Go from CX
laggard to
leader with Al

Global research reveals the three most

challenging areas for businesses that

DOVR RIHU WKH ELJJHVW RSSRUWXQLWLHV IRU
$, WR LPSURYH FXVWRPHU H[SHULHQFHYV

The 3 biggest CX challenges

Only 25%

RI FXVWRPHUV ZHUH YHU\ VDWLVI
WKHLU ODVW VHUYLFH HQJDJHPH!

Customer satisfaction
Is declining 94%

KDYH DEDQGRQHG LOQWHUDFWLRQ
SRRU H[SHULHQFHYV

6%

RI DJHQWY DUH H[SHULHQFLQJ
JURZLQJ ZRUNORDGYV

Agents are struggling
38%

higher agent attrition without access
WR WKH ULJKW WRROV

3/4

RI EXVLQHVVHY KDYH XS WR
FXVWRPHU GDWD V\VWHPV

Technology is
outdated and costly 50%

lower CSAT in businesses that have
GLVFRQQHFWHG V\VWHPYV

Are you a laggard
or a leader?

/KH VWXG\ HYDOXDWHG WK
RI LPSDFW DFURVV WKH FX
HISHULHQFH FXVWRPHU LF
LPSDFW DQG EXVLQHVV LPF

/KH OHDGHUV ZKR KDG WK
EXVLQHVY SHUIRUPDQFH K
FKDUDFWHULVWLFVY WKDW
IURP WKH ODJJDUGYV

Laggards Leaders

Minimal Al
capabilities deployed

10%
1%

HTXLS DIJHQWYV
ZLWK $O0 DVVLVW

have an Al
YLUWXDO DJHQW

Limited proactive
customer communications

GHOLYHU SURDFWLYH
communications
XVLQJ $0O

6%

Extensive Al
capabilities deployed

3%
719%

HTXLS DIJHQWYV
ZLWK $O0 DVVLVW

have an Al
YLUWXDO DJHQW

Proactive customer
communications

GHOLYHUHG SURDFW
communications
XVLQJ $0O

61%

Cloud
technology

On-premises
technology

60%

KDYH RQ SUHPLVHV
FRQWDFW FHQWHUYV

KDYH FORXG
FRQWDFW FHQWHUV

710%

Limited communication
orchestration

Complete communication
orchestration

69%

leverage CPaaS
VROXWLRQV

leverage CPaaS
VROXWLRQV

25%

What are CX
Leaders doing right?

LPSURYHPHQW LQ
CSAT scores when
self-service is

successful

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

Empowering agents and
supervisors with Al

less agent
enablement J

turnover

Driving revenue growth

through use of Al VDZ VLIJQLIFDQW

revenue growth

From laggards to
leaders with Webex

‘HEH[] KHOSVY EULGJH WKH $, GLYLGH ZLWK DQ $, S
VHOI OHDUQLQJ FROQWDFW FHOQWHU WKDW GHOLYH
VHOI VHUYLFH HPSRZHUV DJHQWYV ZLWK HVVHQWL
FROQQHFWY GDWD WR GULYH UHDO EXVLQHVYVY UHYV X

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

( Learn More )

&LVFR DQG RU LWV DmOLDWHYV $00 ULJKWV UHVHUYHG &LVFR DQG WKH &LVFR ORJR DU
&LVFR DQG RU LWV DmOLDWHYV LQ WKH 8 6 DQG RWKHU FRXQWULHV 7R YLHZ D OLVW RI &LVF
FLVFR FRP JR WUDGHPDUNV 7KLUG SDUW\ WUDGHPDUNV PHQWLRQHG DUH WKH SURSHUW\ RI
SDUWQHU GRHV QRW LPSO\ D SDUWQHUVKLS UHODWLRQVKLS EHWZHHQ &LVFR DQG DQ\ RWKH



