AI to Handle Half of Customer Service Cases by 2027, Says Salesforce Report
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Customer service is undergoing a seismic shift, with artificial intelligence expected to manage 50% of all service cases globally by 2027, according to Salesforce’s latest State of Service report. Based on insights from over 6,500 service professionals worldwide, the findings reveal that AI adoption is accelerating fast, up from 30% today.
AI now ranks as the second-highest priority for service leaders, just behind improving customer experience. Routine queries—like password resets and order tracking—are increasingly handled by AI agents, freeing up human staff for complex issues where empathy and judgement are crucial.
This transformation is not just about efficiency. AI is helping customer service representatives reclaim up to four hours a week, enabling them to focus on strategic problem-solving and career development. In fact, 86% of reps say AI has improved their skills, and nearly three-quarters see it as a positive force for career growth.
The financial benefits are compelling too. Service costs are forecast to drop by 20%, while customer satisfaction and upsell revenues are projected to rise. Yet the report also highlights persistent concerns: over half of service leaders cite security as a key barrier to further adoption.
Still, the trajectory is clear. With responsible implementation, AI promises to revolutionise service delivery. For the UK, already a leader in ethical AI, the opportunity lies in shaping customer service environments where human expertise and AI work in tandem—driving satisfaction, resilience, and long-term value.
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