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Go from CX 
laggard to 
leader with AI
Global research reveals the three most 
challenging areas for businesses that 
�D�O�V�R���R�l�H�U���W�K�H���E�L�J�J�H�V�W���R�S�S�R�U�W�X�Q�L�W�L�H�V���I�R�U��
�$�,���W�R���L�P�S�U�R�Y�H���F�X�V�W�R�P�H�U���H�[�S�H�U�L�H�Q�F�H�V��

The 3 biggest CX challenges

Customer satisfaction 
is declining

Only 25%
�R�I���F�X�V�W�R�P�H�U�V���Z�H�U�H���Y�H�U�\���V�D�W�L�V�i�H�G���Z�L�W�K��
�W�K�H�L�U���O�D�V�W���V�H�U�Y�L�F�H���H�Q�J�D�J�H�P�H�Q�W��

94%
�K�D�Y�H���D�E�D�Q�G�R�Q�H�G���L�Q�W�H�U�D�F�W�L�R�Q�V���G�X�H���W�R��
�S�R�R�U���H�[�S�H�U�L�H�Q�F�H�V��

Agents are struggling

56%
�R�I���D�J�H�Q�W�V���D�U�H���H�[�S�H�U�L�H�Q�F�L�Q�J��
�J�U�R�Z�L�Q�J���Z�R�U�N�O�R�D�G�V��

38%
higher agent attrition without access 
�W�R���W�K�H���U�L�J�K�W���W�R�R�O�V��

Technology is 
outdated and costly 

3/4 
�R�I���E�X�V�L�Q�H�V�V�H�V���K�D�Y�H���X�S���W�R��������
�F�X�V�W�R�P�H�U���G�D�W�D���V�\�V�W�H�P�V��

50%
lower CSAT in businesses that have 
�G�L�V�F�R�Q�Q�H�F�W�H�G���V�\�V�W�H�P�V��

Are you a laggard 
or a leader?

�7�K�H���V�W�X�G�\���H�Y�D�O�X�D�W�H�G���W�K�U�H�H���N�H�\���D�U�H�D�V��
�R�I���L�P�S�D�F�W���D�F�U�R�V�V���W�K�H���F�X�V�W�R�P�H�U��
�H�[�S�H�U�L�H�Q�F�H�����F�X�V�W�R�P�H�U���L�P�S�D�F�W�����D�J�H�Q�W��
�L�P�S�D�F�W�����D�Q�G���E�X�V�L�Q�H�V�V���L�P�S�D�F�W����

�7�K�H���O�H�D�G�H�U�V���Z�K�R���K�D�G���W�K�H���K�L�J�K�H�V�W��
�E�X�V�L�Q�H�V�V���S�H�U�I�R�U�P�D�Q�F�H���K�D�G���F�R�P�P�R�Q��
�F�K�D�U�D�F�W�H�U�L�V�W�L�F�V���W�K�D�W���V�H�W���W�K�H�P���D�S�D�U�W��
�I�U�R�P���W�K�H���O�D�J�J�D�U�G�V��

What are CX 
Leaders doing right?

Improving CSAT with 
robust, AI-powered 
self-service solutions

�L�P�S�U�R�Y�H�P�H�Q�W���L�Q��
CSAT scores when 
self-service is 
successful

Empowering agents and 
supervisors with AI 
enablement 

less agent 
turnover

Driving revenue growth 
through use of AI �V�D�Z���V�L�J�Q�L�i�F�D�Q�W��

revenue growth

From laggards to 
leaders with Webex

�:�H�E�H�[���K�H�O�S�V���E�U�L�G�J�H���W�K�H���$�,���G�L�Y�L�G�H���Z�L�W�K���D�Q���$�,���S�R�Z�H�U�H�G����
�V�H�O�I���O�H�D�U�Q�L�Q�J���F�R�Q�W�D�F�W���F�H�Q�W�H�U���W�K�D�W���G�H�O�L�Y�H�U�V���X�Q�P�D�W�F�K�H�G��
�V�H�O�I���V�H�U�Y�L�F�H�����H�P�S�R�Z�H�U�V���D�J�H�Q�W�V���Z�L�W�K���H�V�V�H�Q�W�L�D�O���W�R�R�O�V�����D�Q�G��
�F�R�Q�Q�H�F�W�V���G�D�W�D���W�R���G�U�L�Y�H���U�H�D�O���E�X�V�L�Q�H�V�V���U�H�V�X�O�W�V����

Learn more about how you 
can become a CX Leader 
with Webex AI.

Learn More
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�H�T�X�L�S���D�J�H�Q�W�V��
�Z�L�W�K���$�O���D�V�V�L�V�W��10% 

have an Al 
�Y�L�U�W�X�D�O���D�J�H�Q�W��7% 

Minimal Al 
capabilities deployed

�H�T�X�L�S���D�J�H�Q�W�V��
�Z�L�W�K���$�O���D�V�V�L�V�W��73% 
have an Al 
�Y�L�U�W�X�D�O���D�J�H�Q�W��79% 

Extensive Al 
capabilities deployed

�G�H�O�L�Y�H�U���S�U�R�D�F�W�L�Y�H��
communications 
�X�V�L�Q�J���$�O��

6% 

Limited proactive 
customer communications

�G�H�O�L�Y�H�U�H�G���S�U�R�D�F�W�L�Y�H��
communications
�X�V�L�Q�J���$�O��

61% 

Proactive customer 
communications

�K�D�Y�H���R�Q���S�U�H�P�L�V�H�V��
�F�R�Q�W�D�F�W���F�H�Q�W�H�U�V��60% 

On-premises
technology

�K�D�Y�H���F�O�R�X�G��
�F�R�Q�W�D�F�W���F�H�Q�W�H�U�V��70%

Cloud
technology

leverage CPaaS 
�V�R�O�X�W�L�R�Q�V��25% 

Limited communication 
orchestration

leverage CPaaS 
�V�R�O�X�W�L�R�Q�V��69%

Complete communication 
orchestration

Laggards Leaders


