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Executive Summary

In an era where customer expectations are higher than ever, businesses must furn fo
cutting-edge technology to stay competitive. Artificial Intelligence (Al) is no longer a
futuristic concept but a present-day necessity, transforming how companies manage
customer experiences (CX). However, not all Al implementations are created equal.
Understanding where Al can deliver the most value and how it aligns with business

objectives is critical to maximizing its impact.

This whitepaper offers a comprehensive guide to help businesses navigate the vast
landscape of Al in customer experience. We begin by exploring why Al has become a
cornerstone of modern CX strategies and dive deeper into the current market
landscape. With the proliferation of Al technologies across industries, many companies

struggle to determine which Al use cases will generate the greatest business impact.

The centerpiece of this whitepaper is The CX-Al Catalyst Matrix, a strategic grid that
categorizes Al use cases based on their alignment with core business outcomes—
Customer Satisfaction & Experience, Operational Efficiency & Cost Reduction,
and Data-Driven Insights & Decision-Making. This matrix helps companies prioritize

Al investments by illustrating where they can achieve maximum ROI.

Key Al use cases are analyzed for their potential business value, practical impact, and
implementation considerations. These insights empower businesses to make informed

decisions, ensuring that Al investments drive tangible improvements in CX.
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Finally, we showcase how Kapture CX can help companies seamlessly implement
these Al solutions, enabling them to unlock the full potential of Al in their customer
service operations. By the end of this whitepaper, you'll have a clear roadmap for
leveraging Al to elevate your customer experience, streamline operations, and achieve

strategic growth.

The CX-Al Catalyst Matrix isn’t just about technology—it’s about transforming your CX

strategy to meet the demands of fomorrow's customers today.
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The Case for Al in CX

® 73% of Consumers Say Customer Experience
is Why They Choose a Brand

In today’s competitive landscape, customer experience (CX) has become the
defining factor in whether customers stay loyal to a brand or look elsewhere. 73%
of consumers report that CX is a primary influence on their purchasing decisions,

surpassing even product quality and price.

(o) .
® 835% of Customers Expect Fast, Personalized
Customer Service

Customer expectations are evolving rapidly. Research shows that 83% of
consumers expect companies to provide fast, personalized, and seamless service
across all channels. Customers want their issues resolved quickly and prefer
businesses that anticipate their needs. Meeting these expectations isn’t just a nice-

to-have—it’s critical for maintaining customer loyalty.

® 45% of Customers Say Lack of Personalization
Will Make Them Switch Brands

For many consumers, a lack of personalization is a deal-breaker. 46% of customers
say they will switch to a competitor if a company fails to provide tailored
experiences. By leveraging Al, companies can avoid the costly mistake of delivering

one-size-fits-all service and instead build lasting relationships with their customers.
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® Implementing Al Improves CSAT by up to 25%

Customer expectations are evolving rapidly. Research shows that 83% of
consumers expect companies to provide fast, personalized, and seamless service
across all channels. Customers want their issues resolved quickly and prefer
businesses that anticipate their needs. Meeting these expectations isn’t just a nice-

to-have—it’s critical for maintaining customer loyalty.
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The CX-Al Catalyst Matrix

Al's potential in customer experience (CX) is vast, but to harness its true power,
companies must focus on initiatives that align with their strategic goals and deliver the
greatest business value. The CX-Al Catalyst Matrix simplifies this complex landscape by
mapping key Al use cases against two critical factors: Strategic Alignment and Business
Value. This framework allows CX leaders to prioritize Al investments that drive meaningful

outcomes, from optimizing agent workflows to enhancing customer personalization.
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Customer Satisfaction : Operational Efficiency : Data-Driven Insights

and Experience
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Exploring CX-Al Use Cases

As seen in the CX-Al Catalyst Matrix, there are @ primary applications of Al in CX that help

improve customer satisfaction, operational efficiency, & data-driven decision-making.

Here are the use cases, and what they entail:-

Business Outcome: Improved Customer Satisfaction and Experience

Ol & 5
B4 ~

Speech Sentiment Customer Emotion Chatbots for
Analytics: Detection: Self-Service:
Analysis of real-time or Detects customer Engages customers
recorded conversations emotions through in conversations via
to extract insights like Al-powered analysis of text or voice to
emotion, product voice, facial expressions, resolve issues and
feedback, and or sensors fo route answer queries,
compliance issues using interactions more powered by natural
Al-driven speech-fo-fext effectively, like managing language
and text analytics. upset customers. processing.

The ability to detect customer emotions in real-time, across text & speech, analyze the
underlying sentiments, and suggest appropriate responses is a crucial differentiator in
customer service.

Customers get a more ‘human’ support experience and feel greater satisfaction in

receiving a contextual, personal resolution.

This is further accentuated by Kapture’s vertical LLMs,
adding a distinct layer of Gen. Al-powered personality to
conversations.
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Business Outcome: Operational Efficiency and Cost Reduction

G

O
Agent Workforce
Optimization:

Optimization of agent
schedules by
combining their
preferences and skills
with historical contact
data to improve
resource ufilization and
demand forecasting.

=Y

Intelligent Post-call
Wrap-Up:

Automates post-call tasks
like summarizing
conversations, coding,
and next steps using Al-
driven text and speech
analytics.
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Al-Based PII
Redaction:

Automatically
removes sensitive
information, like
personal identifiers,
from text and
transcriptions using
natural language
processing.

Al helps rapidly assign the right agent for the right ticket, saving crucial time on both ends.
During & post interactions, agents are made aware of exactly the amount of customer info

they need to provide resolutions and no more.

Post-interaction, supervisors & team leads can ask for custom analytics & insights on agent

performance & customer satisfaction.

This is further accentuated
by KAI, trained on over a
billion customer interactions,
in defining agent skillsets,
tagging customer queries,
and finding a match.

www.kapture.cx

The CX-Al Matrix: A Guide To Catalyzing Customer Experience - 08



Advanced Customer
Profiling:

Groups customers
based on data such
as demographics or
behavior to offer
personalized
services in real-time
or offline.

Business Outcome: Data-Driven Insights and Decision-Making

Knowledge Graphs
for Chatbots:

Enhances chatbot
responses by using
Al-driven knowledge
graphs to provide
accurate and
complex information
quickly.
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Al-Based Customer
Routing:

Uses predictive
models to match
customers with the
best-suited agent,
based on both
customer and
agent profiles.

Personalization is the watchword for CX leaders today. The ability to classify customers
based on shared traits, demographics, etc., and use this information to curate a unique

experience (as antithetical as that sounds!), is vital to attract & retain customers.

This is further accentuated by
@ Kapture’s Customer 360
module, with the ability to
integrate all relevant customer
information in one dashboard
NN to enhance interactions &
leverage proactive support.

®

vy
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How Can Kapture Help?

Built on billions of customer interactions and powerful technology, Kapture's Al

understands the importance of customer and employee experiences and offers you

personalized support to start making a difference right away.

Kapture delivers superior CX with its vertical LLMs - tailormade for BFSI, Retail, Travel,

Energy & Utilities, and Consumer Durables - resulting in a contextual, hyper-personalized

experience for customers.

Here’s a snapshot of Kapture’s offerings.

e
(o]
Self-Serve 2.0

Deflect tickets before they're
raised with Gen. Al-powered
conversational bots, smart
forms, and dynamic

FAQs!

Conversation Intel

Analyze customer interactions
across channels and avail of
data-driven decision-making
for agents & customers

alike.

www.kapture.cx

@
E S
Agent Suite
Optimize agent schedules, and
empower them with a Gen. Al
assistant that refines responses

& suggests optimal, contextual
resolutions!

&

Insights

Gather feedback from
customers on their preferred
channels, uncover hidden
insights with Al, and take the
right action at the right time.
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Join Industry-Leading
CX Catalysts

Global Retail & E-commerce Giant

N o (4

“Using Kapture, we achieved a 99% reduction in TAT

from ~2 weeks to mere minutes.

~99.6% of tickets are closed with a personalized and % w
accurate resolution.”
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netmeds

“What Kapture CX has done for our business is that it has enabled us fo have
one of the highest NPS scores in all of India” - in the high 60s. “Kapture CX
and we have grown together. We have empowered each other to be bigg
and better.”

Additionally, Kapture helped Netmeds improve their
FCR by 70%, and reduce AHT by 50%.

(]
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StanleyBlack&Decker

“We've been using Kapture for almost 3 years now. Using Kapture has cut our
TAT in half, improving how we manage our services and warranty claims
process. Kapture offers a powerful Service Center Management solution,
customized to the needs of our organization.”

Kapture also architected a 17% improvement in CSAT score within 6 months
of going live.
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‘ Speak to our CXperts today! \

About Kapture CX:

Kapture CX is a cutting-edge B2B omnichannel customer support automation platform,
powered by Al. Designed to evolve with customer expectations, it elevates good experiences
to great ones. With a customer-centric approach, Kapture CX integrates highly intelligent
and contextual technology, providing businesses with a single platform for deeper customer
insights. Transform your customer interactions seamlessly with Kapture CX's teams and
technology, prioritizing the essence of a superior customer experience.


https://www.kapture.cx/demo/

