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THE STATE OF Al AT WORK

Executive summary

In the face of a rapidly changing landscape of work and technology, generative Al technology
like ChatGPT and Google Vertex has been a disruptive force that's brought about a dramatic
cultural shift. Companies that weren’t previously using Al at work are now more open to using
Al tools, but have we crossed the chasm yet? This report will explore the impact of Al on the
workplace and the implications it has for the future of work and technology.

About the survey

Respondents
1,102 customer service/sales
professionals in the U.S.

Role
Various levels (agent/rep,
manager, director, VP, C-suite)

Company size
<50 to 1000+

Date
May 8-22, 2023
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Al has revolutionized the way we work. This report provides an in-depth analysis
of the current state of Al adoption and perceptions among professionals in various
industries. McKinsey & Company discovered that generative Al will have a major

impact on customer operations and sales, so this report concentrates on customer
service and sales roles.

The key findings reveal valuable insights into the adoption rates, perceived
benefits, barriers, and attitudes toward Al in the workplace. By understanding
these trends, businesses can gain valuable insights into the current landscape of
Al adoption and make informed decisions about implementing Al technologies in
their own organizations.

For example, customer service/sales managers, directors, and VPs are more likely
to embrace Al compared to individual contributors, possibly due to their decision-
making authority and responsibility for driving productivity and innovation. The
benefits of Al on both a company and individual level, such as efficiency, customer
insights, and a reduction in “busy work”, are widely recognized.

However, lack of budget poses a significant obstacle to widespread Al adoption.
Despite this, the overall perception of Al is positive, with the majority of
respondents (79%) believing in its positive impact on their performance at work.

The report highlights the importance of addressing barriers, developing ethical
guidelines, and enhancing accessibility to unlock the full potential of Al in various
sectors.
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Key findings

CHATGPT IS A GATEWAY Al

of individuals that previously didn’t use Al
will now consider it after using ChatGPT.

MOST COMPANIES DON'T HAVE AN
Al POLICY

of respondents said their company does
not have a company-wide Al policy.

THOSE USING Al ARE SEEING
THE BENEFITS

an (9%

of sales and customer service
professionals using Al tools at work have
experienced a positive impact on their
performance at work.
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RESPONDENTS AREN'T SCARED ABOUT Al
STEALING THEIR JOB

of sales and customer service
professionals say they don’t fear Al will
steal their job one day.

SMALL BUSINESSES ARE MOST
SKEPTICAL ABOUT USING Al

of companies with less than 50
employees are skeptical of Al tools,
compared to 14% at companies with
51-100 employees, and 20% at
companies with 100+ employees.

LACK OF BUDGET IS THE BIGGEST
INHIBITOR OF Al ADOPTION

=3 37%

of respondents said lack of budget was
the reason Al tools aren’t being used
at work.
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What does Al adoption
look like so far?
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MANAGERS ARE MORE LIKELY TO ADOPT Al THAN INDIVIDUAL
CONTRIBUTORS

Turns out, managers like Al.

Although general Al adoption is still low (49% of all respondents surveyed aren’t
planning to use Al in their work), respondents in manager, director, and VP roles
are much more inclined to embrace Al compared to individual contributors.

This could be for a few reasons. For one thing, managers generally have a degree
of decision-making authority within their organization, and therefore have a
broader perspective on the benefits and potential of Al in improving business
operations.

Similarly, directors and VPs are responsible for driving productivity, efficiency,
and innovation, and Al offers tools and technologies that can help them achieve
these goals. These roles also have access to budgetary resources and can make
decisions regarding technology adoption, making it easier for them to implement
Al initiatives within their teams.

Are you leveraging Al in your work?

Sales Customer Service
100% 100%
90% 90%
80% 80%
70% 70%
60% 60%
50% 50%
40% 40%
30% 30%
20% 20%
10% 10%
0% 0%
Sales Sales Director VPof CSO CRO CSM Director VPof CS CCO
Rep Mgr of Sales Sales of CS

Respondents That Are or Planning to Leverage Al
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43%

of respondents said they expect
efficiency to be one of the top
benefits of Al on a company level
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Despite being in the early stages of Al adoption, a large majority of sales
managers and above (84%) believe that Al tools can positively impact their
company’s sales. 79% of customer service managers and above believe that

Al positively impacts their company’s key metrics. As these are crucial top-line
and bottom-line areas for any business, these managers may look to invest in Al
further to become more efficient, sell more, or service better in the future.

INCREASED EFFICIENCY IS A TOP DRIVER ON A COMPANY LEVEL

The top three benefits respondents expect from Al on a company level are
efficiency (43%), customer insights (39%), and a competitive advantage (30%).

Efficiency is a critical factor for businesses looking to optimize their operations
and streamline processes. By using Al algorithms and automation, companies
can enhance productivity, reduce manual labor, and accomplish tasks faster and
more accurately. This increased efficiency not only saves time and resources but
also enables organizations to allocate their workforce effectively, enabling them to
focus on more strategic initiatives.

What benefits do you expect from Al on a company level?
Select up to three

Drive efficiency

Easily gather customer insights
Have a competitive advantage
None, | don’t expect any benefits
Generate more top-line revenue
Ramp up new employees faster

| don’t know

Other

o

% 10% 20% 30% 40% 50%
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47%

of respondents said they expect
a reduction of “busy work” to be
one of the top benefits of Al on an
individual level
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REDUCING “BUSY WORK” IS A TOP DRIVER ON AN INDIVIDUAL LEVEL

The top two benefits respondents expect from Al on an individual level are a
reduction of “busy work” (47%) and the ability to learn and work faster (39%).

The concept of “busy work” refers to repetitive, low-value tasks that consume time
and energy without contributing to personal growth or overall productivity.

By leveraging Al, individuals can automate these tasks, letting them focus on
more complex ones, like those that require creativity, critical thinking, and
problem-solving.

Al-powered tools and platforms can also help facilitate faster learning and
work processes, empowering individuals to learn new skills, access relevant
information, and accomplish tasks more efficiently, ultimately driving their
professional growth and performance.

What benefits do you expect from Al on an individual level?
Select up to three

| can reduce my “busy work”
through automation

| can learn / work faster
| can become more competent

at my job

| can become more autonomous
without relying on others

None, | don’t expect any benefits
on a personal level

Other

0% 10% 20% 30% 40% 50%
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37%

of respondents identified lack of
budget as the number-one barrier
to adopting Al tools at work
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THE BIGGEST DETERRENT FROM Al ADOPTION IS LACK OF BUDGET

Contrary to a common misconception, the primary reason why Al tools are not
being widely used in the workplace is the lack of budget—not a lack of trust or
belief in their usefulness.

According to the survey, 37% of respondents identified the lack of budget as
the number-one barrier to adopting Al tools at work. This finding highlights the
financial constraints faced by organizations when it comes to investing in and
implementing Al technologies, despite the growing recognition of the potential
benefits Al can bring. As companies better understand the benefits of Al, we
expect this to change in the future.

Why are you not using Al tools at work?
Select all that apply

Don't have the budget
Company doesn’t allow it
Don’t think customers will like it
Don't trust them

Don’t think they’re helpful

Takes too long to train

0% 10% 20% 30% 40%
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How do people feel about
the impact of Al?

20%

of respondents don’t believe that
Al will change their role
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Despite the low adoption rate (49%), the perception of Al is quite positive,
with 79% of respondents believing Al tools will have a positive impact on their
performance at work.

This positive perception extends across various professional domains. For
example, 84% of sales professionals believe that Al tools positively contribute
to their company’s sales efforts, highlighting the potential of Al to enhance sales
strategies and outcomes. And 76% of customer service professionals recognize
the positive impact of Al tools on their company’s key metrics, emphasizing their
role in improving customer service experiences.

Interestingly, the fear of Al job displacement is not as prevalent as one might think.
Around 70% of respondents don’t fear that Al will steal their job, suggesting a level
of trust and understanding that Al technologies are designed to augment rather
than replace human roles. And approximately 20% of respondents don’t believe
that Al will change their role, indicating confidence in the stability and longevity of
their current job functions.

How likely do you think Al will change your role in 3-5 years?

It'll change a fairamount

It'll change alot

It'll change a little

It'll completely transform my role
| expect it to eliminate my role

0% 5% 10% 15% 20% 25% 30%

Overall, these findings reflect a positive sentiment toward Al and its potential to
positively impact performance and job outcomes across various professional
fields.
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How do people feel about
the ethics of Al?
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The ethics of Al is a subject that evokes mixed responses among respondents.
While nearly a quarter of respondents (24%) believe that Al is not ethical, there is a
lack of company-wide Al policies in place to address these concerns. Surprisingly,
84% of respondents stated that their company does not have a company-wide

Al policy.

When specifically considering those who are already using Al at work, 55% of
those companies still lack a standard policy governing Al usage. This highlights
the need for organizations to prioritize creating clear ethical guidelines to make
sure Al is being used responsibly

How a company’s use of Al relates to their Al usage policy

Company has an Al usage policy Are you leveraging Al?
No
Not yet
Yes
50% 30% 10% 10% 30% 50%

Opinions are also divided when it comes to the accessibility of Al. 51% of
respondents believe that Al is accessible, while the remaining 49% do not believe
it’s accessible. This indicates the existence of barriers or challenges that limit the
widespread adoption and usability of Al. But we may see this change quickly as
more and more companies (including Google) begin to offer generative Al.

As Al continues to advance and permeate various aspects of society, it becomes
more and more important to address ethical concerns, develop robust policies,
and improve accessibility to ensure that Al is deployed in a responsible, fair, and
inclusive manner.
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How do different industries

perceive Al?
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Some sectors are leading the way for Al adoption while others still aren’t totally

on board. The top five industries embracing Al on a company level are computer
software, entertainment, chemical/pharmaceutical, defense, and insurance.
These industries recognize the potential benefits of Al and have actively integrated
Al technologies into their customer service/sales operations.

Al ADOPTION BY INDUSTRY

How would you rate your company’s overall adoption of Al tools?

Onascaleof1-5

Education
Manufacturing
Food

Construction
Hospitality, Travel
Public Service
Retail, Ecommerce
Telecommunications
Transportation
Information
Finance

Healthcare
Professional Services
Agriculture
Aerospace

Media

Energy

Insurance

Defense

Chemical / Pharma
Entertainment
Computer Software

@ Belowaverage @ Above average
2.6

2.0 2.5 3.0 35
Average Adoption Rating

On the other hand, there are industries that have yet to fully leverage Al, including
food, manufacturing, hospitality/travel, education, and public service. However,
there are indications of change on the horizon.

10


https://www.dialpad.com/

THE STATE OF Al AT WORK

1%

of respondents from the
chemical/pharmaceutical
industry express concern about
Al job discplacement
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How do you feel about Al?

Chemical / Pharma
Media
Transportation
Information

Food

Manufacturing
Finance
Construction

Retail, Ecommerce
Hospitality, Travel
Education
Healthcare
Professional Services
Public Service
Agriculture
Insurance
Telecommunications

Computer Software

© Aiis unethical

@

@ Aiwill steal my job one day

&

e

7% 36%

20%, 20%,

8% 23%

0%

@

Interestingly, representatives from the chemical/pharmaceutical industry express
the highest level of concern (71%) about Al job displacement compared to other
sectors. The media industry stands out as perceiving Al as not being ethical more

than any other industry.

Given that a significant portion of respondents believe Al can provide a

competitive advantage (30%), industries currently lagging in Al adoption,
including food, education, and manufacturing, stand to benefit from embracing Al

at work.

11
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AIADOPTION BY CSAT

According to Dialpad data on the average Ai CSAT across different industries,
the industries with high customer satisfaction ratings include home services,
construction, utilities, and industrial sectors. On the other hand, industries such
as pharmaceutical, insurance, legal, and automotive have lower CSAT ratings,
indicating room for improvement through Al adoption.

Industries with the highest and lowest CSAT
Based on Dialpad Ai data

+ Below Average Above Average —

Home Services
Construction
Utilities

Industrial
Pharmaceuticals
Insurance

Legal

Automotive

-8% -6% -4% -2% 0% 2% 4% 6% 8%

Relative to Average Ai CSAT Score
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How does a company’s annual revenue
affect its perception of Al?

49%

of respondents at companies with
over $500M in revenue express
optimism that Al will enhance

the agent experience
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The survey also found that perceptions of Al vary based on the annual revenue of
companies. Larger companies with over $100M in revenue are more inclined to
invest in Al tools within the next five years compared to smaller companies. In fact,
for companies with over $5600M in revenue, almost half of the respondents (49%)
express optimism that Al will enhance the agent experience.

Conversely, companies with less than $100M in revenue tend to exhibit more
skepticism towards adopting Al tools, with 28% expressing reservations
compared to 19% among companies with higher revenues. This skepticism is
further reflected in the belief that over half (52%) of respondents from companies
with less than $100M in revenue perceive Al as inaccessible in its current state.

These findings underscore the importance of addressing barriers and enhancing
accessibility to Al technologies, particularly for smaller companies, in order to
promote wider adoption and harness the full potential of Al across the business
landscape.

13
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How do small companies perceive Al
versus larger organizations?

Small businesses tend to exhibit more skepticism towards Al adoption, with
budget constraints as a main barrier. Similarly, larger companies with 1000+
employees face additional challenges and barriers that make Al adoption less
likely. In fact, 55% of companies with fewer than 50 employees and those with
1000+ employees are not using Al tools and have no plans to do so. This may
be because Al is often perceived as something that’s costly to use and maintain.
However, more and more tools are making Al both accessible and cost-effective.

While skepticism towards Al tools is present across all company sizes, the highest
level of skepticism comes from companies with less than 50 employees—with
over 30% expressing doubts.

How would you rate your company’s overall adoption of Al tools?

We’'re very aware of Al We're always the first to
We're very skeptical of We'll only use Al tools if We're still understanding tools and will consider try new Al tools even if
Al tools. it's an industry standard. what types of Al tools exist. using them. they aren’t perfect.

50%
40%

30%

20%
i | |I 'I'I
ll..

Company Size
® <50 ® 51-100 e 101-1000 @ >1000

Employees at mid-size companies (100-1000 employees), companies with over
$100M in revenue, and industries such as computer software, information, and
entertainment demonstrate a positive outlook towards Al. For example, 80% of
companies with 101-1,000 employees agree that Al has a positive impact on their
work, with 91% believing it will positively impact their sales.

dialpad @
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Additionally, the usage of Al tools varies across company sizes, with enterprises
utilizing conversational Al the most. These insights highlight the nuanced
perceptions of Al across different company sizes and shed light on the factors
influencing Al adoption and skepticism.

For example, Dialpad’s omnichannel contact center platform has built-in
conversational Al (along with other unique Al solutions) that can optimize
workflows and even spot gaps in training materials and knowledge databases,
and even make recommendations that a company add more information there to
handle customer questions.

What type of Al tools do you use?

Al note-taking Alinsights &
s0% Al content writing & transcription analytics gathering Conversational Al Al coaching Internally built Al tools
50%
40%
30%
20%
0% . . .

Company Size
® <50 o 51-100 e 101-1000 e >1000
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Customer Service vs. Sales:
Who uses Al more?

When it comes to the usage of Al, customer service and sales professionals
show some differences in their adoption and perceptions. Among the survey
respondents, 52% were customer service professionals and 48% work in sales.

Currently, Al is primarily used during conversations rather than before or after
interactions, suggesting a potential lack of awareness regarding the broader use
cases of Al in both customer service and sales roles.

In customer service, Al is commonly used when supporting customers (30%)
and during onboarding processes (15%). In sales, Al is used during sales
conversations (23%) and prospecting (22%). When comparing the two roles,
customer service professionals exhibit slightly lower likelihood to invest in Al tools
at work compared to sales professionals.

At the same time, sales professionals show slightly higher skepticism (28%)
towards Al tools compared to customer service reps (256%). More customer
service professionals rely on Al insights and analytics gathering tools, while a
greater percentage of individuals in sales believe that Al will positively impact their
performance at work (82% vs. 78%).

dialpad @
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Panel vs. Dialpad customers:
Who’s most likely to adopt Al?

47%

of Dialpad customers rate their Al
adoptionas a “4” or “5” out of 5
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When comparing panel and Dialpad customers, Dialpad customers are more

likely to adopt and invest in Al. Out of the 1,102 respondents, approximately 8%

(90 respondents) were Dialpad customers. Among these customers, a significant
majority, 93%, believe that Al tools have a positive impact on their company’s sales.

79% of Dialpad customers perceive that the use of Al tools can influence their
company’s key metrics. The adoption of generative Al for better decision-making
also resonates strongly with Dialpad customers, with 73% expressing this belief,
compared to 47% among all survey respondents.

Dialpad customer are much more likely to adopt Al

| rate my adoption of Al a “4” or “5”
outof 5

| am planning to invest in Al over the next
5years

I plan on leveraging Al

| think generative Al can be leveraged for
better decision making

| am likely to invest in Al over the
next 5 years

| think Al tools will be have a positive
impact on my company’s sales

I think the use of Al tools can impact my
company’s key metrics

o

0.5 1 1.5 2 25

Times More Likely (vs. Non-Dialpad Customer)

Dialpad customers are notably more inclined to invest in Al over the next five years,
scoring 3.7 on a scale of 1 to 5, while non-Dialpad customers score 2.8. And over
60% of Dialpad customers plan to invest in Al in the coming years, compared to
30% of non-Dialpad customers.

The survey findings also indicate a high level of Al adoption among Dialpad
customers, as almost half (47 %) rate their Al adoption as a “4” or “5” out of 5. Only
a small percentage, 14.4%, of Dialpad customers do not have plans to leverage Al.

These statistics highlight that Dialpad customers are more likely to embrace Al
recognizing its positive impact on their company’s performance and showing a
strong inclination to invest in Al technologies in the future.
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Conclusion

Methodology
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Although ChatGPT has helped normalize the usage of Al at work, we still haven’t
crossed the chasm yet. While individuals recognize the benefits of Al, we still have a
ways to go before Al is widely adopted across organizations of all sizes.

Budget constraints remain a significant hurdle, with lack of financial resources
being the primary reason for non-adoption. Over time, however, we expect to
see an increase in Al budgets as organizations recognize the tangible value and
competitive advantage it can provide.

There are also concerns around ethics, accessibility, and the fear of Al replacing

human jobs that continue to impede progress. While customer service and sales
managers are more likely to embrace Al compared to individual contributors, it’s

crucial to educate individual contributors to alleviate their concerns and ensure a
smooth transition towards Al integration.

Looking towards the future, it’s evident that Al will continue to evolve and

become an increasing part of the way we work. As Al technologies advance,
organizations will need to stay updated and adapt to the changing landscape to
remain competitive. Understanding the potential of Al in enhancing efficiency,
providing customer insights, and gaining a competitive advantage will be crucial for
organizations to thrive in the digital era.

As an Al-powered customer intelligence platform and a leader in the Al space,
Dialpad can help organizations overcome barriers and unlock the full potential of Al
adoption. Dialpad Ai can offer advanced analytics, real-time customer insights, and
automation tools that can empower businesses to deliver exceptional customer
experiences and drive sales performance.

Dialpad conducted an online survey about Al at work through Qualtrics from May
8-22, 2023. A total of 1,102 customer service and sales professionals in the U.S.
were surveyed across various levels and industries. This includes 1,012 responses
from an anonymous panel and 90 Dialpad customers, with a confidence interval of
90-95%.
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APPENDIX

Here’s a snapshot of the survey’s demographics, including annual revenue, company size, and job titles:

Annual Revenue Breakdown Company Size Breakdown

<$100M $100M - $250M - $500M+ 51-100 101-1,000 1,000+
249M 500M

Customer Service Job Title Breakdown Sales Job Title Breakdown

0,
2% 2% 2% - 3%
P [— AR
Director VPof CS CCO SDR, BDR, Sales Director VP of CSsO CRO
of CS AE Mgr of Sales Sales

dialpad
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About Dialpad

The industry leader in Al-powered conversational intelligence, Dialpad delivers
everything you need to handle business and customer communications in

one beautifully designed platform. Over 30,000 businesses and millions of
people worldwide are using Dialpad to unlock real-time insights and provide live
automated coaching with Dialpad Ai, a state-of-the-art artificial intelligence, which
has analyzed over 4 billion minutes of proprietary voice and messaging data.

Visit dialpad.com to learn more.

www.saascom.co.uk/whv-saascoml

www.saascom.co.uk/contact-us
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