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Looking Forward: 
What’s Next for AI in CX 

Agentic AI, designed to act independently, is already making waves. 
However, our mystery shopping shows that without clear and robust 
strategy, infrastructure, and data integration, businesses face the same 
pitfalls of overpromising and underdelivering.  
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1 in 5 digital store 
interactions to be 

handled by AI agents

80% of common CX to 
be resolved by agentic 

AI by 2029

3 out of 4 companies 
to fail in attempts at 

agentic AI

30% of current GenAI 
projects to be 

abandoned in 2025

Less than 50%5 of 
unstructured data is analyzed 

to extract business value

Agentic AI to be 
embedded in 33% of 

enterprise apps by 2028

User Experience: What’s It Like To 
Interact With AIChatbots?

Chatbots were easy to find and 
use in both industries.

E-commerce chatbots offered 
smooth escalation to live agents. 

Banking chatbots struggled with 
escalation and live support handoff.

Integration issues remain in 
e-commerce chatbots, disrupting 
sessions. 
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While both industries made it easy for 
users to findand use chatbots, gaps in 
human escalation andplatform integration 
still disrupt the customer journey.
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Task Completion: 
Are Chatbots Following Through?

INDUSTRY RANKING: 

E-Commerce and Banking
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E-commerce and retail chatbots offered 
moreaccurate solutions, while banking 
and finance botsoften required 
escalation to humans.

87.5%
Overall

effectiveness 
score
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Conversational Aptitude:
Do Chatbots Listen Well?

Hello, [user]! 👋 Welcome back. 
How can I assist you today?

I can help with that. Are you 
locked out of your account or 
having trouble logging in. 

No problem. To reset your 
password, please follow this 
secure link:

Hi!

I need help with my 
online banking access.

I forgot my pw.

Thanks! 

Conversational aptitude 
scorefor e-commerce 
and retail chatbots50% 

Hello. Please type your question using 
keywords like “Order,” “Shipping,” or “Return.”

Sorry, I didn’t understand 
that. Please try again.

Type “Track” to check delivery status.

Did you mean “Track”?

Hi!

Yes

I want to check my delivery.

Check delivery status

E-commerce chatbots 
struggled with varied 
phrasing and synonyms.

Banking chatbots 
handled structured, 
transactional queries well.

Both sectors showed gaps in 
long-form conversation flow 
and contextual understanding.

Expectations vs. Execution in CX  

AI-powered chatbots were supposed to transform customer experience 
(CX) in two of thebusiest industries — e-commerce and banking. When 
we put them to the test, the resultstold a different story. Here’s where 
they shine and stumble.

• E-commerce chatbots resolved 
100% of customer issues in our 
mystery shopping. 

• Banking chatbots performed well in 
conversation aptitude (75%). 

• Only 8% of customers globally 
report using chatbots.

Reality

• 85%1 of service interactions will be 
AI-driven by 2025. 

• 90%2 of companies globally are 
projected to have GenAI as a 
workforce partner. 

• 80%3  of enterprises to deploy GenAI 
apps by 2026.

Expectations

Banking and finance chatbots handled 
natural language better. E-commerce 
and retail chatbots often relied on 
preset keywords and missed 
conversational cues. 

63% 
Overall

conversational 
aptitude score

Conversational aptitude 
score for banking and 
finance chatbots75%

Performance Check: 
How Chatbots Are Serving 
Customers in E-Commerce 
and Banking 
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