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What’s your strategy?

Business Customers Agents

When done well, self-service is a win for: BUT...

&

Strategy Technology

you must have the 
right game plan



Achieving an exceptional Customer Experience –

each and every time – is tough! 
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89%
of customers get 

frustrated because they 

need to repeat their issues 

to multiple representatives

45%
of consumers will 

abandon an online transaction 

if their questions or concerns 

are not addressed quickly

“To Speak with a customer 

service representative, 

say representative.”

ME:



AI & Self-Service 

Transforming CX
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Disconnect on                           Artificial Intelligence (AI)
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2019 Global Findings: Business vs. 

Consumer Customer Experience 

(CX) Transformation Benchmark

Businesses have a misconception

that consumers want more AI

Businesses are not in touch with 

consumer perceptions of AI

Businesses overestimate customer 

use of AI for any purpose

1

2
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Use of and satisfaction with automated assistants 

for customer service very low.
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90%

A full

of customers prefer to talk 

to a live service agent 

over a chatbot

79% 66%

of respondents said chatbots 

and virtual assistants need 

to get smarter before they 

will use them regularly

disagree that chatbot and 

virtual assistants make it 

easier to get issues resolved



AI-Powered Self-Service is Not a Customer Pleaser…Yet
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34%

are willing to use 

bots and virtual assistants 

once they get smarter

6%

already say it makes 

it easier to get 

issues resolved

7%

would like to use 

home virtual assistant to 

interact with businesses



1. The right game plan blends strategy & technology.

2. Find the perfect blend of Self-Service and Agent-Assisted options.

3. Make it intuitive and proactive. 

4. Nail the Transitions from Self-to-Agent-Assisted Service.

Self-Service 

Strategy Tips



I invite you to learn more.
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2019 Global Findings: 
Business vs. Consumer Customer 
Experience (CX) Transformation Benchmark

Faster Service, Happier Customers: 
Using Self-Service to Accelerate 
the Speed of Resolution

http://get.niceincontact.com/Q219-CX-

Transformation-Benchmark-Business-

Wave.html

Download Now!

https://www.niceincontact.com/call-center-resource-finder/2018-nice-incontact-cx-transformation-benchmark-infographic
http://get.niceincontact.com/Q219-CX-Transformation-Benchmark-Business-Wave.html
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one
experience

one
step ahead

one
cloud

one
path

The Most Complete, Unified,

and Intelligent Cloud CX Platform
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