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2024 was the year that enterprises made real 
strides in terms of implementing generative 
AI in customer service use cases. 

After a rough start, with several generative 
AI projects making headlines for all the 
wrong reasons, a handful of enterprises 
were able to successfully launch gen AI 
projects with gamechanging results. 

According to Gartner research, 
generative AI is now the most frequently 
deployed AI solution in organizations, 
but they also say that at least 30% of 
gen AI PoCs will be abandoned. 

AI is revolutionizing  
the way we think about 
customer service.

In an effort to cut through the noise, we 
surveyed CX and contact center leaders 
at enterprise companies with an annual 
revenue of $500m+ to get the scoop 
on how AI is changing the customer 
service landscape. 

https://poly.ai/blog/why-are-enterprises-failing-to-deploy-decent-generative-ai-bots/
https://poly.ai/case-studies/hopper/
https://poly.ai/case-studies/hopper/
https://www.gartner.com/en/newsroom/press-releases/2024-05-07-gartner-survey-finds-generative-ai-is-now-the-most-frequently-deployed-ai-solution-in-organizations
https://www.gartner.com/en/newsroom/press-releases/2024-07-29-gartner-predicts-30-percent-of-generative-ai-projects-will-be-abandoned-after-proof-of-concept-by-end-of-2025
https://www.gartner.com/en/newsroom/press-releases/2024-07-29-gartner-predicts-30-percent-of-generative-ai-projects-will-be-abandoned-after-proof-of-concept-by-end-of-2025
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Breakdown of survey 
respondents by seniority level, 
department and vertical.

We surveyed 100 customer service and customer 
experience leaders in the USA and UK to find out 
how AI is changing customer service across five main 
themes: career aspirations, customer expectations, 
enterprise AI adoption, customer attitudes to AI and AI 
voice agents in the contact center.

Seniority level Department Vertical

47%
Director/Head

52%
Customer support/

contact center 

26%
Financial services

20%
Healthcare

18%
Retail

48%
Customer experience

18%
Telecom

5%
Consumer 

services

5%
Hospitality

5%
Insurance

3%
Utilities

45%
CXO

8%
SVP/VP
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Trends at a glance.

AI is shaping leadership career 
aspirations.
Introducing AI in customer-facing roles is 
changing the way CX and contact center leaders 
think about their careers, with 34% agreeing that 
implementing an AI solution that demonstrates 
ROI is their top career goal in the next 5-10 years.

Customers are warming to AI voice 
agents.
87% of customers are happy or willing to use AI 
voice agents for customer service. Over ¾ of CX 
and customer service leaders believe that AI voice 
agents could one day replace human customer 
service representatives.

Customer expectations are higher 
than ever.
Customers want it all and they want it now. ¾ 
CX leaders agree that customers expect both 
immediate responses and more knowledge and 
guidance from advisors.

AI voice agents are revolutionizing 
the contact center.
60% of contact center and CX leaders are actively 
considering using AI voice agents to handle 
customer service phone calls. Agents understand 
that AI will enable them to focus on more rewarding 
work, but still worry it might replace them.

AI is becoming commonplace in the 
enterprise tech stack.
79% of CX and contact center leaders said that 
C-level executives are expecting them to make 
more use of AI. Enterprises hope that AI will solve 
the efficiency vs CX conundrum.

TREND 1

TREND 4

TREND 2

TREND 5

TREND 3
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AI is shaping leadership 
career aspirations.
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The contact center 
is still viewed as a 
cost center.

A promising 33% of respondents 
say their organization 
appreciates the contact center 
primarily as a value driver. 

But a whopping 65% said their 
organization views the contact center, 
at least in part, as a cost center.

29%
Cost center

36%
Both

2%
Neither

33%
Value driver

Other departments don't 
think we drive revenue

The organization 
understands the revenue 

impact of our work 

“The view of the contact center as a 
cost center and non-revenue driver is 
false. The contact center is one of my 
organization's most critical channels 
for customer support, engagement, and 
loyalty which in turn drives revenue.” 

COMMENTS

Q. In your personal opinion, how is your contact 
center viewed by your organization at large?



Q. What are the top priorities for 
your contact center this year?
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Customer support 
leaders are still 
balancing CX goals with 
financial restrictions.

Just over ¾ of respondents 
agreed that improving CX was a 
top priority. 

With 51% of respondents stating a priority 
of increasing revenue and 47% stating a 
priority of reducing costs, it seems that 
contact centers are still feeling the age-
old pressure to do more, with less. 

It’s understandable then, that half of all 
respondents are thinking about self-serve, 
with 34% demonstrating an intent to 
automate customer service conversations 
through AI voice agents or chatbots.

Improving CX 76%

Empowering customers to self serve 51%

Increasing revenue 47%

Reducing costs 50%

Implementing AI voice agents/chatbots 34%

Increasing agent productivity 35%
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CX remains the 
most important KPI.

While CX and customer support 
leaders are clearly feeling the 
pressure to cut costs, 47% of 
respondents said their most 
important KPI is improving 
customer experience.

With 9% of respondents saying their 
most important KPI is to implement 
more AI tools, it’s clear that AI is proving 
to be more than just a fad.

47%
Improve customer 

service

19%
Reduce costs

9%
Increase agent 

productivity

9%
Implement more 

AI tools

8%
Demonstrate 

increased 
revenue

4%
Reduce call 

abandonment rate

4%
Other

Q. Which of the following is the most 
important KPI tied to your success?
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The line between 
customer service and 
CX roles is blurring.

75% of contact center leaders 
see themselves in a CX leadership 
position in the next 5 years.
Contact center leaders recognize their value 
as customer champions and are setting 
their sights on roles like Head of Customer 
Experience and Chief Customer Officer.

12% of CX leaders think their role 
will change to Head of AI in 5 years.
As AI plays a larger role in automating and 
optimizing customer journeys, CX leaders are 
seeing the opportunity to own AI strategy in 
their organizations.

75%

12%
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Creating value 
with AI is a top 
career goal.

There’s a lot of noise about AI in 
customer service and customer 
experience, but with analysts 
claiming that as many as 90% of AI 
proofs-of-concept won’t make it 
into production any time soon, it’s 
no wonder that ROI is top of mind.

Just over 1/3 respondents said that 
implementing an AI solution that 
demonstrates ROI is their top career 
goal in the next 5-10 years. 

•	 Lead a top tier enterprise tech firm

•	 Balancing human and tech touch

•	 Prove the ROI on client experience to 
top execs

•	 Broaden beyond just cx

•	 Additionally, demonstrate revenue 
generation driven by my team

•	 Retire

37%
Demonstrably improve 
customer satisfaction

37%
Implement an AI solution 
that demonstrates ROI

23%
Lead a high performing 
customer service team

6%
Other

OTHER

Q. What is your top career goal 
for the next 5-10 years?

https://www.forbes.com/sites/peterbendorsamuel/2024/01/08/reasons-why-generative-ai-pilots-fail-to-move-into-production/
https://www.forbes.com/sites/peterbendorsamuel/2024/01/08/reasons-why-generative-ai-pilots-fail-to-move-into-production/
https://www.forbes.com/sites/peterbendorsamuel/2024/01/08/reasons-why-generative-ai-pilots-fail-to-move-into-production/


12

TREND 1
TREND 2

TREND 3
TREND 4

TREND 5

AI in customer service trends report 2025.PolyAI

12

TREND 2
TREND 3

TREND 4
TREND 5

AI in customer service trends report 2025.PolyAI

Customer expectations 
are higher than ever.

face-smile

face-woozy

face-glasses

face-tired

face-hand-over-mouth

face-fearful

face-surprise

face-laugh-beam

face-grimace

face-monocle

face-grin-stars

face-swear

face-kiss-wink-heart

face-explode

face-weary

face-sad-tear

face-disguise

face-grin-hearts

face-spiral-eyes

face-grin-wink

face-smile-relaxed



Q. How have customer expectations 
changed over the last year?
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Customer 
expectations 
are on the rise.

A massive 88% of customer 
service and CX leaders said that 
customer expectations have 
increased over the last year. 

With almost half of all respondents 
claiming a pressure to reduce costs, 
finding efficient ways to meet rising 
customer expectations will continue to 
be a crucial goal in 2025. 

11%
Customer 

expectations have 
stayed the same

1%
Customer expectations 

have decreased

88%
Customer expectations 

have increased



Q. In what areas have customer 
expectations risen the most?
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Customers want 
it all and they 
want it now.

¾ respondents agreed that 
customers expect both immediate 
responses and more knowledge 
and guidance from advisors. 

Rushing through interactions to reduce 
the call queue won’t cut it in 2025.

They expect an immediate response 75%

They expect more knowledge and guidance from advisors 75%

They expect to contact you on more channels 61%

Customers now expect 24/7 availability 54%

They expect more empathy 26%



Q. What initiatives are your team exploring 
to better meet customer expectations?

15

TREND 1
TREND 2

TREND 3
TREND 4

TREND 5

AI in customer service trends report 2025.PolyAI

15

TREND 2
TREND 3

TREND 4
TREND 5

AI in customer service trends report 2025.PolyAI

Customer service 
and CX teams are 
turning to AI to meet 
customer demand.

74% of respondents are 
considering automating customer 
service interactions, while 80% 
are looking to AI to enhance 
productivity through agent assist.

The slight preference for agent assist 
technology over automated support 
suggests that there’s still skepticism around 
the capability of AI to provide competent 
and brand-worthy experiences. 

Agent assist technology 80%

Automated support through phone and chat 74%

Adding extra customer service channels 57%

Hiring additional customer support advisors 28%
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Up to 80% of 
customer service 
inquiries could have 
been avoided.

95% of respondents agree that 
friction points in other parts of the 
customer journey cause problems 
for customer service teams. 

95%
Yes

"80% of our work is typically tied 
to issues that happen in other parts 
of the business.  Improvements there 
would reduce our contact rate and let 
us focus on more impactful ways to 
help our customers."

"Many parts of our customer journey 
have specific points of friction that 
continue to drive increased calls to 
our customer service area."

COMMENTS

COMMENTS

Q. Would your customer service department 
be better off if improvements were made 
to other parts of the customer journey?
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On the whole, most respondents 
feel that their contact center is 
aligned with their organization’s 
broader brand strategy. But 
there’s room for improvement. 

82%
Yes

Does your contact center feel aligned with 
the company’s broader brand strategy?

COMMENTS

"This is our goal of course, 
but sometimes the strategic 
goals seem at odds with our 
departmental objectives."

"Sadly the investments in customer 
experience do not nearly align as 
well with the products and other 
experiences shoppers have with us."

"The perception of the contact 
center as a cost center/non-revenue 
driving indicates a misalignment 
and misunderstanding against broader 
strategy. Contact center is a critical 
part of customer experience - and 
employee experience, and the experience 
IS the brand. Therefore, contact center 
needs to be aligned with brand strategy."

COMMENTS

COMMENTS

There’s room for 
improvement when it 
comes to delivering 
brand value through 
customer care.

Q. Does your contact center feel aligned  
with the company’s broader brand strategy?
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AI is becoming 
commonplace in the 
enterprise tech stack.

gear

robot

crystal-ball

database

screwdriver-wrench

user

folder

calendar

magnifying-glass

chart-simple

brain

message

microscope

globe
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The appetite 
for AI is coming 
from the top.

80% of CX and contact center 
leaders said that C-level 
executives are expecting them to 
make more use of AI.

This added pressure to ‘use more 
AI’ may result in more organizations 
investing in the technology for the sake 
of it. Successful AI projects will remain 
mindful of business goals to create 
solutions that drive ROI.

80%
Yes

9%
No

11%
Not sure

Q. Do C-level executives 
expect you to use more AI?
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Most contact 
centers already use, 
or plan to use AI.

39% of respondents said they are 
already using AI in the contact 
center, while 57% are in the 
consideration or planning stages. 

Only 4% of respondents said they have 
no plans to use AI in the contact center. 

39%
We currently use 

AI tools

4%
We have no plans to use AI

33%
We are planning on 

implementing AI

33%
We are considering 

implementing AI

Q. Are you currently or do you have plans 
to use AI in your contact center?
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Of those already using AI, chatbots were the 
most common application, with agent assist 
coming in a close second. With only 10% of 
respondents using AI to handle phone calls, 
there is a clear opportunity for innovation in 
the voice channel.

AI powered chatbot 29%

Agent assist 27%

Routing phone calls 17%

Fully automating certain phone calls 10%

Routing phone calls 10%

Fully automating certain phone calls 1%

Q. How do you use AI in your 
call center today? 
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Enterprises hope that AI 
will solve the efficiency 
vs CX conundrum.

While efficiency goals like 
increasing productivity, saving 
time and reducing spend are 
popular in AI projects, the most 
commonly shared goal for AI is to 
improve customer experience. 

Organizations are seeing the capacity 
of AI to help them walk the line between 
efficiency and experience, and hopefully, 
deliver against the pressure on contact 
centers to do more, with less.

Increase agent productivity 62%

Save time 53%

Get access to deeper customer service data 47%

Reduce customer service spend 51%

Offer 24/7 support 38%

Offer more consistent service 49%

Reduce call abandonment rate 24%

Improve customer experience 74%

What problems are 
you looking to AI 
to solve in 2025?

Q.
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CX leaders are investing 
in AI-driven analytics 
and conversational 
automation.

74% of CX and contact center 
leaders are planning to use 
AI to learn more about their 
customers. 71% are planning to 
deploy an AI voice or chat agent. 

Combining these efforts will enable 
enterprises to access first-party 
customer data, direct from the source. 
This data can drive operational changes 
that improve the whole customer 
journey, not just customer support.

AI-powered data and analytics

Agent Assist

AI-powered voice or chat agent

Workforce management

74%

Q.

71%

53%

19%

What functions of AI do you 
plan to invest more in 2025?
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AI will make customer 
service jobs better.

Almost ¾ of respondents agree 
that AI will enable customer 
service representatives to focus 
on high-value calls, while just 
under ½ expect that AI will 
enable them to train able to train 
agents with new skills. 

Automating repetitive tasks will enable 
organizations to give high-performing 
agents more rewarding work, while 
reducing the need for continuous hiring.

They’ll focus on higher-value calls 74%

They’ll be more productive at work 61%

We’ll need fewer agents 50%

They’ll be happier at work 29%

We’ll retrain agents with new skills 46%

Q. How will your customer service 
representatives' jobs change as more AI 
is introduced into the call center? 
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Customers are warming  
up to AI voice agents.

face-smile-hearts

pen

money-bill

phone

hand-holding-heart

paper-plane

stars

key

stethoscope

message-smile

handshake

headphones

clock

wand-magic-sparkles

link

flag-checkered

block-question

heart

bag-shopping

truck-fast

compass
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AI voice agents could 
replace human customer 
service representatives.

79% of CX and customer 
service leaders believe that 
AI voice agents could one 
day replace human customer 
service representatives. 

11% believe that AI is already capable 
of replacing representatives and we 
anticipate that this number will grow 
in 2025.

11%
Yes

18%
Not yet, but soon

50%
Not yet, but maybe 

one day

21%
No, it never will

“There is a percentage of people 
that will always prefer to speak 
to a live agent. Once they are 
confident the solutions can handle 
requests it will get better.”

COMMENTS

Q. Could voice AI replace human 
customer service representatives?
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CX leaders see the 
benefit in using AI 
voice agents to handle 
customer service calls.

98% of respondents see a 
benefit in using voice AI to 
handle customer service calls, 
but they are not willing to 
compromise on CX.

Once again, the focus is on 
empowering customers with great 
experiences, rather than simply 
cutting costs.

60%
I’m interested, but the CX 

needs to be amazing

29%
Getting data from customer 

conversations would enable us 
to improve CX in other areas

9%
It would be 

great, I need to 
reduce costs 

2%
Other

Q. How do you think about using voice AI 
to handle customer service calls?
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Concerns around 
accuracy and 
experience may slow 
down AI innovation.
Attitudes to voice AI are, on the 
whole, positive; but many CX and 
customer service leaders are 
concerned that AI voice agents 
may give inaccurate responses 
and damage customer experience.

These concerns will come as no 
surprise to anybody following the latest 
commercial applications of generative 
voice AI, and highlight the need for 
robust guardrails to keep LLMs on 
track, and lifelike voice design that 
enables brands to consistently deliver 
their best experience.

Q. What are your biggest concerns 
about using voice AI to handle 
customer service phone calls?

It might give incorrect information 81%

It will damage customer experience 59%

It will damage our brand 38%

It might say something offensive 11%

It might say something about our competitors 7%
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Customers are warming 
up to AI voice agents.

It’s been almost 15 years since the 
launch of Apple Siri in 2011, but 
there's still a lot of uncertainty 
around conversational AI.

Over the last few years, a new 
generation of conversational 
technologies has been changing 
customers’ minds. Today, 70% of CX 
and customer service leaders believe 
that customers will ‘put up with’ AI voice 
assistants and chatbots if it means they 
get a faster response. 

“I think it is a positive if it 
feels additive and convenient. 
But if it is forced and feels 
like a cost cutting mechanism 
to the customers, they will not 
respond well.”

“They like to use it if they 
know it is AI, accurately solves 
the problem, and they can 
transfer to humans if AI cannot 
solve their issue.”

COMMENTS

COMMENTS

4%
Love it

13%
Don't mind it

70%
Put up with it if means 

a faster response

5%
Won't use it

8%
Other

Q. How do you think your customers feel 
about AI-powered customer service like 
voice assistants and chatbots?
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Most customers 
believe a person 
would understand 
them better than AI.

While customers are getting 
used to conversational AI, they 
still believe that people are 
more competent at handling 
customer service.

77% of CX and contact center leaders 
believe that customers think a person 
would understand them better than 
AI would; while 68% say customers 
think a human customer service agent 
would be more empathetic and open 
to negotiating. 

"Their needs are more complex 
(or emotional) than an AI can 
effectively handle."

"They can get better 
answers from a human." 

COMMENTS

COMMENTS

Q. Why do you think your customers might 
want to talk to a person instead of AI?

They think a person would understand them better 77%

They think a person is more empathetic/open to negotiating 68%

They think a person knows more 49%

They think a person would be more efficient 36%

Other 4%

I don’t - my customers would prefer to talk to AI 2%
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Voice AI is 
revolutionizing the 
contact center.

key

face-smile-hearts

pen

pen

money-bill

money-bill

crystal-ball

phone

hand-holding-heart

hand-holding-heart

paper-plane

paper-plane

stars

stars

key

key

stethoscope

stethoscope

message-smile

message-smile

handshake

handshake

headphones

headphones
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Most CX leaders are 
considering using 
AI voice agents to 
handle customer 
service phone calls.

While there are concerns around 
the accuracy and experience 
delivered by AI voice agents, 
60% of contact center and CX 
leaders are actively considering 
using voice AI to handle 
customer service phone calls. 
14% are already using an AI voice 
assistant in the call center. 

14%
Yes, we have an AI voice 

assistant in our call 
center already

16%
We’re not planning on 

looking at this in the near 
future

12%
We’re building 

something, and we have 
a launch date in mind

24%
We’re trying some things 
out but haven’t launched 

anything yet

34%
We’re thinking about it 

but haven’t tried anything

Q. Have you tried to create a voice 
assistant to handle customer 
service phone calls?
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Customer service 
leaders are driving 
voice AI adoption in 
the enterprise.

While enterprise software buying 
teams are becoming larger and 
broader, 40% of respondents 
agree that customer service/
contact center teams would lead 
the process of buying or building 
a voice assistant to handle 
customer service phone calls. 

23% of respondents said CX teams would 
lead voice AI projects, while another 23% 
said IT teams would lead. It seems that 
there is some uncertainty around exactly 
where voice AI initiatives should sit.

40%
Customer service/

contact center

23%
Customer experience

23%
IT

8%
Innovation

6%
Other

•	 Marketing

•	 Legal

•	 Product developer

•	 Customer success

•	 Procurement

•	 Unsure

OTHER

Q. Which department leads, or would lead the 
process of buying or building a voice assistant 
to handle customer service phone calls?



Q. Is your tech stack in fit shape 
to implement a voice assistant 
for customer service?
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Most companies feel 
their tech stack is 
not ready to support 
voice AI.

While the appetite for voice AI 
is strong, 53% of respondents 
feel that their tech stack is 
not currently in a fit shape to 
implement a voice assistant for 
customer service. 

Of those who said their tech stack 
isn’t ready, 47% blamed their legacy 
stack while 17% felt that they did not 
have the people resources to support 
an implementation. 

38%
Yes

41%
No - we need to upgrade 

other systems first

12%
No - we don’t have 

support to build the 
necessary integrations

9%
Not sure
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Efficacy and experience 
are the key outcomes 
for voice AI projects.

Contact center and CX leaders 
are split on what constitutes 
success for a customer service 
voice assistant.

34% say the key success metric for 
voice AI projects is the proportion of 
calls that are fully handled by the voice 
agent, while another 34% say the key 
metric is CSAT score.

34%
The proportion of phone 

calls that are fully handled 
by the voice assistant

34%
CSAT score

9%
Call abandonment 

rate

5%
Call wait time/
average speed 

to answer

16%
NPS

2%
Other

Q. What key metric would you use to measure the 
success of a voice assistant for customer service? 
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Customer service 
representatives have 
mixed feelings about 
AI voice agents.
Most contact center and CX 
leaders believe that customer 
service representatives have 
both positive and negative 
attitudes towards voice AI. 

46% of respondents agree that customer 
service reps believe AI will make their jobs 
easier, and 35% say using AI to remove 
repetitive calls will allow them to focus 
on more rewarding work.

That said, there is still a concern that 
voice AI will replace customer service 
reps and make their jobs harder by 
angering customers. 

Positive - it will make their jobs easier 46%

Positive - it will remove repetitive calls so they can focus on more rewarding calls 35%

Positive - it will allow them to retrain or upskill 33%

Negative - it will replace them 32%

Negative - it will anger customers/make their jobs harder 21%

Q. Which of the following attitudes do 
your agents have towards voice AI?
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We asked respondents to fill in the missing word. 
Here’s what they had to say:

What do CX and contact 
center leaders really 
think about voice AI?

Q. Having voice AI handle customer service 
in my contact center would be...
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Awesome

Bad Hurtful Mistake Problematic WorryingTricky Uninteresting Counterproductive

Efficient Cost-effective

Valuable

Enabling

Great Gamechanging Beneficial

Scary RiskyChallenging

GoodAmazing
Helpful

Ideal Profitable Evolutionary Exciting

Exploratory

Breakthrough Effective

BoldLife-changing Revolutionary Significant Smart

Transformational

TremendousImpactful Innovative

Long SlowShockingNew Nice OptimalInterestingUseful

Fun
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PolyAI is the world’s most 
lifelike conversational 
AI agent for enterprise 
customer service.

PolyAI enables your customers to say 
whatever they want, however they want, 
to get the help they need, without the 
pain of being misunderstood.

What are you waiting for?
Resolve over 50% of calls and consistently 
deliver your best brand experience.

Visit poly.ai to learn more, or book a 
custom demo, today. 

Ready to start 
your AI voice 
agent journey?
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