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Is Your Contact Center Using Al/GenAl?

No current plans to
use it
10.8%

Plan to use it
starting in 2026
6.8%

Plan to use it by end
of 2025
24.3%
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Which Al/GenAl-Enabled Applications Do You Have Now or Plan
To Acquire By End of 20267
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Conversation analytics (speech and text analytics)
Conversational Al self-service (CAl)/Intelligent virtual agent (IVA)
Contact Center as a Service (CCaaS)

Automated QM (AQM)

Automated post-interaction summarization

=

Knowledge management (KM)
30.3%
28.7%
27.9%
26.2%

Performance management 24.6%

Robotic process automation (RPA)
Customer relationship management (CRM)
Surveying/voice of the customer (VoC)

Transcription

elLearning/coaching 22.1%
Real-Time Guidance/Next Best Action
Desktop analytics (DA) 20.5%
Omnichannel recording
Workforce management 18.0%
Customer journey analytics (CJA) 16.4%
Gamification
Other 4.9%
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What Benefits Do You Expect From Investing In Al/GenAl?

0% 20% 40% 60% 80%
Improve the customer experience (CX)
Optimize contact center technical and operational performance
Increase contact center productivity and reduce operating costs 35.5%
Establish an automated continuous improvement & optimization process
Increase self-service automation rates [|[IIEGEGENEEERT
Improve the accuracy of real-time contact center interactions
Deliver personalized service
Provide enhanced agent guidance
Gaininsights from unstructured customer “conversations”
Improve and update the quality management process
Enhanced business intelligence (Bl) and reporting
Improve the accuracy of customer data
Increase sales effectiveness
Improve workforce management
Decrease the number of agents/employees
Improve the employee experience (EX) and retention
Improve regulatory compliance
Increase collections
Reduce fraud and mitigate risk

Other
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Expected Benefits Of Al/GenAl By Category

Other

. 0.4%

Reduce
Increase Risk
Revenue 5.0%
5.7%

Business
Intelligence

Optimize Contact
8.1%

Center Performance
30.6%

Improve EX
11.3%

Reduce Costs Improve CX
18.3% 20.6%
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Who Do You Plan To Purchase Your Contact Center Al Applications
From?

30%
25%
20%
15%
1 0% 1 1 .70/0
8.3%
5%
3.3% 3.3%
2.5%
0%
Contact center Cloud service Al provider Conversational Consulting firm Premise-based Build ityourself Systems Other
as a service provider Al (CAl) vendor contact center integrator
(CCaaS)vendor (AmazonWeb (ACD) vendor

Services, Google
Cloud, Microsoft
Azure, etc.)
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