Predictive "Zero-Touch" Resolution
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In 2026, the most elite form of service is the invisible one. While "One-Click" was the gold standard of 2024, "Zero-Touch"

represents the holy grail of Customer Experience (CX) & Service Transformation — a paradigm where issues are
identified, triaged, and resolved by Al agents before the customer ever thinks to reach for their phone. This perspective

explores the mechanics, industry applications, governance frameworks, and strategic metrics that define the Zero-

Touch era.
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The Mechanics: How "Zero-Touch" Works

Zero-Touch isn't just a fast chatbot — it's a closed-loop autonomous system that bridges the gap between digital signals and
physical or operational fixes. The architecture operates across three distinct layers, each building on the last to deliver seamless,
invisible resolution.
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Industry-Specific "Zero-Touch" 2026 Realities

Across sectors, Zero-Touch is reshaping what customers expect from service — and what businesses must deliver to remain
competitive. The following table maps the Zero-Touch experience to its corresponding Fortis & Peak business value across four key
industries.

Industry The "Zero-Touch" Experience The "Fortis & Peak" Business Value
Telecom (5G/6G) A "self-healing" network detects a signal drop in Retention: Reduces churn caused by "invisible"
a specific home and re-routes bandwidth via a connectivity gaps.

neighboring node instantly.

FinTech & Banking Al detects an unusual transaction, verifies it Security: Mitigates fraud without the friction of
against the user's GPS and historical behavior, a total card freeze.
and "soft-blocks" only that specific merchant
while sending a "resolved" notification.

SaaS & Enterprise A "Service Mesh" detects that a user is Adoption: Accelerates "Time-to-Value," ensuring
consistently failing to set up a specific API. It contract renewals.
generates a custom code snippet and emails it
with a "Success"” subject line.

Utilities & Energy A smart meter detects irregular cooling Predictive Ops: Lowers the cost of emergency
patterns. An Al agent schedules preventative repairs by 30%.
maintenance and notifies the homeowner of a
$50 saving on their next bill.



The "Human-in-the-Loop" Governance

A major 2026 trend is "Proactive Honesty." Because Zero-Touch happens in the background, there is a real risk of a
"Trust Gap" — customers may feel uneasy about actions taken on their behalf without explicit consent. Governance
frameworks are therefore not optional; they are foundational to sustainable Zero-Touch deployment.

The Audit Trail The Threshold of Consent

Every zero-touch action is logged. If an Al agent For sensitive actions — such as moving funds or
issues a refund, it must be able to "explain” its changing private settings — the system shifts from
reasoning to a human supervisor in a natural- "Zero-Touch" to "One-Tap Permission." A push
language report — creating full accountability and notification reads: "I've found a way to save you
regulatory defensibility for every autonomous $20/month. Tap to approve this change." Autonomy

decision made. is preserved; trust is protected.



Strategic Metrics: XV (Experience Value)

In Enterprise Performance & Financial Transformation work, Fortis & Peak encourages clients to move away from NPS (Net
Promoter Score) and toward a more precise and actionable metric: XV (Experience Value). NPS captures sentiment after

the fact; XV captures the actual operational impact of service quality in real time.

The XV Formula Why XV Outperforms NPS

XV = (Time Saved) + (Issues Pre-empted) / (Customer « NPS measures how customers fee/— XV measures
Effort) what they experienced

XV ties directly to operational KPIs like resolution time

In a Zero-Touch world, customer effort should approach .
and pre-emption rate

zero — creating an "unbreakable" bond of loyalty because

XV creates a feedback loop that continuously improves

the brand has become an effortless utility in the
Al agent performance

customer's life. , ..
Near-zero effort scores signal brand utility — the

highest form of loyalty




The Fortis & Peak Roadmap to Zero-Touch

To implement Zero-Touch for clients, Fortis & Peak recommends a three-step "Service Orchestration” plan. Each phase builds
the infrastructure, intelligence, and authority required for a fully autonomous, self-healing service environment. This is not a
technology project — it is a strategic transformation.
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1. Unity the Data — Fortis

Break down silos between Marketing,
Sales, and Support so the Al has a
"Universal Memory" — a single,
coherent view of every customer
interaction across every touchpoint.

O

2. Deploy Intent Detectors —
Ascend

Use Al to monitor real-time behavior
rather than waiting for support
tickets. Shift from reactive to
predictive by detecting friction signals
before they become customer
complaints.

+¢

3. Delegate Authority — Peak

Set the financial and operational
"guardrails” within which Al can
resolve issues autonomously —
defining the boundaries of trust that
allow Zero-Touch to operate safely at
scale.



About Fortis & Peak Perspectives

Fortis & Peak Perspectives represent our forward-looking point of view on the forces shaping industries, business models,
and competitive advantage. Drawing on deep strategic insight and cross-sector experience, these perspectives go beyond
observation to frame what matters most — and what comes next.

They are designed to help executives interpret disruption, anticipate shifts, and make informed decisions with clarity and
confidence in an increasingly complex business environment. Applied Foresight is not prediction — it is structured thinking
that turns uncertainty into strategic advantage.

Deep Strategic Insight Executive Clarity Applied Foresight

Cross-sector experience informing Designed to help leaders interpret Turning complexity and uncertainty

every perspective we publish. disruption and act with confidence. into structured competitive
advantage.
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