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Zendesk, ServiceNow, and Freshdesk —
and why the highest-performing support
teams are cutting cost per ticket and
raising CSAT at the same time.
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An Independent Look at
Ticket Volume, Agent Experience,
and the Future of the Support Desk

/01\ The Assumption Quietly
Shaping Your Roadmap

Most support leaders running Zendesk, ServiceMow, or Freshdesk have already
run the mental math: automate more of the ticket queue, and headcount
costs go down. Somewhere in that same calculation sits an unspoken worry —
that the savings come at the expense of CSAT, that faster resolution means
shallower resolution, that the tradeoff is real even if nobody wants to say it

in the QBR.

The data doesn’t support that worry. Across contact centers, support desks,
and ticketing operations where this has actually been measured, cost per ticket
and customer satisfaction are moving in the same direction — not opposite ones.
This brief lays out the evidence, addresses the believability question directly,
and outlines what a well-built version of this looks like when the Al is actually
integrated into your system of record instead of operating alongside it.

Are You Falling Behind?

Three trends are compounding for support teams right now,
and most of them show up in the metrics you're already tracking:

3

Ticket volume is outpacing headcount

Tier-1 volume — password resets, order status, account loockups,
simple triage — keeps growing faster than support headcount,

and that gap shows up first in first-response SLA breaches.

Once SLA attainment starts slipping, CSAT typically isn't far behind.

of service leaders
now say they’re under

Abandonment and hold time are quietly taxing CSAT

Contact centers lose as much as 27% of inbound volume to abandonment,

and more than half of those customers never retry. On the phone channel pressure to dep|0y Al
specifically, satisfaction drops sharply once wait time crosses about : -
90 seconds, with each additional 30 seconds compounding the decline. not JUSt for eﬁ"c'enCYr
If your voice channel still routes through a traditional queue, this is b H '
ut to directly improve
| wvery likely already showing up in your CSAT trend line. y p
customer satisfaction —
OO Agent attrition is a support economics problem, not just an HR one per Gartner research.
/ “\]\I Turnover among frontline support agents commonly runs 30—-45% annually,

with replacement cost estimated at $10,000-$20,000 per agent once
recruiting, training, and ramp time are included. The leading driver is burnout
from repetitive, low-complexity ticket volume — precisely the segment of
the queue best suited to automation.
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The Old Assumption

The assumption is simple: automation and experience quality trade off against each other, so every percentage point of
deflection or containment comes at some cost to CSAT. It's a reasonable instinct - plenty of early chatbot deployments
earned that reputation honestly. But the evidence from more recent, better-built deployments tells a different story, and
it's worth looking at directly rather than assuming the old chatbot experience is still the ceiling.

The Evidence It's False

Wherever this tradeoff has actually been measured, the pattern holds: efficiency and experience improve together when
the deployment is built around genuine resolution rather than raw containment.

$1.84 +5-10 pts 391%

median cost per self-service contact typical CSAT improvement from three-year ROI in a Forrester Total
vs. $13.50 for an assisted one well-implemented Al in customer Economic Impact study of a voice
(Gartner) care (McKinsey) Al deployment

Two named, analyst- and vendor-documented deployments make the pattern concrete. A large utility used voice Al to
handle a high volume of routine account calls and saw a 22% increase in CSAT on outage-related calls - one of the
most emotionally charged call types in the industry - alongside 67% containment and a 75% reduction in handling time.
In a separate, Gartner-authored case study, a travel company's Al voice assistant reached customer satisfaction scores
on par with its live phone channel while costing roughly 75% less than an assisted contact. Neither deployment
optimized for containment alone; both optimized for resolution, and satisfaction rose as a direct consequence.

The integration question that determines which outcome you get
The deployments that pair efficiency with better CX share one structural trait: the Al writes directly into the system of

record - creating and updating the same Zendesk, ServiceNow, or Freshdesk tickets an agent would - rather than
operating as a disconnected voice layer that requires manual reconciliation afterward. A voice Al that only answers calls
but doesn't touch your ticketing system creates a second silo instead of removing one; the ROl and CSAT gains in the
data above assume the Al's output becomes part of the actual workflow, not a parallel process your team has to
reconcile by hand.
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The Believability Threshold Has Already Been Crossed

A large 2025 Twilio study on conversational Al found that when consumers were played real Al-generated voice clips,
90% failed to correctly identify which ones were Al-generated - even though the same group said going in that they
were confident they could tell. If that number seems high, consider that you've likely already watched this shift happen
inside your own tool stack: Zendesk Al and ServiceNow's Now Assist have moved from novelty features to expected
functionality in the space of a couple of product cycles.

The more useful finding sits just underneath that statistic: skepticism toward Al service isn't really skepticism toward Al -
it's skepticism toward bad Al. The same consumers who say they prefer a human still prefer a bot for fast, simple
requests: status checks, scheduling, account lookups. That's exactly the segment of ticket volume where automation
has the clearest case for both cost and CSAT gains.

Three Myths Worth Retiring

MYTH: Customers can always tell it's Al, and they hate it.

The Twilio data above says otherwise. Detection rates were low across every demographic tested, and the
emotional reaction to Al-driven service tracked much more closely with call outcome than with whether the caller
correctly identified the channel.

MYTH: Al in the ticket queue means worse service.

Worse service was a symptom of first-generation chatbots optimized purely for deflection. Deployments
optimized for resolution - with the Al writing directly into the ticketing system and a clear path to a human - post
CSAT scores on par with, or above, assisted channels, per the case studies above.

MYTH: This is arip-and-replace project.

Modern voice Al platforms integrate with existing ticketing systems rather than replacing them, and can run
alongside your current IVR or queue without an infrastructure rebuild. The utility example above deployed voice
Al without rebuilding its existing phone infrastructure.
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What “Good” Actually Looks Like

Support teams getting this right share a consistent pattern, independent of vendor:

» The Al resolves what it can and creates or updates the ticket in Zendesk, ServiceNow, or Freshdesk automatically -
no manual re-entry, no second system to reconcile.

» The metric that matters is contained resolution - containment plus no repeat contact within a defined window - not raw
containment rate alone.

 Escalations hand off with full case context already attached, so the agent isn't starting from a blank ticket and the
customer isn't repeating themselves.

* A human is always one step away. Acceptance of Al-driven service rises sharply when customers know a person is
reachable if they need one - treat this as a requirement, not a nice-to-have.

None of this requires customers to accept a worse experience in exchange for lower cost. The deployments
producing the data above got both by designing for resolution and integration from the start, not by bolting Al
onto the front of an unchanged process.
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A Quick Self-Assessment: Are You Falling Behind?

Before evaluating any specific platform, it's worth benchmarking your own numbers against the patterns above:

O

O 000

O

What is our current first-response time, and how often do we breach SLA on Tier-1 tickets?
What is our actual cost per ticket today, and how does it compare to the cost of an Al service?
Has CSAT moved (in either direction) as ticket volume has grown faster than headcount?
What is our agent attrition rate, and how much of it traces back to repetitive Tier-1 volume?

If we added Al-driven intake today, would it write directly into our system of record - or create a second silo to
manage?

Is there always a fast, clear path to a human agent when a customer needs one?

If your answers to the SLA, cost-per-ticket, or attrition questions gave you pause, the data
above suggests the fix and the CSAT risk you're worried about are not actually in tension -
closing that gap is more likely to raise satisfaction than threaten it.
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This brief is intended as an independent look at the research on
Al-driven support automation and customer experience - not a
product pitch. If you're interested in how RingLogix Agent
Studio approaches this problem for teams running Zendesk,
ServiceNow, or Freshdesk, we're happy to share more.

Reach out to sales@ringlogix.com.

RINGLOGIX AGENT STUDIO

Al voice agents built to answer, act, and integrate with the systems your team already uses.
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