
CONVERS T ONALA I
Driving Next-gen CX

ABSTRACT: Customer expectations are becoming more complex due to the 

various touchpoints they interact with. Organizations are looking to enrich 

support with AI-powered solutions that bring in more consistency, 

personalization, and efficiency across channels without any friction. The 

growing usage of conversational AI within the support scope presents a novel 

opportunity for support organizations to understand customers, their pain 

points and provide them with a stable support ecosystem that is customer-

friendly and efficient. This POV examines how conversational AI helps support 

organizations align their customer imperatives to drive next-gen CX.
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01. INTRODUCTION
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anaging customer Mexpectations is by far 

the most significant challenge 

every support organization 

faces. Increased call volumes, 

irate customers, overstressed 

agents add up to lowered 

customer experiences. While 

there have been major 

improvements in building 

better customer-facing 

experiences through channel-

less interactions, chatbots, and 

integrated CRM services, 

customers are always looking 

out for hassle-free and 

frictionless experiences that 

save them time and effort.

Chatbots have been 

increasingly used to help 

customers resolve common 

issues faster. Though bots 

improve the level of customer 

service, they still dwarf the 

enormous potential in 

delivering exemplary customer 

service due to the way they are 

wired within the system and 

the information available to 

them. 

Traditional chatbots are 

reactive; they respond to an 

event in a pre-programmed 

fashion, making them known 

as "rule-based" chatbots. They 

act on a set of rules when 

certain conditions are met. In 

short, it is a closed system that 

works great for a "perfect 

world." But, the real world is 

always dynamic, and that's 

where these bots fall short in 

processing and understanding 

customer issues creating 

mediocre or fragmented 

experiences.

But, with AI, bots are armed 

with intelligence (gained from 

models) that helps them think 

like a human and have access 

to the right resources at the 

right time (KB's, self-help, 

channel-less support) that 

removes friction and ambiguity 

from interactions. The net 

result is a series of 

conversational interactions 

that aim to resolve issues 

faster. 

Enter     

CONVERSATIONAL AI. 

of global telecom 

technology decision 

makers cited customer-

facing chatbots as a top 

priority   for technology 

investments; 30% cited 

agent-facing chatbots as 

a top priority. 

- Forrester

31%
By 2023, 75% of 

customer service 

organizations will deliver 

proactive and predictive 

customer service 

enhanced by analytics, AI 

and process 

orchestration. 

- Gartner

75%

THE BEST CONTACT IN SUPPORT 
IS THE ONE THAT NEVER HAPPENED
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02. CUSTOMERS 
WANT RESOLUTIONS, 

NOT 
CONVERSATIONS
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he latent potential in Tpattern discovery and its 

influence to build insights 

presents an excellent 

opportunity to reimagine 

customer issues and resolve 

them with minimal friction and 

intervention. Conversational AI 

works because it mimics the 

most natural way that a human 

engineer would respond while 

having all the perks of 

automation, self-service, and 

integrations that aid in faster 

issue resolution giving way to 

personalized, efficient, and 

frictionless interactions.

Conversational AI uses NLP 

(Natural Language Processing), 

machine learning, speech 

recognition to understand the 

language, contextualizes words, 

and arrives at intent. Most 

conversational AI systems are 

integrated with CRMs and 

knowledge bases to resolve 

queries without involving the 

engineer proactively. 

Conversational AI has also 

spawned a new league of virtual 

assistants, voice-based support 

(Alexa, Google Assistant.). 

Juniper Research predicts that 

in 2023 voice-based assistants 

will total around 8 billion users 

at a CAGR of 41%.

The usage of conversational AI 

has improved areas like 

customer satisfaction score, 

average handling time, 

turnaround time, resolution 

time. In short, it has raised the 

efficiency of these processes. 

Still, the larger question of 

improving CX remains due to AI 

bias, over-personalization, and 

modeling data that need to be 

addressed. 

Support organizations are 

reorganizing their priorities to 

improve CX in the next few 

years, like digital experience, 

having a digital-first strategy, 

and enhancing CX, as seen in 

the graphic to the left.

Most large brands across 

various industries had started 

leveraging chatbots and 

conversational AI in some form. 
- Forrester

In 2018, Gartner had predicted 

that by 2021, 15% of all customer 

service interactions globally will 

be handled completely by AI, an 

increase of 400% from 2017. 

- Gartner

Key metrics for improved conversational AI-based customer support

Customer satisfaction/Net Promoter Score

Average handle time

Average speed of answer

Service time/turnaround time

Time-to-resolution

76%

68%

68%

62%

50%

Figure 1: Key Metrics for Improved Conversational AI Support

Key Priorities for 
Support Organizations

Please rank your priorities and
objectives to consider investing in
automation initiatives in the next
12 to 18 months.

1. Improve digital 
channel experience

2. Improve customer 
experiences

3. Be digital-first

4. Automate 
routine tasks

5. Reduce service 
wait times

What is 
conversational 
AI?

A programmatic and intelligent 

way of offering a conversational 

experience to mimic 

conversations with real people, 

through digital and 

telecommunication technologies.

- Source: Conversational AI, 

Delo�ie Digital
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03. INGREDIENTS 
BEHIND CONVERSATIONAL AI

onversational AI Cexperience involves 

the coordination of the 

following technologies to 

deliver contextual 

interactions and cost-

efficient experiences.

NATURAL LANGUAGE 
PROCESSING

The ability to "parse" or 

understand the text. It is the 

fundamental prerequisite that 

enables machines to understand 

language structures.

INTENT 
RECOGNITION

The ability to 

understand what the 

user is requesting 

even if the input given 

is not correct.

ENTITY 
RECOGNITION

The ability to 

recognize entities 

from text like 

dates or numbers.

API 
FULFILLMENT

The ability to pull data 

from webservices or 

databases using APIs 

in the background. 

VOICE OPTIMIZED 
RESPONSES

The ability to 

generate human-like 

conversations and 

show emotions.

DYNAMIC TEXT 
TO SPEECH

The ability to convert written text 

to natural-sounding languages 

supporting various languages, 

voices, with tonal inflection.

CONTEXTUAL 
AWARENESS

The ability to follow 

conversation history, retrieve 

past conversations, translate 

and memorize new information.

MACHINE 
LEARNING

The ability to understand human 

agent responses through models 

and mimic them producing 

human conversations.

Additionally, reporting 

and monitoring bring up 

insights and analytics to 

show performance and 

areas of improvement 

while security and 

compliance ensure the 

integrity and minimize 

risk. 

find
fund

fand

04. TRENDS DRIVING THE ADOPTION 
OF CONVERSATIONAL AI

esearch R by Deloitte indicates that the conversational AI market size is expected to  

grow from AUD 6 billion in 2019 to AUD 22.6 billion by 2024, at a CAGR of 30.2%, 

during 2019-2024. These figures show the opportunities that support companies can 

target to drive CX for their customers. The 2020 pandemic exacerbated the need for 

digital support and tested the nuts and bolts of every support initiative. Organizations 

with a healthy digital footprint were able to seize the opportunity but, many others are 

reassessing their goals and investments to make up for the lost time. 
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RISE OF HANDS-FREE ASSISTANTS 
(GOOGLE ASSISTANT, AMAZON ALEXA)

There has been a surge of hands-free assistants built into 

every smart device launched due to their popularity and 

appeal. Manufacturers are looking at ways to integrate 

these backend services to expand their reach with 

intelligent connected technology. forecasts by Statista 

2024, there would be more than 8.4 billion voice assistants.

8.4 billion 
voice assistants
by 2024

CHATBOTS WILL SEE A 100% INCREASE IN ADOPTION 
WITHIN THE ENTERPRISE SPACE

The penetration rate of chatbots by enterprises is expected to 

almost double in the next 3-5 years from the current rate of 20 

– 30%, driving their adoption. hails the adoption as the Gartner 

changing face of AI as chatbots have successfully 

orchestrated touchless and streamlined experiences across 

the customer lifecycle.

Penetration rate 
to double from current
20-30%

RISE OF ADVANCED NATURAL 
LANGUAGE PROCESSING

The ability of a chatbot to accurately 

predict a scenario comes with hours 

and hours of data ingestion and 

model training. The more models the 

bot is subject to, the better the 

outcome. As NLP matures, bots will 

come ready to take care of advanced 

functionality natively (without 

additional dependencies) and 

improve contextual interactions.

NEED FOR NO-CODE/LOW 
CODE PLATFORM SOLUTIONS

There's growing demand to have 

more and more use cases to prepare 

models. Even the most demanding 

code does fail in real-world 

implementations. Developers can't 

keep coding and recoding every 

change. Instead, low code or no-

code solutions are the need as they 

have all the possible use case 

features in one place, boosting the 

platform's capability to turn around 

bot development. 

INCREASING DEMAND FOR 
AI-POWERED CUSTOMER SERVICES

The need for AI-driven customer 

support is increasing. Support 

organizations see the demand for 

AI-powered services within the 

support lifecycle as they bring 

insights and intelligence around 

customer preferences, opinions, and 

behaviours, enhancing the support 

engagement in real-time. With 

features like data-driven intelligence, 

automated self-service, channel-

less support, bots, and virtual agents 

increase accuracy, reduce load, and 

helps organizations deliver proactive 

and personalized support 

experiences on the go. 

05. GET IN THE 
DRIVER'S SEAT 
WITH CSS CORP'S 
CONVERSATIONAL 
AI PLATFORM they would rather talk to a human 

agent straight away. The rising 

demand for voice platforms and 

messaging apps is another reason to 

imbibe a conversational-type support 

response to build fruitful customer 

interactions.

It is in this context CSS Corp has 

built its CSS Edison™ Virtual Assist. It 

is an AI-powered solution that brings 

human and machine intelligence 

together to power next-gen 

personalized support solutions. 

Using NLU (Natural Language 

Understanding) engine, it 

understands the user's intent and 

builds contextual, human-like 

interactions. It uses neural networks, 

text mining, deep learning, sentiment 

analysis to create credible 

intelligence from past interactions to 

drive effortless experiences. In doing 

so, it anticipates customer behavior 

and wards off failures. 

ustomers want convenient one-Cstop experiences to resolve 

their issues, period. They don't want 

to spend their time and effort 

repeating their side of the story 

multiple times to multiple people. 

Most customers are still wary of 

typical chat interfaces and IVRs 

(Interactive Voice Response) that 

Here are some key trends that will fuel the adoption of Conversational AI to drive CX in the future:
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from every interaction, 

understands customer intent and 

sentiment, engages in interactive 

dialogs, and answers complex 

questions while keeping the 

conversations people-like. 

As a customer-centric solution, 

typical use cases would be 

customer &technical support, 

retail support, sales & lead 

generation, and almost any 

customer-facing interaction. 

Being integrated across the 

support landscape, the solution 

can pull out and refer customers 

to relevant knowledge base 

articles in real-time as the 

conversation progresses. It 

learns and picks up patterns 

CSS Edison™ Virtual Assist elevates support opportunities and delivers these business outcomes:

Up to 25% 

Operational 

Cost 

Reduction

24-37% CSAT 

Scores 

Improvement

Over 16% 

Improvement 

in Customer 

Lifetime Value

Improved agent 

productivity at 

support centers 

by 30%

06. THE BENEFITS ARE PROMISING

Conversational AI is the next step in the evolution of 

customer experience, and the industry has taken note of its 

transformative capabilities. Here are some key takeaways 

from its journey.

PERSONALIZED CX

REDUCED CUSTOMER CHURN

Mature conversational AI bots understand 

and remember conversation context, past 

dialogs, and user preferences to provide the 

users with personalized interactions.

Conversational insights and automation 

resolve issues, even before any red flag or 

friction happens. This consistency builds 

CX and reduces churn. It also lets agents 

understand customer intent and their 

needs with recommended next best steps.

COST REDUCTION

Automatic deflection to low-cost             

AI-enabled channels reduces 15-70% 

overall costs.

07. THE ROAD AHEAD

Research done by Forrester says that 

nearly 78% of firms believe 
that Conversational AI 
improved resolution times 
during the pandemic, but 
not overall CX. 

While there's been widespread adoption 

of AI to drive conversational interactions, 

their primary goal is lost if they become 

part of the friction and the problem.  

Enterprises should focus on the 

resolution as the core objective. AI-bias 

and over personalization are a growing 

concern that limits the capabilities of 

such conversational interfaces as they 

can become more harmful than 

beneficial warranting AI governance.

Gartner and Forrester recommend AI 

governance to remove bias and other 

ambiguities that could hamper CX. As 

the underlying technology framework 

matures, newer AI models with advanced 

toolsets will champion this cause.
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08. CONCLUSION

The art of delivering customer support 

will take on new dimensions as AI 

toolsets mature. The industry is already 

seeing its promising effects through its 

continued adoption. Support 

organizations should identify the gap 

these toolsets address and blend their 

power with human potential to take 

support to the next level. The critical 

takeaway is to understand these 

technologies and tools are never 

intended to replace humans but 

augment them to perform better         

and deliver better CX across                    

all transactions. 
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About CSS Corp:

CSS Corp is a global customer experience and technology consulting services provider, disrupting the industry 

with a unique intersection of industry-leading proprietary solutions, resilient operations, and innovative business 

engagement models. It has emerged as a compelling alternative to the traditional IT and support service providers 

with its premium service offerings and differentiated value propositions that solve clients' critical business 

problems proactively. The company is a digital transformation partner of choice for its clients, which include the 

world's top innovators across industries, from mid-market players to large enterprises. Its diverse team of over 

9,000+ customer-centric thinkers, collaborators, and co-creators across 18 global locations is passionate about 

helping clients succeed through intelligent automation-led outcomes. The company has overcome 

macroeconomic headwinds to become the industry's fastest-growing and most awarded company in its revenue 

range.
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