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Picture this: a single agent handles  
30  tickets daily. With AI, that 
jumps to 60 — even 90. That’s 
double the efficiency, freeing up 
time for complex, high-value tasks. 
This is not a fantasy but our own 
experience. Our clients have seen 
CX budgets drop by 15–25% with 
AI-driven support. Want the same 
results?

Dive into this eBook to unlock the 
future of smarter, scalable 
customer support that combines 
the best of AI and human expertise. 
You might ask, “Do we still need 
humans if  AI is so good?” The 
thing is, even the most advanced AI 
can’t replace the human touch 
where it matters most. The secret 
to top-notch customer support in 
2025 is the synergy between AI 
and humans. We’ll dive deeper into 
this shortly.
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The Role
of AI in Transforming Customer 
Support

Customer expectations for outstanding service have 
skyrocketed, driven by advancements in AI that have raised 
the bar for personalization and efficiency. According to 
Twilio Segment's State of Personalization Report 2024, over 
70% of brands agree that AI adoption will fundamentally 
change personalization and marketing strategies. 
Businesses must adapt to stay competitive. Providing just 
great service isn’t enough anymore — leveraging AI is now 
essential to exceed customer expectations and deliver truly 
exceptional experiences.

� 24/7 Availability: 
AI-based chatbots can answer 
questions instantly. Working 
across multiple time zones or 
countries? Just make sure your 
bot is multilingual.

� Consistent Multichannel Support: 
59% of Millennials and 57% of 
Gen Z prefer to get customer 
support through social media 
channels. AI ensures seamless, 
on-brand customer experiences 
across platforms, fostering trust 
and loyalty.

� Support for Teams:                      
AI isn’t just for customers; it’s a 
lifesaver for your support team, 
too. 64% of agents say AI helps 
them with responses, making 
their jobs easier. When your team 
is less stressed, they perform 
better, and customers notice.

� Streamlined Live Chat: 
AI speeds up response times up 
to 99% by suggesting replies, 
routing inquiries, and answering 
FAQs, so your customers feel like 
they’re talking to someone who 
has time for them.

� Automation of Simple Tasks:  
Your support team faces endless, 
tedious questions like, “Where’s 
my package?” or “How do I reset 
my password?”. AI enables the 
handling of up to 70% of 
requests without human 
involvement, significantly 
reducing workload and 
improving efficiency
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AI vs. Human Agents: Which 
is More Cost-Effective?

when it comes to choosing between 
implementing AI or training up a whole team of 
human agents, the upfront cost is a key factor. 
Sure, AI solutions come with an initial 
investment — think development, integration, 
and maintenance — but once it’s set up, it can 
scale without constant extra costs. It’s like 
having an always-on, tireless team member that 
never needs a break.

Let’s talk money:

On the other side, training human agents 
requires ongoing expenses for recruitment, 
onboarding, and skill development, and there’s 
only so much they can handle at once. Over 
time, though, AI saves serious cash by tackling 
the repetitive stuff, giving your human team 
more room to handle the tricky, high-value 
issues. So, if you're looking to cut costs and 
level up your customer support, AI might just 
be the smarter, long-term investment.

It may look like AI is all you need, 
but it’s not about replacing 
humans with AI — it’s about 
collaboration. AI excels at 
efficiency, managing repetitive 
tasks like FAQs and order 
tracking, while human agents 
bring emotional intelligence and 
critical problem-solving skills to 
the table. Together, they create 
seamless, meaningful interactions 
that customers truly value.

By blending AI’s speed with the 
human touch, businesses can 
deliver support that’s not only 
faster and more cost-effective 
but also deeply personalized. The 
key lies in finding the right 
balance to unlock new 
opportunities for exceptional 
service.

So, Is Human Support Still 
Needed with AI’s Rise?
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Welcome 
the 
Future:
The Synergy of AI and Humans in Support

AI in customer support isn’t just efficient — it’s got a 
sense of humor, too. Ask it "What's the meaning of life?" 
and you might get, "All evidence to date suggests it's 
chocolate."

By leveraging AI for 
efficiency and human 
expertise for 
personalization, you can 
create scalable, flexible CX 
solutions that save costs, 
improve response times, 
and elevate customer 
satisfaction. It’s not just 
support; it’s a partnership 
designed for growth.


While AI handles the basics, 
humans step in to keep 
things on-brand and spot-
on. The perfect mix? 
Efficiency with a dash of 
personality, creating a 
support system that’s not 
just effective but 
memorable.
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