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to dRtakdiFgidas eéitrbgriaitss, Alis ik

Mr%gﬁ W%&% corner of the office,
and the customer experience (CX) team is no
exception. Whether it's automating tasks,
speeding up workflows, or elevating customer
engagement, Al has quickly become a secret
weapon for experience teams.
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é’é‘uﬁm delllvgwicher insights and empower
speedy action, organizations must ensure they
can trust every decision it helps them make.
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eﬁﬁggfﬁ?ﬁﬁw Eﬁ%s no straight shot to success.
The road to strategic Al implementation is full of
twists, turns, and recalculations as companies
figure out how to best harness this ever-
evolving technology.
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AI revolut|on. Plus, we'll explore how smart Al
investments can help organizations outpace the
competition and keep that winning edge.
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T et

pectations.
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say it's delivering exactly as promised.

36%
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Hdsts Fotential Job Loss

Data Frotection Acgrracy

Bk it'dinbtall sihshind/ahd
F@mbo%—%ﬂ%%%ﬂﬁs

still linger on the horizon.
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these womes rankJanher than costs and Al's direct
impact on the customer experience.
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GanAlisiiakihg wavesy:it.
playing & key rol&fit’the
day 46 day iwork of X teams.
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Thefastest-growing
¢ompaénies are taking
adughtageé of its power.

Mty Ha(42%ESTKighgrowth companies
] B drAaKiE G GemitHiD 1 es trightstin Al
Gudcithethlbet Jeln AR itstdisartifnove,
FoESItE trig ThaSe R Ery wilestments often lead
B ATt AJTHE #xpectations.
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Mdésticomfpanies have a
cléair6admapiforhow
thiely plai fo/us eZiAL.-

Bt adt, athird-of Ciiprabitior@s Beligie

théireticatyizhah@ of the competition,
WHlE el erh 5358 9) saly Akl i drirlsark-T.
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The drd compaRiesihnvestin

;‘M@ﬁreater the rewards.
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often see the most impressive outcomes, smaller organizations can

also reap significant benefits — if they’re prepared to invest both time
and money into Al initiatives.

WinatidéigdsiBane Nk thidod b1
fgﬁ%%l has exceeded expectations?
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+ 20 /0 oretkReBidEh vendors say it has exceeded

expectations
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J

AL odtper formhiliansthibyéars ... in some ways.

CXpractitidher expebtitiond of Atirthe nextByedlts, % selecting

Will idvhekse than ahuman @ Wil AdSirildrly to a human Wil 4gdiéritiétter than a human

Pob kigplirfcEniatisn from various data sources
Sumitigfize @dafplain larger sets of information
BudtEEstully goftiplete actions in a process

I Enitifl i HEbHRETE IEigHte / conclusions from data
Bdit B Eoo et BbtérTE created by others
Grddténiititen content

Grddepidture content

fe@Htifyifo pet hidtioing to take based on information
Gréai&idao content

Biiggieitardiatidtahsligr questions asked by people
Takedapliomptadiactibhsibased on sensing they are appropriate
gommtaRigate with a spoken voice in real time

iUl WAL SR KieM Attty Aof LRI mEESsilirtiyiaii cERidfi ity

t%é%%&%%&%&%%@%%%%%@h% A

recognizing that there's still room for growth. As Al continues to evolve, it's
poised to match or even surpass human capabilities in gathering data
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1% 56%
12% 50%
15% 38%
15% a6%
16% 43%
7% 38%
18% 38%
20% 37%
23% 36%
27% 30%
28% 29%
37% 25%

erﬁ%ﬂ@%%%%ﬁ@ﬁ@ Shd diprainiEdeteniive Mrdmativn Faney
dﬁ@%é’ﬁ%ﬁaﬁtﬁﬁ%ﬂ?ﬁ@d conclusions that experience professionals

can turn into actionable momentum.
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Thire are Stilf' domié Bériods
doricerns lingering.
lhtHeir dwn Wollds | Wivatcoricetng/EX practitioners most about Al

Accuracy ] Data
“rotection
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VWil Al ik Bty ke HeRtS /i phrictitionsidiare
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with these top concerns in mind:

Abdivacyt Hﬁtragﬁ»e ﬁuﬁ%ﬁiﬁ%@ﬂﬁ@i&yel"ﬁﬁeﬂaﬁﬁ@%ﬁm Hdfha e
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it risks frustrating customers and damaging trust.

S ods TAH g6l pral SR BIah L 5 Nk dle dﬁ/ﬁiéfﬁ Hileisies, BUt

2 NG &
oS bl it A R B D ]
Wity B ez haigne s e een tech advancements and protecting jobs.
A staggering 43% of senior level execs worry about the implications

of Al'in their organization, specifically regarding job displacement.

BiatalRibtedtion’ mETHbrdE LoiEil) fh/oUgh Wdtii s Df détatibs

S R R e

Brggches are too common, trusting Al with sensitive customer
information is a tough ask. Safeguarding privacy is top of mind as
organizations roll out Al-driven tools.

Biak & Ethics IS BRI TIEIVE: nSidotE Reiidre S4H B idB i

LI IR e e e

Al decisions impact real customers, and practitioners are keeping a
close eye on how to implement Al responsibly.
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Al'wilHidadte /d brightefitdiré for customers.

88% beliéve AtWillicharige Wwhat their
organikitibn is8B16:t8 achieve from a customer
éxdpétience perspective.

Exeimitio & Sxipith. aré B tiEm g Wighlbp i m about Al's potential. By
Stk Hinifh e At c oottt ikl Ja Bt/ A& Butions can unveil hidden
ettt iR it 2 dB Sk ey igdiding organizations on how best to
deTvlinBiiioEdcdeiefsBEsed on data rather than guesswork.

HeEhMedalibiaatidatst 026458 M
Bl BB Ans8202y (1f % FA0),

PAR Mg dlddfigns, pl
bR R EE KA Tevel
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EX'prachitiohers areléipérivheriting with genAl.

90%

&f/Chitpractitioners
hdielusedia'genAl it
tHoldikeTCHAGP Fift a
professional setting
atleast once

42%

) Vi USE1age Al 12 At
B 610l CHATGET fBr
wérkieften
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Butithele's

% Edideting

B Ui pbgitive impact

[ PUBitive impact

17

Minimal or
fiegatide impact
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asitively thttudntéd CX pradiitidHers]

fbom for improvement.

1%

Ihiiachof GerARfsT
eXpEsetitiotiers
HisiEeg i Biften now

89%ndicate the
igat4has been

Bkitive

Uflilogdinoti A4
Gk i aften

(Y& B2%BBspAdH T
whElifhpact would
e R A G T VA
stértekt o do so

AOE Medid lial IBAHATTHE 2024 HRE0T SR BORAVER RTa D (REAVEE820) (n = ST il G i ol AlAuffBents 2 inlae i &ifatiin Vour at

St yRdt QX a@m@mmp&@ﬁi@eﬂmmxﬂmg
ﬁ?ﬁ%&%?‘?@%%@%@%@s%f e
algasiies this impact as “very” positive,
mdlcatlng significant opportunities for productivity gains
and benefit realization.
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e

SORPYEE CAREISIERT RIRC R B4 Sh&@tﬁﬁ%ﬁ%ﬂ
e B A B IO < ehid3tn wintd foPBERAD EhaT s

AT i s UG o 6 e
yet (29%). Other factors like limited rollouts, unsuitable
data, and concerns over data privacy, security, and legal
issues (all at 23%) are also holding organizations back
from realizing Al's full potential. In short, it's a mix of time,
trust, and getting the right data in place.

oility to do

your job? Select the choice that best applies.
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pectations (n = 31), 4% of total sample.
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Most CXplbfessionals Yedognize
thé'importahediof i m?restment.

M%ﬂﬂdka%mhdm&&dgfé@%%ﬁﬁ%%@%ﬁﬁ%orf@ﬁ%tsﬁ@ﬁ’]’\7 Alidtine rndied2 thél o pdir tho. BT REGTHEA S| i Rty o H55 Hig Tl sl of
%@3 B B e b e AN L & AL BT IS i Hsthra? |hal'_v\ﬁﬁ%lé 44% higher in the next 12 months compared to
Al technology advances, organizations must increase their investment to the previous 12 months.

avoid falling behind.

% saying ikvestié it i 1) Wikl bé et Right ihheid 12imonths

10% 22 % Griewth rate

Tompanies FBijtds¥12 month revenue growth rate
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Ifi the Al vaceliCk practifidndry are
Sbhfidéhtif theifpfogress.

Hipler éitingiAL-progressivg /R omipétitors, % selecting

@ WelsieahgadidFcompetitors
0 WelFEDehifidicompetitors
Weldreén'panivithl Competitors

53%

. RO Medéd al THOZATTGE <2024 2 &) G HRIGE MM 8 TATD AR ER | (PR () 82000); g4I Pl e b T Af bt p A Tt 7
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Aldfdclsed ioles are the fgwthorm.

% ot CiXipractitiohersisagingrthefbllowing\applies o their organization:

70% 68% 51%

of SrabiAbtichHade Bl cﬁ Sgatii 2N I O i EbtTon ket A
oK 8¢ldeaieated ™ thyHiitig for more abpointdckgamidoiidiio an
s%l@ly to gen Al A| roles Al- focused executive title

. AR Medie H ’TEW% Zﬁmwﬁiﬁ»)?%& AP BT 2D 1EF AN Bur820 ) = SOMTBO NS ERIEIA h el ik BB FER e
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@ﬁﬂ itioners dnd Tl fedmsiddd the
iﬁ%éﬁ?ﬁﬂ“ﬂﬁm(é&?es

Witat deparitaidhty are\driviig their org's Al strategy?
e ibrerstddtnthieaiof total responsibility

@ [FisoRwatkfendiheering @ Eihric&fhccounting

X ridhEgEment @ BipEriEncedfidgement / HR
Mark&ting Produdt design
O Sthategy © Gthiékidepartments

PR E Medad 1 zal THAHTAE 2024 HTA 8y U SR AR MU 25 AT AR (B (1 82000); “YUIB FRARIE IR BT 68 b A Ta i ) sl
. e AR S B e FEGSE AU BN TG 1 Uk, i 6 1/ IR 0 EILRIE & AstiB 011 | TERRVR AN A B iy 488t by each of
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thenon Hietere i chaos

briverdin:dedetdpiiyfpltking Al solutions

J

BdEasecurity

Batdsdtivacy

Returdlich investment

ErihitatigEs of data

BYEVIRG W#thin a budget

Ellsy o 48813 vESE Business units / geographics

HAvmg-adB qutE Bmployee training and support
doibATIMI i) #GH fliture waves of technology

Hiot dErGigtindgidsisting customer experiences

oty or future regulations

K Prégrigiary ol utitiilifbigididt using open-sourced technology
Hiat BBt e lstdiieisswhbikorry about Al
dihglper 4 6irdeti tediwology instead of a proprietary solution
Mok toBisgEiplovEREIWhE worry about Al

§ A B PR oB 1Y
ﬁ%%\faﬂ&%?é@ B ﬁ%ﬁ

PO R
s s N S

Incorporating Al into experience programs requwes thoughtful execution.

Understanding where data flows and how it is used remains essential,

23 ©2024 medallia.com
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oosing an Al solution.

41%

36%

20%
17% @ BaEkdigrotection
o .
17% @ Eiftancial
T iahibigHisustaiability

@ Berience
® #bhnical
® sdicr

VIRHEIRE) OGO B RGO oR8 i B A A SR 95 4
%gﬁﬁéc@aﬁ%ﬁ%ﬁ%mg\%%ﬁ W@hpﬁc @g%f&ﬁ%
compliance, and transparency can significantly reduce risks and help
sidestep potential challenges down the road.
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Blin 4 CX pradtitichers
béliévie theirlcompanies
e &ldidiefinetk Al strategy.

7B It kbt BrdRatioiggatdibar plan on the
UsEFHIB G Helhéf YTl fbiitheir business.

Kt nedadd i AL 202de8i B HOR YR HORRALE Mrdal # 7S (Al 58202y (n = 820);
A It AT BIRA, fofabifig itk Hah X il e select the choice that best represents
(RN E B agreement”
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Batadhalysisiistie#4 tide case organizations have pursued.

Singlehriost important Alilisé dase, % citing

o #siEayoata analysis quality

Butdafelibhias amskrstoTRbor cost reduction

i EbiRayddiE analysis speed

b roiing bRdEsy) Gk SIfatbN of internal docs and data
Hildiabteld B titiith g l0Ficbfid#e (e.g. closing the loop, etc.)
GernirEbiiernpliysidhbwl@dfe / productivity

Biuialilg T priédiétiig customer behavior or outcomes
BEnArfrieistole i fficing uses

Benitiiting syhthesidb#insiihts / scores from larger datasets
hjbra e @A Drror detection
Ereatititifoitiddersonalized experiences
NexthmEtfashidiirecommendations

Prbfiifsy / $84i#iEmting customer base

Ads&sSithig omificyBeés for productivity / churn risk
Kdisingié me#sinost important

® ®
2

2]

21%
9%

8%

~N

%
%

ul
2

5%

3

w

%

w

"'!l

%
2%

S
B

i A SARORE o i Pt 0 Bl AR
IR e

i
HMEHpYgyes)data analysis translates into better outcomes. By
identifying themes within data, CX teams can swiftly and confidently

transition from insights to action.
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have shifted. Armed with this knowledge, you can implement changes that
genuinely enhance customer experiences.
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impactidheastrdd iy HolFfast iNliabiivers

nd drives action.

Héwiordganizatibisiare'imeasuring impact of Al
TyDiLBiFE cHoE% shown
1 %WHAElSavey (46%) 5 %&viobiédduction (37%)

N j\:l: 25 A N
2 SgESITEimProvament (43%) | & fﬂiﬁﬁlﬁéﬁfﬁmr@%d

SddEtFedabed (42%) 75'\ Iéﬁéf&??@ﬁé‘édﬁé&”b%n<ﬂ@¢blated
capabilities (33%)

4 $ielehustirowth (38%)

?‘“%E ‘léﬁ% Moottt - ﬁswmmﬂlﬁ@aam%ﬁam § PherasHliv BE e sbBidhe ol A Ehb H5lliip i EeBib Alerand

I %‘%%ﬁi‘%ﬁ%ﬁ%ﬁéh@ﬁ %@W@%%%@? @%\i promises with confidence.
greaiska CHITINE PRBGENPIepT iImprovement within their organizations. By
reducing the time and effort needed for data collection and analysis, Al A@éhio%ﬁﬁ@mtﬁﬁ%ﬁéﬁ&éﬁ‘% 68 KeEGDEER diElah WEVES
empowers teams to respond faster to customer needs and accelerate cﬁgﬁdﬂﬁ ﬁ)qgé’re&%%ésﬁ %&Fﬁ g%%%%@ é%g% ﬂl&
experience improvements. collection, you risk overlooking the full potential of your Al-driven initiatives.

) PR Mextad liza i G 2094 ﬂiﬁf'%%iﬂxikfi m L)ﬂJE (#mmpszm “viﬁmumamﬁ@zﬁ\
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ﬁf@r@mﬁﬁ%&ﬁ?@r growth

and improvement.

Prop8iitich d 70X practitiéhers sajiny their drganizatidns etrredtéapabilitiés are “advanced”
by Al type

31% 28% 25% 24%

- I D s

A baget ehtddhatytics GakAVfdr BisliomsEr- A bhged ditidirated GehAror InteHiil /

fagifigilses PrBésisds [ operations dmployéeHfacing uses Gihicetyes of Al
Degpfie st Atdifag Ml Bl Bl [ el i) dbEosing Eﬂ%fﬁcﬁiﬁﬁﬁﬁ@éﬁé&ﬁ%bﬁﬁﬂ@ﬁh&&%&%erﬁﬁ&%
%@@@ﬂhe%guglgﬁﬂa@&wﬁ?&ﬁ% H AR AT @%%ﬁ?l&%%@ﬁ%_&@ﬁ%%&o scalable as technology
capabilities. Fewer than one-third of brands currently label their Al- continues to evolve.

based data analytics as “advanced.”

. FHGF Merdzd 1ital TG 20240 A & Ut CXPRacE it PonetitIn i A SHEASIRFB20020); “VUh A MBag ¢
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522, 3 L]
Organizations dréenploring new use cases.
A¥tgelchses lready being pursued  rank rank  WiltBé firstPursued this year
Tﬂﬂ?ﬁﬁ&éﬁﬁfﬁi Improving data analysis quality 1 1 %h@ﬁﬁﬁ&d‘gﬂﬁﬁé} facing uses
H LK > I AN B
Eﬁgﬁgﬁ@%ﬂg Improving data analysis speed 2 2 %ﬂ)‘ gﬁ@% %@%ﬁ%&@g&%hawor or outcomes
T 7] 53 TR aRATL/ #2777 77 Improving QA / error detection 3 T-3 liphdkindgiadckselfldlassifidatidh ofinternal docs and data
T 17 % 7 PR A A L - _ il 7 T AL s AL B -
WA R %*%ﬁ%}‘#%ee knowledge / procfuctmty 4 T-3 %gﬁiﬁé %ﬁ@%&(e.g. clos!n'g the loop, etc.)
PETF P EB SCRY AN 117 9] /4y S8l for customer-facing uses  T-5 5 GenAlifarempidyeeiiawiedge / productivity
: LA HE AT ﬁ[/ﬁé .
%}%ﬁ% t %s})_ﬁj é%,éngn %]a:h% [/ scores from larger datasets T-5 6 %ﬁgﬁ@@%ﬁ%ﬂ% i f labor cost reduction
NS X
Fi Slrpitoririgiacoess Fslegsification of internal docs and data 7 T-7 OOy igQ drmrsigtisbtionr )
% SRR E AR/ ; i ~ I
SR BT A g%g%r?fgpn as a means of labor cost reduction 8 T-7 I{E@ %E% %Lﬁgstomer base
s HE ESimiating fpredicting customer behavior or outcomes 9 9 Impravingidata aoalysis speed
HEAR Ei&w@FéFéEﬁ’bnmg of comms (e.g. closing the loop, etc.) 10 10 éﬂéﬁﬁ%ﬁﬁ@ﬁﬁﬁﬁesued insights / scores from larger datasets
Profiling / segmenting customer base 11 11 Next best action recommendations
Assessing employees for productivity / churnrisk 12 12  Assessing employees for productivity / churn risk
Orchestrating more personalized experiences 13 13  Orchestrating more personalized experiences
Next best action recommendations 14 14 Improving data analysis quality

GioE Ydlle BUAI '@ﬁ%ﬁﬁmﬁa B
e ARy

........

their attention to how these technologies can enrich customer-facing
interactions in the future. CX practitioners are turning their focus to
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this year, actively seeking tools that can simulate or predict customer
behavior and outcomes.
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ARG ordii FB IO WilliB gin pursuing in the next twelve mon

ﬁ‘éﬁﬂ?ﬂ%éﬂ%ﬁ@nﬂt AR CEIERIT
g ,lil



Zoaclusion

There's much to glean from the experierices of other CX practitiorers when it comes to seiecting, implementing,
and using Ai technology. Whiie concerns about inaccuracies and job displacement linger, overali sentiment is
optimistic acout Al's cuirent role and future potential. CX practitioners feel empowered, claiming a seat at the
table in guiding Al implementation within their organizations. They’re monitoring Al results based on metrics like
speed, efficiency, and cost savings, and many have been pleasantly surprised by the outcomes.

ificant. Practitioners
understand the importance of safeguarding sensitive customer information while also trusting the accuracy of its
outputs — making careful consideration critical when choosing a vendor.

However, as enthusiasim for Al grows, data privacy and security cencerns remain sig

At Medallig, we've seen Ai work its magic for leading brands — lifting key metrics like NPS
and first contact resolution (FCRJ, while giving nroductivity and revenue a nice hoost,
Now, with genAl joining the party, those benefits are getting an upgrade. Our goal is to
make Al fit seamlessly into your CX strategy in ways that actually work for your business,
making it simple to tap into the possibilities.

To learn more, checic out our e-ook to discover how Al is transforming CX.
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Medaliia Market Research gathered responses fram 820 profes
or prospect exoerience (CX practitioners). The sampie size inciuded 62% U.S.-based experts, 22% from the UK, 9%
from Australia or New Zealand, and 7% from Canada. Respondents were from companies ranging in size from 500
employees up to 100,000 or more. Companies have an annual revenue of $250 million up to more than $25 billion.

thodology

ionals whose roles influence their company’s custormer

Respondents described themselves as VP level or above (27%), Se
Manager (35%).

rector (38%), or Senior Manager /

The survey took place between August 8-22, 2024.

About Medallia

Medaillia is the pionizer arid market leader in customer, ermpicyee, citizen illia Experience Cloud ¢
interactions including ail voice, video, digital, 10T, sociai media, and corporate-messaging toois. Medaiiia uses propiietary artificial inteiligence and imachine leariing technology to
automatically reveal predictive insights that drive powerful business actions and outcomes. For more information visit http://www.medallia.com.
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