Consumers prefer human agents over AI in customer service
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A recent study conducted by Five9, a company specialising in cloud-based contact centre solutions, has revealed that a significant majority of consumers, specifically 75%, express a preference for interacting with human agents when it comes to customer service. This survey sheds light on the current consumer perception towards the integration of artificial intelligence (AI) in customer service and explores the evolving dynamics of customer experience.
Niki Hall, the Chief Marketing Officer at Five9, shared insights into these findings via a press release. She highlighted that while AI can play a crucial role in alleviating some common frustrations associated with customer service, it is ultimately the human element that is pivotal in fostering a positive customer experience. "AI has the power to mitigate customer service frustrations, but it's the human touch that makes the difference," Hall remarked. She further elaborated that AI can be effectively utilised to automate routine and transactional tasks, thereby enabling human agents to dedicate their efforts towards addressing more complex issues that necessitate critical thinking and sensitivity. 
Hall emphasised the importance for brands to prioritise transparency and empathy as consumer demand and expectations continue to rise, particularly during peak seasons. This, she explained, is essential for building lasting trust and fostering loyalty among consumers.
Five9 offers various technological solutions designed to enhance customer experiences through AI integration, embodied by its cloud-native Intelligent CX Platform, which includes Five9 Genius AI. This suite is engineered to empower organisations to seamlessly elevate their customer service operations by marrying AI capabilities with human expertise.
The study further delved into other aspects of consumer attitudes towards AI in customer service, though specific additional findings were not detailed in the initial summary.
This research underscores the complex interplay between technology and human interaction in the realm of customer service, providing businesses with valuable insights into consumer preferences and expectations in an increasingly digitised environment. While AI continues to transform customer service by improving efficiency and handling straightforward inquiries, the data suggests that for intricate matters requiring empathy and nuanced understanding, the human touch remains indispensable.
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