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According to Accenture, companies that use artificial intelligence can boost their profitability by 38% by 

2035. But is this possible?  

The answer is yes. It is, in fact, possible.  

According to the report's findings, AI can increase profits across industries to this level if implemented 

strategically over the long run.  

Let's delve deeper into AI and its impact on customer experience and how it could enhance customer 

experience with AI. Afterward, we can explore how AI empowers companies to better engage with their 

users. 

Artificial intelligence (AI) has greatly transformed how businesses support their customers. By utilizing 

advanced technologies like machine learning, natural language processing, and predictive analytics, 

companies can now provide faster, more personalized service at scale.  

There are now chatbots that can automate customer services to help businesses be available to their 

customers 24/7 without stretching limited agent resources too thin.  

Sentiment analysis in customer service provides actionable insights to address customer pain points 

proactively. Customer histories and purchasing patterns help agents have more insightful conversations 

through a unified view of each relationship. 

While AI's benefits in customer service automation are tremendous, proper implementation is important 

for success. This article will explore AI's top benefits, strategies to consider for implementation, and how 

companies like ibex. have utilized AI insights to enhance customer care on a global scale. 

Benefits of AI in Customer Support and Overcoming Challenges 

Some key benefits of AI for customer service include: 

●​ Scalability: AI can handle unlimited conversations at the same time, allowing large volumes of 

queries to be addressed around the clock.  

●​ Personalization: AI technologies like conversational agents and customer service sentiment 

analysis enable personalized responses that are tuned to each AI feedback analysis and need. 

●​ Consistency: AI maintains branding guidelines and regulatory compliance to ensure consistent, 

high-quality service across all customer interactions. 

●​ Automation: AI takes over boring, repetitive tasks and helps reduce agents’ workload.  
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●​ Insights: Analytics on customer data, conversations, satisfaction levels, and trends equip agents 

with insights to improve the experience proactively. 

However, AI faces challenges like a lack of empathy in automated responses, inaccurate customer 

profiling, and costly upgrades as technologies advance.  

Proper training addressing important customer needs, ongoing quality assurance processes, and 

incrementally scaling technologies can help overcome such challenges. 

 

 

 

Challenges of Assessing Agent Satisfaction 

Assessing employee satisfaction is crucial for organizations with frontline customer service automation 

workers, but gaining accurate feedback presents real challenges. 

1.​ Response Bias  

Agents may not feel comfortable providing completely honest feedback about their level of 

satisfaction for fear of potential repercussions. This could lead to response bias, where agents 

over-report their true level of satisfaction. 



 
2.​ Survey Fatigue  

Agents are often asked to complete numerous surveys about various aspects of their jobs. This 

constant surveying could lead to survey fatigue, where agents start providing rushed or 

half-hearted responses just to complete the assessment. 

3.​ Transient Workforce 

Many agent roles have high turnover as they are not long-term careers for many. Assessing the 

satisfaction of agents who may soon leave the job may not provide an accurate or meaningful 

perspective. 

4.​ Lack of Anonymity  

If agent satisfaction surveys are not entirely anonymous, some agents may be concerned about 

others knowing their specific feedback and that they might have to potentially face 

repercussions. This could impact them honestly filling in the surveys. 

5.​ Complexity of the Role 

An agent's job involves numerous factors that impact satisfaction. As many interrelated 

contributors exist, it can be challenging to fully capture satisfaction through a simple survey. 

Hence, these methods might not capture all the essential details. 

5 Effective Strategies for Implementing AI in Customer Service 

Here are five proven strategies for implementing AI to enhance AI-driven customer service 

1.​ Chatbots and Virtual Assistants: Intelligent bots handle common queries through natural 

conversations, resolving over 30% of issues without an agent. This provides 24/7 automated 

support. 

2.​ Routing & Workflow Automation: AI routes queries to appropriate agents or departments based 

on skills while automating standard operating procedures to streamline processes. 

3.​ Proactive Response System: AI notifies agents about spikes in conversations, complaints, or new 

topics, using a predictive approach to resolve them promptly. 

4.​ Sentiment Analysis: Advanced analytics on conversations and surveys reveal actionable insights 

into customer sentiment, pain points and trends that the company can improve upon. 

5.​ Knowledge Base UpdatesAI synthesizes agent interactions and resolutions to continuously refine 

frequently asked questions (FAQ), like adding in or changing the answers based on what new 

questions the customers are asking. 



 

Utilizing ibex. Insights for Enhanced Global Customer Care 

By utilizing  AI in customer service, ibex. automatically monitored it’s social media presence, removed 

redundant data, and updated customer case information for quicker agent decisions.  

The AI-powered case management system updated cases in real-time while notifying agents of 

conversation surges to prioritize. It also assigned cases based on agent availability and skills to streamline 

workflows. 

As per ibex., these AI-driven strategies led to: 

●​ 37% increase in case tagging rates for easier prioritization 

●​ 55% reduction in average response times during targeted care periods 

●​ Deeper customer insights through analytics on tagging data 

●​ Demonstrable social media ROI through improved analytics reporting 

ibex. empowered agents by unifying fragmented data, automating boring tasks, and utilizing predictive 

insights. Through scalable AI-driven customer service solutions, ibex. enhanced global customer care. 

Wrapping Up  

AI is revolutionizing customer service automation by augmenting agent capabilities, not replacing them. 

The teamwork between people and AI makes the best customer service in today's business world.  

While AI poses challenges, businesses like ibex. Pakistan is using it to generate significant value when the 

right strategies and AI customer service tools are utilized.  

Rather than thinking of AI as an enemy, businesses could use it as a guiding compass to deliver simpler, 

and better services by experimenting and making continuous improvements. 

 

Interested In Building A Career At ibex.? 

View Our Latest Job Opportunities 

Apply Now 
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