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From Al Adoption to
Experience Engineering
The CX Shift That Defines 2026

{ Explore what Al-native CX really requires ]
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From Al Adoption to Experience Engineering

2026 will be the year when CX shifts from automation to engineering.

Al will no longer be judged by what it can do, but by what it reliably delivers
at scale, with trust, and with measurable business impact.

Most organizations will have “Al in CX."

Few will have Al-native CX operating models
and that gap will more and more influence
cost, trust, and relevance.

What changes in 2026 is not the availability of Al, but
executive tolerance for experimentation without results.
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The Framework at a Glance

Six structural shifts define CX in 2026:

From Interactions — Outcomes

From Tools = Orchestration

From Automation - Agentic Execution

From Capacity - Demand Suppression

&
/ '
From Agents -» Human-Al Teams /K

g

From Speed - Trust at Scale

Each shift is predictive, diagnostic,
and actionable.
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From Interactions = Outcomes

2026 Prediction

CX will now be measured by business
outcomes rather than activity metrics
(AHT, CSAT, deflection):

« Repeat contact elimination

= Revenue protection

= Retention lift

» Cost-to-serve reduction without
experience degradation

What Changes

+ Al pilots that optimize single steps will stall
» Boards will ask: “Where is the value?"
not "Where is the AI?"

.

Access CX Interpretation:
CX transforms into an outcome system
rather than a service function.

Call Center & BPO Impact

+ Handled volume" becomes a weak success
metric

» Providers must own results, not just effort

+ Commercial models shift toward outcome
linked engagements
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From Tools = Orchestration

2026 Prediction

The CX battleground shifts from models
and platforms to orchestration capability:

» Coordinating Al agents, humans,
workflows, and systems

+ Managing complexity across CCaaS,
CRM, WFQ, analytics, and Al layers

What Changes

= “Plug-and-play” CX Al proves illusory
at scale
= Fragmented stacks become value traps

Access CX Interpretation:
Execution advantage derives from
orchestration, not technology choice.

Call Center & BPO Impact

« Multi-vendor environments become
the norm

« BPOs without orchestration IP are
commoditized

« Advisory-led orchestration becomes
a premium capability
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From Automation - Agentic Execution
2026 Prediction Access CX Interpretation:

Al should be engineered to deliver results,

CX shifts from scripted automation to . )
not merely follow instructions.

agentic execution:

« Al systems that observe, plan, and act Call Center & BPO Impact
across journeys

+ End-to-end resolution replaces
step-by-step handling

« Tier-based service models weaken

« “Resolution architecture” replaces
call scripting

+ Al becomes an active operator, not

What Changes a support tool

« Automating broken workfiows
amplifies failure

= Zero-based redesign becomes
mandatory
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From Capacity Management - Demand Suppression

2026 Prediction
The highest CX value shifts upstream:

+ Preventing issues before customers
make contact

+ Self-healing journeys

= Proactive resolution triggered by data,
not complaints

What Changes

= Support response becomes the lowest
value stage

= CXsuccess increasingly means fewer
interactions

Access CX Interpretation: \%
The best experience is one that never
requires a conversation.

Call Center & BPO Impact

+ Inbound volume reduction becomes
asuccess metric

+ Traditional seat-based economics erode

= BPOs evolve into demand-management
partners



Vo
ACCESS

DISRUPT, DELIVER

From Agents -» Human-Al Teams

2026 Prediction

Human roles do not vanish - they undergo
aradical shift.

= From execution to supervision
= From scripts to judgment
= From throughput to exception handling

What Changes

- Fewer junior, execution-heavy roles

« Fewer middle-management layers

= Higher premium on empathy, reasoning,
and systems thinking

Access CX Interpretation:
Human-First Al focuses on
reimagining human value, not
maintaining outdated roles.

Call Center & BPO Impact

« Talent models become strategic
differentiators

« Reskilling beats rehiring

= Workforce transformation becomes
inseparable from Al success
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From Speed - Trust at Scale

2026 Prediction

Trust becomes the gating factor for Al scale:

+ Graduated autonomy models

+ Human-in / on/ out-of-the-loop
governance

+ Auditability, explainability, and brand
safety by design

What Changes

+ Al failures become reputational, not
technical issues

+ Governance shifts from compliance
to enablement

Access CX Interpretation:
Trustis no longer a constraint
itis a CX design principle.

Call Center & BPO Impact

= Requlated and high-risk sectors
demand trust architectures

« Governance capability becomes a
selling point

- Safe-by-design Al differentiates premium
providers
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The Access CX 2026 CX Maturity Divide

For boards, CX in 2026 is no longer an operational concern - it is a matter of capital
allocation and risk.

By the end of 2026, organizations will split into two camps:

Al-Enabled CX | Al-Native CX

« Tools deployed » Outcomes engineered
= Pilots running - Agentic systems
» Metrics optimized embedded
locally « Human roles redesigned
« Value inconsistent for judgment
+ Value realized and
repeatable

The gap between these two groups will widen quickly
and will be difficult to close.




o
ACCESS

DISRUPT, DELIVER

Access CX assists organizations
in crossing that divide

'We dont 'We Focus On

- Selltools = Engineering Al-native

» Chasetrends CX operating models

= Automate broken = Orchestrating humans,
processes agents, and systems

= Designing trust, governance,
and outcomes into CX

Where others optimize parts of the CX machine,
we redesign the machine itself.
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About Us

Access CX is an execution partner built to solve the “Delivery Gap"“. We combine high-touch
strategic advisory with a modular delivery stack that integrates people, process, and
technology into a single transformation continuum. Whether you are rebooting your
operating model or scaling Al through risk-managed pilots, we provide the strategic
foresight and the operational muscle to turn ambition into measurable outcomes.

Execution-Led Strategy without action is noise. We turn ambition into outcomes.

Neutral by Design No tech quotas. No cookie-cutter models. Just what works.

Relationship-Focused | We work shoulder to shoulder — not from a distance.

Access CX exists for the moment when Al ceases to be the story
and execution becomes the only one that matters.




Whether you need to rethink your model, unlock scale, or embed intelligence, we are the
partner that understands the whole picture - and accelerate with you to the next phase.
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Leadership Team

Deep BPO, operations, and
service delivery background.
Architect of Access CX's
modular MSP stack and
process-led intelligence
model. Known for pragmatism,
rigor, and outcome focus.

25+ years in CX strategy,
advisory, and innovation
leadership. Transformation
lead. Expert in operating
model design, Al-era
relevance, and high-touch
CXchange.

‘Tom Moroney |

Managing Partner, North America

Let’s Build Together
Access CX is designed for the next generation of CX delivery.
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