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Chosen Just for You
From the awesome awards and recognitions to news of the latest 
[24]7.ai Engagement Cloud™ product enhancements, here’s the 
content you, our [24]7.ai™ community, chose to engage with most 
in the first quarter or 2022. Enjoy!
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Focus on [24]7.ai
August 2021

Everest Group PEAK Matrix® for Customer Experience Management (CXM) 
Service Providers 2021

F r o s t  R a d a r ™ :  
N o r t h  A m e r i c a n  
C u s t o m e r  
E x p e r i e n c e  
O u t s o u r c i n g  
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2 0 2 1  

G lob a l  I n form at ion  &  
Com m u n icat ion  
Te ch n o log ie s  Re s e arch  
Te am at  F rost  &  Su l l i van  

A Benchmarking System to 
Spark Companies to Action - 
Innovation that Fuels New 
Deal Flow and Growth 
Pipelines 

K69F-76 
December 2021 

ANALYST RANKING

Leader! AI & Analytics  
Contact Center - CX Services 

ISG Provider Lens

Learn More 

CERTIFICATION

Top 4 Best Places  
To Work in the Philippines

Great Place to Work Certified

Learn More 

ANALYST RANKING

Major Contender!  
CXM Service Providers 

Everest Group Peak Matrix

Learn More 

MEDIA RECOGNITION

The 10 Most Trailblazing 
Companies to Watch in 2022

The Business Fame magazine

Learn More 

ANALYST REPORT

CX Outsourcing Services: 
Vendors to Consider First

Frost & Sullivan Radar report

Learn More 

ANNOUNCEMENT

Monti Becker Kelly 
Now Leads [24]7.ai Growth  
As Our Chief Revenue Officer

Learn More 
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Product News  
You Can Use

We release [24]7.ai Engagement Cloud™ product enhancements every month—below are some 
highlights from March:

• Less agent toggling—Integrate web-based CRM or other applications with [24]7 Assist

• No prying eyes—Shield customer-provided information from the agent with [24]7 Active 
Share “confidential cards”

• Make bots more humanlike—Enable customers to navigate menus with verbal or text 
commands in [24]7 Conversations

• Share an FAQ where most effective in customers’ multi turn bot journeys

To get all the details on last quarter’s 15 new features, visit the [24]7.ai Engagement Cloud Release 
Summary page.
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Case Studies & Webcasts

CASE STUDY

0821-cs-columbia-sportswear

Embracing AI to Boost Self Service
Columbia Sportswear is on a mission to provide highly available, omnichannel 
support to its very engaged customer base. Gerry Woodbury, Columbia’s 
director of customer care, knew that a customer experience (CX) solution utilizing 
AI would streamline the company’s service operations, reduce contact center 
costs, and improve customer satisfaction. 

Columbia chose to engage with [24]7.ai to streamline its CX digital 
transformation. In line with its No. 1 goal—enabling more customers to get 

to offer an AI-enabled chatbot on its website. Now site visitors are greeted by 
an automated chatbot that assesses customer intent, handles simple tasks, and 
quickly dishes off to the appropriate live agent when customer issues exceed 
its capabilities. Columbia’s live support agents continue making use of [24]7.ai 
technology throughout the customer journey.

The results have been hugely positive for company and customers alike.

 

Challenge: Too Few Agents, Limited Automation
As any big retailer knows, offering personal customer service is an expensive 
proposition, especially when it involves agents working in pricey job markets. The 

strained Columbia’s ability to meet its exceptionally high customer service 
standards. 

The company was keenly aware that many customers, if not most, will skip 
the live-agent queue if they can easily and quickly get answers on their own, 
especially to straightforward questions about products, returns, warranties, and 
so on. Columbia hoped to automate the resolution of basic, repetitive inquiries 
and free up agents to focus on more individualized and complex customer 
issues—all while providing the same level of personal service its customers 
insisted on.

 
Hello! I’ll Be Your Virtual Assistant Today

virtual assistant (VA), served up by [24]7 Answers™. The VA prompts visitors with 
options such as Shop Now, Returns, Track my Order, and Ask a Question. The VA 
then guides customers to their destination.

During these journeys, the VA is able to detect customer sentiment. So when 
appropriate—before the experience becomes frustrating for a customer—the VA 
brings on a live agent to deftly resolve the interaction.

Furthermore, the chatbot uses machine learning to tune and optimize its 
responses over time. So now the VA is well-trained to understand and predict 

that would otherwise go to a live agent.

ORGANIZATION 
 
 

• Columbia Sportswear is a leading 
innovator in active outdoor lifestyle 
apparel, footwear, accessories, and 
equipment.

[24]7.ai PRODUCTS & SERVICES

• [24]7.ai Engagement Cloud™

• [24]7 AIVA platform

• [24]7 Answers™

• [24]7 Assist™

CX ENVIRONMENT

• [24]7.ai Engagement Cloud™ is used by 
150 support agents 

• Automated chatbots address 8+ customer 
journeys across 60 to 80 intents 

• Messaging is integrated with Google 
Business Messages and Apple Messages
for Business

CHALLENGES

• High cost of personalized customer service 
delivered by locally hired support agents 

• Long wait times for live agents 

• 
agents in a limited market

 
 
RESULTS

• 460,000+ interactions handled by AI 
chatbot annually

• CSAT scores consistently over 80%

• Chatbot-enabled revenue: $951,410

Digital transformation automates several hundred thousand interactions per year.

Columbia Sportswear Enhances Customer 
Service, Cuts Costs with Chatbot Technology 

CASE STUDY

0421-cs-public-university

University Understands Its Student Body; 
So Does [24]7 Answers
Serving a population of over 26,000 students, pursuing degrees in 90 
different majors, is no small task. There’s a lot of information that’s needed, 
consumed, and disseminated every day.

At this public university in California, students turn to the registrar’s office 
for information about their enrollment, their academic and financial records, 
and their class schedules. Addressing the questions of the large and varied 
population is impossible without a little behind the scenes automation.

The registrar’s office chose [24]7 Answers, with its natural language 
understanding (NLU) capabilities, to ensure students quickly get right to the 
information they need when they are searching on line. 

Challenge – Finding Information Fast
This is a popular, highly regarded institution, ranked in the top 10 public 
universities in U.S. News and World Report’s 2021 college guide. Such a 
large community of highly engaged undergraduate and graduate students 
comes with varied needs. And navigating the process of completing a 
college degree is complicated. 

So, a top priority of the registrar office is to ensure that students have the 
information they need – in a timely manner – to fulfill their educational 
requirements. 

But sifting through a robust university website – intended to attract future 
students as well as address the needs of current students – isn’t always 
the best way to find out answers to questions like, “When will the new 
class schedule be available?” or “How do I change my major?” And it’s not 
efficient to have staff members answer everyone’s questions individually. 

Besides, most people, especially students, prefer to search for answers 
online–it’s usually much quicker. 

The Goal – Make the Search Easy and Effective
The registrar’s objective is to answer student questions as quickly and 
thoroughly as possible—without tying up personnel and resources to get it 
done.

ORGANIZATION
A public university in California 

[24]7.ai PRODUCTS
• [24]7.ai Engagement CloudTM with  

[24]7 Answers 

CX ENVIRONMENT
• The registrar’s office serves over  

26,000 undergraduate and graduate 
students 

• The university’s website is a student/
parent resource for admissions, 
financial aid, and class registration 
information

CHALLENGES
• Students’ frequently asked questions 

change depending on the time of year

• Students ask for the same information 
in different ways

• Phone calls and emails are time 
consuming, so self-help is the goal

 
RESULTS
• The registrar office receives about 

6,000 self-resolved queries a month – 
alleviating phone calls and emails

• [24]7 Answers automatically resolves 
91% of student’s online queries

6,000 self-resolved queries a month saves huge amounts of  
phone calls, emails—and time

University Students Self-Help  
with [24]7 AnswersTM

CASE STUDY

Columbia Sportswear 
Boosts CX, Cuts Costs 
with [24]7.ai Chatbots

Read Now 

CX SPOTLIGHT

Our CX Spotlight series illuminates the movers and shakers 
in the CX world who just happen to be [24]7.ai™ customers. 
Each CX Spotlight is told in the champion’s own words. 
Here’re Joannah’s. 

Most Important Trait of a Successful CX Leader?
“It’s impossible for me to pick just one—sorry! I’d say first is the ability to 
understand, manage, and embrace change. Retail customers are constantly 
pushing technology forward and we have to flex with them—and stay a step 
ahead. Second, a genuine appreciation that customer service is not only for 
external customers but also for internal customers—our employees. We have 
to ensure we are finding opportunities to better our employees’ experience 
as well as our customers’. For example, we use employee surveys for valuable 
insights and to answer key questions like: Does our team love what they are 
doing? Do they come to work ready to engage with customers? Do they feel 
valued for the great service they provide?”

What Do Your Customers Think of the Job You’re Doing?
“We launched Voice of the Customer (VoC) surveys a few years ago so we 
could get a true gauge of what our customers think about their interactions 
with our contact center agents. It can be a bit overwhelming to think what 
you perceive as “great service” might not be what your customers perceive 
as “great service,” but we were prepared for whatever the findings revealed. 
Thankfully, we learned our customers are happy overall with how we interact 
with them. But we didn’t stop there. Instead we dove into what was driving 
the less-than-stellar interactions and pushed for improvement. We’ve really 
embraced customer self-service. We believe any engagement with customers 
is an opportunity to build brand loyalty, but we also understand the reality 
that our customers don’t always want, or have the time, to talk to us!”

Your No. 1 Daily Challenge?
“Keeping our workforce engaged. Answering customer inquiries and 
meeting customers in the middle of their frustration can be mentally and 
emotionally draining. How do we keep our tenured agents from feeling the 
burnout? How do we keep our new agents from jumping ship at the first sign 
of rocky seas?”

What Keeps You Going?
“My favorite thing about working with Urban Outfitters is the freedom to 
innovate! The spirit that brought this company to life in 1970 on the first floor 
of a small row home in Philadelphia is the same spirit that keeps pushing us 
forward today. I love having the license to innovate and being part of the 
growth within Anthropologie & Co, Urban Outfitters, and Free People. I love 

OVERVIEW
• Joannah Holmes

• URBN Director of Contact Centers

• Contact Center Director

• Urban Outfitters

Having journeyed from front-line 
customer service agent to director within 
the URBN organization, Johanna has a 
keen understanding of URBN customers 
and their expectations. In addition to 
running day-to-day operations, she helps 
guide customer service strategy for 
Anthropologie & Co, Urban Outfitters, 
and Free People.

Innovating to Ensure Customer 
and Agent Satisfaction

Joannah Holmes
URBN

We believe any 
engagement with 
customers is an 
opportunity to build 
brand loyalty, but 
we also understand 
the reality that our 
customers don’t always 
want, or have the time, 
to talk to us!

CX SPOTLIGHT

Joannah Holmes, URBN 
Innovating to Satisfy 
Agents and Customers

Read Now 

CASE STUDY

145-Year-Old College 
Automates Its FAQs 
with [24]7 Answers 

Read Now 

ON-DEMAND WEBCAST

Deliver Personalized CX Through Greater Diversity & Inclusion

Watch Now 
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Popular & 
Potent Reads

BLOG

Winner! F&S Customer 
Value Leadership Award

Read Now 

BLOG

Conversational AI and 
Chatbots in Context

Read Now 

BLOG

Key BPO Checklist: 4 
Steps And 5 Qualities

Read Now 

BLOG

LinkedIn Polls Recap: 
Your CX Operations

Read Now 

BLOG

Conversational IVR: 
Becoming Web-Aware

Read Now 

BLOG

How AI + CX Creates 
Agent Synergies

Read Now 

ARTICLE

Explainable AI for CX 
—Michelle Gregory

Read Now 

ARTICLE

CX Gen. Contractor 
—Monti Becker Kelly 

Read Now 
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Serious Images, 
Pretty Numbers
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Chatbot vs. IVR Support Statistics: 
BFSI Industry
Chatbots resolved customer queries about twice 
as fast as IVRs in our 2021 review of our BFSI 
clients’ support performance; we now urge them 
to deflect voice contacts to chatbots whenever 
possible. In the spring of 2020, [24]7.ai™ AI chatbots carried the 
ball when the pandemic sidelined BFSI CX agents—and today 
chatbots are still BFSI customers’ top choice. 

Learn more by visiting the [24]7.ai 
All About AI-Powered Chatbots microsite.

30%
As online contact volume jumped nearly a third, BFSI companies with online customer service were largely 
unimpacted—proving the BFSI industry could succeed while operating remotely.

ONLINE SERVICE REQUESTS:  
THE PANDEMIC SPIKE
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 Banking  Insurance

2.4x
When the pandemic restricted CX agent 
availability, live agent interactions dropped 
26 percent—and AI chatbot interactions 
surged 2.4X. Bot and agent interactions 
held steady until summer 2021 when bot 
interactions forcefully grabbed the reins.

AI CHATBOT VS. 
AGENT INERACTIONS
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 ChatBOT  Live Agent
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Bot vs. Agent Interaction

50%
CHATBOT TIME  
TO RESOLVE: 
CRUSHING IVR
Chatbots resolve customer 
queries about 50 percent 
faster than the IVR channel.

07:12

05:46

04:19

02:53

01:26

00.00

 Digital - AI VA  Vocies - IVR

Time to Resolve - Contained Interactions

Jan’21 Feb’21 Mar’21 Apr’21 May’21 Jun’21 Jul’21 Aug’21 Sep’21

5-10%
Chatbot containment outperforms IVRs by 
5-10 percent, a very encouraging sign for 
self-serve customer service.

CHATBOT 
CONTAINMENT 
RATE: BEATS IVR
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80%
The top ten intents account for roughly 
80 percent of all traffic. Insurance-related 
queries dropped 38 percent YoY;  
account-related queries rose 18 percent YoY.

TOP 10  
CUSTOMER INTENTS
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Online Request Volume

The world’s leading brands rely on [24]7.ai™ conversational AI 
to deliver superior customer experiences. Our intent-driven AI 
technologies enable today’s smart chatbots, automated 
messaging systems, and agent-assisting bots to engage in 
precise human-computer conversations.

For a more in-depth reading, check out 
What is Conversational AI?

[24]7.ai Conversational
AI Differentiators

Low/No-Code 
Development
No coding required for nontechnical 
users to build models and design 
conversations.

Self Learning
Faster model deployment, lower costs, 
no need to batch update, and resources 
freed for other tasks.

Single AI Pipeline Across 
Voice and Digital
Enable consistent customer and agent 
experiences across voice and digital.

Open AI Infrastructure
Ensure coordination, monitoring, and 
explainability of multiple models, and 
easily interoperate with third-party AI 
services.

Superior Intent 
Prediction
Conversational AI identifies intents 
automatically through machine learning.

Vertical Domain 
Expertise
Experienced in training data for a range 
of verticals including Telco, Retail, BFSI, 
and Travel & Hospitality.

PR
ED

ICTIO
NS

OUTCOM
ES

EXPERIENCES

IN
SIGHTS

Insurance industry digital 
interactions are resolved in 
half the time of IVR contacts.

50% Digital 
Resolution Time 

When the global pandemic caused insurance 
customer inquiries to go through the roof while also 
sidelining much of the industry’s support agent 
workforce, companies with robust online customer 
service operations were only modestly impacted.

Check out the figures below and then download the
Transforming Your Insurance CX with AI how-to guide.

Transform 
Insurance 
CX with AI

5 Keys to Transforming CX

Hello!

Pandemic Numbers:
26% and 2X+

26% 2X+
reduction in live 

agent interactions

86% of Customers 
Say they’ll pay more for a better CX

increase in bot 
interactions 

An increased reliance on 
bots has increased CSAT.

The pandemic dramatically 
shifted customer service from 
live to virtual assistance.

Adding async messaging—including Facebook Messenger, 
WhatsApp, Apple Business Chat, Google Business Messages— 
is an easy, effective way to boost your web presence.

41 Million 
per Minute
Messages shared on 
async messaging apps

Increasing web and 
digital presence

Automating journeys and 
increasing self-service

Making life easier 
for agents, too

Enabling 
visualization

Adapting content 
to any channel

From predicting what insurance customers want, 
simplifying interactions, and dynamically delivering the 
right information at the right time to automatically 
adapting content for any messaging channel—AI is key 
to insurance industry CX success.

CXM boosts near- and long-term business performance by 
enabling you to put your customers at the forefront of your 
marketing, support, and sales efforts—enhancing customer 
satisfaction and driving brand loyalty and sales. For more 
information, check out our CXM Insights page:

Customer Experience Management

What is Customer Experience 
Management?

The CXM Situation 
Today

70%
CX leaders
struggling
to design projects that 
increase customer loyalty 
and achieve results.
Source: Gartner

96% 
Businesses 
rethinking
their customer support 
strategies because of 
technology advancements.

61% 
Businesses 
believing
their digital channels 
deliver consistent 
customer experiences.

50% 
Likelihood
that automated 
channels fail.

85% 
Customers 
having
to repeat 
information.

Looking Ahead: 
Improving CXM

Create a unified 
customer view

Implement 
asynchronous 
communication

Derive real-time 
actionable insights

Provide business 
context

Differentiate—don’t 
commoditize

Personalize—don’t 
over-automate

Make a sustainable 
investment

Refocus on customer 
value

[24]7 Voices™ 
Product Insights
High containment and speech recognition rates, and 
dwindling agent transfers, all signal an exceptional 
customer experience for [24]7 Voices users. 

Another notable finding:  
2021 data shows you’ll cut costs 35 percent.

Change the conversation and visit 
[24]7 Voices product page

56%
Average containment rate is 56% (50% is the industry average), saving customers 35% for a collective  
$760M annual cost savings.

80%
250 FAQ and transactional journeys serviced across verticals 
with 80% speech recognition rate.

CONTAINMENT RATE:  
BEATS INDUSTRY AVERAGE

SPEECH RECOGNITION RATE:  
SECOND-BEST IN INDUSTRY
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Agent Request Transfers

Average Number of Calls per Caller

Average Call Duration

80%

73%

78% 79%

84%

1.2%
1.2% fewer requests for agent transfers in the second half of 
2021 compared to the first. Indicates better issue resolution 
and improved CX. 

40
seconds
40 seconds saved per call (56% of total call volume) adds up 
to $15M in cost savings, quicker resolutions, and improved 
customer experience. 

1.60
Increasing call volumes plus a reduction in repeat calls 
indicates a growing number of callers and better issue 
resolution.

AGENT REQUEST TRANSFERS: 
DECLINING

AVERAGE CALL DURATION: 
SHRINKING

Jan’21

Jan’21

Jan’21

Feb’21

Feb’21

Feb’21

Mar’21

Mar’21

Mar’21

Apr’21

Apr’21

Apr’21

May’21

May’21

May’21

Jun’21

Jun’21

Jun’21

Jul’21

Jul’21

Jul’21

Aug’21

Aug’21

Aug’21

Sep’21

Sep’21

Sep’21

Oct’21

Oct’21

Oct’21

Nov’21

Nov’21

Nov’21

Dec’21

Dec’21

Dec’21

Holiday Season Spike

 Transferred Calls  Contained Calls

AVERAGE CALLS PER CALLER: 
HOLIDAY SPIKE

The pandemic hit the business process outsourcing (BPO) 
industry especially hard. Seemingly overnight, we faced:

• Rising number of contactless customer journeys
• Increasing on-demand customer support
• Upskilling of a rapidly resizing agent workforce
• Accelerating digital transformation

To explore further, visit our
Business Process Outsourcing (BPO) microsite.

5 BPO Trends 
You Can’t Ignore

Customers who say 
being treated like a 
person, not a 
number, is key to 
winning their 
business.
Source: CX Reality Check 
2021 Report

#1: Customer Intelligence 
for Brand Growth

84%

Challenge: Identifying 
sentiment via regular 
customer data analysis 
is time-consuming.

Solution: Use AI to 
anticipate customer 
behavior and train agents 
through interactions. 

Value: Optimize 
customer intent models 
and boost CSAT with 
faster, accurate 
predictions.

Customers who 
attempt to take care  
of issues themselves 
before reaching out   
to a live agent.
Source: Harvard Business Review

#3: Rise in Customer 
Self-service

81%

Challenge: Customers 
prefer brands that offer 
self-service tools across 
channels.

Solution: Chatbots and 
IVRs quickly, seamlessly 
resolve most issues.

Value: Live agents prioritize 
complex customer issues 
for personalized and 
meaningful conversations.

Contact center 
executives who 
recognize “accuracy 
and quality of 
information” as the 
most important CX 
attribute.
Source: Deloitte

#2: Onboarding Strategic 
BPO Partners

39%

Challenge: Traditional 
contact centers lack 
industry knowledge 
and experience.

Solution: Partner 
with a trusted 
BPO vendor.

Value: Bridge the 
gaps in CX with 
smartly customized 
plans and solutions.

Contact centers that 
are allocating more 
budget to employee 
training and coaching.
Source: Customer Contact Week

#5: Redesigning the 
Agent Experience

49%
Value: Lower training 
costs, improve CSAT, 
FCR, and NPS, and 
deliver on-field agent 
insights through 
performance monitoring.

Challenge: Contact 
center churn due to 
low agent satisfaction 
and engagement, and 
poor onboarding.

Solution: High-tech 
training with 
gamification and 
coaching platforms, 
agent assist, and 
monitoring tools to lift 
agent performance.

WFH customer 
service agents who 
report greater job 
satisfaction.
Source: [24]7.ai Webinar

#4: Establishing Remote 
Contact Centers

95.8%

Challenge: The 
pandemic required 
flexible work-at-home 
operational 
arrangements.

Solution: Remote 
contact centers with 
the best security and 
virtual onboarding.

Value: Reduce logistics 
and training costs, gain a 
more diverse and skilled 
talent pool, and increase 
agent productivity.

28%
Contact 
center 
solutions 28%

Digital 
customer 
experience 22%

Customer 
journey 
mapping

17% CRM22% Data and 
analytics 17% Customer 

acquisition

 Top 6 CX investment priorities

Source: CX Network

Chatbots are computer applications that simulate 
human conversation through voice commands, text 
input, or both. They automate responses to queries, 
making it easy for users to find information in real time 
and complete tasks via self service. 

To learn more about building, deploying, and optimizing 
chatbots, visit: All About AI-Powered Chatbots

• AI assistant
• Bot
• Chatbot
• Conversational agent
• Conversational AI bot

What’s a Chatbot 
Good For?

3 Levels of Chatbot Complexity

What’s In 
a Chatbot 
Name?

The Chatbot Market

1 2 3

Scripted Rules-Based AI-Powered 

3x Spending on cognitive and AI systems
—2018 to 2022

37.3% 

$77.6B

#1

Compound annual growth rate
—2017 to 2022

Total chatbot spend (2022)

Market Share: North America 

Enterprise Chatbot Savings 

Administrative tasks 
Healthcare could 
automate today

Customer interactions 
Banking can automate by 
2022

Annual combined savings 
in Healthcare, Banking, 
and Retail by 2023

Businesses reporting 
faster complaint resolution 
than with a live agent

Customers who prefer 
chatbots for an instant 
solution

73%

90%

$11B

90%

74%

Millennials who use 
chatbots 60%

Millennials reporting 
positive chatbot 
experiences

White-collar workers 
who’ll daily interact with 
chatbots by 2022

70%

70%

Identify the scope

Train the chatbot Bring in necessary integrations

Design the dialog management

Ready to Build Your Chatbot?

Menu/button-based Decision tree-like workflow Complex interactions

• Conversational interface 
• Digital assistant
• Intelligent virtual assistant
• Virtual agent
• Virtual customer assistant

Hello!

23% of Customers Have Quit Companies 
Over Bad Support

In 2020-21, digital CX transformation initiatives stalled, the overall customer experience flatlined, and 
companies and customers continued to see the quality of customer support differently. For our 
complete analysis, as well as recommendations—including exploring the advantages of CX as a 
Service (CXaaS)—download the report: 

The CX Reality Check: Momentum Interrupted

The CX Reality Check: 
Momentum Interrupted

80% of Customers Prefer Live Agents

60% of Companies Believe Their Support Is 
Consistent Across Channels

85% of Customers Have Repeated Information 
Already Given to Automated Systems

19% of Companies Are Using Automated Systems That 
Don’t Transfer Information to Live Agents

88% of Companies Say Their Automated Systems 
Understand Customer Intent At Least “Somewhat”

40% of Customers Say Automated Systems 
Usually Don’t Understand Their Intent

We are still 
working on it 

39%

We are successful 
at delivering it 

60%

Automated phone, 
web, chat support

18%

Human phone agent
59%

Human chat agent
21%

Other
2%

No information is 
transferred to the 
agent; it is a new 

interaction 

10%

Information from 
the initial software-
based interaction is 
transferred to the 
agent 

81%
Our systems do not 

enable customer 
transitions from 
software-based 

solutions to agents 

9%

Yes, I've repeated 
information

85%
No, I've not had to 
repeat information

15%

Not at all
3%

Yes, but only 
occasionally 

9%

Yes, very well 
42%

Yes, somewhat 
46%

Yes, they usually 
understand what I 
am trying to do 

59%
I don’t use 

automated systems 

1%

No, they usually 
can’t figure out 

what I want to do

40%

We accept 
different channels 
provide different 

experiences 

1%

94% of Companies Are Keeping Agents 
Working from Home

Not yet …
77%

Yes!
23%

Chatbot vs. IVR  
Support Statistics 

Read Now 

Conversational AI: Our 
Differentiators 

Read Now 

How AI Transforms 
Insurance CX 

Read Now 

The Benefits of CX 
Management

Read Now 

[24]7 Voices Stats & 
Trends

Read Now 

5 BPO Trends You Can’t 
Ignore 

Read Now 

The Chatbot Market is 
Stronger than Ever

Read Now 

CX Reality Check: 
Momentum Interrupted  

Read Now 
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