


What does the Al revolution
mean for CX teams?

If you work in CX, you've likely heard something like this:
Al is transforming customer experience.

There's no doubt that Al has become core to the modern CX strategy. Just look at the
overwhelming number of CX orgs whose investments and strategic priorities around
Al have increased over the past year alone.

But there remain important questions about the actual implications of Al. How should
it be used? What role does Al play alongside human teams? How can teams move
beyond the hype and generate real value?

The reality is: not all Al is created equal. When it's ineffective, Al is just a tool that
promises efficiency and more often generates operational headaches. But with the
right foundation and capabilities, Al can drive significant value across the CX org.

We're here to help you cut through the noise. In this guide, we'll explore the tangible
ways Al can enhance the full spectrum of customer experience - from the customers
themselves, to the reps who provide service, to the CX leaders who dictate strategy.
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- Source: Hubspot SurveyMonkey


https://offers.hubspot.com/ai-report-surveymonkey

The three pillars of an Al-driven
CX organization

When you hear about Al in the context of customer service, you may picture the traditional chatbot: a
tool that answers common questions so reps don't have to — and nothing more. Today's Al agents are
capable of much more, operating with context, autonomy, and the ability to inform and take action
across the customer journey.

Let's look at the three core pillars of CX — the customer experience, the rep experience, and the leader
experience —and how Al agents can deliver consistent value for each.

Personalized, always-on Real-time guidance Actionable insights
support for customers for reps for leaders
Al agents help customers get Al equips reps with the full With Al, conversations and data
what they need faster — without picture they need to provide the become meaningful business
friction. right service, right away. intelligence.
v 24/7 assistance for common v Instant access to customer v Visibility into trends, volume
tasks and questions context, history, and intent drivers, and customer
sentiment
v Responses informed by v Suggestions and summaries
customer history and context, that reduce manual effort v Insights into Al and human
not rigid scripts agent performance
v Lesstime spent searching
v Smooth escalation to human for answers, more time v Clear data to support
agents when situations helping customers smarter decisions

become complex

Value: Value: Value:
Faster resolution, fewer handoffs, Higher productivity, more efficient Greater clarity, stronger outcomes,
higher customer satisfaction conversations, less rep burnout. continuously improving CX
initiatives.



The Al for CX Checklist

Separating effective Al from empty promises

You may have read the last page and thought: “That sounds great, but how do | know that
our Al can actually deliver on that value?”

It's the most important question to answer. Successful Al for CX depends less on the flashy features
it offers, and much more on the foundation behind it. Below, we identify five building blocks that are
essential to driving results with Al.

1. Continuous customer memory

Effective Al maintains a living understanding of each customer

over time. :
Update dates of reservation

» Context carries over across conversations and channels
» Each engagement builds upon previous interactions Change flight
» Customers aren’t forced to repeat themselves and reps see

the full picture
Need rewards number

Without persistent memory, Al knowledge resets with
every ticket and personalization suffers.

2. Deep integration into CX workflows
Al should operate within the support platform, not alongside it.

* Embedded directly into helpdesk platform and workflows
» Shared data model across automation, reporting, and agents

» Eliminates duplication and disiointed experiences

Bolt-on Al creates fragmented experiences and
operational overhead.




3. Full transparency and control

When will my room be Al should be explainable, observable, and governable.
ready for check-in?

» Clear visibility into decision-making logic
+ Easily adjustable Al behavior

+ Guardrails that align Al actions with business rules and
policies

Good news, Trevor!
Your room is ready now.

Black-box models produce opaque, unpredictable
Al behavior.

4. True human-in-the-loop design

‘ =4 Al must be built to know when to act and when to step aside.

Let's have our Check-In Agent + Seamless, bidirectional handoff between Al and human agents
confirm availability. g

» Shared context so nothing is lost during escalation
Good news, Trevor! Your room  Collaboration instead of replacement

will be ready by 12:30 PM.

Would you like to set up your

digital key now?

Rigid, inconsistent handoffs lead to frustrating
customer experiences.

5. Operational simplicity and trust

CX teams must be able to manage Al without constant
Tone and Guidance engineering intervention.

Tone of voice

\ » Self-guided setup and maintenance
IHICLI\YA (| Professional ;(Casual ) o . .
| 2 + Built-in guardrails for tone, accuracy, and compliance

Answer length * Low learnina curve for adoption and scalabilitv
{;Concise )(Standard > Thorough/]

Complex, engineering-dependent Al stalls adoption,
drives maintenance costs, and risks errors.






https://www.kustomer.com/ai/
https://www.g2.com/products/kustomer/reviews

