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WHAT’S 
NEXT? 

WHAT ARE THE 
TOP TRENDS TO WATCH 
IN CX AND CONTACT CENTERS 
THROUGH 2021 AND 
INTO 2022?

CLOUD is a given, 
not an option 
anymore

DIGITAL MESSAGING 
is the new conduit 
for the entire 
support experience 

CHANNEL-LESS 
ENVIRONMENTS = 
Frictionless 
crossovers 

Data and insights 
drive proactive 
PERSONALIZED 
EXPERIENCES

AUTOMATION 
spans across the 
support lifecycle 
to drive ROI



is a given, 
not an option 
anymore

Embrace 
cloud-based 
solutions to 
deliver innovative 
digital contact 
flows rapidly and 
match changing 
consumer 
preferences

Increase 
flexibility and 
scale of 
operations as 
needed, and 
pay for what 
you use

Pave the way 
for a cognitive 
contact center 
with AI-powered 
cloud 
applications

CLOUD

24 Increase in migration 
to cloud technologies 
in 2020
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X of telecom technology decision makers 
in large contact centers expect to move 
to a subscription-type service

30 % ROI on migrating to cloud contact 
center (like Amazon Connect) with 
payback period of less than 1 year

241 %



is the new 
conduit for the 
entire support 
experience

Twi�er, FB Messenger, Instagram, 
SMS, Whatsapp, Apple Business Chat, 
etc. all o�er opportunity for customer 
interaction
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DIGITAL 
MESSAGING

Customer experience leaders are 
leveraging asynchronous two-way 
mobile messaging and notifications 
to help customers proactively

Emerging technologies are
impacting the digital channels 
capabilities and the quality of 
conversations with brands

Text Messages 
sent every day 
globally

TRILLION8 Growth in messaging apps 
as a customer service 
channel from 2017-2022

%250of customer service organizations 
will have abandoned native mobile apps 
in favor of messaging by 2025

80 %



Provide a seamless experience 
without loss of context as 
customers transition between 
channels - online, on the phone, 
in the store, etc.

40%
Increase in the 

volume of 
digital interactions 

in 2021 
will accompany 

an increase in 
the number of 

customer service 
channels 

organizations 
deploy, 

from eight to 11

- Forrester

CHANNEL-LESS 
ENVIRONMENTS  = 
FRICTIONLESS 
CROSSOVERS

Customers do not want to 
choose to chat vs call vs 
create a ticket – brands need 
to emphasize it’s all from a 
central source

Self-service will continue to be 
the gatekeeper for all channels, 
as more brands create a 
channel-less customer 
engagement hub

CX leaders will enable agents 
to be�er anticipate needs 
and personalize interactions 
with a unified view of customer 
journeys across channels 



Data and insights 
drive proactive 

64% 
service leaders rate 
collecting and using voice 
of the customer data 
to understand customer 
experience as a 
key priority in 2021 

- Gartner
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PERSONALIZED 
EXPERIENCES

Customers expect 
service interactions 
tailored to their 
personas, transaction 
and interaction 
histories, and current 
states

68% 
Adoption of AI-fueled 
analytics grows as 68% 
leaders prioritize shi� to 
proactive service model 
in 2021, to anticipate 
customer needs and 
act on their behalf 

- Gartner

More companies are 
leveraging interaction 
analytics to identify sales 
opportunities, proactively 
trigger customer 
retention workflows, and 
enable agents with 
real-time insights



About half of 
companies 
invest more than 
$10 million in 
Triple-A Trifecta 
technology (AI, 
Automation 
and Analytics)

- HFS Research

spans across the 
support lifecycle 
to drive ROI

AUTOMATION

77% service 
leaders rate 
automating 
end-to-end 
customer service 
processes as the 
most important 
priority for 2021 

- Gartner

An RPA bot 
for high-volume, 
low-complexity 
tasks can 
replace three or 
four agents

- Forrester

Even as front-end automation matures, AI-powered back-end 
automation and routing drives agent productivity by minimizing 
errors, improving quality and speed, and making virtual 
workplaces more a�ractive



On-premise 
systems are in the 
rear-view mirror, 
switch to cloud

Meet your customers 
where they are with 
digital messaging

Delight your customers 
with a channel-less 
experience

Data is be�er than oil – 
invest in it and put it 
to personalize 
experiences

Unlock value of 
automation with a 
holistic approach

KEY 
TAKEAWAYS 
to Succeed 
with 
Exceptional 
CX in 2021



Send us an email to info@csscorp.com to know how our digital CX solutions can help you win in 2021.

CSS Corp is a global customer experience and technology consulting services provider, disrupting the industry with a unique intersection of 

industry-leading proprietary solutions, resilient operations, and innovative business engagement models. It has emerged as a compelling 

alternative to the traditional IT and support service providers with its premium service o�erings and di�erentiated value propositions that solve 

clients’ critical business problems proactively. The company is a digital transformation partner of choice for its clients, which include the world’s top 

innovators across industries, from mid-market players to large enterprises. Its diverse team of over 9,000 customer-centric thinkers, collaborators, 

and co-creators across 18 global locations, is passionate about helping clients succeed through intelligent automation-led outcomes. The 

company has overcome macroeconomic headwinds to become the industry’s fastest growing and most awarded company in its revenue range.
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