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2025 Report:
Al in Service

Key Findings from 125 Service Leaders

A comprehensive survey of innovative leaders and in the
service sector confirms that it is undergoing rapid
transformation. Generative Al and Agentic Al are moving
from hype to operational reality, with leadership
engagement, practical use-case focus, and ROI-driven
investment shaping the future of service delivery. This
report highlights the most newsworthy and emerging
trends in Al adoption, with additional insights drawn from
detailed survey responses.

C) @

Al is moving from hype to
operational reality
The majority of service organizations
are no longer just experimenting. Most

are deploying or planning real-world
Al solutions.

@

Efficiency and customer
empowerment are top priorities

Organizations are laser-focused on
achieving faster resolutions, improved
information access, and self-service
capabilities.

Leadership is driving
the charge

High engagement from
decision-makers and technology
leaders is accelerating adoption and
shaping strategy.

@

The market is diverse
and dynamic

Al adoption is happening across
companies of all sizes and
industries, signaling a broad and
lasting transformation in service
delivery.

@

ROl is king

The ability to demonstrate
measurable returns is the most
critical factor in securing Al
investment.

@

Early results matter

Organizations that can show early,
tangible wins with Al are more likely
to secure ongoing investment and
scale their initiatives.
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Executive Summary

Six critical insights that define the current state of Al adoption in service organizations

125 79% 88%

Leaders Surveyed Director Level Support Tech Initiatives

Strategic Focus

67% prefer high-frequency, low-complexity use cases as

Operational Reality

A comprehensive survey revealing how service organizations
are implementing Al technologies, the challenges they face,
and the strategic approaches driving success in 2025.

starting points for Al implementation.

Leadership Engagement

Implementation Priority

86% of respondents are decision-makers with direct
influence on Al initiatives.

83% prioritize faster resolution times as the primary Al use
case outcome.

Quality Metrics

ROI Requirements

72% focus on first-time fix rates as a key performance
indicator for Al success.

50% require believable, measurable ROI to secure budget
approval for Al projects.
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Leadership Engagement

Service organization leaders are driving Al initiatives with unprecedented involvement

Service Organization Leaders Decision Makers Senior Leadership Level
75% 86% 79%

Lead service organizations directly, Have direct decision-making authority Are director level or above in their
with hands-on operational experience on technology initiatives organizations

As a VP/GM overseeing Z,QOO coIIeagugs with a Leadership Profile Highlights
S500M P&L, | need Al solutions that deliver .
measurable impact. We're not interested in Coe e

experiments—we need operational excellence.”

— VP/General Manager, Fortune 500 Service Organization Senior Manager

Key Trend: The overwhelming majority of respondents are highly engaged leaders, driving both technology and customer
experience strategies. Al is now a boardroom priority, not just an IT experiment.

AI Adoption Status Only 2% haven't started their Al journey, while 46% are

actively deploying or have achieved success
Organizations are moving beyond planning The data shows Al adoption has moved from experimental
into active deployment phases to operational reality

Not Started
2% of organizations

Al Solutions Deployed
12% of organizations

Defining Use Cases, Success Criteria
30% of organizations

Currently Deploying
34% of organizations

Evaluating Partners

Pilot Phase 10% of organizations

12% of organizations

98% 34% 12%

Have Started Deploying Now In Production
Organizations actively pursuing Al Currently in active deployment And measuring KPIs and
initiatives phase ROl statistics

Key Trend: Most organizations are in the active phases of deploying or planning Al solutions, with only a small fraction having not
started or facing post-deployment challenges. The pace of adoption is accelerating, and the experimental phase is giving way to
real-world implementation.
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Implementation Status

Organizations strategically choose

high-frequency, low-complexity use cases

to start their Al journey

HIGH COMPLEXITY

18%

High Frequency, High Complexity
Advanced implementations after proven success
+ Complex problem solving

«  Multi-step workflows
« Advanced analytics

67%
Prefer High-Frequency,
Low-Complexity Starting Points

This strategic approach minimizes risk while
maximizing learning opportunities and early wins

High Frequency, Low Complexity
Preferred starting point for Al implementation
+ Automated responses

« Basicrouting
«  Simple classifications

LOW FREQUENCY

3%

Low Frequency, High Complexity

Rare, complex scenarios typically avoided initially
+  Complex edge cases

+ Highly specialized tasks

+  Custom integrations

LOW COMPLEXITY

HIGH FREQUENCY

12%

Low Frequency, Low Complexity
Specialized use cases with simple requirements
+  Niche processes

«  Seasonal tasks
+  Exception handling

Key Trend: A clear preference is evident for addressing simple, high-frequency issues, suggesting a cautious, ROI-focused approach
to Al implementation. Organizations are seeking quick wins and measurable results before scaling to more complex scenarios.
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Use Case Priorities

Organizations focus on measurable
outcomes that directly impact customer
satisfaction and operational metrics.

Faster Resolution Times
Reduce time to resolve customer issues 830/0

Improved Accuracy
Increase precision in problem diagnosis 740/0

Enhaced Customer Experience 0
Deliver more personalized service interactions 68 /0

Operational Efficiency
Streamline processes and reduce manual work 620/0

Implementation

Focus

"Our Al implementation prioritizes faster
resolutions above all else. When customers get
their issues resolved quickly, everything else
follows—satisfaction scores, retention, and
operational efficiency.”

— Director of Technical Support, Global Technology Company

83% Prioritize Speed

Organizations identify faster resolution
times as their primary Al success metric

Cost Production 45%
Agent Productivity 52%
Quality Consistency 38%

Organizations are implementing Al solutions that directly impact customer-facing metrics
first, then expanding to internal efficiency gains. This customer-first approach ensures

immediate business value and stakeholder buy-in.

Key Trend: Improving resolution speed, access to information, and self-service capabilities are top priorities, reflecting a focus on

efficiency, customer empowerment, and knowledge management.
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50%
ROI and Purchasing Decisions Require Believable RO

Organizations need measurable,
Budget approval requires demonstrable ROI with credible return on investment
e projections to secure budget approval

ROI Measurement Priorities Budget Approval Processes

Executive Committee Approval
Cost Savings 720/0 C-suite and board-level decision making 320/0
G )

Department Budget Allocation
Productivity Gains 680/0 Funded through existing departmental budgets 280/0
D G

Cross-Functional Team Review
Quality Improvements 450/0 Multi-department evaluation and approval 240/0
G G

. . IT/Technology Committee 0
Headcount Reduction Requirement Technology-focused review process 16%

Assignificant portion of organizations require Al

implementations to demonstrate measurable headcount
reduction or productivity improvements equivalent to Average Approval Timeline
reduced staffing needs.

3-6 months for budget approval and procurement

Key Success Factors

Clear, measurable ROI projections Pilot program results as proof points Executive sponsorship and advocacy

Key Trend: ROl justification is the primary driver for Al investments, underscoring the need for solutions that demonstrate clear
and measurable benefits. Boardroom involvement and financial scrutiny are high.
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"Our Al implementation prioritizes faster
resolutions above all else. When customers get
Key Pe rfO rmance their issues resolved quickly, everything else

follows—satisfaction scores, retention, and

M etrICS operational efficiency.”

Organizations track Speciﬁc metrics to — Director of Technical Support, Global Technology Company
measure Al implementation success

First-Time Resolution Rate

Resolving issues on the first customer interaction 72% 72% Focus on First-Time Resolutions

D Organizations prioritize solving issues for

Agent Productivity customers at the first touchpoint

Increase in cases handled per agent per hour 68%

—— Real-time Dashboards 78%
. . Live monitoring of key performance indicators

Customer Satisfaction

Improvement in CSAT and NPS scores 640/0

—— Weekly Reports 65%

Regular performance summaries and trend analysis
Average Handle Time
Reduction in time spent per customer interaction 0 Customer Feedback 520/0

Direct customer satisfaction measurements

Success Pattern Organizations that focus on first-time fix rates as their primary metric see cascading

improvements in customer satisfaction, agent productivity, and overall operational efficiency.

Key Trend: Organizations are prioritizing first-time resolution, agent productivity, and SLA compliance, aiming to enhance service
quality and operational efficiency. The focus on measurable KPIs underscores the demand for tangible business outcomes from
Al investments.
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Organizational Diversity

Al adoption spans organizations of all sizes, from mid-market companies to large enterprises

Company Size Distribution
28%

10,000+ employees

35%

1,000-9,999 employees

22%

500-999 employees

15%

100-499 employees

63% Enterprise Scale
Organizations with $1,000+ employees leading Al adoption

Revenue Distribution

$1B+ revenue

$100M-$999M revenue

$50M-$99M revenue

$10M-$49M revenue

62% High Revenue
Organizations with $100M annual revenue

24%

38%

23%

15%

Al implementation in service organizations spans multiple industries including technology,
financial services,healthcare, manufacturing, and retail. The survey reveals that company
size and revenue are stronger predictors of Al adoption readiness than industry vertical,
with larger organizations having the resources and infrastructure to support
comprehensive Al initiatives.

Cross-Industry

Adoption

91%

Technology Enabled

84%

Service-Focused

2%

Established Organizations

Existing technology infrastructure
capable of Al integration

Primary business model centered
on customer service elivery

Companies with mature operations
and established processes

Key Trend: The survey encompasses a diverse range of company sizes and revenue levels, offering a comprehensive view of Al
adoption across the service sector. Al is not just for the largest enterprises—smaller organizations are also actively engaged.
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