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Executive Summary: The Cautious Maturity
of Enterprise Al

The year 2026 will be when enterprises deploying Al move from internal productivity to actually creating value.
It's the year they will demonstrate measurable ROI, customer impact, and transform their operations.

Enterprise Al has entered a phase best described as cautious maturity. We're at an inflection point where
organizations have moved beyond experimentation but have not yet unlocked the transformative outcomes
they anticipated.

The past two years saw widespread deployment of Generative Al for internal productivity:

drafting content, summarizing documents, assisting employees, and automating back-office tasks. To date, the
greatest impact has been in customer experience, marketing, and sales. Yet while these uses delivered real
efficiency gains, they did not fundamentally reshape business value.

Only 6% successfully
implemented agentic Al

Today, the execution gap is clear.

While more than 7 in 10 organizations report using
Generative Al, 41% remain “spectators”

with minimal ROI to show for their investment,
and only 6% have successfully implemented

94% agentic Al at scale.’

Boards, CFOs, and risk leaders now demand clarity: Which Al investments create value? What is safe to scale?
And how do we govern Al as it becomes embedded across the enterprise?

This report breaks down the trends that define that journey, aligned with Gartner’s three leadership archetypes
for 2026: The Architect (foundations), The Synthesist (orchestration and specialization), and The Vanguard
(trust and risk).2 These themes represent the blueprint for closing the execution gap and building Al systems
that deliver measurable — and defensible — business outcomes.
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2026 Trend #1: Data foundations become
the #1 predictor of Al ROI.

Why the Basics Deliver the Biggest Impact

Enterprises discovered a painful truth in 2025: Al cannot outperform the data foundation beneath it.
Organizations that try to deploy advanced Al without addressing core data issues face unpredictable behavior,
low accuracy, and ballooning costs. 2026 is the year enterprises get serious about foundational readiness.

This includes:

@ Fragmented knowledge across silos, file drives, and disconnected systems.

Valuable information is often trapped in departmental silos, legacy file shares, or disconnected tools, making
it difficult for Al systems to access the full context. This fragmentation limits productivity gains and reduces
the reliability of Al-driven insights. In 2026, enterprises must unify their knowledge sources to ensure Al can
deliver actionable recommendations consistently.

@, Multilingual content gaps (fewer than 40% of enterprises support more than one language?).

Many organizations still operate primarily in a single language, leaving their global employees and customers
underserved. Expanding Al capabilities to multiple languages requires not just translation but high-quality,
localized content and models capable of understanding context across regions. Closing these gaps is critical
for scaling Al across diverse workforces and international operations.

v Outdated product or operational data, which leads to hallucinations.

Al models are only as good as the data they rely on, and stale or inaccurate information can generate
misleading insights. Keeping product catalogs, operational procedures, and knowledge bases up-to-date is
essential to prevent Al “hallucinations” and ensure that its outputs are accurate and actionable.

These issues undermine every advanced Al initiative. Enterprises that address them first dramatically outperform
those that skip ahead to more glamorous Al investments. This trend is clear in the numbers: the majority

of measurable progress reported by enterprises came from improvements in the fundamentals rather than

from standalone experiments with LLMs." These foundational fixes directly impact conversion,

customer satisfaction, and internal productivity.

inbenta.ai



£X Inbenta 4

RAG as the Enterprise Knowledge Engine

The biggest barrier to enterprise Al success isn't the intelligence of the models; it's unreliable access to knowledge.
Most enterprise Al systems still generate their outputs without consistent access to verified, current, and governed
information.

When Al can't distinguish between outdated documents, conflicting policies, or unofficial content,
its accuracy suffers, user trust erodes, and ROI stalls.

Retrieval-Augmented Generation (RAG) directly addresses this problem by grounding Al outputs in authoritative
enterprise knowledge. Instead of relying on a model’s internal memory, RAG dynamically retrieves the most relevant,
approved information from across the business so that responses reflect real operational truth instead of statistical
guesswork.

When implemented correctly, RAG allows Al systems to be traceable, auditable, and policy-aware. Outputs can be
linked back to the source content, updated in real time as knowledge changes, and governed consistently across
teams and functions. This transforms Al from a probabilistic assistant into a dependable enterprise tool.

The impact is practical and measurable. RAG-driven systems improve the reliability of customer service, accelerate
employee onboarding, increase resolution rates, and streamline access to knowledge that may be distributed
across multiple platforms. Employees spend less time searching, customers get more accurate answers, and
organizations see tangible gains in productivity and satisfaction.

However, RAG also exposes weaknesses in enterprise knowledge. Poor-quality content, inconsistent structures, or
outdated information will be surfaced just as quickly as trusted data.

Leaders must treat enterprise knowledge not as static content, but as operational infrastructure: maintained,
governed, and continuously improved.

Q. Action for Leaders:

Prioritize knowledge. These investments determine the performance ceiling
of every advanced Al and agentic system to follow.
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2026 Trend #2: Al Voice becomes a primary
Customer Experience (CX) channel.

Voice Al Use Cases Accelerate the Agentic Shift

For decades, automated voice channels have meant awkward pauses, robotic responses, and the frustrating

loop of "Press 1 for sales." But a seismic shift is underway. With lifelike, expressive voice and sub-second response
times, next-generation Voice Al is finally eliminating the friction that kills customer satisfaction and is transforming
Al Voice into a dynamic, primary CX channel.

But this breakthrough in user experience is not the game-changer on its own. An expressive, human-like voice
is only half the equation. When powered by ungoverned generative Al, it becomes a liability, a powerful tool that
can deliver unpredictable answers, jeopardizing security, compliance, and brand reputation. The true innovation
is combining this superior voice experience with an auditable, governable Al platform that ensures every
interaction is secure and controlled.

Solutions like Inbenta’s Voice Al solve this dilemma. They deliver the powerful applications enterprises require on a

platform engineered for security and control. It's a voice solution that meets the CIO’s need for predictable
outcomes while delivering a superior customer experience.

This combination of a conversational front-end and a secure back-end is what’s accelerating the agentic shift,
allowing enterprises to confidently automate and improve high-volume, phone-based workflows.

This includes:

= 4+ +
v ’ v *

Voice-driven customer Real-time call summarization Secure voice-based Agent assist copilots
service agents that resolve with RAG-backed verification. authentication. delivering live answers
multi-step tasks. during calls.

Because voice interactions often follow structured workflows and offer immediate ROI, they are frequently
the first domain where enterprises increase Al autonomy. By pairing an exceptional voice interface with

a trustworthy platform, organizations can finally move beyond legacy IVRs and build the future

of customer service.

Q. Action for Leaders:

Modernize voice experiences without sacrificing control. Replace brittle IVRs with
Al-powered voice solutions that combine real-time intelligence, predictable behavior,
and enterprise-grade security.
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2026 Trend #3: Al becomes
business infrastructure.

Al Embedded Everywhere

Many enterprises struggle to scale Al, not because the technology doesn’t work, but because it’s isolated within
the organization. Standalone Al pilots — separate tools, demos, or proofs-of-concept — often create friction
instead of momentum. They require users to leave their workflows, duplicate data, and manage disconnected
interfaces. As a result, adoption stalls and promising pilots never make the leap to actual, everyday impact

on a business.

This is the downside of treating Al as an add-on instead of as infrastructure. When Al lives outside of a business’s
core systems, it can introduce inconsistency, gaps in governance, and hidden costs. Insights don’t flow where

the work actually happens, and teams are forced to choose between speed and control. Over time, these isolated
deployments create more complexity, not less, all without delivering proportional ROI.

By contrast, embedded Al operates invisibly inside the systems, processes, and channels that employees and
customers are already using. Embedded here means Al that runs in the background — integrated directly into
enterprise platforms such as CRMs, CMSs, contact center software, search, and knowledge systems — rather
than as a standalone application. Users benefit from the power of this newfound intelligence without having to
adopt new tools, change their behavior, or place their trust in opaque black boxes.

This shift fundamentally changes how Al creates value. Embedded Al enforces policies automatically, applies
intelligence at the moment decisions are made, and scales consistently across the organization. It becomes
part of the operational fabric of the enterprise and delivers repeatable outcomes rather than one-off successes.

Already, 34% of enterprises say embedded Al — working in the background, behind visible consumer-facing

Al — is their primary deployment method." Today, embedded Al powers a wide range of mission-critical capabilities,
including automatically classifying documents, checking policy compliance, detecting customer intents in real time,
fraud scoring and alerts, predictive routing in contact centers, and more.

Enterprises that build their knowledge infrastructure, RAG pipelines, and embedded Al frameworks now
will be best positioned for the next phase: agentic automation at scale, where Al doesn’t just assist with
the work you're currently doing, but reliably executes it safely and predictably.

Q. Action for Leaders:

Prioritize Al that integrates directly into your existing workflows, systems, and channels,
where it can deliver consistent value without adding complexity or risk.
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2026 Trend #4: Enterprises start with internal
workflows before exposing agents to end users.

The Rise of Agentic Al

Agentic Al is one of the most powerful — and misunderstood — trends in the enterprise. It is not a single
technology, but a capability: the ability for Al to plan, reason, and execute multi-step tasks with a governed level
of autonomy. This capability exists on a spectrum, from low-autonomy copilots that assist humans to high-
autonomy systems that can act independently.

A high-autonomy agentic system, for example, can orchestrate an entire returns
+30_45% process on its own. It can authenticate the customer, retrieve warranty status,
validate the claim against policy, initiate the return, issue a refund, generate an
internal defect report, and even update inventory forecasts. These systems
deliver profound results: early adopters report 30-45% productivity gains
and up to 80% fewer errors.’

productivity

An organization is building an agentic Al solution whether it's deploying a copilot that suggests a next-best action
or a fully autonomous agent that processes a customer return from start to finish

Most enterprises today sit firmly at the low-autonomy end, where Al assists agents with call summaries and
knowledge retrieval but lacks the trust and guardrails to act on its own.

This internal-first approach allows organizations to validate agents safely and train models on real processes,
such as automating ticket dispositions or case notes for human review. By proving Al’s reliability on internal tasks
first, enterprises reduce their risk before deploying to customers, while building the internal confidence and
governance to eventually grant agents customer-facing autonomy for policy-bounded tasks like processing

a return or rebooking a flight.

This trend is already taking shape across core contact center functions. Al is being used to analyze interaction
transcripts to suggest routing destinations. In some cases, it's graduated to automatically categorizing and
assigning tickets to the correct agent queue. In quality assurance and compliance, systems have moved from
merely flagging calls for manager review to providing real-time, on-screen guidance to agents during a call
to ensure they're adhering to best practices. This same Al can also identify gaps in the knowledge base from
conversations and auto-draft new articles for approval by subject matter experts, turning service interactions
into a continuous improvement engine for self-service. These internal wins are the necessary foundation for
building reliable, trustworthy, and ultimately customer-facing Al.

Q. Action for Leaders:

Use employees as the proving ground for your Al deployment. Validate performance,
governance, and edge cases internally to build trust, collect high-quality feedback, and
reduce brand risk before exposing autonomous systems to customers.
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2026 Trend #5: The rise of domain-specific models
signal precision over power.

While massive, general-purpose Large Language Models (LLMs) are powerful, enterprises have learned they are
often inaccurate, expensive, and difficult to control for specialized use cases. This has sparked the rise of Domain-
Specific Language Models (DSLMs) — and their more efficient cousins, Small Language Models (SLMs) — as
organizations prioritize accuracy, compliance, and cost-effectiveness. Gartner predicts that by 2028, more than
half of enterprise GenAl models will be domain-specific,? as businesses recognize that precision delivers far
greater value than size alone. This trend presents three primary pathways for enterprises:

@ Buying a Pre-Trained DSLM

Organizations can license models pre-trained on niche data sets, such as for finance, law, or healthcare.
This accelerates deployment but offers limited customization for a company’s unique product catalog,
policies, and proprietary knowledge.

@' Building a Proprietary DSLM

For enterprises with massive, unique data sets and deep Al expertise, training a model from scratch offers
a powerful competitive advantage. However, this path is resource-intensive, expensive, and out of reach
for most organizations.

@ Grounding LLMs for a DSLM-like Effect

This pragmatic, hybrid approach has emerged as the most effective path for most enterprises. Instead

of building or buying a niche model, organizations put strong guardrails around a general-purpose LLM,
forcing it to reason exclusively on a curated set of proprietary data using Retrieval-Augmented Generation
(RAG).

Ultimately, the decision of whether to build, buy, or ground is a strategic one. The underlying imperative is clear:
enterprise value no longer comes from having the largest model, but from having the most relevant and reliable

answers.

Q. Action for Leaders:

Instead of asking “Which LLM should we use?”, ask “How do we ensure our Al is grounded

in our unique business knowledge?” Prioritize building a clean, accessible, and
comprehensive data foundation.
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2026 Trend #6: Uniquely human qualities become
a competitive advantage.

Authenticity in the Age of Al

As Al-generated content floods every channel, consumers are becoming more discerning and more fatigued.
With two-thirds reporting they feel overwhelmed by constant digital noise, 2026 will be the year that companies
who demonstrate restraint and humanity will stand out.®

Enterprises with strong, centralized knowledge bases and the ability to surface accurate, accessible data will
possess a durable advantage in 2026 and beyond, allowing them to deliver the kind of purposeful personalization
that builds lasting loyalty.

In this new landscape, authenticity is no longer a soft virtue but a hard competitive advantage.

Leading organizations are differentiating themselves by adopting communication practices grounded in
transparency. This includes openly stating when Al was used, using conversational plain language over corporate
jargon, and strategically reducing content volume to prioritize quality over quantity.

By showing imperfect, behind-the-scenes context and focusing on genuine helpfulness over hyper-polish, these

brands prove that trust is no longer created by an illusion of perfection. It is created by clarity, truthfulness, and a
fundamental respect for the audience’s time and intelligence.

Personalization with Purpose

Personalization has shifted from a novelty to a baseline expectation. Research shows that 71% of consumers now
expect personalized experiences, and 76% feel frustrated when brands fail to deliver them.®

71%

expect personalized
experiences

76%

feel frustrated when
brands aren’t personal
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Meeting this demand goes beyond mere marketing tactics. It requires a foundational capability built on unified
customer data that is updated in real-time and applied consistently across marketing, commerce, customer care,
and the product experience itself.

This shift is accelerated by the demise of third-party cookies, which is forcing organizations to build more honest,
trust-forward relationships with customers through the ethical collection of zero- and first-party data.

The Durable Skills Imperative

As Al rapidly democratizes access to technical skills, the most valuable human capabilities are becoming

the ones that Al cannot easily replicate. These durable skills — including strategic communication, systems
thinking, creativity, critical reasoning, ethical judgment, and cross-functional leadership — are now paramount,
and enterprises that embrace them will stand to benefit in the year ahead.

Yet, a staggering 70% of corporate leaders report critical deficiencies in these exact capabilities within
their workforces.® This skills gap becomes a critical vulnerability in Al-powered organizations where teams must
work alongside, manage, and direct increasingly autonomous systems.

To close this gap, the most successful enterprises will invest in upskilling their employees along
two parallel tracks:

1. 2.

Al fluency Deep investment
Giving their teams a practical A financial commitment to
understanding of how Al works, the durable skills that Al
when to trust its outputs, enhances but cannot replace.

and how to direct it effectively.

Together, these two tracks create the holistic readiness for a workforce to adopt Al safely and productively.

Q. Action for Leaders:

Invest in durable human skills alongside Al fluency. Equip teams to think critically,
communicate clearly, and exercise sound judgment.
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Conclusion: Turning Foundations into
Transformation

The future of enterprise Al is not defined by experimentation, hype cycles, or pilot proliferation.
It is defined by execution, by building systems that are grounded, governed, measurable, and scalable.

2026 will be the year when cautious maturity transforms into confident leadership. The leaders who win will

be those who balance speed with responsibility, capability with governance, and intelligence with that
unmistakably human quality: good judgment.

Organizations that win in 2026 will:

o Treat foundational data (search, RAG, e Deploy a unified Al platform with native
multilingual support) as the bedrock security guardrails to govern Al behavior
of Al maturity. and prevent risks.

o Adopt agentic systems deliberately, beginning o Foster Al fluency across the workforce with
with well-scoped workflows that allow the Al intuitive, low-code tools, freeing them to master
to plan, reason, and execute multi-step tasks. the durable human skills that drive competitive

advantage.

o Prioritize precision and compliance.
o Embrace authenticity and trust as
brand differentiators.

Enterprise Al is like a skyscraper. Its foundations — knowledge systems, RAG, search relevancy — form the
bedrock. Agentic systems are the advanced “smart floors.” And strategic leadership, trust signals, and compliance
form the structural support system that keeps it standing.

Without foundational depth, everything above collapses.

But with it, organizations can scale confidently, reaching new heights in productivity, customer experience,
and profitable growth.
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Executive Summary:
The Cautious Maturity of Enterprise Al
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