Nemertes PilotHouse Awards
Category: Artificial Intelligence Platforms for Customer Engagement
Nemertes has released its PilotHouse analysis for artificial intelligence platforms for customer engagement. This
program gathers quantitative metrics from enterprise organizations that use products and services in this
category, and correlates them with measurable success.

Product Category
Artificial Intelligence Platforms: AI platforms upon which companies can build their AI knowledge bases and
associated applications, or from which they can buy existing AI-enabled products and services. Companies
spend between $53,202 and $2.3 million on AI platforms and applications for their customer engagement
initiatives.

Award Description
The PilotHouse award is based on two quantitative components (detailed methodology on next page):
1. Sentiment Score. Nemertes asks research participants to rate their providers in several areas. Those
with the top sentiment scores are in the top two quadrants.
2. Business Success Rating. Nemertes correlates business success metrics with technology providers. Those
in the right two quadrants demonstrated the highest business success.
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Figure 1: Nemertes PilotHouse: Artificial Intelligence Platforms for CX (Names in alphabetical order)
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Award Details
Sentiment Ratings
Research participants rate providers on technical features of tools, response time to problems/questions,
reliability of tools, account team performance, ability to deliver innovative offerings, and ability to assist with
digital transformation initiatives. The rating scale is 4 = Excellent, 3 = Good, 2 = Just OK, and 1 = Poor. The
average score is 3.37, with a range from 3.24 to 3.53.
Business Success Ratings
Participants also provide data on improvements in business metrics through the use of artificial intelligence in
their customer engagement initiatives. Those whose metrics are greater than the mean in at least one category,
as indicated below, were placed in the success group. A total of 76 companies are in the success group.
• Revenue: Revenue generated before and after the AI initiative increased by >69%.
• Customer Ratings: Ratings such as CSAT, Net Promotor Score, post call surveys, etc., increased by >43%.
• Operational Cost: Costs associated with the project-at-hand decreased by >10%.
PilotHouse Categories
• Sentiment and Business Success. Research participants rate these providers higher than the average of
3.37, and more than 34% of research participants in the Nemertes Success Group use these providers.
• Business Success. More than 34% of research participants in the Nemertes Success Group use these
providers, but customer sentiment is lower than the average of 3.37.
• Sentiment Success. Research participants rate these providers higher than the average of 3.37, but the
percentage of companies in the Nemertes Success Group is lower than 34%.
• Needs Improvement. Scored lower than average on both business and customer sentiment.
Study Overview
Nemertes conducted this research
study, entitled Nemertes Intelligent
Customer Engagement 2019-20
Research Study, from March through
June 2019. We interviewed and
surveyed 518 IT leaders and Customer
Experience executives from
organizations with headquarters in 10
countries. We gathered data on
adoption, costs, and business success
for contact center, artificial intelligence,
and analytics tools.
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Research Study Demographics
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