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The Struggle is Real
- A Modern CX Crisis

Imagine you’ve just purchased a premium subscription on a
digital platform. You got charged twice. You search for
support, but there's no contact number. You try the chatbot,
but it only responds with FAQs. You email, and get a ticket
number but days pass with no response. Now, you’re not just
out of money, you're out of patience. This isn’t a rare glitch. It’s
the everyday reality of fractured customer support.

What Went Wrong?

In today's CX landscape, this kind of friction is
alarmingly common. The problem isn't just bad luck or
isolated failure it's systemic. Many businesses deploy
horizontal, one-size-fits-all solutions that aren’t built to
handle the unique dynamics of their industry. What
feels like automation is often abandonment.

This eBook breaks down these frustrations across
industries, exposing the real cost of horizontal CX
strategies and showcasing how vertical, Al-powered
solutions can resolve them.
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CHAPTER

The Root of Customer Frustration - Understanding

The Horizontal Problem

Every frustrated customer story starts with a disconnect: a generic system trying to
manage a specific problem. Common failures include:

m Outdated Processes:
dils Manual, disjointed workflows slow everything down

@ Broken Self-Service:

— Tools that appear helpful but trap users in loops.
(A Ineffective Al:
F_'F Chatbots that offer surface-level help but crumble under complexity.

The Hidden Cost of Horizontal CX Solutions

Using a horizontal solution is like applying duct tape to a cracked dam. It might hold
temporarily, but it doesn’t solve the root issue. Horizontal tools:

£
3

Struggle with real-time

é | ) Lack domain knowledge ® : .
; Integration

|Ei_ Miss contextual cues Offer shallow automation

@)

Vertical solutions, in contrast, are designed with the problem in mind. They integrate
deeply, operate with context, and deliver outcomes that matter.
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Industry Breakdowns — Real Customers, Real Prol

INDUSTRY 1: TRAVEI

The Problem: A Lost Luggage Nightmare

Imagine landing after a long-haul flight, only to find your baggage is
missing. You approach airport support and are redirected to a kiosk.
The chatbot offers little help, simply stating your bag is "being
tracked" with no specifics. You call the airline's helpline, but you're
forced to repeat your details and re-explain everything multiple
times. You're promised a follow-up, but none comes.

The Horizontal Issue: The airline uses a generic customer support
platform that doesn’t interface with baggage handling systems or
airport logistics. The chatbot is disconnected from real-time
operational data, and support agents lack visibility into your case
history or urgency.

The Vertical Solution: A ftravel-specific Al platform integrates
directly with baggage tracking systems, airline CRM, and airport
logistics. It identifies high-value passengers or missed connections,
auto-escalates based on urgency, and provides real-time updates
through preferred channels. |t remembers your previous
interactions and avoids repetition, making recovery proactive
instead of reactive.
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INDUSTRY 2: RETAII
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The Problem: Abandoned Cart Blues

A customer fills their cart during a festive sale. But the moment they
try to check out, the payment gateway stalls, coupon codes conflict,
and shipping options aren't clear. They give up. A day later, they
receive a generic email: "You left something behind." But it's too
little, too late.

The Horizontal Issue: The retailer is using a plug-and-play
eCommerce solution that isn’t designed for high-load events or
complex workflows like bundles, flash sales, or last-mile delivery
integrations. The generic marketing automation system can’t
respond in real time or personalize at scale.

The Vertical Solution: A retail-specific CX engine monitors
checkout behaviors and uses Al to predict cart abandonment before
it happens. It nudges customers with time-sensitive offers, resolves
coupon or payment issues in real time, and integrates with logistics
to offer live delivery estimates. Post-abandonment, it triggers
hyper-personalized re-engagement flows based on previous
purchases and browsing behavior.
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INDUSTRY 3: BANKING

The Problem: Fraud Claims Nightmare

A customer spots three unauthorized transactions on their card.
They call support and are sent to a generic IVR system, routed
through multiple departments, and finally asked to send a PDF form
via email. Days pass, and there’s no status update. They're anxious,
distrustful, and ready to switch banks.

The Horizontal Issue: The bank is using a generalized ticketing
system with siloed teams. Fraud support doesn’t talk to dispute
resolution, and case tracking is manual. There's no workflow
intelligence to prioritize or guide the process.

The Vertical Solution: A banking-grade CX stack includes
fraud-detection algorithms, secure case orchestration, and
automated document processing. Al flags critical cases instantly,
routes them to the right teams with context, and keeps the customer
informed every step of the way. The result? Faster resolution, higher
trust, and reduced churn.
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The Power of Vertical Al Solutions

Every frustrated customer story starts with a
disconnect: a generic system trying to manage a
specific problem. Common failures include:

How What

your business your customers
runs expect

When

to automate &
when to escalate

Why Vertical Al Wins: Orchestration in Action:

EQ—J] Learns from domain-specific I.ﬂ

data ——

Baggage claims get escalated
before complaints.

= Integrates tightly with core x
EHF systems (e.g., inventory, fraud _E/
D engines, loyalty platforms) D0

Abandoned carts trigger
tailored outreach.

E=——  Delivers personalized @

oo
nil experiences at scale

Fraud flags route instantly to
case managers with full context.
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Moving Forward — The Vertical Al CX Revolution

Why Horizontal Solutions Are Dead in the Wate

Horizontal platforms fail not just because they’re generic, but because they fragment the customer
journey. They force businesses to patch together workflows with duct tape integrations, leading to
broken visibility, slow resolution, and rising churn.

The Vertical Advantage:

" Native integration with industry systems
E[{E Role-based flows and escalations

Embedded intelligence for smart triage and proactive support

The Future of CX

Tomorrow's best CX platforms won't be "chatbots" or "ficket systems." They will be
intelligent, vertically integrated systems that:

(_'?@ Understand the problem before it escalates

() Act across systems with no human hand-holding

% Resolve with speed, empathy, and context
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CX Isn’t One-Size-Fits-All — Here’s How to Get It Right

Broken CX isn’t just a technical issue it’s a strategic blind spot. The
belief that a generic platform can meet every industry’s needs is not
only outdated it’s actively harmful. It leads to fragmented journeys,
missed expectations, and a growing gap between what customers
want and what they get.

The fix? Stop retrofitting horizontal solutions to vertical problems.
Instead, build from the ground up with systems that understand your
industry's language, workflows, and customer realities.

That’s how you eliminate blind spots before they become bottlenecks.
That’s how you deploy Al that acts with context, not just automation.
That’s how you create experiences that feel intuitive, personalized,
and effortless.
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That’s the promise and power of vertical Al in customer experience.

If you're ready to move past broken CX and adopt a solution built for your industry, Kapture's
vertical, agentic Al platform is purpose-built to help enterprises fix CX once and for all.
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Get Started Now!
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https://www.kapture.cx/demo/

