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The Bottom Line 
Nucleus conducted several interviews and an independent survey of more than 30 customers to 
determine the value delivered by Zendesk AI solutions. Users reported that Zendesk AI agents 
and service functionality notably reshaped how their teams resolve issues. Organizations saw 
automated case resolutions more than double, with AI resolving more routine issues. This 
enabled agents to focus more on higher-value interactions, supporting more consistent and 
accurate human-led customer experiences. Strengthening the quality of interactions was also 
reinforced by efficiency gains, with an average of 5.5 hours saved per week through AI-powered 
administrative assistance and significantly lighter QA workloads, where review time dropped by 
34 percent. As consistency improved, so did outcomes, with average CSAT rising from 81.2 to 
85.3, while some organizations saw transformational gains of more than 30 points. In addition, 
teams reported reaching measurable value across the entire AI portfolio in just 25 days on 
average, illustrating how a unified AI platform can accelerate real business outcomes. 
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Overview 
As customer expectations rise and service organizations look for ways 
to scale without increasing operational overhead, AI and autonomous 
self-service are increasingly shaping how customer issues are resolved 
end to end. While responsiveness and volume remain important, many 
teams are now focused on improving resolution speed, accuracy, and 
consistency across every interaction. In addition, organizations remain 
cautious about adopting AI due to concerns around data accuracy, 
integration complexity, and governance. Zendesk AI is designed to 
address these realities by embedding intelligence directly into existing 
workflows, rather than requiring new systems or significant process 
redesign This shared intelligence spans across AI agents and self-
service, Copilot, and quality assurance, enabling greater automation 
while improving resolutions. Through a combination of proprietary 
models and commercially available LLMs, Zendesk AI reduces the 
technical and administrative lift typically associated with deploying AI in 
service environments. This enables teams to safely adopt AI, easily 
measure quality and outcomes, and gradually build AI maturity.  

Why Users Choose Zendesk AI Solutions 
Embedded Intelligence Without Operational Overhead 
Zendesk’s AI solutions are designed to help service organizations 
deliver faster, more accurate, and more consistent resolutions across 
channels without the complexity and cost of building and maintaining 
AI in-house. Organizations choose Zendesk AI because it embeds 
intelligence directly into the tools agents and admins already use, rather 
than requiring teams to assemble data pipelines, develop custom 
models, or redesign workflows.  

Faster Time To Value 
Compared to many AI offerings that require significant customization or 
technical expertise to deploy, organizations choose Zendesk because it 
enables faster time to value, particularly by allowing teams to start with 
AI agents and automated self-service before expanding to more 
advanced use cases. Its CX-specific design and depth reduces the 
upfront effort typically required to operationalize AI, eliminating the 
need to build custom models. This approach allows organizations to 
start small, demonstrate value quickly through AI-led resolutions, and 
then incrementally expand AI usage across agent guidance, 
administrative workflows, and quality management as confidence and 
maturity grow. 

Zendesk AI delivers 
faster, more accurate 
resolutions by 
combining 
automation with 
context-rich agent 
support. 

Many organizations 
chose Zendesk AI 
because it enables 
incremental adoption, 
allowing teams to 
realize value even with 
limited technical 
resources. 
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Efficiency and Consistency  
Organizations also selected Zendesk’s AI solutions for its ability to 
improve resolution quality across both AI-led and human-assisted 
interactions. By automating routine issues, analyzing customer 
interactions, guiding next-best actions, and scoring agent responses, 
Zendesk AI enables faster responses for end users while giving agents 
the context and guidance needed to resolve more complex issues 
accurately. This balance allows organizations to automate where 
appropriate without sacrificing service quality, consistency, or customer 
trust. 

Key Benefit Areas 
Nucleus conducted an independent survey of Zendesk AI customers 
along with several supporting user interviews to evaluate how Zendesk 
AI helps service teams automate customer experiences, streamline 
operations, and improve the effectiveness of both agents and admins.  

Reduced Support Costs and Improved Scalability  
By expanding automated resolutions and improving the efficiency and 
consistency of human-led interactions, Zendesk AI enables 
organizations to more easily scale high-quality service. On average, 
organizations reported an 8 percent reduction in total cost of ownership 
(TCO) across their customer support operations, encompassing costs 
such as licensing, labor, implementation, and IT support. For many 
enterprise organizations, these savings were driven primarily by 
reduced labor requirements, as teams were able to handle higher 
volumes of work without proportional increases in headcount. 
Customers noted that without Zendesk AI, they would require 12 to 15 
percent more full-time employees to maintain current service levels. 
One mid-market organization, for example, increased support volume 
by 22 percent, approximately 17,000 additional tickets per month, 
without adding staff.  Organizations also reported rapid time to value 
across the full AI portfolio, with measurable impact achieved in an 
average of 25 days, and some smaller teams seeing results in under two 
weeks. This accelerated ramp-up demonstrates how Zendesk AI allows 
teams to scale resolution capacity quickly while minimizing the cost and 
risk typically associated with large AI initiatives. 

 
 
 
 

Organizations choose 
Zendesk AI for its 
ability to deliver fast, 
measurable service 
improvements, 
starting with AI agents 
and expanding as 
maturity grows. 

Customers reduced 
total support costs by 
8% and avoided 12–
15% additional 
staffing needs while 
increasing resolution 
capacity. 
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Administrative Time Savings 
Zendesk AI reduces administrative workload while improving the 
accuracy and consistency of how issues are routed, handled, and 
reviewed. Organizations reported saving an average of 5.5 hours per 
week by reducing manual triage, automating ticket classification, and 
using AI-powered admin assistance to simplify workflow setup and 
maintenance. Zendesk QA complements these gains by using AI to 
automatically review up to 100 percent of conversations across all 
channels, including voice and AI agents. This enables teams to 
continuously monitor resolution quality, consistency, and policy 
adherence without relying on manual sampling. As a result, 
organizations reported a 34 percent reduction in QA review time on 
average, with some seeing reductions of up to 70 percent. Together, 
these gains allow teams to maintain more reliable resolution paths, 
reduce rework caused by misrouted or poorly configured tickets, and 
shift administrative effort toward higher-value optimization and 
continuous improvement. 

Enhanced Agent Performance 
Zendesk AI supports faster and more consistent human-led resolutions 
by embedding Copilot-style agent assist tools directly into the agent 
workspace and reinforcing those interactions through AI-driven quality 
management. During live engagements, agents are equipped with 
auto-assist capabilities to guide them through issues in real-time. These 
capabilities offer context, suggested responses, and taking actions, and 
result in a 13 percent reduction in time to first response for tickets 
requiring human involvement. In addition to faster response times, 
Zendesk customers reported average CSAT increases from 81.2 to 85.3, 
with some seeing gains of up to 32 points. Of these improvements, 39 
percent were directly attributed to AI-supported QA, where automated 
scoring, interaction analysis, and coaching insights helped managers 
identify skill gaps, shorten feedback cycles, and reinforce consistent 
resolution behaviors across teams. The remaining improvements were 
attributed to a combination of in-the-moment Copilot agent assist, 
improved routing and intent detection, faster response times, and 
expanded self-service resolution, all of which contributed to more 
accurate and timely outcomes. Together, Copilot agent assist and QA 
capabilities help ensure that both human-led and AI-led interactions 
adhere to consistent service standards, resulting in more predictable 
and repeatable resolution outcomes as service operations scale. 

 

 

“Our agents respond 
faster and more 
accurately. The 
coaching 
enhancements alone 
have completely 
changed our 
performance 
metrics.” 

Customers saved an 
average of 5.5 hours 
per week on 
administrative work 
and reduced QA 
review time by 34%, 
while maintaining 
consistent routing and 
resolution quality at 
scale. 
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Expanding Automated Resolutions at Scale 
Zendesk AI enables organizations to resolve a greater share of customer 
issues end to end without human intervention, allowing teams to scale 
resolution capacity while maintaining service quality. On average, 
customers increased automated case resolution rates by 110 percent, 
well above the 24 percent lift reported by earlier adopters in 2024. This 
growth reflects broader adoption of intent-driven workflows capable of 
handling requests through full resolution rather than simple deflection. 
As organizations expand automation into more sophisticated use cases, 
Zendesk AI provides a scalable framework for resolving high-volume, 
repetitive issues consistently, helping teams sustain faster response 
times and predictable outcomes during peak demand periods. 

Best Practices 
As Zendesk AI has matured over the past year, organizations have shifted 
from experimenting with isolated automation use cases to adopting more 
structured, scalable AI strategies. Early deployments focused primarily on 
simple triage and intent identification, but improvements in model 
accuracy, admin tooling, and coaching insights have broadened the range 
of workflows that can be confidently automated. As a result, best practices 
have evolved to emphasize faster time to value, stronger oversight of 
automated interactions, and using AI to automate tasks while uplifting 
agent performance and service quality across the entire organization. 

Start with high-volume workflows to accelerate time to value. 
Organizations that realized benefits within the first five to 10 days 
typically began by automating repetitive, clearly defined interactions, 
such as password resets, order status checks, or simple policy questions. 
Prioritizing these workflows allows Zendesk AI to deliver immediate 
reductions in manual effort and frees teams to expand into more 
complex use cases over time. Early wins also build internal confidence 
in automation and help service leaders demonstrate measurable impact 
to stakeholders quickly. 

Expand AI gradually while maintaining strong oversight  
As automated resolutions increase, it becomes important to monitor 
performance and verify that new intents, workflows, and AI agents are 
producing accurate outcomes. High-performing teams established 
review cadences to evaluate automated conversations, refine intents, 
and add escalation paths for outlier scenarios. This approach ensures 
automation scales responsibly, maintains response quality, and 
supports a seamless handoff when human intervention is still required. 

Zendesk AI drove a 
110 percent increase 
in automated 
resolutions, providing 
a scalable way to 
absorb rising ticket 
volumes without 
adding headcount or 
compromising service 
quality. 
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Align AI deployment with broader operational goals  
Organizations that captured the largest cost reductions and avoided the 
most headcount growth reported that they mapped Zendesk AI 
capabilities to clear operational objectives, such as reducing QA time, 
decreasing time to first response, or scaling without adding agents. 
Aligning AI initiatives with measurable goals helps teams focus their 
automation strategy, quantify progress, and ensure Zendesk AI is 
reinforcing the broader vision for customer service operations. 

Use AI-driven classification to strengthen data hygiene 
Organizations that saw the biggest efficiency gains emphasized the 
importance of clean, structured support data. Zendesk AI’s automated 
classification, intent, sentiment, and entity detection help reduce 
inconsistencies that typically arise from manual entry. Teams that 
regularly reviewed and refined these models reported more reliable 
analytics, better workflow triggers, and greater confidence in scaling 
automation. Improving data quality early ensures AI continues to 
perform accurately as ticket volume and workflow complexity grow. 

Looking Ahead  
Nucleus expects AI to play an increasingly central role in end-to-end 
service resolution over the next year as organizations deepen adoption 
across existing service workflows rather than through the introduction 
of new functionality. As AI becomes more consistently applied to 
classification, quality assurance, and administrative decision-making, it 
enables a shift from simply surfacing insights to taking action on a 
growing share of low and mid-complexity requests. This progression 
lowers the trust barrier to automation, allowing routine interactions to 
be handled autonomously while human agents focus on higher-value, 
judgment-driven work. With AI embedded across agent, admin, and 
quality processes, organizations should see shorter onboarding cycles, 
faster time to value, and more consistent resolution outcomes driven by 
historical context and service standards. At the market level, this 
adoption maturity is reinforcing convergence around unified, CX-
specific AI architectures, shifting value realization away from isolated 
efficiency gains and toward more predictable service performance, 
reduced variability, and measurable operational outcomes. 

 

 

 


