2025 CX Trends: Al
and Human Empathy
in the Hybrid Era
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As we enter 2025, customer experience continues
to evolve, driven by significant advancements

in Al technologies and a renewed emphasis on
human connection. The past year showed us

just how important trust, empathy, and seamless
hybrid experiences are in building customer
loyalty. According to PwC, 73% of all consumers
consider customer experience an important
factor in their purchasing decisions, yet only 49%
of U.S. consumers believe companies deliver a
good customer experience today. This disconnect
highlights the urgent need for businesses to close
the gap between customer expectations and the
reality of service delivery.

Looking ahead, predictive Al, which anticipates
customer needs before they arise, will play

a pivotal role in shaping the future of CX.
However, the key to success in 2025 will be
achieving the right balance between Al-driven
efficiency and the warmth of human interaction.
Companies that can blend these elements
effectively will not only enhance customer
satisfaction but also build deeper, more
enduring relationships, setting the stage for
long-term success in the evolving world of CX.

Unfortunately, consumers are less trusting than
executives think, according to new PwC data.

For example, in financial services, 89% of business
executives believe they're “highly trusted” while
only 34% of consumers say they “highly trust”
their financial services provider.
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https://www.pwc.com/us/en/library/trust-in-business-survey/customer-trust-in-your-sector.html
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CHAPTER1

Predictive CX: the future

IS NOW

Predictive Al technology in 2025.
Predictive Al is emerging as the driving

force behind the next evolution of customer
experience. Unlike reactive Al systems that
respond to customer inquiries after they
occur, predictive Al leverages advanced data
analytics, machine learning algorithms, and
real-time processing to foresee customer needs
and address them proactively. This shift from
reactive to predictive is set to revolutionize
how businesses engage with their customers,
offering a new level of service that is both
personalized and anticipatory.

According to Gartner, 80% of organizations
expect to compete mostly or entirely on
customer experience in 2025, and Al will play

a critical role in enhancing those experiences.
Meanwhile, Zendesk found that 71% of leaders
already believe that generative Al tools must
be embedded directly into the tools agents are
already using, signaling the industry’s rapid shift
toward native predictive capabilities.

Transforming customer experiences
across industries

The potential of predictive Al extends to
virtually every industry. Retailers can use
predictive models to optimize inventory and
personalize marketing efforts, ensuring that
customers receive timely recommendations
and offers. PwC found that 43% of consumers
would pay more for greater convenience, a
feature that can be enhanced by predictive
Al applications in customer experience.

In healthcare, predictive Al can help improve
patient outcomes. This aligns with the broader
industry trend of using Al to anticipate customer
needs and deliver personalized experiences,

as highlighted by Salesforce, where 73% of
customers expect companies to know their

“unique needs and expectations.”


https://www.gartner.com/en/doc/3874972-realizing-the-benefits-of-superior-customer-experience-a-gartner-trend-insight-report
https://cxtrends.zendesk.com/
https://www.pwc.com/us/en/services/consulting/library/consumer-intelligence-series/future-of-customer-experience.html#:~:text=Get%20the%20details-,If%20experience%20isn%27t%20your%20strategy%2C%20you%27re%20doing,behind%20price%20and%20product%20quality.
https://www.salesforce.com/news/stories/customer-engagement-research/

CHAPTER1

Case studies: real-time applications in The future of predictive CX

financial services Looking ahead, the role of predictive Al in

Several leading financial institutions have already customer experience will only grow. As these
begun to integrate predictive Al into their technologies continue to evolve, they will enable
operations, yielding impressive results: businesses to create experiences that are not only

. ] o more efficient but also more personalized and
e Real-Time Fraud Detection: Predictive Al

_ _ _ _ emotionally resonant. We believe that companies
is being used by major banks to monitor

that successfully implement predictive Al will see

transactions in real-time, identifying and - : .
significant improvements in customer loyalty and

flagging suspicious activities before they result L
. g_gl g. Hspiciou , y . lifetime value.
in financial loss. EY reports that implementing
Al in financial services has significantly

improved detection rates and reduced Q

instances of fraud.

) , , ) Key takeaways
e Personalized Financial Advice: Investment

firms are leveraging predictive analytics to

: : e Predictive Al is transforming customer
offer more personalized and relevant advice

to their clients. Virtasant indicates that experience across every industry, moving

- . . e from reactive to proactive customer
companies using Al-driven personalization

: : engagement using advanced data analvytics
have seen a 20% increase in customer 9ag 9 y

: : and machine learning to foresee and
satisfaction.

address customer needs before they arise.
e Enhanced Customer Support: Predictive

Al'is also being used to anticipate customer e Predictive Al will become essential for
service needs, enabling financial institutions to businesses, leading to more efficient

I I
offer support before a customer even realizes

personalized content experiences, and

they need it. Personalized advice improved hopefully increased customer loyalty.
customer satisfaction, as noted by Forrester

in its 2024 reports on financial services.
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https://www.ey.com/en_gr/financial-services/how-artificial-intelligence-is-reshaping-the-financial-services-industry
https://www.virtasant.com/ai-today/ai-driven-customer-engagement-strategies-from-amazon-nike-and-hilton#:~:text=Companies%20using%20AI%20for%20customer,and%20lead%20to%20business%20growth.

CHAPTER 2

Trust and transparency:
the cornerstones of CX

Enhancing transparency and empathy in customer
interactions

In 2025, trust has become the bedrock of customer
experience, with transparency and empathy as its
most vital components. Customers are increasingly
demanding clear, honest communication from the
brands they engage with. According to Zendesk,
"63% of consumers are concerned about potential
bias and discrimination in Al."”

PwC highlights that once trust is broken, it's getting

even harder for companies to earn it back. In 2024,

only 38% of consumers were willing to forgive a company
that makes a mistake if it takes the necessary steps to
make it right.By offering detailed explanations of their
products/services and addressing customer concerns with
empathy, companies can significantly enhance customer
trust and loyalty.
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Trust-building initiatives in financial services

In financial services, firms are enhancing transparency
by providing customers with detailed insights into their
financial products and services. Interestingly, Forrester
notes that Advisor-led firms are at the top of their

2023 Customer Trust Index as opposed to self-directed

investment firms — indicating that financial advisors play
the crucial role in earning customer trust.

The surge of Guided CX usage

At Glance, we've seen a huge surge of Guided CX
usage as companies realize the importance of improving
customer experiences and strengthening customer
relationships. Glance Guided CX sessions—where
businesses can provide personal, human-to-human
experiences to customers in a digital environment—
increased by an impressive 175% from 2020-2024.

This growth is even more pronounced in specific
sectors, as shown in the graph below.

Growth in Glance
Guided CX sessions
from 2020-2024

175%

All Industries

2487%

Healthcare

200%

Financial
Services


https://cxtrends.zendesk.com/
https://www.pwc.com/us/en/library/trust-in-business-survey/customer-trust-in-your-sector.html
https://www.edelman.com/trust/2023/trust-barometer

CHAPTER 2

Driving revenue and long-term customer buffer in times of crisis, making customers more
relationships likely to forgive occasional mistakes or poor

The connection between trust and revenue experiences, as long as they feel the brand remains
generation is increasingly clear, especially as reliable and transparent. Moreover, trusted brands
consumers become more discerning about the benefit from positive word-of-mouth, as loyal
brands they choose to engage with. Trust not only customers are more likely to recommend them to
influences customers’ willingness to repurchase others, further amplifying their revenue potential.

but also drives their overall commitment to a

brand. This behavioral loyalty is crucial in today’s
competitive market, where maintaining long-term
customer relationships can significantly impact a *
company’s bottom line.

Key takeaways
Supporting this view, Edelman’s research reveals 7 out Of 10 consumers now believe it's more
that 7 out of 10 consumers now believe it's e Trust is essential for customer experience in 2025: . h b d " b
more important to trust the brands they buy or Transparency and empathy are key components, with Important to trust the brands t €y buy or use
use than it was in the past. This shift reflects a 63% of consumers concerned about bias in Al and than it was in the past. Edelman

growing trend where consumers prioritize trust 82% of top-performing companies focusing on the

as the key factor in their purchasing decisions, human experience in digital interactions.

most often placing it above other considerations
e Glance Guided CX sessions increased by 175%

such as price or convenience. For brands, this
from 2020-2024, revealing the growing importance

means that cultivating and maintaining trust is no

longer optional but the critical strategy for driving of including trust-building human interaction in

revenue. companies’ strategies for developing better customer

experiences and relationships.

The implications of this are profound. Brands

that successfully build and sustain trust with * Trust directly impacts revenue and long-term

their customers are more likely to see increased relationships, making it a critical strategy for brands

customer retention, reduced churn, and greater to increase customer retention, reduce churn, and

customer lifetime value. Trust acts as a protective boost litetime value.
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https://pmc.ncbi.nlm.nih.gov/articles/PMC10294934/
https://www.edelman.com/sites/g/files/aatuss191/files/2023-06/2023%20Edelman%20Trust%20Barometer%20Special%20Report%20The%20Collapse%20of%20the%20Purchase%20Funnel%20FINAL.pdf
https://www.edelman.com/sites/g/files/aatuss191/files/2023-06/2023%20Edelman%20Trust%20Barometer%20Special%20Report%20The%20Collapse%20of%20the%20Purchase%20Funnel%20FINAL.pdf
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CHAPTER 3

The hybrid experience: merging
digital and human touch points

The new standard in customer interactions
As customer expectations continue to evolve, hybrid
experiences—those that seamlessly integrate digital
efficiency with human empathy—are becoming the
new standard in customer interactions. In 2025,
customers no longer differentiate between digital
and physical touch points; they expect a unified,
cohesive experience across all channels. Forrester
found that, “according to customers, hybrid
experiences not only generate the easiest and most
effective experiences but they also create the most
emotionally positive experiences compared to
digital- or physical-only experiences.”

Customers today want the convenience of digital
solutions combined with the reassurance and
emotional connection that comes from human
interaction. For instance, a customer might begin
their journey online, researching products or
services, but seek out human assistance when they
need personalized advice or support. By offering
seamless transitions between digital and human
touchpoints, companies can better meet these
expectations and enhance overall satisfaction.

Best practices for blending digital and

human experiences

Successful hybrid experiences require businesses to
carefully design their customer journeys to ensure
that digital and human elements complement

each other seamlessly. According to Forrester,
hybrid customer experiences create the easiest,
most effective, and most emotionally positive
experiences for customers. This approach not only
meets customers’ practical needs but also drives
higher loyalty compared to digital-only interactions.

The success of hybrid experiences lies in their ability
to cater to both the rational and emotional aspects
of customer interactions. Customers appreciate
the efficiency of digital tools, but they also value
the personalized touch that human support can
offer, especially in complex or emotionally sensitive
situations. This is why integrating Al tools with
human customer service has become increasingly
important, as it allows businesses to offer the best
of both worlds—speed and convenience alongside
empathy and understanding.



CHAPTER 3

Successful hybrid models in various sectors
Several industries have already embraced hybrid
models with great success.

Financial services: Forrester found that banking
customers continue to prefer hybrid experiences
because they create the most emotionally positive
interactions compared to digital-only or physical-only
models. This preference highlights the importance

of integrating digital and human elements to enhance
customer satisfaction and loyalty. According to the
report, U.S. Bank has successfully implemented

"do it together” experiences, such as virtual
appointments and live video with cobrowsing,
enabling customers to receive support from their
local branch banker wherever they are, contributing
to higher customer satisfaction.

Insurance: Insurance can be complicated. Top
providers are integrating solutions like Glance to join
their customers in their browser or app, view what
they are seeing, guide them as they navigate, and
help them complete uploads, entries, submissions,
and approvals. This can reduce confusion and
provide a better experience for the customer and
the agent.

Retail: According to Gartner, by 2025, retailers

offering a unified commerce experience by
frictionlessly moving customers through journeys
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will see at least a 20% uplift in total revenue.
Nordstrom has seen success with live video shopping *

where customers can see and learn about clothing Key takeaways

before purchasing directly from the stream while also

connecting with other customers in the chat. e Customers in 2025 expect a unified, seamless experience across digital and

physical touch points, combining the efficiency of digital solutions with the

The future of hybrid CX empathy of human interactions for the most positive and effective experiences.
We'll continue to see hybrid models evolve as the

lines between digital and human interactions blur e Successful hybrid models cater to both the rational and emotional needs

even further. In 2025, we'll see more businesses of customers, driving higher loyalty compared to digital-only interactions
personalization and predictive analytics to enhance

their hybrid offerings. These tools will enable * Features like virtual appointments and live cobrowsing lead to higher
companies to provide even more tailored and customer satisfaction and loyalty.

responsive experiences, ensuring that customers feel
valued and understood at every stage of their journey.



https://commercetools.com/resources/analyst-report/gartner-magic-quadrant?utm_source=Paid-Search&utm_medium=Google-Search&utm_content=ecommerce-bmk&utm_campaign=analyst-report-gartner&utm_term=e%20commerce&utm_campaign=analyst%20report%20gartner%202024%20AMER-US&utm_source=adwords&utm_medium=ppc&hsa_acc=9131799125&hsa_cam=19392543817&hsa_grp=151161631863&hsa_ad=679837442134&hsa_src=g&hsa_tgt=kwd-11020611&hsa_kw=e%20commerce&hsa_mt=b&hsa_net=adwords&hsa_ver=3&gad_source=1&gclid=CjwKCAjw0aS3BhA3EiwAKaD2ZTiGCB33ETw8g4uhZtLof7jIGb8HMSXBnT9v5-VLjM82EFxSLCrEAxoC21IQAvD_BwE

CHAPTER 4

Measuring what matters: tailored
metrics over standardization

Measuring what matters: tailored metrics directly impact their customer base. This shift away from
over standardization standardization allows organizations to track what matters
A one-size-fits-all approach to metrics is becoming most and enables them to be more agile in their customer
outdated. Instead, organizations are recognizing the experience strategies. Whether it's focusing on operational
importance of tailoring their performance measurements efficiency, customer loyalty, or personalized service,

to align directly with their unique goals and how they aligning CX metrics with organizational goals ensures that
serve their customers. every data point serves a meaningful purpose in improving

both the customer journey and business outcomes.

While traditional metrics like Average Handle Time

(AHT) are still valuable, they may not capture the full Setting the right goals

scope of what's important for every business. As How are you setting your CX goals? Too often, these
customer needs evolve and service delivery becomes goals are arbitrary. When establishing goals, don't guess.
more nuanced, organizations need to focus on what Instead, look at:

truly matters to their specific operations and customer .

, - e How your numbers are trending at each stage of the

expectations. For example, AHT may be critical for ,

, , customer journey

some contact centers where quick problemsolving can . . .

S , , , e How your competitors and the industry are trending
significantly impact customer satisfaction and loyalty.

, , e Forecasts for future performance

However, for businesses that emphasize long-term i . .

_ , _ , e Potential lift from experience improvements

customer relationships or personalized experiences, . .

o , , e Understanding the difference between self-serve

other metrics like Customer Satisfaction (CSAT) or -nd human-led touchooints

Customer Effort Score (CES) — or a mix of metrics that P

takes into account different parts of your customer . .
, _ 0 Include several stakeholders in conversations to ensure
journey — might be more insightful. . . -

mutual buy-in and to ensure expectations are realistic.

- _ Today's top CX leaders are setting themselves up for
By customizing CX metrics to reflect the goals and .
success through collaboration and goals that reflect

challenges specific to their organization, businesses can , . . .
, o o customers’ experience, rather than shooting from the hip.
gain more relevant insights and drive improvements that



CHAPTER 4

Selecting the right metrics
So, what are the right CX metrics to track today? That

all depends on what your unique goals are. Organizations

are trending more toward unsolicited feedback to
assess the Voice of the Customer (VoC). However,

solicited feedback is still more prevalent. Overall, 64%

of organizations’ customer feedback is all or majority
solicited compared to 71% in 2023 and 79% in 2022.

Here are some of the most popular KPIs
organizations use to assess CX efforts today:

Solicited Feedback
e Net Promoter Score (NPS)
e Customer Satisfaction (CSAT)
e Customer Effort Score (CES)

Unsolicited Feedback
e Call transcription analysis
e Customer Lifetime Value (CLV or LTV)

Operational Metrics
Customer churn rate

Conversion rate

Retention rate

First Contact Resolution (FCR)
First Response Time (FRT)
Average Handle Time (AHT)

There's no secret formula. The right KPIs are the ones
that tie to your organization’s goals, and ultimately,
lead to the most value for you and your customers.
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Key takeaways

Organizations now focus on tailoring
performance metrics to align with
their specific goals and how they
service customers throughout each
stage of their journey.

Metrics should reflect an
organization’s unique operations
and customer expectations.

When setting CX goals, organizations
should base them on current trends,
competitive benchmarks, and
collaboration with stakeholders to
ensure realistic and mutually agreed-
upon objectives.

The right CX metrics depend on
organizational goals, with many
companies combining both solicited
and unsolicited feedback to gauge
the Voice of the Customer (VoC).



https://learning.callminer.com/c/whitepaper-us-cx-landscape-24?x=CFl8z6&lx=amFxJO/?utm_source=google&utm_medium=ppc&utm_campaign=cx-landscape-2024&utm_term=customer%20experience&gad_source=1&gclid=Cj0KCQjwxsm3BhDrARIsAMtVz6OuIuqofD0t8AEQpj9qX18fpBrDbMCeKaggyuEoWqnAdFq1P6XmbWsaAhf7EALw_wcB

CHAPTERS

The human-Al collaboration:
empowering the workforce

The synergy between Al and human agents
The rise of Al in customer experience has brought

about significant changes in how businesses interact

with their customers. Rather than replacing human
agents, Al has become a powerful tool that
enhances their capabilities.

This synergy between Al and human agents is
particularly evident in the financial services sector,
where the complexity of customer inquiries often
requires a nuanced understanding that Al alone
cannot provide. By automating repetitive tasks and
providing real-time insights, Al enables agents to
deliver more personalized and effective support,
leading to higher levels of customer satisfaction
and loyalty.

How Al is empowering customer service
representatives
Al's role in empowering customer service

representatives (CSRs) goes beyond merely handling

routine tasks. By offering predictive insights and

real-time data analysis, Al tools help CSRs anticipate

customer needs and provide more accurate,

B
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personalized responses. According to Zendesk, 70%
of CX leaders believe that generative Al makes every
digital customer interaction more efficient—and

75% of them think Al enhances human intelligence
without replacing it.

Key ways Al is empowering CSRs include:

* Real-Time Data Access: Al provides CSRs
with instant access to relevant customer data,
enabling them to make informed decisions
quickly.

* Predictive Assistance: Al can predict customer
needs based on past interactions and behavioral
patterns, allowing CSRs to offer proactive
solutions.

e Enhanced Decision-Making: Al-driven analytics
offer CSRs recommendations on
the best course of action, improving the quality
of customer interactions.

By leveraging these capabilities, CSRs can focus on
building stronger relationships with customers,
addressing their concerns more effectively, and
enhancing overall customer experience.

Al+Human Maturity Model™ for Customer
Experience

There's no denying that Al is changing the game ...
so now what?

Glance's Al+Human Maturity Model™ for
Customer Experience is designed to help
organizations understand:

e where they stand on the maturity curve
e where they have opportunities for growth
® uncover a clear path forward

This model outlines efforts related to data,
infrastructure, and operations, and can help give
you realistic targets. We developed this model
based on best practices deduced from deep
dialogue with our existing customers.

E Download the Model



https://cxtrends.zendesk.com/
https://www.glance.cx/maturity
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The future of human-Al collaboration in CX
Looking ahead, the collaboration between human
agents and Al will continue to evolve, with Al
playing an increasingly supportive role in customer
interactions. The future of customer experience will
be defined by this blend of human empathy and
Al-driven efficiency. Companies that can effectively
integrate Al tools into their customer service
operations will not only enhance the capabilities of
their workforce but also deliver more personalized,
seamless, and satisfying customer experiences. As
Al technology continues to advance, the potential
for even greater collaboration will grow, enabling
businesses to stay ahead of customer expectations
and achieve long-term success.

W

Final thoughts

As we step into 2025, the integration of Al and human empathy will continue to shape the future of customer
experience (CX). Predictive Al, trust-building initiatives, hybrid models, and the right metrics will play pivotal roles

Key takeaways

* Al enhances, not replaces, human agents.

e Understanding where you are on the Al+Human
Maturity Model™ for Customer Experience can
help you clarify what's next

e Al tools give CSRs access to real-time data,
predictive assistance, and enhanced decision-
making, helping them anticipate customer needs
and improve the quality of interactions.

in meeting evolving customer expectations. Businesses that strike the right balance between advanced technologies

and human interaction will be well-positioned to enhance satisfaction, drive loyalty, and build long-term

relationships. The synergy between Al and human agents empowers organizations to deliver more personalized,

efficient, and emotionally resonant experiences—ultimately securing a competitive edge in the hybrid CX era.
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GET STARTED

Glance Guided CX for

forward-thinking enterprises

A seamless experience for your
customers

At Glance, we understand the
importance of delivering a frictionless
customer experience. Our Guided CX™
platform leverages intelligent signals
that can leverage Al-powered tools

to serve up human interaction at the
right moment, ensuring your customers
receive personalized, efficient, and
empathetic support at every stage of
their journey. Whether through live
video, cobrowsing, or secure screen
sharing, our solutions are designed

to create meaningful interactions that
build trust and loyalty.

www.glance.cx
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Powerful integrations for your
existing infrastructure

Glance’s session controls can be
integrated into desktop surfaces,
including the most popular CRM and
CCaaS solutions and/or your proprietary
systems, and our APIs and SDK libraries
can help you embed Glance into your
systems in the way you want and into
the products you bring to market.
Glance has integrations with the leading
CRM and CCaa$ providers like AWS,
Salesforce, Microsoft, Genesys, Five?,
and more.

Protected by enterprise-grade
security

We know trust is earned, not given. That's
why Glance is committed to providing the
highest level of security for your customer
interactions. Glance was a pioneer in the
DOM-based security approach for the
enterprise and continues to be the industry
leader, advancing the security threshold for
visual collaboration. It supports stringent
data privacy and security standards,
maintains annual compliance with ISO/IEC
27001 and SOC 2 Type 2, and is verified by
F500 customers. Glance is proven to scale
without a decrease in quality during business-
critical seasons such as holiday shopping,

open enrollment, and U.S. tax filing.

394% return on investment

According to an independent study,

customers that implemented Glance
Guided CX experienced considerable
results over a three-year period,
including a 394% return on investment
and benefits worth $6.75 million.

“"With Glance, it's an improvement in the
customer experience and a reduction of
expenses, which is rare when you have
both of those things happen at the same
time.” - Customer experience group,

financial services

Join the future of customer
experience with Glance

Discover how Glance can transform

your customer experience strategy. Our
innovative platform helps you bring

the irreplaceable human touch to your
customer journeys, so you can deliver
exceptional experiences that not only
meet but exceed customer expectations.
Visit www.glance.cx to learn more
about how Glance can help you navigate

the future of customer experience.

www.glance.cx
888-945-2623

hello@glance.cx



https://www.glance.cx/the-total-economic-impact-of-glance-guided-cx
https://www.glance.cx/

