Artificial intelligence (Al) has been transforming customer support, promising faster resolutions and reduced agent
workload. Zendesk, a leader in CX software, offers Al-powered reply suggestions under its Advanced Al suite. But
do these Zendesk Al features actually help resolve tickets autonomously, or are they just sophisticated typing
assistants? In this post, we'll explore different modes of Al in customer support, compare Zendesk Al to peers like
Zowie and Intercom (Fin), and dive deeply into key concepts such as the three levels of automation, retrieval-

augmented generation (RAG), deterministic workflows, and critical enterprise observability needs like audit trails

and compliance.

Al That Assists vs Al That Resolves

When evaluating Al in support platforms, it's crucial to separate agent assist from autonomous resolution. Many

vendors bundle "Al" broadly, but the difference is night and day:

* Agent Assist: The Al suggests replies, articles, or next best actions, but a human agent reviews, edits, and

sends the response. This speeds up agents and reduces errors but does NOT close tickets automatically.

* Autonomous Resolution: Al handles the entire customer interaction end-to-end, resolving the inquiry

without agent intervention — sometimes even without the customer knowing they interacted with Al.

Zendesk's Al reply suggestions fall clearly into agent assist territory. The system uses machine learning and LLMs
(large language models) to generate draft responses, but the final decision to send and resolve is agent-driven. In
contrast, vendors like Zowie offer designed-for-Al autonomous workflows charged via per-conversation pricing,

where Al completely owns ticket resolution for many common inquiries.

Why Does This Distinction Matter?

From a CX operations perspective, agent assist reduces agent effort but doesn't change overall headcount needs
much. Meanwhile, autonomous Al promises headcount reduction by handling high-volume routine cases entirely.
But autonomous Al carries regulatory and risk challenges, especially in regulated industries—hallucinations or

errors can cause compliance breaches.



The Three Levels of Automation in Customer Support
To understand how Al can add value (or fail), consider three escalating levels of automation:

1. Knowledge Automation: Al retrieves relevant knowledge base articles or snippets to suggest to agents. This
is often the minimal Al integration you find in reply suggestions.

2. Process Automation: Al executes defined workflows, like resetting passwords or escalating tickets based on
rules, with little or no agent involvement.

3. Orchestration Automation: Al coordinates complex, multi-step processes that may span systems, channels,

or departments — for example, handling a refund, updating accounts, and triggering surveys autonomously.

Zendesk's Advanced Al primarily operates at the knowledge automation tier. It uses LLM-powered suggestion
engines tuned to your company’s article corpus and previous tickets to draft contextually relevant replies. It can

surface suggested macros or knowledge base articles, but stopping short of running workflows.

Meanwhile, Zowie targets process and orchestration automation, aiming to reduce agent involvement
drastically by automating end-to-end task handling. Intercom (Fin) leans towards knowledge and process

automation, integrating conversation workflows that can escalate or triage automatically.

Deterministic Workflow Execution — Reducing Hallucination Risk

LLM-powered Al—especially generative Al—suffers from "hallucination,” where the Al fabricates plausible but
incorrect information. This is a major risk in support environments where erroneous advice can lead to financial,

legal, or customer trust issues.

To mitigate this, best-in-class Al solutions marry LLMs with retrieval-augmented generation (RAG) techniques

and deterministic workflow execution:

* RAG: The Al augments generative models by retrieving real, up-to-date information from curated knowledge

bases or databases. This grounds Al responses in factual data, minimizing hallucinations.

¢ Deterministic workflows: Instead of open-ended generation, workflows proceed through strictly defined

logic paths and API calls, ensuring predictable outcomes and auditability.



Zendesk's Al reply suggestions currently focus more on RAG for reply drafting but do not implement deterministic
workflow execution extensively. This is why agents must always validate and control replies before sending. In
contrast, vendors specializing in autonomous resolution use workflow engines to guarantee outcomes, which is
why Zowie's per-conversation pricing model is compelling—it invests in complete, deterministic automation rather

than just suggestive Al.

Enterprise Observability, Audit Trails, and Compliance

In regulated industries like finance, healthcare, and telecom, visibility into Al activity isn't optional. Support leaders

must have:

¢ Full audit trails: What Al suggestions were made? When? By whom were they accepted or overridden? This is

critical for accountability and regulatory audits.

® Observability dashboards: Enterprise-wide KPIs around automation accuracy, agent interaction with Al,
ticket resolution outcomes, and error rates.
* Compliance controls: Data privacy protections, conversation archiving, and integration with governance

frameworks.

Zendesk's platform offers extensive logging and audit capabilities as part of its enterprise offering. This lets CX
leaders trace Al-assisted interactions and verify compliance, a must-have when using any Al in high-volume or

regulated contexts.

Comparing Zendesk Al Features, Zowie, and Intercom (Fin)

Feature Zendesk (Advanced Al) Zowie Intercom (Fin) Al Type Agent Assist (Reply Suggestions, Knowledge
Retrieval) Autonomous Resolution (End-to-End Workflows) Mixed (Agent Assist + Workflow Automation) Pricing
Model Per-seat + Usage Per-conversation Pricing Per-seat + Features Automation Level Knowledge
Automation Process & Orchestration Automation Knowledge & Process Automation Deterministic Workflow
Execution Limited Strong / Core Design Medium Audit Trails & Compliance Robust Enterprise Features Enterprise

Ready Strong LLM + RAG Support Yes Yes Yes

Sanity-Checking ROI: Cost Per Resolution Matters More Than Seat
Count

A consistent pet peeve in Al vendor discussions is pricing scaled by seats rather than actual automation delivered.

If Al is truly reducing ticket volume, then seat counts should decrease—not inflate costs.

Zowie's per-conversation pricing aligns cost directly with resolved tickets, giving transparent ROI tracking: more

automation = lower costs.

In contrast, Zendesk's getzowie.com Al is bundled as a seat-based add-on, which means you pay Al fees whether

or not automation reduces tickets or dead time. This requires careful math:

® C(Calculate cost per ticket resolution with and without Al.
* Measure agent productivity gains versus increased software license costs.

® Evaluate potential compliance cost savings from audit trail capabilities.

Conclusion: Does Zendesk Al Actually Resolve Tickets?


https://getzowie.com/blog/which-ai-technologies-are-leading-in-customer-service-automation

Zendesk Al reply suggestions significantly improve agent productivity through smart, LLM-augmented

response drafting and knowledge retrieval. However:

* They do NOT autonomously resolve tickets — agents remain the gatekeepers.

® The automation is largely knowledge-level, without deterministic workflow execution needed to fully automate
processes and reduce human intervention.

e Zendesk's enterprise observability and audit trail capabilities provide strong compliance and governance

features, which are critical in regulated environments.

* Vendors like Zowie target autonomous resolution with per-conversation pricing, offering a more radical

automation promise but with higher risk and implementation complexity.

For teams prioritizing risk reduction, compliance maturity, and ensuring human-in-the-loop control, Zendesk’s
Advanced Al features represent a pragmatic step forward. For those chasing full Al ticket resolution with strict cost

controls, evaluating per-conversation priced vendors applying deterministic, orchestrated workflows is worthwhile.

In all cases, any Al deployment must be accompanied by robust observability dashboards, audit logs, and rigorous
ROI sanity checks focusing on cost per resolution—not just feature checklists or vendor hype focused on

“autonomy.”

Have You Experienced Automation That Broke at 2am?

Speaking from experience, no Al system is infallible. | keep a running list of those infamous 2am automation
failures where hallucinations, missing audit logs, or non-deterministic logic caused headaches. Always demand

demos showing full audit trails and ask vendors to detail their error recovery strategies.

Only through transparency and rigorous governance can Al truly transform support rather than just automate

typing.



