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OVER HALF OF 
PANDEMIC-ERA SERVICES 
WILL BECOME 

THE NEW NORMAL

57% of consumers believe 
that companies should have 
learned how to handle 
pandemic-related 
disruption.

By 2026, 60% of 

large enterprises will 
unite CX, user experience, 
EX and multi-experience 
to transform their business 
models and achieve a more 
holistic overall experience 
for all stakeholders. 

– Forrester, 
August 2021 

- Gartner

Post-pandemic 
consumers demand to see 

digital and o�line 
experiences merged 
seamlessly 
and work well.



COULD INFLUENCE 
TWO-FIFTHS OF CONSUMERS’ 
PURCHASE DECISIONS

EX PRACTICES

More companies 
will factor ethical 
responsibility & EX 
into their customer 
journeys.

2022 will be 
the year of EX 
transformation and 
it will account for 20% 
of HR budgets.

 – Forrester

Customers are 
becoming aware 
and vocal about the 
human cost of 
convenience.

15% of enterprises 
will monitor employee 
psychology and 
experience as part of 
their automation strategy.

 – Forrester

Shi� from digital 
to human-centered 
tech transformation that 
aligns CX & EX will 
deliver a 3% to 5% 
net gain in productivity.



3LEADERS WILL ENJOY 
A STEEP REVENUE ADVANTAGE

ANYWHERE X

Consumers will flaunt their 
device-enabled mobility and 
willingly pay for the o�erings 
that enable this freedom.

Leaders will deploy a virtual-first 
& remote-first architecture for 
the ‘anywhere work’ and 
‘anywhere commerce’ world.

“ “

By 2023, 75% of organizations 
that exploit distributed enterprise 
benefits will realize revenue growth 
25% faster than competitors.

Such architecture will focus on 
delivering high-quality eXperiences 
on the go than physical 
touch-points.

– Gartner



COMPANIES WILL INCREASE 
THEIR CHANCES TO BEAT COMPETITION 
BY THREE TIMES

INSIGHTS-LED

Cookie deprecation & opaque 
AI systems will obscure meaningful 
customer insights from brands.

Gleaning meaningful 
customer insights will get 
tougher, yet essential.

To counter this, brands collecting 
zero-party data (ZPD) will double - 
information that consumers volunteer 
about their preferences & interests.

Chief Data O�cers will be 
required to ensure seamless flow 
of customer insights between 
marketing, support and the rest 
of the organization. – Forrester



5AROUND DATA WILL 
THREATEN TARGETING & PROPEL 
DIGITAL TRUST PROGRAMS

CUSTOMER 
SKEPTICISM

One-quarter of US consumers 
use privacy & security tools to 
prevent firms from tracking their 
online activity.

Companies will need to collect 
more data directly from customers 
to o�er individualized experiences 
in 2022.

As digital trust gains importance, 
decentralized digital identity will 
become a reality across industries. 

10% of US firms will turn their 
a�ention to privacy & consent 
journeys.

– Forrester

– Forrester



6WILL DICTATE PURCHASE 
BEHAVIORS IN 2022 & BRANDS 
WILL BE FORCED TO LISTEN

ESG VALUES

Growing consumer skepticism 
about the ability of brands to 
follow through on their sustainability 
promises will fuel more transparent 
action from brands.

Consumers will expect brands 
to lead social & environmental 
change & company values will 
increasingly influence their 
purchase decisions.

$10 billion in design spending 
will shi� to vendors/services 
commi�ed to accessibility.

By July 2021, 60% of Fortune 500 
companies had made a 
commitment to climate action, up 
from 32% in 2020.

– Forrester

– Forrester



MULTITRILLION-DOLLAR 

METAVERSE

Over five deployments of 
enterprise metaverse will become 
a reality in 2022 with advancements 
in 3D computer vision.

Generative or creative AI (AI that 
creates its own training data based 
on a sample data set) will spur rapid 
innovation in providing personalized 
experiences.

MARKET WILL BECKON A NEW AGE OF AI

Large companies will introduce bias bounties 
(similar to bug bounties of yesteryears) to improve their AI models.

By 2025, generative AI will account 
for 10% of all data produced, up from 
less than 1% today.

20% of enterprises will use 
explainable AI to debias their models 
and get transformational insights. 

– Gartner– Forrester

– Forrester



Email us at info@csscorp.com to know how our digital CX solutions can help you win in 2022.

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 11,000 customer-centric thinkers, collaborators, 

and co-creators across 20 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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