and ethics

63%

Doubts on intelligence of the solutions to modify
responses

61%
Ensuring that live agents are available if a handoff is
required

60%

Lack of customer uptake

Source: Ecosystm Future of CX Study, 2023
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Ecosystm
Opinion

M Melanie Disse
Principal Advisor
Ecosystm

While Al promises to revolutionise CX, it comes with
challenges. These include data privacy concerns,
ethical issues like Al bias, and maintaining consistency
in insights generation with Al like Generative Al

To succeed, organisations must prioritise robust data
protection, ethical Al algorithms, and rigorous data
criteria. Encouraging cross-functional collaboration is
vital to align Al initiatives with CX goals. By tackling
these challenges, businesses can leverage Al to create
smoother, customer-centric experiences, foster
loyalty, and drive growth.

(For‘ more insights on the Experience Economy click here 7|>
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