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8/% of businesses use Al In
customer messaging. Only 4%
send without human review.

Textmagic surveyed 500 U.S. business leaders in 2026: the largest companies
give Al the most autonomy, and report the most customer-facing mistakes.

Already use Al in customer Small businesses that don't allow Have seen Al make a mistake.
communication. unsupervised Al in sales.
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20% use it at an advanced level, More than double the rate at large 14% reached the customer. Another 41% were
with fully automated Al workflows. companies (24%). caught before sending.
Mistakes double as Al usage scales. What holds Al back.
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21 /0 D
(o)
o 16 /0 Integration 32%
1M\ 0/ 11 /0 D
B
Cost 25%
110 11-50 51-200 201+ D
Roughly 2x more at the largest firms. Trust, not cost, is the number one blocker.
Is Al messaging reviewed? Can customers tell it's Al? Most wanted capability.
- ] L S O
@ Simple tasks only 43% @ VYes, sometimes 54% @ Automated compliance 37%
@ Most conversations 32% @ VYes, almost always 26% @ Native Al connectivity 26%
® Everything is reviewed 21% ® Rarely 10% ® Plain-language builder 23%
@ No review at all 4% @ Not using Al 8% @ Omnichannel inbox 14%
Never 3%
96% keep a person involved before Al-
generated messages go out. 87% of Al users can tell at least sometimes. Respondents chose one option.
What the data tells us:
1 2 3 4
Review here the stakes Begin with Al where Sort out compliance Start small
that are the highest. customers don't notice. before you scale. with SMS.
Only 4% let Al send messages Quality and trust are the biggest Automated compliance was the 63% use it for customer
without any review. barriers to wider Al use. most requested capability. communication.

AI isn’t the problem. Textmagic keeps you in control of every

message before it goes out across SMS,

UnreViewed AI iS. email, and chat.
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