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CEO Perspective:  
For AI Automation in

Customer Service,  
the Future is Bright
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Ada.Support

In the world of
automation-first customer
service,  
2018 was a big year.
Exciting developments  
on several fronts have
customer service
departments focusing on
the future. Let’s look at
what key trends are
expected to shape the
industry in 2019 and
beyond.

Steps for Introducing Personalized
Automation Across the Support Journey
What changed for AI in 2018?  

Shift from agent-first to
automation-first thinking

Realization that AI alone does not 
bring value—it’s all about application

Rising demand to make AI  
accessible to non-technical people.
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By 2021, nearly one in six
customer interactions
globally will be handled by
artificial intelligence (AI).


Gartner, 2018, Cool Vendors in Customer Service & Support

2019:

New roles and new opportunities
56% of Facebook
Messenger users would
rather message  
a business than call

Retail Customer Experience

New roles and new opportunities
As companies begin to see rapid results using
AI-powered solutions, there is a growing
belief that automation will take a new place in
the spotlight with more and more companies
creating some of the world’s first automated
customer experience (ACX) departments. This
new ACX department is responsible for
applying AI to day-to-day operations to drive
efficiency and reduce customer effort. And as
customer service leaders know, the people
driving the ACX should be the ones who know
how to affect the biggest impact on
customers, and on the business.

New opportunities and roles are emerging as
the ACX department takes hold. In addition to
the leadership role (VP or Director of ACX),
companies need ACX managers who apply AI
and handle day-to-day needs, from updating
content to measuring performance. And they
need people to build the conversational
experiences. Murchison explains, “Never
before has it been so important for companies
to be able to communicate clearly. Your
conversations need to be visual, succinct, and
snappy—they should read like a friend
iMessaging you.” This opens up a whole new
world of possibilities and actually elevates the
role of customer service agents.

As AI-powered automation becomes more
effective, moving from being reactive to
proactive, and from automating responses to
automating actions, companies will be better
positioned to improve CX from end-to-end.

A common myth about AI is that it’s taking
away customer service jobs, but in reality AI is
transforming the experience for agents, too.
Auto-mating the mundane, repetitive tasks
frees up agents to spend their time on higher
value, more complex customer problems. This
makes the job more stimulating, more
relationship oriented—which in turn reduces
turnover in the department that often has the
highest attrition.
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So it is all

smooth sailing from here?
Brands that have
superior CX bring in 5.7
times more revenue
than their competitors
that lag in such efforts

Retail Customer Experience

These are exciting times for the customer
service industry, but that doesn’t mean
they’re without challenges. As the sheer
number of channels consumers want to
engage on continues to grow, customer
service leaders have to figure out how to
adopt all of them. “One of the only ways to
provide a consistent, high-quality customer
experience across all channels is to ensure
you have an automation strategy in place,”
says Murchison. “As a leader in this area, Ada
is in a really strong position to help.” 

Figuring out how to structure the Automated
Customer Experience (ACX) team is another
major challenge facing customer service
leaders. While many of Ada’s clients are
introducing standardized ACX teams, the
same way, for example, the digital marketing
team is now structured, for now it’s
something the industry at large is piecing
together. “It’s exciting to be part of such a
major shift and helping to develop best
practices that will forever change the face of
customer service,” says Murchison. 

As chatbots become imperative and the
market becomes saturated, it’s important for
companies to remember that they are not all
created equal. Businesses should seek a
solution that can provide accurate,
consistent, and personalized automation.

Consumers have become comfortable with
automation, as long as they know when
they’re using it. “But we all need to be diligent
about this—we need to apply a standard of
transparency across AI and automation to
maintain consumer trust,” Murchison adds.
This, in turn, will allow businesses to keep up
with changing customer expectations and
needs, meeting customers where they are as
their channels of choice grow and change.

A common myth about AI is that it’s taking
away customer service jobs, but in reality AI is
transforming the experience for agents, too.
Auto-mating the mundane, repetitive tasks
frees up agents to spend their time on higher
value, more complex customer problems. This
makes the job more stimulating, more
relationship oriented—which in turn reduces
turnover in the department that often has the
highest attrition.

Consumers have become comfortable with
automation, as long as they know when
they’re using it. “But we all need to be diligent
about this—we need to apply a standard of
transparency across AI and automation to
maintain consumer trust,” Murchison adds.
This, in turn, will allow businesses to keep up
with changing customer expectations and
needs, meeting customers where they are as
their channels of choice grow and change.












50% of consumers are
likelyto switch brands if a
company doesn’t
anticipate their needs



Salesforce
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An exciting new era

“The average person still
spends 43 days of their
life waiting on hold—and
they’re losing their
patience, quickly.
Companies that figure
out the balance between
AI and the human
workforce will really win in
the long term. This
requires technology that
non-technical people can
control—which is what
Ada is all about.” 




Giving customers their time back can turn what
may have been a contentious relationship
(“Ugh, I hate calling the phone company!”) into
one that’s more consultative—and valuable.

When consumers don’t have to advocate for
themselves every time they contact a company,
whether it’s a bank they’ve been using for 20
years or a new digital service provider, it
changes the whole interaction. 

With intelligent automation, consumers will
expect to connect with a chatbot or an
AI-assisted agent that can help them instantly
find information or take action like change
account information or make a purchase.

If AI put customer service on autopilot, the
experience would not be good. But the
companies that put the right AI tools in the
hands of the right people—those who are
highly empathetic and understand the
customer best—will be able to create incredible
customer experiences.

Mike Murchison 
Ada Co-Founder and CEO

As the market leader in Automated Customer Service
(ACX), Ada is the only chatbot platform purpose-built to
support an automation-first customer service strategy.

By diminishing dependence on IT and uncovering new
opportunities for revenue, Ada's automation is designed
to transform the support model from a cost center to
profit center. Headquartered in Toronto, Ada enables
clients around the world, like TELUS, AirAsia, and
UpWork, to put automation and AI at the front end of
their customer service strategy, thereby freeing live
support agents to have greater impact.
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facebook.com/getadasupport
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