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Executive Summary

Customer service is undergoing a fundamental shift.

What was once a function built around channels - phone, email, chat - is now
becoming a connected, intelligent system that orchestrates every customer
Interaction across the entire journey.

In 2026, the companies that win won't be those with the most features or the
newest tools. They will be the ones who successfully orchestrate Al, data,
systems, and people into a single, seamless experience.

This guide will help you:

@ Understand how customer service technology is evolving
) Define what a modern CX platform should deliver

@ Evaluate platforms like Genesys and alternatives

) Avoid common mistakes in CX transformatio

) Select not just the right platform, but the right partner
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@ Why Customer Service Platforms

Are Beinqg Replaced

Most organisations today are still operating with legacy customer service
environments:

@ Separate tools for voice, email, chat, and messaging
) Limited visibility across the customer journey
) Manual processes and fragmented data

These systems were designed for a different era.

Today, customer expectations have changed dramatically:

Your brand is no longer compared to competitors.
It’s compared to the best experience your
customer has ever had.

The Shift Happening Now

Old Model New Model
Channel-based service Journey-based experience
Reactive support Proactive engagement
Siloed systems Unified orchestration
Human-only service Al + human collaboration

This is not an incremental upgrade.
It is a complete transformation of how customer service operates.
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@ What a Modern Customer Service Platform

Looks Like

Modern platforms are no longer just contact centres.
They are Customer Experience (CX) orchestration engines.
Based on current market direction, six capabilities define best-in-class platforms:

@ Al & Automation: From Tools to Teammates

Al is no longer a feature. It is becoming
the core operating layer of customer
service.

Todauy,

53%

Modern platforms enable:

. Low-code Al development of CX budgets are
environments already shifting

. Predictive routing based on toward AI'Powered
outcomes, not availability technologies

« Real-time agent assistance and
automation

@ Cloud Architecture: Flexibility Defines Potential

Legacy systems limit innovation. Cloud-

native platforms enable it. In fact,
o O
Key capabillities Include: (o)
e Open APIs for extensibility of organisations
e Microservices architecture for rapid cite the speed of
deployment innovation as the
e Seamless integration with CRM, primary benefit of
data platforms, and third-party tools cloud CX
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@ Journey Management: Understanding the Full Experience

Most organisations only see individual
interactions, not the full journey.

Todauy,

Modern platforms provide: 65?
O

e Cross-channel journey visibility
of CX leaders are

now using Al to
optimise customer
journeys across

 Real-time event tracking

e Al-driven identification of friction
points

@ Omnichannel Engagement: Context Must Travel

Customers expect continuity, not repetition.
Modern platforms enable:

o Unified messaging across WhatsApp, chat, SMS, and voice

e Persistent conversations across channels

e Proactive engagement triggered by behaviour

This matters because

o are frustrated when
97 /o they need to repeat
information across
of consumers channels.
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@ Workforce Engagement: Empowering the Human Touch

Al does not replace human agents; it

enhances them.
In complex

or emotional

Leading platforms provide: , ,
Interactions,

e Al-driven quality management humans remain
 Real-time coaching and the most
recommendations critical asset.

e Intelligent workforce planning

@ Responsible CX: Innovation with Integrity

As Al adoption grows, trust becomes a competitive differentiator.
Modern platforms must support:

e Privacy-by-design architectures
e Carbon-neutral operations

e Bias-aware Al governance
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@ The Biggest Risk: The Execution Gap

One of the most overlooked realities in CX transformation is this:
Buying the technology is easy. Unlocking its value is hard.

Why Transformations Fail

Data remains fragmented across systems

ntegrations are more complex than expected
Al initiatives stall due to a lack of structure

Internal teams lack the expertise to
operationalise change

&@

N

The Reality

Even the best platform will fail if:

t is not properly integrated

t is not alignhed to business outcomes

t is not continuously optimised

What This Means for Buyers

You are not just buying software.
You are investing in:

A transformation strategy
A delivery model

An ongoing optimisation capability
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@ How to Evaluate Customer Service Plat-

forms

Selecting a platform requires more than comparing features.
The following criteria should guide your decision:

. Orchestration Capability 2. Al Maturity

Can the platform unify: Evaluate whether Al is:
e Customer data e Embedded across the
e Channels platform

o Capable of real-time

o Al capabilities . .
decision-making

e Business workflows .
e Driving measurable outcomes

Orchestration, not functionality,

< the new benchmark. Avoid platforms where Al is simply

“added on.”
3. Integration & Architecture 4. Journey Visibility
Key questions: Can you:
e |s the platform API-first? e Track the full customer
e Can it integrate with your journey?
existing stack? e |dentify friction points in
real time?

e Does it eliminate silos or
create new ones? e Act on insights
Immediately?

The 2026 Buyer’s Guide to Customer Service Platforms 8



5. Time to Value

How quickly can you:

e Deploy the platform

e Deliver measurable improvements

e |terate and optimise

6. Partner Capability (Critical)

Perhaps the most important factor:
e Are you buying a platform, or a partner who can make it work?
e Look for:

e Proven delivery experience

e Deep domain expertise
e Ability to customise and optimise
e Long-term support and advisory capability

o Agnosticity - beware of the partner that only sells one solution - they
are solution-focused, not customer-focused.
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@ Common Mistakes Buyers Make

Many CX transformation projects fail for predictable reasons:

. Choosing Based on Price Alone

Lower upfront cost often leads to higher long-term complexity and
inefficiency.

2. Buying Features Instead of Outcomes
A long feature list does not guarantee business value.

® ©

3. Underestimating Integration Complexity
Most value is unlocked between systems, not within them.

)

4. Treating Al as a Bolt-On
Al must be embedded across workflows, not layered on top

&

5. Ignoring Change Management

Technology alone does not transform customer experience: people
and processes do.
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@ Platform vs Partner: What Really Drives

Success

The most successful CX transformations share one thing in common:
They prioritise execution over technology.

While platforms like Genesys provide powerful capabilities, they do not deliver
outcomes on their own.

@ The Reality
e Technology enables change

e EXxecution delivers value

@ The Winning Approach

Organisations that succeed:
e Choose flexible, scalable platforms
e Partner with experts who can design and deliver solutions

e Continuously optimise their customer experience
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@ A Proven Approach to CX Transformation

Successful organisations follow a structured approach:

58l

1. Listen & Learn
e Discovery and diagnostic

2. Plan & Design

e Define future-state
architecture

e Align technology with
business goals

assessment
e Understanding current-state
challenges

N

-

3. Craft & Deploy

e Implement and integrate
systems

e Migrate from legacy
environments

This approach ensures that transformation is not just implemented, but sustained.
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4. Care & Evolve
e Continuous optimisation

e Performance improvement
over time

12



e About DigitalWell

DigitalWell is a pan-European, Al-enabled communication
services provider specialising in customer experience
transformation.

Presence across

58

61,000+

agent seats deployed

countries
Certified Solution
2,500"' 1ISO agnnostic
projects delivered 270 OII approaCh

DigitalWell helps organisations achieve fully orchestrated
customer experiences.
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@ Future-Proof Your CX Strateqy

The future of customer service is
not about adding more tools.

It's about

The winners in 2026 will not be
those with the newest software,
but those who orchestrate Al,
data, and human expertise into
seamless customer experiences.
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