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Our Approach »

* Collective thinking from the audience
* Source: Slido @ CX Summit 2025

CYou share; we listen. @%E




Organization Size

70%

respondents are from

organization with more than 100
headcounts

\

espondent Profile »

e than 50% of you have responded

r

\_

Industry

Top 3 industries where respondents
are from:

1. Banking

2. Financial Services

3. Insurance

Role
45%

respondents involved in CX
responsibility
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CX In The CX Maturity 7]
O rg a n I Zatl 0 n ey 60% thinks their organization is mature in

strategy, whereas 32.5% is sitting on the fence.

Top 3 Priorities A
1. Al powered customer journey
2. Employee empowerment
3. Omnichannel integration
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Top 3 Challenges A

1. Budget constraints

2 3 4 2. Datasilos
Maturity Level (1to 5) 3. Legacy systems



Adopting Al iIn CX —
Tech In Use 7

[ 35% [ 30% - 23%
<Customer Ana]gtics> <Chatbot ) (Generative Al )

1. Intelligent customer
journey

2. Voice of Customer

3. Predictive analysis

1. Conversational Al
2. Virtual assistants
3. Workflow automation

1.

2.
3.

Context-aware chatbots
Multilingual support

Next best actions & personalized
recommendations

Post interaction analytics
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Adopting Al iIn CX —
Top Barriers

[ 27% - 21%

/_\:/ /_E/
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[ 14%

/_\:/

(Cost ) (Responsible Al )
1.

Initial investments 1. Data security risks

2. Operational costs 2. Privacy concerns
3. Talent cost 3. Ethicalrisks
4. Vendor subscription 4. Operational compliance

fees

6’0015 & Capabi]ities>

1. Theright Al tools

2. Quality datasets

3. Internal skills & resources
4. Scalable infrastructure

ﬂﬂ

© 14%

<Unc1ear ROI )

1.

2.
3.

Indirect/intangible Al benefit
Lack of benchmarks
Efficiency gain is dependent
on volume

Pilot project does not always
scale
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@ CX Culture within the Organization

improve members |
drive . ) Iandnwe-n
shoes ‘
slowly evolving del IvVerin g learning and a long way to go
“Driven by experience, powered by purpose.” em path et| C
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How does
everyone feel? =

@ Confidence in “Al in CX”"
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Conclusion 7

-

Now: Hybrid Human + Al is
the norm

ol

Al is moving from experimentation to practical &

" 4
- . |
, scalable use, but the adoption is still uneven
o -4 P - across industries & Al readiness.
& 2
e < : 1
™ & -
y .  A .

Looking forward: AL — the brain
the CX ecosystem

It is not too late to enable Al in orchestrating customer
journeys across all channels. Key reflection for organization
to make Al an intelligent CX Partner, and employee the Al
collaborators instead of (Al-resistant) users.
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«

MALAYSIA
Elevating Experiences

| hank
You! »
We appreciate you for sharing your voice 3
ok forward to seeing you again in the A pe -
nt. 7S
3) 9779 5555 = =
( secretariat@cxmalaysia.org.my G5 = -; ;

‘ttps://cxmaIaysia.org.my/
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