
From pilot

to operational 
reality
Why conversational AI’s time has come
We surveyed 985 mobile industry professionals at MWC 2026, including 
115 respondents from APAC, to get their views on conversational AI. 
Here’s what you need to know.


Conversational AI 

is now mainstream
Nearly 6 in 10 
organisations are 
already actively using 
conversational AI, with 
another 24% piloting or 
planning deployments.

Among active users:

Experience builds 
confidence
Trust in AI governance 
is significantly higher 
among organisations 
already using 
conversational AI, 
compared to those that 
have not yet adopted it.

60%
report measurable 
value, including ROI 
and efficiency gains.

82%
report transformational 
improvements to customer 
communications.

The future is 
autonomous
As AI-driven interactions 
grow, the brands that 
build AI infrastructure, 
governance, and 
integration now will lead. 
Those who wait will be 
playing catch-up.



Top barriers to adoption

32% Nothing major

20% Regulations

17% Complexity

59%

Active users are 
nearly twice as 
confident in AI 
governance and 
data protection

53%
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17% Costs
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expect at least a quarter of 
customer journeys to be handled 
by autonomous AI within the 
next 12 months.

14% Trust

Operational and resource concerns are the main 
barriers to adoption, not fear. 31% of non-users 
don't have major concerns about it at all.

About Twilio 

Today's leading companies trust Twilio's Customer Engagement Platform (CEP) to build direct, personalized relationships with their customers everywhere in the world. 
Twilio enables companies to use communications and data to add intelligence and security to every step of the customer journey, from sales to marketing to growth, 
customer service and many more engagement use cases in a flexible, programmatic way. Across 180 countries, millions of developers and hundreds of thousands of 
businesses use Twilio to create magical experiences for their customers. For more information about Twilio (NYSE: TWLO), visit: www.twilio.com 


