The Dawn of Agentic
Customer Experience

in 2026

CX Trends 2026 - Concise Summary

In 2026, customer experience (CX) will be defined by a shift from reactive,
simple automation to agentic Al, where systems possess the contextual
intelligence to reason, make decisions, and anticipate needs across a
unified landscape. This evolution transforms CX from a traditional cost-
centre into a strategic value-driver focused on building deep, emotionally
intelligent relationships at scale.

Key CX Trends Shaping 2026

The following trends represent the convergence of advanced technology
and human-centric service

Agentic Al and Autonomous Resolution

Organisations are moving beyond simple chatbots to Agentic Al capable of
handling complex interactions without human intervention. By 2026,
conversational Al is expected to automate up to 10% of agent tasks,
potentially reducing global labour costs by $80 billion.

Memory-Rich Hyper-personalisation

Broad customer segments are being replaced by Al-powered hyper-
personalisation. "Memory-rich" systems maintain context across every
channel and time gap, ensuring customers never have to repeat themselves.



Proactive and Predictive Engagement

2026 marks the end of reactive service. Companies use predictive
analytics and loT data to resolve issues—such as network outages or
struggling checkouts—before the customer even voices them.

Multimodal Support

Customers now expect to communicate through a blend of voice, images,
video, and text within a single, fluid interaction. For instance, 76% of
consumers would choose a company that allows them to drop mediainto a
thread without restarting the conversation.

Agent Augmentation (The "Connected Rep")

Rather than replacing humans, technology is being used to create
"connected reps". Al tools provide real-time knowledge suggestions and
sentiment analysis, improving efficiency by an estimated 30% while
allowing humans to focus on complex, sensitive issues.

Trust, Transparency, and Explainability

As Al usage rises, customers are demanding to know the "why" behind Al
decisions. Demands for transparency have risen 63% year-on-year, making
"responsible Al" frameworks essential for maintaining loyalty.

Four Key Themes that will shape CX in 2026 and beyond

Agentic Al

This represents the "generational leap" and "evolution" in technology
highlighted by Gartner and Genesys, moving beyond simple automation to
autonomous reasoning.

Contextual Intelligence

This is the central pillar of the Zendesk research, referring to "memory-
rich" systems that understand the full history and intent of a customer.

Experience Economy

Both Genesys and Capita emphasise that 2026 marks a shift where
businesses must compete on the "best experiences" to drive loyalty and
revenue.



Unlocking Value

This addresses the impact on enterprises, shifting from reactive cost-
centres to strategic, value-centred growth drivers.

Four Key Themes that will shape CX in 2026 and beyond

Stakeholder | Key Impactsin 2026

. Transition from cost-centres to profit-centres by using the Value-Centered
Ente rprises Service (VCS) framework to drive revenue growth. Must break down data
silos to create a "single customer view" necessary for predictive engagement

Shift from offering point solutions to integrated platforms that fuse data, bots, and
Tech Providers channels (e.g., Genesys Cloud and Salesforce integration). Must develop "promptable
analytics" hubs that allow business leaders to query data in plain language.

Expect 24/7 availability and instant, accurate resolutions as the new baseline.
End-customers They gain a sense of "recognition and care" through interactions that feel like
continuous, informed conversations rather than disjointed transactions.

Strategic Priorities for 2026

To remain competitive, organisations are refocusing their operational
strategies:

Redefining Success Metrics: Leaders are moving beyond traditional KPIs to
track automation containment, bot satisfaction, and the true cost-per-
contact. CSAT remains the "North Star," but it is now bolstered by real-
time, Al-driven insights.

Compliance and Ethics: In the UK and Europe, adherence to GDPR, the EU
Al Act, and the FCA's Consumer Duty is non-negotiable. This requires Al
systems that are transparent, non-discriminatory, and auditable.

The Maturity Gap :"High-maturity" organisations—those that treat Al as a
core member of the team rather than a "bolt-on"v—are seeing 2x higher
CSAT scores than their lower-maturity peers.



Sanet

Primary Research Sources

Zendesk: "CX Trends 2026" This report is based on two global surveys
conducted in June 2025, involving 11,297 participants across 22 countries.

Gartner: "2026 Customer Experience Roadmap" & "Top 3 Priorities"
Findings are based on Gartner's annual Customer Service and Support
Priorities Survey, which tracks the agendas and workflows of service
leaders to identify emerging trends.

Genesys: "Vision & CX Trends 2026" Insights are derived from Genesys'
internal analysis of the "Experience Economy" and information reported by
specific high-profile customers (such as HSBC and Rabobank) as of
January 2025.

Capita: "CX Trends for 2026" This source provides expertise-driven
insights focusing on the UK, Ireland, and European private sectors,
specifically within financial services, TMT, retail, and utilities.

Regulatory and Industry References

The sources also reference several critical regulatory frameworks and
external benchmarks that shape the CX landscape for 2026

European Regulations: The EU Al Act and GDPR are cited as non-
negotiable pillars for data privacy and Al ethics.

UK Financial Standards: The FCA’'s Consumer Duty regulations, which
mandate demonstrable good outcomes for retail customers.

Performance Benchmarks: Data from the Institute of Customer Service
regarding staff time spent on "firefighting" service failings.

External Research: Citations from Forrester regarding the risks of
immature Al and MIT (NANDA Project) concerning the failure rates of
Generative Al pilots.
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