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THAT MATTER IN 2026

Use the matrix as a checkpoint before finalizing your 2026 roadmap. It highlights which Al
functions support modernization efforts and which ones do not.
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Al Worth Adopting AP
o Intelligent Call Routing
@ Connects callers quickly to the most
appropriate resource.
s 7 Predictive Support Insights

Q Surfaces likely issues early so teams
can respond faster.

Real-Time Sentiment Monitoring
1l @ Helps agents adjust support based on
caller patterns.

% Automated Triage for Tickets & Chats
O Sorts and directs requests efficiently
across channels.

Accurate Transcription & QA Tools
Delivers clean call records for audits
and training needs.

s Workforce Forecasting
m Helps plan staffing needs based on

demand behaviors.

Live Agent Coaching
aal Provides in-the-moment prompts
during tough interactions.

Noise Suppression & Call Quality Boosts
Improves clarity and reduces friction
on every call.
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Knowledge Surfacing During Calls
Pulls relevant information
automatically when needed.

ied

Smart Analytics Summaries
Turns large data sets into clear,
usable insights fast.

Al to Safely Ignore @

“Full Agent Replacement” Claims
Suggest outcomes that aren't realistic
or operationally sound.

Fully Autonomous Contact Centers

E@J Demonstrate well but rarely succeed
in real operations.
Emotion-Detection Gimmicks

) . ;

H Provides vague signals that rarely
translate into value.

r»a Standalone Chatbots With No Integrations

Fo M Creates gaps in service when
disconnected from systems.

PsY:) Decorative Productivity Scores

) 3 Offers metrics that look useful but
influence little.

@ Voice Avatars for Live Service

/Y Feels unnatural and often frustrates

real customers.

“Zero Overhead” Promises
Claims cost savings that aren’t
achievable in practice.

Overengineered Agent Assist Suites
Adds complexity that teams struggle
to adopt well.

Context-Free “Virtual Teams”
Lacks awareness of workflow and
breaks under pressure.

Tools That Require Replacing
Your Entire Stack

Creates disruption without offering
real improvement.




