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Five big bets on
the future of CX

We have clear insights into the future of
customer experience. In the near term, much
of what we can expect by 2025 is a continued
extension of what’s happening today.

But by 2030, we believe technology will
evolve dramatically faster than most expect,
and it will radically change the customer
experience landscape.
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Customers are always going to want fast, personalized,
convenient experiences. Messaging is now the best technology
we have to give them that.

Our data, from almost 100K businesses, shows social
messaging increasing in inquiries more than any other channel,
by almost 40 percent last year. And this isn’t just more of
something—it’s more of a very good thing. With messaging,
richer and more proactive experiences are available across
every stage of the customer lifecycle.

With conversational business, customers can take action and get
whatever they need to get done without leaving the messaging
interface. And there are applications in every industry—from
confirming your OpenTable reservation over text, to using web
messaging to chat Logitech about product issues, to booking
restaurant and spa services at the Four Seasons directly in their
app. All right where it’s most convenient for the customer.

These conversational experiences will make it so you never have
to go digging around for support again, either—starting a
conversation with any business will take one command. By 2030,
our bet is that everywhere you go, you’ll be able to converse
with any business as easily as you can text your friends today.

By 2030:

Every business will
live (and provide
conversational
support) everywhere
you are
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By 2030:

Al will replace the
majority of frontline
customer interactions




By 2030:

Hyper-specialized
support will be
available for
everything (for a price)
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Data isn’t like a butterfly collection where you're trying to get all
the different species to admire. You don’t want to be admiring
the completeness; you want to put the data to work.

Businesses used to struggle with not having access to data.
Lots of things that should have been tracked weren’t—or it was
done poorly, so there was missing or incomplete data. Now the
issue is the overwhelming amount of data. So many activities
are tracked. We’re drowning in a data lake because we can’t
use it to our advantage.

When you have the right insight from the right data and at the
right time, this is when you can give a customer a truly
personalized, incredible experience. These kinds of
experiences are built on the right signal and understanding of
each user. Their intent and history matter most.

Customers will reward you for getting personalization right—
there is 40 percent higher revenue in those companies that
excel at personalized experiences.

GDPR is just the beginning and it’s only going to change the
data limitations more and more. By 2030, data is going to be
incredibly ephemeral and it’s going to challenge the notion of a
system of record entirely. Data won’t be about something you
store anymore—instead, data will be something you access,
with double opt in, via a customer’s public key.

By 2030:

Conversational
service will be
dominant and
proactive
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Developers are a precious resource in short supply, and a
customer experience is limited by a company’s access to a
great developer. That shortage isn’t going away. But coding
skills won’t get in the way of building great CX anymore.

The low- and no-code revolution is taking off, making it
faster and easier to develop across the board for everyone.
Modular packages of code in composability multiply the
impact of every line of code with reuse over and over again
that allows for exponential benefit. This will all unlock
monster growth in development.

By 2030, there will be more and more citizen developers.
People with little to no previous coding knowledge will use
drag-and-drop interfaces to visually draw what they want to
build. Existing software developers will be able to code
20x faster.

But mostly they’ll be off innovating more and more on
business functionality and services—increasing the power
available to all.

By 2030:

Any development work
you need you'll be able
to do yourself
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