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AI, automation, security, privacy, cloud, and accessibility have evolved 
steadily over time; as shown by the trends in this group, they work 

together to build a required foundation for scalable, governed 
communications.

AI and Automation Become the 
Operating Foundation

02
Automation Becomes the 
Missing Layer Beneath AI

Automation provides the structure AI 
depends on�standardizing workflows, 
enforcing governance, and enabling 
scale.

01
AI Unlocks Real-Time, 
Dialog-Driven Experiences

AI is moving beyond content generation 
to orchestrate real-time, dialog-driven 
communication that adapts to customer 
context. 

03
Security Shifts from a Control 
Layer to a Design Principle

Security is being embedded directly 
into communication design and 
workflows rather than added after 
the fact. 

04
Privacy-First Communication 
Models Reduce Enterprise Risk

Privacy-first communication models 
embed consent, access control, and 
data minimization to reduce enterprise 
risk.

05
Investing in Cloud-Native 
Platforms Becomes 
Non-Negotiable

Cloud-native platforms are now 
essential to scale interaction, 
governance, and continuous change 
in communications. 

06
Accessibility Isn�t Just a 
Regulatory Imperative�It�s 
Good for Business

Accessible communications improve 
usability for all customers while 
expanding reach and meeting 
regulatory requirements. 
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� How organizations operate�and how customers engage�has 
fundamentally changed. AI and automation are now the foundation 
for clear, scalable, and trusted communications. Organizations that 

modernize now will move faster, communicate better, and pull 
ahead. �

— Gina Armada, CEO, MHC

As reflected in the trends below, communications are now 
orchestrated as coordinated, context-aware journeys rather than 

isolated outputs. 

Orchestration Replaces 
Document-Centric Communication

07
Omnichannel Evolves into 
Omnichannel 2.0

Omnichannel success now depends on 
continuity and context across 
channels�not just channel availability.

08
Personalization Evolves into 
Context-Aware, Adaptive 
Communication

Personalization becomes dynamic, 
adapting content in real time based on 
customer context and journey stage. 
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09
Interaction Experience 
Management (IXM) Moves from 
Concept to Operating Model

IXM transforms communications into 
interactive journey touchpoints that 
drive completion and outcomes. 

10
Predictive Intelligence and 
Hyper-Personalization Mature

Predictive intelligence is applied more 
selectively to deliver relevance, timing, 
and clarity�without sacrificing 
governance. 

11
Relevance Starts with Customer 
Research

Customer research and journey insight 
are becoming the foundation for 
relevant, effective communication 
design.
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Communication has traditionally ended with delivery; collectively, 
these trends show how interaction, forms, and embedded help now 

initiate action at the moment of engagement.

Interaction and Forms Become the Front 
Door to Action

12
Help Is Embedded Across the 
Journey

Help and guidance are increasingly 
embedded directly into 
communications at moments of need. 

13
Mobile-First Is a Baseline 
Customer Expectation 

Customers now expect all 
communications to work seamlessly
on mobile by default.
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14
Secure Self-Service Is the 
Preferred Customer Experience

Secure self-service is no longer 
emerging�it�s becoming the default 
experience for accessing sensitive 
communications, offering greater 
control, security, and consistency than 
email-centric delivery.
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15
Interactive Content Streamlines 
Engagement

Interactive content is increasingly used 
to guide customers through tasks in 
real time instead of requiring follow-up, 
channel switching, or manual 
intervention.

Success in 2026 is increasingly measured by completion speed and 
efficiency, with these trends pointing to a continued shift from 

paper-heavy workflows to digital, automated execution. 

Completion and Paperless Execution 
Become the Norm

16
Paper Continues to Lose Its Place 
in Modern Communications

Paper-based communications continue 
to decline as they fail to meet 
expectations for speed and 
engagement.

17
Low-Code Tools Enable 
Communication Updates at 
Scale 

Low-code tools allow business teams 
to update communications quickly 
within governed environments�freeing 
IT to innovate.
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As AI-generated content proliferates, these trends show how trust is 
earned through quality, credibility, and human judgment.

Trust and Credibility Differentiate in an 
AI-Saturated World

18
AI-Driven Search Reshapes 
Discovery�and Brand 
Reputation  

How brands are surfaced and 
interpreted by AI-driven search is 
increasingly important to brand 
discovery and reputation. 

19
Short-Form Video Becomes a 
Primary Communication Format

Short-form video is becoming a 
practical way to explain and reinforce 
complex information.

20
Podcasts Power Long-Form Trust 
and Thought Leadership

Podcasts are being used to build 
credibility and explain complexity 
beyond transactional communications.

21
Influencer Marketing Is All About 
Credibility

Influencer strategies are shifting toward 
long-term, expert-led relationships 
focused on building trust.

22
Immersive Experiences (VR, AR & 
XR) Have a Practical Role
Immersive technologies are finding 
practical use in training, education, and 
engagement.

23
Quality Becomes the 
Differentiator in AI-Assisted 
Content

Quality and human oversight are 
becoming critical differentiators as 
AI-generated content proliferates.

24
Niche, Expert-Led Content 
Resonates More

Niche, expert-led content�often 
created or guided by internal 
subject-matter experts�outperforms 
broad messaging by delivering 
credibility, relevance, and real-world 
insight.

The ability to adapt communications quickly�without increasing 
risk�has become a core strategy for resilience, trust, and retention. 

Communication Readiness Becomes a 
Resilience Strategy

25
Focus on Internal 
Communications Becomes a 
Strategic Imperative

Internal communications are 
increasingly essential to alignment, 
productivity, and brand consistency.

26
Global Instability Raises the 
Stakes for Customer Trust and 
Retention

During periods of uncertainty, clear and 
empathetic communications directly 
influence trust and retention. 

Stay Up On the Latest Communication Trends with MHC 

Looking across these communication trends, 2026 is shaping up to be another busy, 
change-filled year for business communications. While the pace of change and uncertainty 
will continue, you can rely on MHC to help you modernize with confidence—connecting with 

customers in clear, meaningful, and trusted ways.

Invest in your customer relationships by scheduling a demo of MHC NorthStar CCM and be 
prepared for whatever comes next.
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