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CXis entering a pivotal moment, one
where technology, regulation, and

CUStomer expeCtatlons_ are_ eVOI'VI ng 1 Al Capability Is Accelerating Faster Than Organisations Can Adapt
faster than most organisations can

reOrlen t- 2 Al Is Moving From Assistant to Autonomous Operator

For years, discussion around “future CX trends” has felt speculative, 20| The EU Al Act Will Force the Same Rigor GDPR Created for Data

sometimes vague, and often centred on technology for technology’s
sake. But 2026 marks a turning point.

4 Quality Assurance Must Evolve to Measure Al as Carefully as Humans

The shifts now taking shape are structural. They will define not only how
customers experience brands, but also how CX organisations operate,

measure success, staff teams, and design workflows.
5 Speed Is Becoming Expectation, Not Differentiation

The gap between businesses that build momentum and those that x
hesitate is widening, and the cost of hesitation is increasing.

6 Human Interactions Will Define Your Brand
The following six trends are patterns that have already begun to _
compound. They represent the real areas where CX leaders must focus
attention to stay competitive in a world where Al is becoming

infrastructure, speed is default, and human interactions are both rarer
and more valuable.
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1. Al Capability Is Accelerating Faster
Than Organisations Can Adapt

When generative Al first broke into mainstream use, reactions
were polarised: some declared it transformative; others
dismissed it due to mistakes and hallucinations. Both camps
underestimated the pace of progress.

of companies have
What has surprised even seasoned technologists is not that Al reached true Al maturity.
Improved, but how rapidly it crossed new capability thresholds. Source: McKinsey
The evolution from early LLMs to GPT-4, Claude, and Gemini was
a redefinition of possibility. Each generation handles more
complexity, more ambiguity, more messy reality.

We're not experiencing incremental optimisation. We're
witnessing generational leaps.

Key Insight
However, McKinsey reports that only 1% of companies have
reached true Al maturity. There is still a chance to be a fast “Wait and see” is now a strategic disadvantage. Al is a
follower, but the window is closing. fundamental change in how companies operate and waiting for

the next model will set you back versus your competition.

Those who delay will face a knowledge deficit, not just a
technology deficit.



https://www.mckinsey.com/capabilities/tech-and-ai/our-insights/superagency-in-the-workplace-empowering-people-to-unlock-ais-full-potential-at-work

Customer Experience Trends Report 2026 3 g"'"

1. Al Capability Is Accelerating Faster
Than Organisations Can Adapt

Operational
Maturity

Understanding where Al
creates value

Why this matters for CX leaders
Iterative

A “wait and see” approach is becoming a strategic disadvantage. Capability

Continuous improvement

Organisations deploying Al now are developing: rather than big projects

e Operational maturity: understanding where Al creates

*

value and where it doesn't - . gg:]t;:zlaelnce
e Iterative capability: improving systems continuously rather Al capability is accelerating .

than launching big-bang projects faster than organisations Zﬁ?;?,f,;c’orﬂ?;ﬁfelfn?th
 Cultural confidence: teams comfortable working alongside can adapt

autonomous systems Data
e Datainfrastructure: the foundation most late adopters lack Infrastructure

The foundation most late
adopters lack
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2.Al Is Moving From Assistant to
Autonomous Operator

Autonomous Al in CX

Performance Monitoring
Continuous analysis of operations

Most organisations still interact with Al as if it were an advanced
search engine (reactive, user-prompted, output-driven). But the
next stage of Al adoption involves assigning objectives, not
tasks.

Anomaly Detections
CX leaders are beginning to embrace Al systems that operate Automatic issue identification

iIndependently within defined guardrails.

For example, one organisation recently deployed an Al workflow
to re-engage thousands of sponsors at scale. The system pulled
CRM data, analysed engagement patterns, generated tailored
materials, and executed outreach, all with only human oversight,
not human labour.

Proactive Insights
CSAT/NPS driver recommendations

Quality Oversight

Real-time chatbot risk monitoring
The shift is profound:

Al is initiating work, managing processes, and surfacing
insights proactively.

Intelligent Triage
Automated enrichment and routing
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2.Al Is Moving From Assistant to
Autonomous Operator

Supervise

Monitor Al performance and
e Continuous monitoring of operational performance ensure quality outputs at scale
e Automatic detection and explanation of anomalies
e Proactive recommendations on CSAT or NPS drivers Step in where Al flags edge
e Real-time oversight of chatbot performance and risk cases or ambiguous situations
o Automated enrichment, summarisation, and triage

Manage

Complex case workflows
As Al assumes execution, human work becomes higher leverage:
e Supervising automated workflows
e Managing exceptions
e Improving systems, prompts, and data

. : . _ Refine models, data, and prompts
e Handling the emotionally complex or commercially sensitive cases .
to raise Al performance

Improve

Contact centres structured around volume and repeatability will need
to redesign roles, metrics, and workflows.
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3.The EU Al Act Will Force the Same Rigour
GDPR Created for Data

What the EU Al
When GDPR arrived, it demanded immediate changes: consent . 9 Traceability of
frameworks, privacy policies, data access processes, and Act will mean Q training data
internal controls. Few enjoyed the process, but the outcome was for CX

undeniable. Organisations became more disciplined and
intentional about data.

The EU Al Act will have similar impact.

@ Documentation of @ Human oversight for

It introduces governance obligations that raise the bar across a model behaviour high-risk outputs

number of important areas.

It is a catalyst for Al maturity. For many teams, compliance
activities (risk logs, auditing processes, performance monitoring,
explainability requirements) will be their first exposure to

structured Al governance. = Risk clas_sification = Transparency of Al
( ) and continuous decision-making

evaluation


https://artificialintelligenceact.eu/
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3.The EU Al Act Will Force the Same Rigour
GDPR Created for Data

The companies that have invested in governance (data quality, output
validation, Al QA, ethical standards) will find the transition manageable.

Others will scramble, introducing risk, cost, and delay

The Strategic Advantage

Just as strong security practices became a sales
differentiator, responsible Al will become a trust
differentiator. Compliance becomes a moat;
customers and partners choose vendors who can

30% of CX leaders agree i » demonstrate safety and clarity.
transparency is essential for Al* Only 377% currently offer it

*Source: Zendesk Research
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4. Quality Assurance Must Evolve to
Measure Al as Carefully as Humans

A silent risk is emerging: as Al takes over more customer- In 2026, quality evolves dramatically
facing tasks, many organisations have less visibility, not

more, into service quality. o Al audits Al: one model generates responses, another validates for

accuracy, compliance, and brand tone

e Bots become QA entities: assessed with coaching, improvement cycles,
and performance scorecards

 Quality becomes systemic: evaluating reliability of the full interaction
ecosystem

Traditional QA frameworks were built for human
conversations. They examined tone, accuracy,
compliance, empathy, and problem resolution. But
modern CX includes:

Auto-responses Summarisation engines

Silent degradation of trust

Chatbots nﬂﬂﬂ”ﬂﬂﬂn Voicebots Hallucinations reaching customers
Inconsistent tone or policy
adherence
. Learn More
Biased or unsafe responses
@ Email generators Dl | Agent assist tools S el AT e @ i Gier dire When Chatbots go Wrong: The New
= Risk Landscape in Al Customer Service



https://www.edgetier.com/chatbots-the-new-risk-in-ai-customer-service/
https://www.edgetier.com/chatbots-the-new-risk-in-ai-customer-service/
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5.Speed Is Becoming Expectation,
Not Differentiation

Customer expectation around speed has shifted from “important” to
“non-negotiable”. _ _ _
It's no longer just about response time. Teams must deliver:
Al has fundamentally recalibrated what “fast service” means. Once
customers experience instantaneous resolution for simple tasks, every
delay feels frictional.

e Faster resolution

e Faster handoffs between Al and humans
o Faster identification of emerging issues
o Faster internal feedback loops

After a customer updates an address in 30 seconds via automation, _
o Faster deployment of improvements

waiting two days for another routine request feels archaic.

The Operational Challenge

What was considered excellent in 2024 will feel outdated in 2026.
Stagnhant benchmarks give a false sense of security, meanwhile,
customer expectations accelerate ahead of operational readiness.

(4% of customers expect 88% expect faster responses
24/7 service* than one year ago *Source: Zendesk Reaseach
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6.Human Interactions Will Define
Your Brand

As Al automates repetitive, procedural, or transactional work, human

interactions will sit at the extremes of complexity and emotion. | o
This means building:

The paradox is powerful: the fewer human interactions customers

have, the more those moments will shape loyalty. 1.High-speed automated systems optimised for frictionless
completion

You won't remember the bot that updated your subscription. You will 2.High-skill hu_man teams optimised for judgment, empathy, and

remember the human who solved the stressful, unusual, or high-stakes problem-solving

iIssue that mattered.

¥ The Landmine

Think of it like dining:
Contact centres that treat all interactions the same will fail to
« Al-driven interactions resemble fast food: efficient, seamless, excelin either domain. Leaders will treat automation and human
low-friction, designed to disappear. experience as two distinct strategic layers.
e Human-led interactions resemble fine dining: intentional,
empathetic, thoughtful, delivering premium care when it counts.



Customer Experience Trends Report 2026

The Talent Implications
Human roles will become more specialised

Step in where automation falls short,
resolving complex or unfamiliar
customer issues with judgment and
creativity

Monitor and guide Al systems, ensuring
quality, accuracy, and seamless human
intervention when needed

Problem Solvers System Supervisors

Lead high-emotion
Interactions with
empathy, de-escalating
tension and strengthening
customer trust

Own critical, high-value
cases where outcomes
significantly affect
revenue, loyalty, or brand
reputation

High Impact Case
Handlers

Emotional Navigators

....
......
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Conclusion

The Through-Line: Al Becomes Infrastructure, and CX
Excellence Must Be Redefined

Al is becoming embedded infrastructure, not an optional enhancement. 2026 won’'t reward organisations that simply adopt more Al. It will
reward organisations that adapt their operating models to a world where
As that baseline rises, leadership isn’t defined by flashy use cases but by the Al is everywhere and expectations never stop rising.

organisations that:
The leaders will build advantages that compound. The laggards will find

 Build responsible, explainable systems themselves competing not only with better technology — but with
 Invest in quality and trust businesses that learned faster, iterated earlier, and evolved their CX
e Reimagine human roles DNA.

e Operate with speed as a default
e Treat customer moments — digital and human — as brand-defining events




Customer Experience Trends Report 2026

§§“=: EdgeTier Further Reading:

EdgeTier ROI Calculator for Contact Centres

IS Al-powered, real-time customer interaction analytics
software that shows businesses where the problems are sooner EdgeTier Explore: Dive deeper into our Al solution
and delivers deep insights into how to fix them fast.

The platform digs into customer conversations to alert leaders
to ticket surges so they can act before support queues are
overwhelmed. It identifies the root causes of problems across
markets, brands and teams. |t spots agent behaviour trends
that are negatively affecting CSAT — or positive behaviors
other agents and chatbots should learn from. With EdgeTier,
businesses go beyond basic data points and truly understand Subscribe to our LinkedIn Newsletter:
everything their customers want, need and struggle with in any

channel, country or language.



https://www.edgetier.com/
https://www.edgetier.com/
https://www.linkedin.com/newsletters/edge-signals-7379825295970734080/
https://www.edgetier.com/roi-calculator/
https://www.edgetier.com/explore/
https://www.edgetier.com/guide-to-choosing-customer-service-analytic-tool/
https://www.edgetier.com/contact-centres-reactive-firefighting-proactive/

Ready to solve customer
problems faster?

Get in touch

...... :: EdgeTier


https://meetings-eu1.hubspot.com/rebecca-mcgrath/1st-demo-2026?__hstc=156669540.3051bdd779c1161686e9903cc4c82023.1757331745232.1771943129870.1771946553289.303&__hssc=156669540.1.1771946553289&__hsfp=aa5be7f4147ef31454f76ab398b60f17&uuid=3f15aac6-a075-4316-9476-56e3caf357be
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