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  Abstract 

 
 In today's dynamic fast paced enterprise sales environment, customers expect 

personalized and most efficient support saving their time and resources. This 

expectation has made customer experience a most critical factor in the 

success of Enterprise products and services. To meet these expectations 

while controlling costs, businesses are turning to Generative AI (GenAI) 

tools. GenAI offers greater capable toolkits for customer support, but 

choosing the right tools and strategies can be challenging and confusing. Not 

adopting the right strategy and dwelling into GenAI tools, will create churn 

on organizations, with no clear direction and north star metrics. This paper 

explores key performance indicators (KPIs) for customer support and the 

impact of GenAI on these metrics. By evaluating various tools and 

technologies, organizations can optimize their AI investments for better 

customer satisfaction and achieve cost efficiency. Leveraging GenAI can not 

only streamline processes and enhance interactions, but also lead to improved 

support outcomes and greater customer satisfaction. Establishing strategic 

checkpoints and aligning KPIs with GenAI capabilities along with controlled 

costs are essential steps for success in leveraging these technologies. 
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1. Introduction 

 
In today's rapidly evolving sales landscape, customers expect more from the support they receive than ever before. In 

this GenAI era, customers seek personalized, faster and efficient service for the products and services they use. The way 

customers are supported and  experiences provided has become a critical factor in determining the success of a product or 

service in the market segments. As a result, businesses face the challenge of strategically investing in infrastructure to 

enhance customer experience while keeping costs under control, particularly by harnessing the potential of Generative AI 

(GenAI) tools for personalized interactions. 

 

Generative AI offers a range of advanced toolkits, from chatbots to agent automation systems, designed to provide 

tailored and high-quality customer support. However, the abundance of available tools presents a dilemma: while each 

has the potential to improve support outcomes, indiscriminate use can inflate investment costs and undermine enterprise 

KPIs, such as cost per case. Amidst this complexity, businesses must navigate the market landscape to select the right 

tools that align with both customer and enterprise needs while maintaining cost efficiency. 

 

To tackle this challenge effectively, businesses must establish clear investment strategies that prioritize customer 

satisfaction and cost reduction. This paper aims to explore various customer support key performance indicators (KPIs) 

that influence customer perceptions and shape enterprise outcomes. By evaluating the direct and indirect effects of 

investments in modern tools and technologies on costs and customer satisfaction metrics, our study seeks to provide a 

comprehensive understanding of their implications for customer support strategies. Ultimately, we aim to offer businesses 

a framework for making informed decisions on how to optimize their investments for better customer and enterprise 

outcomes. 
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Key KPIs for evaluating customer support performance include first response time, time to respond, resolution rate 

SLAs, customer satisfaction (CSAT), first contact resolution (FCR), cases per agent, and cost per case. Each of these 

metrics provides valuable insights into how effectively an organization meets customer expectations and manages support 

costs. Generative AI toolkits hold significant potential to positively impact these KPIs by streamlining processes, 

providing faster responses, and enabling more personalized interactions and support for agents. 

 

As businesses embark on their journey to leverage Generative AI to enhance outcomes, it is crucial to establish 

checkpoints along the path to value realization. This involves identifying the right KPIs and aligning them with 

Generative AI capabilities while maintaining control over costs per case and improving customer satisfaction scores. 

 

In the following sections, we will delve deeper into each of these components, exploring the crucial KPIs and GenAI 

strategic toolkits that influence the overall cost per case metric. 

 

2. FactorsthatmeasureCustomerExperience 

 

 
 

3. KeyStrategy 
In a key strategic direction for optimizing customer support, two key levers standout that not only drive cost savings 

but also enhance customer satisfaction. The first lever focuses on reducing the overall demand for human customer 

support with Self Serve where customer inquiries can be deflected or resolved without human intervention. 

Leveraging Generative AI. The second lever aims to streamline the resolution process by empowering support 

agents with advanced toolkits. Providing the right data at the right time and leveraging the generative AI toolkits to 

faster the resolution of the case, thereby improving the time to resolution. Together, these levers not only drive 

operational efficiency but also elevate the overall customer support experience, ultimately leading to improved 

satisfaction metrics and cost savings for the organization. 

3.1 Reducetheoveralldemandfor human customersupport 
3.1.1 DemandMetrics 

Demand metrics play a pivotal role in understanding the volume and nature of customer inquiries in 

the realm of customer support. These metrics provide valuable insights into the frequency and types 

of issues customers encounter, helping businesses gauge the overall demand for support services. 

Common demand metrics include call volumes, ticket submissions, live chat interactions, and email 

inquiries. By analyzing these metrics, businesses can identify patterns, trends, and areas of high 

demand, allowing them to allocate resources more effectively and proactively address customer 

needs. Additionally, demand metrics enable businesses to track the impact of marketing campaigns, 

product launches, and service updates on customer support volumes, providing valuable feedback for 

strategic decision-making. Overall, demand metrics serve as a foundational element in optimizing 

customer support operations and ensuring a seamless experience for customers. 
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Demand Metrics drive the team to build better solutions that enable better sefl serve capabilities. The 

key objective is to reduce the volume of user issues that need a human to answer. 

3.2 Automated Case Rate 

Automated case rate is a critical metric in evaluating the efficiency of automated customer support 

systems. This metric measures the proportion of customer inquiries or cases that are resolved through 

automated systems without the need for human intervention. A higher automated case rate indicates 

that the support system is effectively managing a significant portion of customer issues autonomously 

3.3 Deflection Rate 

Deflection rate is a crucial metric in customer support that measures the percentage of customer 

inquiries or issues that are resolved through self-service channels, thereby avoiding the need for 

human intervention. A high deflection rate indicates that customers are effectively using automated 

tools and resources to find answers on their own 

3.4 Self Service Attempt Rate 

Self-service attempt rate is a key metric in customer support that measures the percentage of 

customers who initially attempt to resolve their issues using self-service tools before reaching out for 

human assistance. This metric is crucial for understanding customer behavior and the effectiveness of 

self-service resources 

 4. Demand Solution Levers 
Demand solution levers encompass a variety of strategies and tools aimed at reducing the overall demand for 

human customer support. These levers are designed to empower customers to find answers to their queries 

autonomously, thereby alleviating the burden on support agents and reducing operational costs. 

4.1 GenAI based content search and deflection 

Generative AI (GenAI) based content search and deflection leverages advanced artificial intelligence 

techniques to improve customer support efficiency by guiding customers to the right information 

without human intervention. This strategy focuses on utilizing AI to manage and direct customer 

inquiries effectively, thereby reducing the demand for human agents and enhancing the overall 

customer experience 

4.2 Content Generation  

AI-based content generation involves using artificial intelligence to create, curate, and update content 

automatically. This approach can significantly enhance customer support by providing up-to-date, 

accurate, and relevant information to customers and support agents alike. Leveraging AI for content 

generation can streamline processes, reduce workload, and improve the quality and consistency of 

support content 

4.3 System Integrations to find right answer as self serve 

System integrations play a crucial role in enhancing self-service capabilities by ensuring that 

customers can easily find accurate and relevant answers to their queries. By integrating various 

systems and data sources, organizations can create a seamless and efficient self-service experience 

5. Enablement Metrics 
Customer support enablement metrics are key performance indicators (KPIs) that assess the effectiveness of support 

agents and the resources available to them in resolving customer issues. These metrics provide insights into the 

efficiency, productivity, and effectiveness of the support team, as well as the impact of various enablement initiatives on 

customer satisfaction 

Enablement metrics drive the teams to build solutions that empower agents to resolve the cases faster for better customer 

satisfaction scores. 

5.1 Enablement Solution Levers 

Enablement solution levers encompass a range of strategies and tools designed to empower support 

agents with the resources, skills, and capabilities needed to efficiently resolve customer issues and 

deliver exceptional support experiences 

5.2 Skill based Routing Optimization 

Skill-based routing optimization is a strategy used in customer support to ensure that customer 

inquiries are directed to the most appropriate agents based on their skills and expertise. This approach 

enhances the efficiency and effectiveness of the support process by matching customer needs with the 

right resources, leading to faster resolution times and improved customer satisfaction 

5.3 Agent Tooling Integrations 

Agent tooling integrations involve equipping customer support agents with advanced tools and 

technologies that streamline their workflow, improve efficiency, and enhance the quality of service 

they provide. These integrations are designed to empower agents by giving them quick access to 

relevant information, automating routine tasks, and facilitating better customer interactions 

5.4 Automated Content Generation 

Automated content generation leverages artificial intelligence to create and update support content 

dynamically, ensuring that customers and support agents always have access to the most current and 

relevant information. This process can significantly enhance the efficiency and effectiveness of 

customer support by reducing manual effort and improving content quality 

5.5 Agent Automation for repetitive tasks 

Agent automation for repetitive tasks involves utilizing advanced software tools and artificial 

intelligence to handle routine and mundane activities within customer support. This allows human 
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agents to focus on more complex and value-added tasks, thereby improving overall efficiency and 

service quality 

 

6. SegmentingGenAI: InfluencingCustomerExperience 

 
 

7. Conclusion 
In conclusion, the rapidly evolving sales landscape demands that businesses meet ever-increasing customer expectations 

for personalized, efficient support. In the era of Generative AI (GenAI), this challenge presents both opportunities and 

complexities. While GenAI offers a plethora of advanced toolkits to enhance customer support, the abundance of options 

can lead to inflated costs and challenges in maintaining key performance indicators (KPIs) such as cost per case. 

 

To navigate this landscape effectively, businesses must adopt clear investment strategies that prioritize customer 

satisfaction and cost reduction. By exploring various customer support KPIs and evaluating the impact of modern tools 

and technologies, organizations can gain a comprehensive understanding of their implications for customer support 

strategies. 

 

Key KPIs such as first response time, resolution rate SLAs, and customer satisfaction metrics provide valuable insights 

into customer expectations and support costs. Leveraging GenAI toolkits holds significant potential to positively impact 

these KPIs by streamlining processes and enabling personalized interactions. 

 

As businesses embark on their GenAI journey, establishing checkpoints and aligning KPIs with GenAI capabilities are 

crucial steps. This ensures that organizations can maintain control over costs per case while enhancing customer 

satisfaction scores. 

 

In the journey towards leveraging Generative AI to enhance customer support outcomes, businesses must remain vigilant, 

adapt to evolving technologies, and prioritize the delivery of exceptional customer experiences. Through strategic 

investments and a commitment to continuous improvement, organizations can thrive in today's competitive landscape and 

drive success in their respective market segments. 
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