Al FOR CX

CONTINUES TO GENERATE

When it comes to developing/evolving Artificial Intelligence (Al)-powered solutions,
which areas are in focus for your organization? (Select all that apply.)
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What is your biggest concern when it comes to the use of Monitoring of the quality and
Al-powered customer experience solutions? performance of Al-powered solutions
compared to agent-assisted solutions:

Rejection By Customers/ NOT MONITORED: 11%

Negative Impact on CSAT

Lackluster Performance/ LESS CLOSELY: 22%

Failure to Meet Expectations

Imbalance Between Cost Y \:{e]Vh}
and Value Provided

THE SAME:
Other 45%

Don't Know/

Decline to Answer MORE CLOSELY: 22%

Methodology: The above results were gathered via email and social media invite, May 12-July 6, 2023. A total of 25
customer experience leaders participated in the survey. The intent of Execs In The Know's (EITK’s) Pulse Survey data is
to provide CX insight snapshots into various CX-related topic. EITK Pulse Survey research and results are conducted
and published on a periodic basis, driven by emerging interest in various topics within the EITK community. For more
CX research, visit our website at
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