
How Will QA 

Change with the 

Rise of Gen AI?
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Gen AI Will 

Change Every 

Aspect of 

Our Life 
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AI Will Change the Workspace 

as We Know

How many new jobs is AI projected to create by 2025?

A

B

C

D

50 million

75 million

97 million

120 million

• AI projected to create 97 million new jobs by 2025 (WEF)

• 75% of executives believe AI will enable more 

meaningful work

*(Edison & Black, Feb 2023)
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AI Revolutionizes Cancer 

Detection and Improves 

Patient Outcomes

• AI detects breast cancer with up to 

99% accuracy

• Deep learning identifies skin cancer 

with 92% accuracy

*(National Cancer Institute, Jul 2022)



Leveraging AI Impact 3 Main 

Domains in the Contact Center

IMPROVE 

DECISION MAKING

INCREASE

METRICS

OPTIMIZE

OUTCOMES

Source = Aberdeen Research Survey

Can ID bottlenecks and 

process inefficiencies 

(vs 45%)

Are successfully using 

data for a root cause 

analysis impacting CX 

(vs 48%)

90%

83%

7.2x

8.8x

Greater YOY 

improvement in AHT

Greater YOY 

improvement in FCR

3.0x

4.0x

Greater YOY 

improvement in CSAT

Greater YOY 

improvement in 

customer effort scores



Leveraging Gen AI to Fill the Agent Skill Gap

Alleviating Agent Shortages
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51.5% of executives say 

agent burnout is an issue 

METRIGY

AI resolves an average of 

41% of interactions without 

live agent support  

METRIGY

28.8% is the average 

agent turnover/attrition 

rate in 2023 

METRIGY

41% 51% 28%
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F&S Report  



One-stop shop for all your E2E quality processes. 

Perfectly tailored to your unique requirements, 

regardless of scale.

Unmatched Feature Depth: evaluation plans, personal 

coaching, reporting, screen recording, hierarchy management, 

self-assessment, calibration collaboration, and more.

Automated processes analyze phrases, sentiment and agent 

soft skills, delivering higher-quality insights.

Gen AI-driven integration for scalability, personalization, 

and accuracy.

Omnichannel support across the board 

(evaluate and sample digital channels).

CXone Mpower

Quality 

Management 

Advanced 
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What Is Your Primary 

Challenge In Quality 

Management Today?



Overcoming Challenges: How 

Gen AI Bridges the Gap

UNSURE WHICH 

INTERACTION TO CHOOSE

MISLEADING CONCLUSIONS 

DUE TO INCONSISTENCY

GENERIC COACHING 

PROCESS
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• Major increase in quality 

data scale – covers up to 

100% of the interactions

• Pinpoint the most 

impactful interactions to 

meet business KPIs

• Major increase in quality 

data scale – covers up to 

100% of the interactions.

• Holistic insights from the 

evaluation for the next steps

• Personalized and 

automated  coaching

• Coaching 

recommendations 



Gen AI Alone is

Just Technology.

The Game-Changer is 

the Data It’s Trained on…
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Our LLMs are trained 

on best-in-class 

contact center data
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Auto-Answer



Evaluation Insights 



Evaluation 

Insights
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Concise summaries that 

highlight key insights from 

evaluations, aiding 

efficient decision-making 

for agent growth
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Coaching Roleplay
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This is only the beginning…

GenAI will transform Quality 

Management

19




	Slide 1: How Will QA Change with the Rise of Gen AI?
	Slide 2
	Slide 3: AI Will Change the Workspace as We Know
	Slide 4: AI Revolutionizes Cancer Detection and Improves Patient Outcomes
	Slide 5: Leveraging AI Impact 3 Main Domains in the Contact Center
	Slide 6: Leveraging Gen AI to Fill the Agent Skill Gap
	Slide 7
	Slide 8: F&S Report  
	Slide 10
	Slide 11: What Is Your Primary Challenge In Quality Management Today?
	Slide 12: Overcoming Challenges: How Gen AI Bridges the Gap
	Slide 13
	Slide 14
	Slide 15
	Slide 16: Evaluation  Insights
	Slide 17
	Slide 19
	Slide 20

