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Contact center agents are the human face of a brand. Every day, they resolve  
issues, defuse frustration, and create moments of trust that become the customer 
experience. But those moments don’t happen in isolation. Supervisors and team leaders 
determine whether empathy, consistency and judgment show up at scale – or break  
down under pressure.

To meet rising customer expectations, contact centers are investing heavily in AI.  
Yet many struggle to see meaningful gains. The missing link is rarely the technology itself; 
it’s leadership models built for stability, now strained by constant change.

Recent industry analysis shows that 88% of customers expect companiesi to accelerate digital 
initiatives. In response, organizations are chasing tools that promise personalization at 
scale. But without leaders equipped to coach, decide and support in real time, automation 
amplifies inconsistency instead of improving experience.

The pace of digital transformation increases the risk of underprepared leadership.  
Without the right support, leaders are forced into false choices: efficiency or empathy, 
scale or personalization, speed or judgment. Trade-offs that no longer align with what 
customers expect – or what agents need to perform at their best.

How can organizations prepare leaders to keep pace?

To thrive in 2026 and beyond, leadership development must blend human centric skills 
with digital fluency and AI enabled intelligence.

This article explores why soft skills have become strategic differentiators in an AI driven 
CX environment, how leaders can optimize automation and AI without losing the human 
element and what it takes to build a future-ready leadership development framework  
that supports agents, scales empathy and drives sustained CX impact.

2026 Q1 – This Quarterly CX Insights white paper series reviews the people, processes and technology driving the tools and authority 
that enable front-line agents to exceed expectations during customer experience moments of truth.

Transforming Leadership Development  
for the AI‑Enhanced Contact Center

SOFT SKILLS AS THE LEADERSHIP DIFFERENTIATOR
Research shows that AI adoption alone does not guarantee better 
outcomes. A McKinseyii analysis of AI-led contact centers highlights that 
change management and human resistance are among the biggest barriers 
to successful AI transformation, even when the technology itself is sound.

Without targeted soft skill development, even advanced AI programs 
can stall. One industry analysis found that up to 80% of AI contact center 
implementations fail to meet goals due to leadership and change-related 
issues, not technology gapsiii.

80%
OF AI CONTACT CENTER 

IMPLEMENTATIONS FAIL TO MEET 
GOALS DUE TO LEADERSHIP AND 
CHANGE-RELATED ISSUES, NOT 

TECHNOLOGY GAPSIII

https://eajournals.org/wp-content/uploads/sites/21/2025/05/Designing-the-Intelligent-Contact-Center.pdf
https://www.mckinsey.com/capabilities/operations/our-insights/the-contact-center-crossroads-finding-the-right-mix-of-humans-and-ai
https://www.mckinsey.com/capabilities/operations/our-insights/the-contact-center-crossroads-finding-the-right-mix-of-humans-and-ai
https://insight7.io/why-80-of-ai-contact-center-implementations-fail-and-how-to-be-in-the-20/
https://insight7.io/why-80-of-ai-contact-center-implementations-fail-and-how-to-be-in-the-20/
https://insight7.io/why-80-of-ai-contact-center-implementations-fail-and-how-to-be-in-the-20/
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Skills like communication, empathy, and adaptability sit at the heart of effective leadership in today’s contact 
centers. As AI reshapes the environment, investing in these soft skills is no longer optional; it is essential to 
daily operations and sustainable performance.

Essential Soft Skills For Modern Contact Center Leaders

Effective leadership training today emphasizes skills that enable leaders to guide people through  
transformation, including:

	› Communication & interpersonal skills: Leaders must be able to clearly articulate expectations, provide 
constructive feedback and minimize confusion during high pressure moments while understanding agent 
challenges and customer sentiment to deliver targeted coaching.

	› Emotional intelligence, empathy & relationship skills: Critical for helping agents navigate emotional 
labor, ensuring customers feel genuinely understood and enabling leaders to remain calm under pressure 
while giving agents space to learn and preventing escalation in both coaching and customer interactions.

	› Problem solving, judgment & decision skills: Essential for identifying realistic, actionable solutions  
in complex or constrained environments and knowing when to intervene in calls or team conflicts to  
prevent escalation and support agent growth.

	› Adaptability, change leadership & resilience: Allows leaders to quickly adapt to evolving CX 
environments that are amplified by AI, regulations and remote work. It gives leaders the tools they  
need to guide agents through change, reduce uncertainty and maintain alignment as technology and 
procedures shift.

	› Collaboration, coaching & team development: Crucial for building a culture of shared ownership and 
peer‑supported learning that strengthens team cohesion, while leveraging soft‑skill‑driven coaching to 
boost agent confidence, reduce churn and elevate overall CX quality.

In outsourced contact center environments, where leaders set the tone across diverse and geographically 
dispersed teams, soft skills become a force multiplier.

Morley Experience 
Morley’s leadership programs help leaders strengthen 
essential soft skills by building communication, 
relationship‑building and change‑navigation capabilities, 
while learning to think critically about how their decisions 
affect their teams. Rather than treating soft skills as 
standalone concepts, our training integrates them with 
practical management approaches. Leaders apply what 
they learn through structured activities and real‑world 
examples, building adaptability, accountability and 
problem‑solving skills in relevant contexts.

The programs support leaders at all experience levels, 
helping them develop the awareness needed to guide 
teams through change, respond thoughtfully to challenges 
and adjust their leadership style to team needs.

Ongoing feedback and assessment track growth over time, helping leaders understand both strengths 
and areas for continued development. Overall, the approach treats soft skills as practical tools that can be 
learned, applied and strengthened through intentional practice.
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TRAINING LEADERS TO OPTIMIZE AUTOMATION & AI TOOLS:  
UNLOCKING AGENT POTENTIAL IN THE MODERN CONTACT CENTER
Contact centers that succeed with AI are led by people who understand how to implement, govern and 
optimize automation in ways that empower human talent rather than overwhelm it.

Automation shifts routine work off the frontline, but leaders determine whether that shift reduces cognitive 
load or creates confusion. CX Todayiv notes that organizations integrating AI into agent workflows – rather 
than treating it as a replacement layer – see higher engagement and lower attrition, because agents focus on 
meaningful, judgment-based interactions.

The impact extends directly to customers.

Executives in the Know’s State of the Tech: AI in the Contact Centerv study found that 51% of organizations 
reported improved CSAT after deploying AI, while 67% saw positive customer reception when AI was 
implemented in customer-facing use cases. These results depend on leaders who can orchestrate AI across 
channels and intervene when human judgment is required.

The Right AI & Technology Training for Contact 
Center Leaders

Effective leadership training goes beyond platform 
familiarity. It equips leaders to translate AI capability into 
operational advantage:

	› Fundamentals: Leaders need a baseline understanding 
of what AI can and cannot do (Ex. assist with 
summarization, recommendations, knowledge surfacing). 
This prevents overconfidence in AI and helps leaders set 
realistic expectations for agents and customers.

	› AI output interpretation & judgment: Training  
should help leaders understand that AI outputs are 
probabilistic, not definitive. Leaders must coach agents 
on when to trust AI suggestions and when human 
judgment is required, especially in nuanced or emotional 
customer interactions.

	› Ethical use, risk awareness & compliance: Leaders need awareness of bias, data privacy, and 
regulatory considerations tied to AI use. This enables them to reinforce responsible agent behavior and 
escalate issues appropriately without creating fear or mistrust.

	› Coaching agents to use AI as support, not a crutch: Leaders should learn how to coach agents  
to integrate AI into their workflows while maintaining critical thinking, empathy, and accountability  
for outcomes.

	› Performance interpretation in AI‑assisted workflows: Leaders need training on how AI  
influences metrics so they don’t misjudge agent performance or unintentionally penalize agents  
for factors outside their control.

Insight #1: Without strong soft skills such as empathy, communication and 
adaptability, even advanced AI investments fail to deliver impact, making modern 
leadership development a business‑critical necessity. 

https://www.cxtoday.com/contact-center/the-convergence-of-ai-cx-and-ex-a-new-era-for-customer-experience-professionals-avaya/
https://execsintheknow.com/wp-content/uploads/2024/09/State-of-the-Tech_AI-in-the-Contact-Center_September-2024.pdf
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Together, these training areas empower leaders to make effective use of AI while supporting agents, 
reinforcing responsible adoption, and preserving both customer experience and employee trust.

AI unlocks potential. Leadership determines whether that potential is realized.

Morley Experience 
Morley’s leadership development for AI, automation, and 
emerging technologies is built around practical enablement. 
Leaders are trained hands‑on with the same tools advisors 
use, including AI‑powered knowledge search, automated call 
wrap‑up summaries, and intelligent case guidance.

Training emphasizes how leaders should incorporate 
these tools into daily operations: reinforcing correct usage, 
validating outputs, and ensuring technology improves 
speed and accuracy without disrupting service quality. This 
approach has produced measurable results, including a 
reduction in after‑call work time, allowing leaders to redirect 
effort from manual documentation to real‑time oversight  
and decision‑making. 

Morley also trains leaders to operationalize advanced analytics and automation at scale. Leaders are  
enabled to use AI‑driven analysis of customer survey verbatims to identify advisor‑driven trends and create 
action plans more efficiently. This training replaces manual review processes that previously required 
approximately 4.5 hours per day, reducing review time to about 1.5 hours, including leadership validation  
of AI‑suggested actions.

Through AI platforms, leaders gain visibility into performance data, skill proficiency and feedback delivery, 
allowing them to translate technical insights into targeted actions, consistent execution, and continuous 
operational improvement as technology continues to evolve.

Insight #2: Training leaders to effectively implement and optimize AI  
and automation turns technology into a true force multiplier, empowering  
agents to do their best work while delivering faster, smarter, more human 
customer experiences. 

BUILDING A FUTURE-READY LEADERSHIP DEVELOPMENT FRAMEWORK
A robust leadership development framework for contact centers rests on three pillars: human-centric 
culture, digital fluency and continuous coaching. The implementation roadmap begins with assessing  
current capabilities, designing blended programs, piloting initiatives and scaling organization-wide.

Future-ready leaders must be agile, resilient and capable of navigating strategic shifts. Traditional  
one-size-fits-all programsvi are giving way to personalized, data-driven approaches that leverage predictive 
analytics, real-time coaching and immersive training environments. Forbesvii highlights that leadership 
development should prepare leaders for new roles, enhance current capabilities and equip them to lead 
through strategic change.

https://www.harvardbusiness.org/wp-content/uploads/2023/11/Future-of-Leadership-Development-FINAL.pdf
https://www.harvardbusiness.org/wp-content/uploads/2023/11/Future-of-Leadership-Development-FINAL.pdf
https://www.forbes.com/councils/forbeshumanresourcescouncil/2025/01/22/redefine-leadership-development-for-a-future-ready-workforce/
https://www.forbes.com/councils/forbeshumanresourcescouncil/2025/01/22/redefine-leadership-development-for-a-future-ready-workforce/
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Best practices for building future-ready frameworks include: making agent well-being and engagement 
central metrics, leveraging technology for personalized coaching, and using data-driven insights to tailor 
development programs to individual strengths and career aspirationsviii.

Morley Experience
Morley’s leadership training program is intentionally structured to build a future‑ready framework that 
evolves alongside operational and technological change. Rather than one‑time training events, Morley equips 
leaders through ongoing exposure to real systems, performance data, and coaching tools that reinforce 
continuous learning. Platforms give leaders visibility into skill proficiencies, training participation, certification 
progress and feedback delivery, allowing development to be tracked, adjusted, and strengthened over time. 
This creates a leadership model where progress is measurable, accountability is built in, and leaders are 
consistently aligned to current and emerging operational requirements.

The framework also emphasizes scalability and sustainability by preparing leaders to translate insight into 
action as roles, tools, and expectations evolve. Morley trains leaders to move beyond manual processes and 
operate with real‑time visibility into performance trends, coaching needs, and operational gaps.

Insight #3: As traditional leadership development programs give way to 
personalized, analytics‑powered approaches, the strongest frameworks 
empower leaders to adapt, engage teams and confidently lead through constant 
strategic change.

Conclusion
Building resilient, future‑ready leaders requires integrated programs that intentionally combine 
human‑centric skills with digital and AI fluency. When leadership models evolve alongside technology, 
contact centers are better equipped to manage rapid automation, rising attrition and changing customer 
expectations, enabling leaders to balance operational efficiency with authentic human connection.

Organizations that treat leadership development as a strategic capability rather than a functional initiative 
are best positioned to turn technological innovation into lasting improvements in employee engagement, 
customer experience, and long‑term loyalty.

https://eajournals.org/wp-content/uploads/sites/21/2025/05/Designing-the-Intelligent-Contact-Center.pdf
https://eajournals.org/wp-content/uploads/sites/21/2025/05/Designing-the-Intelligent-Contact-Center.pdf
https://www.mckinsey.com/capabilities/operations/our-insights/the-contact-center-crossroads-finding-the-right-mix-of-humans-and-ai
https://insight7.io/why-80-of-ai-contact-center-implementations-fail-and-how-to-be-in-the-20/
https://www.cxtoday.com/contact-center/the-convergence-of-ai-cx-and-ex-a-new-era-for-customer-experience-professionals-avaya/
https://execsintheknow.com/wp-content/uploads/2024/09/State-of-the-Tech_AI-in-the-Contact-Center_September-2024.pdf
https://www.harvardbusiness.org/wp-content/uploads/2023/11/Future-of-Leadership-Development-FINAL.pdf
https://www.forbes.com/councils/forbeshumanresourcescouncil/2025/01/22/redefine-leadership-development-for-a-future-ready-workforce/
https://bravanti.com/leadership-development-the-ultimate-guide-to-building-future-ready-leaders/
https://bravanti.com/leadership-development-the-ultimate-guide-to-building-future-ready-leaders/
https://bravanti.com/leadership-development-the-ultimate-guide-to-building-future-ready-leaders/
https://bravanti.com/leadership-development-the-ultimate-guide-to-building-future-ready-leaders/

	Name and Title: [Sam S. Jundi | Executive Vice President, Sales]
	Phone and Email: [One Morley Plaza, Saginaw, MI 48603 | 989.791.0140 | sam.jundi@morleynet.com | morleybpo.com]


