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01
Support teams 

report major 

increases in customer 
expectations on

63%
response speed

57%
resolution speed

43%
politeness/empathy

49% (each)

knowledge and availability

Source: Intercom
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80%

41%

76%

72%

57%

boost productivity

view capabilities as essential in the near future

feel AI/chatbots are transforming business 
communications

expect increased profitability and revenue

note reduced company risks with AI

believe non-adoption risks lagging behind

87%
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Expectations of Contact Center Leaders 

Regarding Conversational AI
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Most Popular AI Tools in Customer Service

41%
chatbots for 
responding to 
service requests

41%
Generative AI 

tools for drafting 
responses

38%
AI for routing 
service requests to 
appropriate agents

37%
artificial intelligence 
to prioritize 
requests by urgency

37%
tools for collecting 
and analyzing 
customer feedback
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Industry-Wide Prioritization of CX in AI Implementation

Banking, financial services, 
insurance80% Manufacturing 


and energy & utilities72%

Travel, transport, 
hospitality

Retail and CPG

79%

79%

Communications, media, 
technology

Healthcare and lifesciences

68%

69%
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AI’s Role in Customer Support Team Operations

Major artificial intelligence 
benefits:

AI's biggest time-
saving areas:

50% analyzing customer feedback50% 24/7 support

34% suggesting knowledge base answers45% time savings

28% expanding notes into full answers
44% efficient issue 

resolution
25% summarizing conversations

35% cost efficiency

35% customer 
feedback analysis

35% consistent 

support quality
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Key Obstacles 
to Efficient 

AI Technology 
Implementation

Data quality or availability


Finding relevant use cases


Ethical, security, or regulatory concerns 


Technical infrastructure limitations 


Skill or expertise shortages


High operational costs 


Lack of a strategic AI framework

77%

76%

73%

73%

73%

67%

60%
Source: Ltimindtree
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07
C-level executives AI customer service priorities include 
increasing workflow efficiency , enabling customer 
self-service , and customer retention/growth 

, with 30% focusing on automated support via 
chatbots.

(47%)
(40%)

(34%)

Source: Intercom
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Want to dive deeper? 


Check out                           

 


Also explore 

50+ Actionable AI 
Insights for your 
Technology-Driven 
Business Strategy 

Read more

eBook                                                         

Your AI Encyclopedia:        
65 Must-Know Generative AI 
Use Cases Across 18 
Industries
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About MOCG

At we are a team of experts 
developing custom world-class digital experiences for web, 
mobile, as well as conversational chat and voice solutions 
empowered by AI.


 Master of Code Global 

Our Points of Contact

Wondering how to 
bring your ideas to 
life?
Contact us today for a free consultation 
and let's discuss your specific needs.

Ted Franz
VP of Sales & Partnerships

ted.franz@masterofcode.com

John Colón
VP of Global Enterprise Sales

john.colon@masterofcode.com

1+ Billion 
 Users Engaged

Founded in

2004 500+
Projects Delivered

4,8/5 rating

ISO 27001
Information Security 
Management

56 NPS, 
9.2 CSA

Client 
Feedback

250+
Masters

Industries We Serve

eCommerce Finance Education

Airports Travel & Hospitality HR & Recruiting

Retail Healthcare Insurance Telecom

Automotive Banking

Work in partnership with Trusted by leaders
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Get in touch via email:

sales@masterofcode.com

Learn more:

masterofcode.com

We’re helping businesses redefine and elevate 
customer experiences with AI

Contact our team

Copyright © 2024 Master of Code Global. All rights reserved.
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