
Conversational Intelligence: The CX Sidekick

New Research Reveals: 

CI is the Sidekick 
CX Leaders Can’t 
Afford to Ignore
Your customers are telling you everything 
you need to know. Are you listening?

of CX practitioners 
say surveys alone 
miss the full story.

Translation: Feedback forms aren’t enough.

say better decisions 
depend on analyzing 
conversational data.

Only 30% of CX teams 
report heavy CI use

70% never use it, use it 
occasionally, or report it’s 
only used by other teams

Among teams who do use CI:


call it “valuable” or 
“highly valuable”


The plot twist

...Yet, most teams aren’t 
using its power


Proof in action But the real heroes? 
They’re doubling down.


Your sidekick is ready. Unlock its power today.

64% plan to increase CI 
investment next year

73% of high-growth 
brands are going all-in


Conversational Intelligence turns everyday 
customer interactions into smarter decisions, 
faster actions, and measurable business 
outcomes. Don’t leave insights on the table.


Get the Full Report

About Medallia

Medallia is the global leader in customer and employee experience, trusted by the world’s most iconic brands — including 7 of the Fortune 10. Medallia’s AI-driven platform helps enterprise 
organizations turn billions of feedback signals into clear, prioritized actions. With deep domain expertise, a powerful partner ecosystem, and consistent leadership recognition from top industry 
analysts, Medallia transforms customer experience into a strategic driver of business growth. Learn more at www.medallia.com.
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Thank you! All set.

First contact resolution↑ NPS®↑

Churn Compliance risk

Revenue per customer↑

↑ ↑

CI isn’t just chatter, it drives:

https://www.medallia.com/resource/conversational-intelligence-research-report/?source=Marketing%20-%20Direct&utm_campaign=FY26_GLBL_CI_Research_Report&utm_source=ci-infographic&utm_medium=asset-CTA
http://www.medallia.com/

