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2025 Report:
AI 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 AI and Agentic AI 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 AI adoption, with additional insights drawn from 
detailed survey responses.



125
Leaders Surveyed

79%
Director Level

88%
Support Tech Initiatives
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Executive Summary
Six critical insights that define the current state of AI adoption in service organizations



Leadership Engagement
Service organization leaders are driving AI initiatives with unprecedented involvement
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AI Adoption Status
Organizations are moving beyond planning 
into active deployment phases

12%

And measuring KPIs and 
ROI statistics

In Production
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AI Solutions Deployed
12% of organizations

Currently Deploying
34% of organizations

Not Started
2% of organizations

Pilot Phase
12% of organizations

Evaluating Partners  
10% of organizations

Defining Use Cases, Success Criteria
30% of organizations

Only 2% haven't started their AI journey, while 46% are 
actively deploying or have achieved success

The data shows AI adoption has moved from experimental 
to operational reality



67%
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LOW FREQUENCY HIGH FREQUENCY

LOW COMPLEXITY

HIGH COMPLEXITY

Implementation Status
Organizations strategically choose 
high-frequency, low-complexity use cases 
to start their AI journey
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Use Case Priorities
Organizations focus on measurable 
outcomes that directly impact customer 
satisfaction and operational metrics.
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�����������������������ROI and Purchasing Decisions
Budget approval requires demonstrable ROI with 
measurable business outcomes
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Budget Approval Processes
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ROI Measurement Priorities
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Key Performance 
Metrics
Organizations track specific metrics to 
measure AI implementation success
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Organizations prioritize solving issues for 
customers at the first touchpoint

72% Focus on First-Time Resolutions
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First-�����Resolution ����
Resolving issues on the first customer interaction 
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Organizational Diversity
AI adoption spans organizations of all sizes, from mid-market companies to large enterprises
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Company Size Distribution
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