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We’re in the 
midst of an AI 
revolution

https://www.nytimes.com/2023/04/19/arts/music/ai-drake-the-weeknd-fake.html
https://hms.harvard.edu/news/ai-tool-decodes-brain-cancers-genome-during-surgery
https://www.youtube.com/watch?v=hJP5GqnTrNo
https://www.gartner.com/en/newsroom/press-releases/2023-05-03-gartner-poll-finds-45-percent-of-executives-say-chatgpt-has-prompted-an-increase-in-ai-investment


They expect always-on service 
that’s accessible anywhere and  
follows the flow of a conversation

Instant, effortless help
Customers demand instantaneous 
responses and resolutions, no 
matter how complex the issue

24/7 conversations Complete personalization

WHAT CUSTOMERS WANT

Recent breakthroughs have raised the bar

All while taking into account how 
they’re feeling, where they’re 
coming from, and what they want



And the 
expectations 
are sky high

“In the next 5 years, AI is expected to 
complement almost all jobs, and will 
lead to significant job replacement 

for office workers, potentially 
affecting around 300 million jobs 
world wide. Generative AI could 

increase global annual productivity 
growth by 140 basis points.”

“The Potentially Large Effects of Artificial 
Intelligence on Economic Growth” Report

contribution to the 
global economy by 2030

$15.7 T
Estimated

from increased 
productivity

$6.6 T
Estimated

from increased 
consumer demand

$9.1 T
Estimated

Source: PwC’s Global Artificial Intelligence Study

😮
That’s more 

than the 
current output 
of China and 

India 
combined! 

UPDATE TO MORE RECENT STUDY?

https://blogs.gartner.com/andrew_white/2021/07/24/by-2024-60-of-the-data-used-for-the-development-of-ai-and-analytics-projects-will-be-synthetically-generated/


Consumers want and 
are eager for AI to 
improve support 
experiences

of consumers already 
predict generative AI 
is going to provide a 
critical role in service

67%

of consumers want 
AI to create more 
personalized and 
effective support 
experiences 

71%

Source: Zendesk CX Trends 2023 study



Companies win or lose based on how 
well they can satisfy these rapidly 
evolving customer demands

THE RACE IS ON

Customer happiness 
becomes the main 
arena for competition

Businesses that view CX as a 
differentiator grow revenue faster

3.5x

2020s 2030s

5-7x*

Source: Accenture (2022), Zendesk (2023) 



Winners pull ahead by leveraging AI 
the right way, creating a satisfaction 
gap that only widens over time

EVERY INDUSTRY GETS DISRUPTED

A new class of 
leaders emerges

Reinvest to                       
innovate and 
differentiate 

Unleash AI for 
better, more 
efficient service

Gain market share 
as customers flee 
the competition

How AI 
leaders win

1

2

3



of decision-makers are 
overwhelmed by what it 
takes to implement AI 

is safeguarding 
customer data used for 
AI applications

say they’re already 
falling behind when it 
comes to using AI  

70% 65%

But the path to success isn’t clear

#1 challenge

WHAT’S HOLDING YOU BACK

Source: Zendesk research (2023) 



And AI can do 
some unexpected 
things

Created in DALL-E with the prompt “Create an impressionist 
painting depicting a robot recognizing it's a marathon, not a sprint”



Being Aware of AI Challenges - is the first step 
to overcoming them

Fine tune and 
ground in 

facts

#1 AI taking over 

(Ex The Singularity)

#2 AI missing the 
right context 

(Ex The Paperclip Maximizer)

#3 AI telling lies 

(Ex deep fakes)

Trust becomes the 
ultimate currency



All service will 
eventually be 
AI first

Zendesk 
POV

AI powered summary for a ticket

ZENDESK POV
AI’s current strength

AI’s future strength

PROACTIVE REACTIVE PREVENTATIVE

Automation

Prediction

Notification

Connection

Suggestion

Trend Identification

Evaluation

Cultivation

Awareness Consideration Conversion/Adoption Retention Advocacy

Recommendation

To automate or not to automate, that is the question 

https://docs.google.com/file/d/1IrmGTaxae6hs1U576LpC0ePflIfsG5nj/preview


That means a dramatic shift in how you do 
business

TOMORROW - Anticipating customer needs

● Interactions are transactional and one-off
● Bots act as a barrier to getting help
● Fragmented self-service options
● Agents burdened with routine issues
● Workflows built step by step
● Reactive to trends

(CX as cost center)

● Interactions are personalized and context-specific
● Bots actually solve customer issues
● Knowledge becomes a core competency
● Agents build lifelong relationships
● Workflows auto-generated by AI
● Proactive optimization at every step

(CX as revenue generator) 
`

TODAY - Managing customer problems

WHERE WE’LL TAKE YOU



Five Learnings from 
Zendesk AI



Insights aren’t 
enough - drive 
action

Five Learnings from Zendesk AI



Bots take longer 
to build than you 
budget 

Five Learnings from Zendesk AI



Transparency 
drives 
engagement

Five Learnings from Zendesk AI



AI has to be grounded in CX 

Five Learnings from Zendesk AI

I haven’t received my order 
and would like to get an 
update

Very Positive

Slightly Positive

Neutral

Slightly Negative

Very Negative



Privacy, Security 
and Trust standards 
aren’t yet ready

Five Learnings from Zendesk AI

Choice

Transparency

Protection



Out of the box and 
accessible to anyone 

To be work in 
CX  you’ll 
need a 
CX-tailored 
solution

Built and trained on the 
best CX data and expertise

Designed for the entire 
service experience

Transparent and 
trustworthy

OOB / Solving Last Mile Problem & Stand on 
shoulders of giants

Data - Not necessarily volume, but best CX specific 
data. Also achieved through ecosystem of 
integrations to bring in other valuable external data 
sources 

(Maybe) AI that works across your entire customer 
journey (unique vs bot providers, not unique v other 
CX/CRM vendors)

(Maybe) AI that’s trustworthy (although this was the 
focus of all of SFDC’s launch)



Accessible to anyone
Powerful AI that’s ready to go in minutes. No need for 
developers, heavy IT spend, or months of lead time.

At Zendesk, we’re 
here to help you 
make the most of AI

Trusted for transformation
Take your service farther with the right expertise, the most 
flexible platform, and advanced security.

Built on CX best practices
Based on billions of data points from actual customer 
interactions, our AI solves your real-world CX challenges. 

OUR APPROACH



Learn More at 
Zendesk.com/AI


