
The stakeholder buy-in 
guide for �Ž�Ä�¾�¾�—�Ž�Ý�§�Ä�¾�;���Ó�×�Ý��
customer experience

Connection-first CX drives loyalty, retention, and growth, but getting 

stakeholder support is critical for funding and momentum.
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•  Higher customer satisfaction (CSAT) and advocacy (NPS)

•  Lower cost to serve, with fewer handoffs 

   and shorter handle time

•  Reduced churn, with more issues resolved the first time

•  Risk of inaction: costs increase, loyalty slips

Fast, actionable steps to get leadership on board

The case for 
a �Ž�Ä�¾�¾�—�Ž�Ý�—�“��
customer 
experience

The problem isn’t speed—it’s broken, disconnected journeys 

that lead to disappointing outcomes for customers. It’s why

82% of consumers choose to abandon a brand due to 

unresolved issues .

Customer experience is slipping even as AI spend rises. 

While there’s no doubt that, used correctly, AI can become 

one of your most valuable assets, you first need to get back 

to the basics and ask: 
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U.S. brands saw CX quality

decline in 2025?

DID YOU KNOW
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The answer is fast resolutions that work—not bots that 

don’t solve their problems or agents who ask customers 

to repeat themselves because they lack the context 

of previous interactions. 

The power of a 
�Ž�Ä�¾�¾�—�Ž�Ý�§�Ä�¾�;���Ó�×�Ý 
approach

A unified platform supports enterprise-wide 

connectivity far beyond the traditional contact 

center by bringing together self-service, 

agents, and back-office teams around the same 

customer truth. That way, every touchpoint 

moves the customer toward resolution, 

instead of creating friction in the journey.

That means:
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Zoom’s Virtual Agent solves 97% of 

customer queries through self-service.
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64% of companies using agent assist have  

seen a 28% reduction in average handle time.

       ���â�×�Ý�Ä�½�—�Ó�×���í�¥�Ä���Ý�Ó�â�×�Ý���•�¾�“��

�Ó�—�½�•�§�¾���·�Ä�ó�•�·���Ý�Ä���ó�Ä�â�Ó���•�Ó�•�¾�“

80% of consumers who’ve had previous 

success using chatbots prefer self-service .

�v�Ä�Ä�½�����o���•�Ý���•���¡�·�•�¾�Ž�—

A unified suite spanning Contact Center, Virtual Agent, Workforce and Quality Management, 

AI Expert Assist and CX Insights, Zoom CX connects the entire enterprise, so every interaction 

becomes insight, every insight becomes action, and every action builds loyalty. 

What to look for in 
a �Ž�Ä�¾�¾�—�Ž�Ý�§�Ä�¾�;���Ó�×�Ý��platform
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By unifying communications, contact center, 

and AI, sales, marketing, customer support, 

and back office teams all work from the 

same information.
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Generative AI guides customers and agents 

toward a solution, while agentic AI executes 

fully automated workflows for common, 

proven resolutions.
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Connecting your CRM, workflow tools, and 

collaboration apps ensures that customer 

insights don’t get lost during hand-offs 

between teams.
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Tracking service and customer experience 

quality with sentiment analysis across 

human and virtual interactions drives 

continuous improvement.
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Low-code or no-code tech that lets teams 

quickly build, deploy, and customize self-service 

workflows and automated processes.
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Enterprise-grade security, privacy, and granular 

admin controls so every user only has access 

to the data they need to perform their roles.

What stakeholders 
need to know: 
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Start here to unlock efficiency gains, 

deepen customer relationships, 

and prove it with metrics:
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Aim for resolutions and clean handoffs 

by tracking first contact resolutions 

and average handle time.
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Tie virtual agents, agent workspaces, 

and operations together so context 

never gets overlooked.
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Use unified analytics to continuously 

improve both virtual and live agent 

operations on the same data.

���,�����·�—�•�¾���Ý�¥�—���´�¾�Ä�í�·�—�“�¡�—

Curate a single source of truth for all 

customer experience data so every 

response is accurate and relevant.
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Start with one high-value use case, 

launch fast, learn, and scale.

Find out how Zoom CX ca n 
help your business deliver 
a connected experience  
for your customers. 
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See how Cricut cut 
abandonment rates by 90% 
and reduced wait times 
to under 2 minutes .
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