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Al In Design

Future Irends
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Al Benefits & Impact

In Customer Service
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Using Al Tools
B Improved Customer Engagement
B Personalised Purchased Likelihood

B Al Adoption Rate (Organizations)

Share of Customer
Interactions

By 2025, Al is projected to
handle most customer
Interactions, significantly
reducing reliance on human
95% agents.

90%

This shift allows businesses to provide faster, 24/7 support, manage high
volumes efficiently, and cut operational costs—while human agents focus on
more complex, high-value tasks.

will have tested or implemented
Al solutions by 2025.

SERV 727 SPRING 2025

SCAD

Al is reshaping design through automation,
personalization, and new strategic roles for
designers. Service design Is evolving from
products to experiences, driven by data,
co-creation, and emerging tech.

Al significantly improves customer service by speeding
up response and resolution times, reducing operational
costs, lowering staffing needs.

716%

Consumers Feel Frustrated

When Not Receiving
Personalised Recommendations

45%

Increase In Loyalty
With Emotion Driven Al

Al adoption in customer service Is growing
rapidly, with rising investments and a strong
shift toward automation and improved
customer experience.

The customer experience sector Is also
expected to grow steadily, driven by rising
Interest in Al technologies.
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Customer Service Professionals

By 2025, most customer service
professionals are expected to have tested
or adopted Al solutions, reflecting a strong
industry shift toward automation and
tech-driven support strategies.

PROF MATTHIAS HILLNER




