




Which of the following beaches in Sentosa Island is your 

favourite?

ⓘ Start presenting to display  the poll results on this slide.



AI’s Next Frontier 
and The Impact 
to CX

Tom Blackman

Head of Global Accounts - Asia Pacific 
and Japan



AI’s Next Frontier 
and The Impact 
to CX

Tom Blackman

Head of Global Accounts - Asia Pacific 
and Japan



We’re in 
the midst 
of an AI 
revolution

https://www.washingtonpost.com/technology/interactive/2023/ai-chatbot-learning/
https://www.nextbigfuture.com/2023/04/timeline-of-open-and-proprietary-large-language-models.html


Large language 
models are 
dramatically 
improving 
areas like 
translation

https://venturebeat.com/ai/meet-seamlessm4t-the-meta-ai-model-that-can-translate-100-languages-into-speech-or-text/
https://www.businessinsider.com/ai-chickens-emotions-research-translation-japan-2023-9


AI still poses a number of risks and threats

#1 AI taking over 
(Ex The Singularity)

#2 AI missing the 
right context 

(Ex The Paperclip Maximizer)

#3 AI telling lies 
(Ex deep fakes)



Data protection 
and privacy is 
also an ongoing 
concern

“Data is the pollution problem 
of the Information Age and 

protecting privacy is the 
environmental challenge.”

Bruce Schneier
Renowned security 
technologist

https://www.reuters.com/technology/japan-privacy-watchdog-warns-chatgpt-maker-openai-data-collection-2023-06-02/
https://www.schneier.com/essays/archives/2015/03/the_big_idea_bruce_s_1.html


Businesses and 
consumers are 
recognizing the 
value of their data 
and prioritizing 
privacy more than 
ever

“Only 21% of consumers that 
strongly agree that 
businesses are doing 
enough to protect their 
identity and information”

https://www.rappler.com/technology/the-guardian-new-york-times-cnn-growing-list-sites-blocking-openai-crawler/
https://cxtrends.zendesk.com/


The prioritization 
of privacy isn’t 
without potential 
limitations to how 
we’ve also 
benefited greatly 
from data though

https://www.forbes.com/sites/willemsundbladeurope/2018/10/18/data-is-the-foundation-for-artificial-intelligence-and-machine-learning/?sh=30f455ed51b4
https://www.ctvnews.ca/sci-tech/google-turns-20-how-one-search-engine-changed-the-world-1.4079053?cache=ifpvdgct
https://www.ctvnews.ca/sci-tech/google-turns-20-how-one-search-engine-changed-the-world-1.4079053?cache=ifpvdgct
https://datafloq.com/read/how-big-data-is-helping-predict-heart-disease/
https://www.sisense.com/blog/why-data-will-power-the-self-driving-car-revolution/
https://www.sisense.com/blog/why-data-will-power-the-self-driving-car-revolution/
https://onlinemasters.ohio.edu/blog/netflix-data/


Impact on CX and 
Zendesk take on it



All service will 
eventually be 
AI first

Zendesk 
POVZENDESK POV

AI’s current strength

AI’s future strength

PROACTIVE REACTIVE PREVENTATIVE

Automation

Prediction

Notification

Connection

Suggestion

Trend Identification

Evaluation

Cultivation

Awareness Consideration Conversion/Adoption Retention Advocacy

Recommendation

To automate or not to automate, that is the question 



CX can highly benefit from AI

● Lots of manual work

● Often repetitive questions and 

responses

● Turnover in the industry is high: 30% 

- 100% per year

We want to make sure agents spend 

time on meaningful work by solving 

problems instead of looking for 

information or answering repetitive 

questions.

Advancements in AI are especially impactful in CX  



Consumers will 
get better, 
more direct 
answers to 
their questions 
with generative 
AI

From To



Agents will work 
alongside an AI co-
pilot helping them 
intelligently 
respond faster and 
more effectively to 
every customer Example of using AI to solve tickets faster 

with related prior tickets



Admins will have 
better insights and 
recommendations 
to improve 
knowledge and 
automate 
workflows 

[Placeholder for more 
here from Product 
team with double 
clicks into major areas 
like admin intelligence 
panel]

Example of an AI generated workflow



Out of the box and 
accessible to anyone 

Zendesk AI is 
a unique, CX-
tailored 
solution

Built and trained on the 
best CX data and expertise

Designed for the entire 
service experience

Transparent and 
trustworthy

Zendesk AI



Zendesk AI 
solves the last 
mile problem so 
you can just 
focus on fine 
tuning

Out of the box and accessible to anyone 

Our AI development

First mile Middle mile Last mile

Data capture,

Cleaning,

Labeling

Model building 

and testing

Real world 

implementation,

Routine use

18 Billion
conversations our AI 
models are learning from



Zendesk AI speaks 
service across 
industries and use 
cases through the 
highest quality CX 
data and expertise

Built and trained on the best CX data 

Mapping intents in the retail industry 
based on historical CX data 

Order

Order update

Order return

Billing

Refund

Payment



Zendesk AI infuses 
intelligence and 
automation for 
every role in service 
– customers, agents 
and admins

Designed for the entire service experience 

Customer-facing
bots

Agent 
Co-Pilot

Intelligent 
workflows 
for Admins



Zendesk AI is leading 
the way with new AI 
trust and privacy 
standards that 
include granularity 
and control

Transparent and trustworthy 

Choice

Transparency

Protection



Eventually, 
generative AI 
will evolve 
chatbots to 
completely 
automated 
agents

[Placeholder for more 
here from Product 
team with double 
clicks into major areas 
like admin intelligence 
panel]

Context

What is the 

business

+

Knowledge

Rules of the 

business

Examples

Past 

interactions

+

Reasoning

Generative AI 
= x

with humans in 
the loop for 

supervision and 
escalations
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