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1. Human Experience development is causing businesses to dispense with the traditional notion of 

customer acquisition-focused marketing, focusing instead on creating more human-centric 

interactions — including with their own employees and business partners — using machine-based 

software, such as text messaging and social media BOTs. The Customer Service Representative on 

the other end may not be a human! 

Within the organization, businesses are now using machine learning and intelligence capabilities 

such as voice stress analysis and micro-expression detection tools. Consider, for example, the use of 

EEG and machine learning-enabled headsets that shed light on situations that distract or create 

stress for employees, enabling businesses to design better workflows and work environments. This 

trend will continue and broaden in scope in the next decade. 

 

2. Analytics includes foundational capabilities and tools that generate powerful insights. Data 

management, data governance, and supporting architecture used as critical building blocks for 

machine intelligent software will continue to provide more meaningful results. Developments in 

data analytics will improve the ability to efficiently and cost-effectively process and integrate large 

amounts of data, but t it has also created a deficit of trust, leading to discussions on ethical 

technology and trust. A core area of analytics is mathematics and statistics. 

 

3. Cloud takeover of the enterprise is nearly complete. Ninety percent of organizations use cloud-

based services. For example, Gmail, Dropbox and other online application with data storage on the 

Internet are called cloud-based services. Cloud investments are expected to double as a percentage 

of IT budget over the next three years. The use of cloud, extending beyond infrastructure, has given 

rise to everything-as-a-service notion, enabling any IT function to become a cloud-based service for 

enterprises. 

 

4. Digital Reality technologies, including AR/VR, mixed reality, voice interfaces, speech recognition, 

ambient computing, 360° video, and immersive technologies, promote more natural user 

engagement by seamlessly extending a human-centric experience beyond the confines of keyboards 

and screens. The goal is natural, intuitive, and potentially imperceptible interactions with underlying 

technologies.  

Many companies are using and will continue to use digital reality technologies to deepen emotional 

connections and empathy among customers and employees. 

 

5. Artificial Intelligence technologies, such as machine learning, neural networks, robotic process 

automation, bots, natural language processing, neural nets, and the broader domain of AI, have the 

potential to transform nearly every industry. These technologies personalize and contextualize the 

human-technology interaction, allowing businesses to provide tailored language- and image-based 
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information and services, with minimal or no human involvement. Demand for cognitive 

technologies is skyrocketing and one estimate suggests spending to reach US$77.6 billion in 2022. 

 

6. Blockchain is a system in which a record of transactions is maintained across several computers 

that are linked in a peer-to-peer network. Financial services and fintech companies continue to lead 

blockchain development, but other sectors—notably, government, life sciences and health care, and 

technology, media, and telecommunications—are also advancing blockchain initiatives. Studies show 

that in 2019, the topic of enterprise blockchain discussions shifted from, “Will blockchain work?” to, 

“How can we make blockchain work for us?” 

 

7. Engineering is evolving as technology and business strategies converge. As companies increasingly 

look to reengineer IT not only to deliver operational excellence but to partner with business 

functions to drive value creation, many IT teams are shifting their focus from project delivery to 

product and business outcomes and adopting collaboration-enabling development methodologies 

such as Agile and DevOps. The supercharged technology function can then help enterprises become 

more agile in their response to technology-driven market and business changes. 

 

8. Security beyond the essentials of compliance, organizations are approaching the broader issue of 

trust as a corporate strategy driven by the potential risks that emerging technologies could have on 

products, services, and business goals. This trend will continue to evolve and align itself to evolving 

technology. Focus on digital security can never be overdone. 

 

9. Operations reflects the ongoing pressures that digital transformation, user expectations, and 

data-intensive algorithms put on core systems in the front, mid, and back office. Whether it’s digital 

finance, a real-time supply chain, or a customer relationship management system, core systems 

support key business processes. In an era of instantaneous, always-on, tailored interactions, 

organizations need to lower their overall technical debt. Thoughtful approaches to modernizing the 

core—reengineering existing legacy systems, refreshing ERP systems, and rewriting systems—are 

more important than ever. 
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